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General Information 
About ICMA 
The International City/County Management Association (ICMA) is a 100-year-old  
nonprofit professional association of local government administrators and managers, with 
approximately 9,000 members located in 28 countries. 

Since its inception in 1914, ICMA has been dedicated to assisting local governments in providing 
services to their citizens in an efficient and effective manner. Our work spans all of the activities of 
local government: parks, libraries, recreation, public works, economic development, code 
enforcement, brownfields, public safety, and a host of other critical areas.  

ICMA advances the knowledge of local government best practices across a wide range of platforms, 
including publications, research, training, and technical assistance. Our work includes both 
domestic and international activities in partnership with local, state, and federal governments, as 
well as private foundations. For example, we are involved in a major library research project 
funded by the Bill & Melinda Gates Foundation and are providing community policing training in El 
Salvador, Mexico, and Panama with funding from the United States Agency for International 
Development. We have personnel in Afghanistan helping to build wastewater treatment plants and 
have teams working with the United States Southern Command (SOUTHCOM) in Central America 
on conducting assessments and developing training programs for disaster preparedness. 

ICMA Center for Public Safety Management 
The ICMA Center for Public Safety Management (ICMA/CPSM), one of four centers within ICMA’s U.S. 
Programs Division, provides support to local governments in the areas of police, fire, emergency 
medical services (EMS), emergency management, and homeland security. In addition to providing 
technical assistance in these areas, we also represent local governments at the federal level and are 
involved in numerous projects with the U.S. Department of Justice and the U.S. Department of 
Homeland Security. 

ICMA/CPSM is also involved in police and fire chief selection, assisting local governments in 
identifying these critical managers through original research, the identification of core 
competencies of police and fire managers, and assessment center resources. 

Our local government technical assistance includes workload and deployment analysis, using 
operations research techniques and credentialed experts to identify workload and staffing needs 
and best practices. We have conducted approximately 140 such studies in 90 communities ranging 
in size from 8,000 population (Boone, Iowa) to 800,000 population (Indianapolis, Indiana). 

Thomas Wieczorek is the Director of the Center for Public Safety Management. Leonard Matarese is 
the Director of Research & Project Development. 
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Methodology 
The ICMA Center for Public Safety Management team follows a standardized approach to 
conducting analyses of fire, police, and other departments involved in providing services to the 
public. We have developed this approach by combining the experience sets of dozens of subject 
matter experts in the areas of police, fire, and EMS. Our collective team has several hundred years of 
experience leading and managing public safety agencies, and conducting research in these areas for 
cities in and beyond the United States. 

The reports generated by the operations and data analysis team are based upon key performance 
indicators that have been identified in standards and safety regulations and by special interest 
groups such as the International Association of Fire Chiefs (IAFC), the International Association of 
Fire Fighters (IAFF), and the Association of Public-Safety Communication Officials International, 
and through ICMA’s Center for Performance Measurement. These performance measures have been 
developed following decades of research and are applicable in all communities. For this reason, the 
data yield similar reporting formats, but each community’s data are analyzed on an individual basis 
by the ICMA specialists and represent the unique information for that community. 

The ICMA team begins most projects by extracting calls for service and raw data from a public 
safety agency’s computer-aided dispatch system. The data are sorted and analyzed for comparison 
with nationally developed performance indicators. These performance indicators (e.g., response 
times, workload by time, multiple-unit dispatching) are valuable measures of agency performance 
regardless of departmental size. The findings are shown in tables and graphs organized in a logical 
format. Despite the size and complexity of the documents, a consistent approach to structuring the 
findings allows for simple, clean reporting. The categories for the performance indicators and the 
overall structure of the data and documents follow a standard format, but the data and 
recommendations are unique to the organization under scrutiny.  

The team conducts an operational review in conjunction with the data analysis. The performance 
indicators serve as the basis for the operational review. The review process follows a standardized 
approach comparable to that of national accreditation agencies. Before the arrival of an on-site 
team, agencies are asked to provide the team with key operational documents (policies and 
procedures, asset lists, etc.). The team visits each city to interview fire agency management and 
supervisory personnel, rank-and-file officers, and local government staff.  

The information collected during the site visits and through data analysis results in a set of 
observations and recommendations that highlight the strengths, weaknesses, and opportunities 
of—and threats to—the organizations and operations under review. To generate 
recommendations, the team reviews operational documents; interviews key stakeholders; observes 
physical facilities; and reviews relevant literature, statutes and regulations, industry standards, and 
other information and/or materials specifically included in a project’s scope of work.  

The standardized approach ensures that the ICMA Center for Public Safety Management measures 
and observes all of the critical components of an agency, which in turn provides substance to 
benchmark against localities with similar profiles. Although agencies may vary in size, priorities, 
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and challenges, there are basic commonalities that enable comparison. The approach also enables 
the team to identify best practices and innovative approaches.  

In general, the standardized approach adopts the principles of the scientific method: We ask 
questions and request documentation upon project start-up; confirm accuracy of information 
received; deploy operations and data analysis teams to research each unique environment; perform 
data modeling; share preliminary findings with the jurisdiction; assess inconsistencies reported by 
client jurisdictions; follow up on areas of concern; and communicate our results in a formal written 
report.  

ICMA/CPSM Project Contributors 
Thomas J. Wieczorek, Director  
Leonard A. Matarese, Director of Research and Project Development  
Joseph E. Pozzo, Senior Manager for Fire and EMS  
Dov N. Chelst, Ph.D., Director of Quantitative Analysis 
Gang Wang, Ph.D., Senior Quantitative Analyst 
Dennis Kouba, Editor  
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Executive Summary 
 
The ICMA Center for Public Safety Management was retained by the town of Southington, 
Connecticut, to complete a comprehensive analysis of the town’s fire services. The analysis is 
designed to provide the town with a thorough and unbiased review of fire services provided by the 
Southington Fire Department (hereinafter, the SFD). This report is the result of this analysis and is 
accompanied by recommendations for ways to improve services. The report also provides a 
benchmark of the town’s existing service delivery performance. Benchmark performance 
information can be found in the Data Analysis section of this report. 

During our study, we analyzed performance data provided by the SFD and we also examined first-
hand the department’s operations. Fire departments tend to deploy resources utilizing traditional 
approaches, which are rarely reviewed. This report seeks to identify ways the department can 
improve efficiency, effectiveness, and safety for both its members as well as the community it 
serves. The recommendations may be adopted in whole, in part, or rejected. However, ICMA 
recommends that specific objectives be assigned to individuals with a reporting/report card 
process to deliver input to the county administration and elected officials. 

The ICMA Senior Manager for Fire and EMS Projects conducted a site visit on January 2, 3, and 4, 
2013, for the purpose of observing fire department and agency-connected supportive operations, 
interviewing key fire department and town staff, and reviewing preliminary data and operations. 
Follow-up telephone calls were also conducted between ICMA project staff and department staff so 
that ICMA staff could affirm the project information and elicit further discussion regarding this 
operational and data analysis.  

The ICMA team, while reviewing information and discussing operations with department members, 
always seeks first to understand existing operations, then to identify ways the department can 
improve efficiency, effectiveness, and safety for both its members as well as the community it 
serves. ICMA found the town of Southington is not unique, in that it seeks to create a more efficient 
fire department within existing financial resources. 

ICMA found that Southington has a very capable department and staff for the delivery of fire 
services. The SFD has in place several key planning documents that enhance administrative and 
operational components of the department, and which provide clear objectives and a vision of 
where the organization is headed. Additionally, the SFD has accomplished and continues to 
accomplish many organizational and operational tasks with a small staff, which is a demonstration 
of the commitment of all members in the SFD fire services system.  

There is, however, always room for improvement in any organization. Critical areas the ICMA team 
has identified that need improvement and that resulted in our recommendations are: the need to 
integrate volunteer officers and members in various administrative and operational components is 
critical to the success of the entire system; measuring the organization against established 
benchmarks, particularly volunteer turnout and response, is key to identifying potential issues in 
providing services; managing staffing and programs, including volunteer staffing and deployment 
so as to minimize overtime; completing a community risk and vulnerability assessment and 
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implementing communications and time allocation models; and providing modern response tools 
to more effectively manage volunteer resource deployment. Additional recommendations are 
offered as well to assist the department in overall efficiency, effectiveness, and improvement.   
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Recommendations 
Thirty-one recommendations for the SFD are listed below and in the applicable sections within this 
report. The recommendations are based on best practices derived from the National Fire Protection 
Association (NFPA), the Center for Public Safety Excellence (CPSE), ICMA, the U.S. Fire 
Administration (USFA), the International Association of Emergency Managers (IAEM), the Federal 
Emergency Management Agency (FEMA), and other sources, as well as the knowledge of ICMA 
reviewers. Recommendations are numbered in the order they appear in the report. Priority 
recommendations, as determined by ICMA, are shown in bold.   

1. Integrate volunteer captains and lieutenants into organizational ancillary roles to better 
support fire administration and enhance these volunteers’ organizational value. 

2. Integrate volunteer officers into the incident command system while operating on 
emergency scenes, with a focus on enhancing organizational value, building skill 
levels, and increasing effectiveness of the overall organization. 

3. Merge the proposed functional organizational chart with the current SFD structural 
organizational chart. The purpose of merging these two charts is to further enhance the 
SFD’s ability to carry out the mission of the organization through its organizational chart, 
break down organizational silos, create leadership teams that include both career and 
volunteer staff within each organizational component, and promote lateral team-building 
between organizational divisions and between career and volunteer staff. 

4. Develop and implement a communication model that establishes and ensures an 
effective conduit of clear and productive communication throughout the entire 
organization. This model should also include consistent and regular meetings with 
the volunteer leadership and overall volunteer and career membership by the senior 
staff of the SFD. 

5. The SFD should ensure inclusion of career and volunteer system members and a 
representative of the fire commission in future strategic planning and performance 
measure development sessions to ensure an open and transparent planning process. 

6. The SFD should develop and implement a performance measurement reporting system that 
expands the type of measurement it uses and includes the use of a program logic model. 

7. Performance measures should be developed for each department activity, and should link 
to the strategic and comprehensive planning documents and fiscal/budget documents. 

8. Undertake a community risk and vulnerability assessment. The SFD should use the 
results for the ongoing planning of fire response run cards, identification of 
apparatus needs, future facility placement, and staffing and deployment of resources.  

9. Complete pre-fire plans on all identified target hazard occupancies and ensure each pre-fire 
plan is distributed to all companies for training purposes and placement in primary 
response apparatus for use on emergency incidents. Annually update pre-fire plans and 
ensure updated copies are maintained at each company and on each primary apparatus. 
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10. Develop and implement a multicompany practical training regimen that includes 
career staff and all volunteer companies. Practical training drills should include 
specific goals and objectives, should occur at least quarterly, and should have a 
purpose of integrating meaningful practical evolutions to include all companies and 
staff to improve emergency scene effectiveness. 

11. Work within the CBA and develop and implement a probationary firefighter performance 
evaluation for career staff recruit/probationary firefighters. 

12. Formally include the volunteer officer candidate-professional development program 
into the SFD succession plan.   

13. Identify in the SFD station repair plan and five-year strategic plan the needed 
training props and designated training area (with implementation and continuous 
costs) to conduct practical training evolutions in support of operational objectives.   

14. Encourage and provide support for SFD officers and officer candidates (career and 
volunteer) to attend EMI and/or NFA courses to enhance department competencies and for 
agency and self-development purposes.  

15. As funding allows, consider and implement for the construction of new and the renovation 
of current facilities, the components of NFPA 1402, NFPA 1581, and NFPA 1500. 

16. Structure a facility preventive maintenance program designed to maintain efficiencies of 
systems and longevity of equipment in order to reduce overall building maintenance costs. 
The facility preventive maintenance program should include all facility components.  

17. The SFD should incorporate in all capital apparatus and equipment inventories the 
procurement date, procurement cost, and anticipated replacement costs for planning 
purposes. 

18. The captain assigned to fire prevention should work with fire suppression and the 
community to identify occupancy and false-alarm trends, and implement appropriate 
measures to mitigate alarm issues with a focus on reducing responses and increasing 
overall response efficiencies.  

19. Evaluate public service and good intent call types, and develop and implement strategies 
that are focused on reducing or eliminating heavy fire apparatus response as a means to 
increase overall response efficiencies. 

20. Adopt a time allocation model; implement and monitor time allocation to ensure effective 
use of officer (career and volunteer) and staff time as it relates to achieving the 
organizational mission and to each individual’s position in the organization. Review shift 
commander response practices and determine what calls are most appropriate for this level 
in the organization. Integrate volunteer officers into the organizational time allocation 
model so that they are aware of the level in the organization at which they should be 
operating. 
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21. ICMA recommends the SFD establish standby duty crews for the evening hours (1800-
0600 hours), with crews comprised of volunteer members, for a more guaranteed 
response. ICMA recommends these duty crews be comprised of 4 to 6 volunteer 
members each, and that this program be scheduled and rotated to a different station 
each night. ICMA strongly recommends the SFD outline performance measurement 
and reporting on: 

o Minimum assembly and turnout time of apparatus for volunteer staff  

o Total response time for volunteer staff 

o Nonresponse and turnout of apparatus by volunteer staff  

o Turnout time of apparatus for career staff. 

22. ICMA strongly recommends the SFD research and determine the most appropriate 
web-based or other alerting system for volunteer members to utilize, so that 
response of individual members can be monitored for each call. Ultimately, the 
response of dispatched apparatus can be monitored by the shift commander so that 
appropriate emergency scene decisions can be made based on available and 
responding or potentially responding apparatus. 

23. The SFD should establish a benchmark for response time, and develop a performance 
measurement system that measures response time and staff arrival on the scene of 
incidents. This performance measurement should have a focus on the effectiveness of the 
entire system to respond to calls for service. 

24. Consider utilizing trained volunteer members more frequently to cover career staff 
vacancies created by scheduled and unscheduled leave, with a focus on reducing 
overtime. This is allowed in the current CBA (Article 26, Section: 3). 

25. Establish (bargain if necessary) a minimum number of operational scheduled leave 
slots or maximum hours (vacation/military/union/LWOP as examples) for each 24-
hour operational shift for the purpose of managing scheduled leave and associated 
overtime. 

26. Discontinue the practice of allowing career staff to return to station 1 for standby 
when the on-duty career staff is deployed on a toned out call, or at minimum 
establish a maximum number allowed to return for standby. Instead, alert, utilize, 
and integrate the volunteer system when this occurs. The purpose of this is to 
minimize and better plan for and manage overtime. 

27. Better utilize the volunteer system when staffing special events and standbys for other 
events where the SFD is requested. The purpose of this is to minimize overtime, add 
capacity to any event or standby request, and continue positive integration of the entire 
system. 

28. The SFD should aggressively explore automatic aid agreements with any contiguous 
jurisdiction that can provide timely and effective response of assets, and where the 
SFD can reciprocate aid with timely and effective assets. 
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29. Train all volunteer operational members of the SFD to the EMR and CPR level as a 
minimum, and place automated external defibrillators (AEDs) and appropriate EMS first 
responder equipment on all first response fire apparatus. 

30. Aggressively review the possibility of converting fire inspector positions to civilian 
positions as they become vacated by uniform personnel, with a focus on the 
efficiencies of salary, benefit, and pension costs. 

31. Establish an engine company fire safety inspection program that is focused on assisting the 
fire marshal’s office with fire safety inspections of the less technical occupancies, and that 
has a goal of visiting these occupancies at least every two years. 
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Organizational Analysis 
 
Organizational Elements 
Town of Southington 

Chapter 1, Section 102 of the Town Charter establishes the town as a council-manager form of 
government. Chapter VI, Section 401, provides that the council shall appoint the town manager by a 
majority vote to serve at their pleasure for an indefinite period. Section 402 outlines the duties and 
responsibilities of the manager.1   

Chapter III, Section 301 of the charter sets forth the composition of the council. Nine council 
members are elected to serve two-year terms.1 Section 302 provides that the council shall elect a 
chair and vice chair from its membership. In a council-manager form of government the powers of 
the elected and appointed officials are segregated for the purpose of providing a fair balance 
between the political leaders who set the policy for the town, and the apolitical managerial 
leadership of an appointed official educated in public management and who carries out this policy 
and manages the town’s day-to-day operations.   

Fire Commission 

Article II, Section 7-21 of the code of ordinances establishes a fire department within the town 
limits. Section 7-22 provides that the fire department shall consist of five volunteer companies 
located in Southington, Plantsville, Milldale, Marion, and North End and one paid company, which 
shall be maintained with such equipment as the board of fire commissioners, shall deem necessary.1 

Section 7-23 establishes the board of fire commissioners and their duties therein.1   

Section 6.01(b) of the charter provides that this board of fire commissioners shall consist of five 
members appointed by the council for a term of not more than four years, the term of each to expire 
in consecutive years. The fire commission appoints the fire chief and all other paid members of the 
fire department. The charter further provides that fire protection shall continue to be provided by 
the volunteer companies. The duties of the fire chief shall include but not be limited to the oversight 
of the general efficiency of the department as it relates to providing fire suppression, emergency 
rescue and medical services, enforcement of regulations essential to the fire protection and safety 
of life and property, training, and other duties as may be prescribed by the fire commission.1   

                                                           
1 Code of Ordinances, Town of Southington, Connecticut 

http://ecode360.com/16106683
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Figure 1: Town of Southington Organizational Chart 

 

Southington Fire Department 

The SFD is a combination career and volunteer fire department serving more than 43,000 plus 
permanent residents in 36 square miles of urban and suburban land area.2 The SFD deploys fire 
and EMS services through 33 full-time employees and 95 volunteer members assigned to four fire 
stations, fire administration, and supportive functions. Of the 95 members, 5 are involved in the 
fire-police program and ten are probationary members.  Volunteer members do receive an hourly 
compensation rate for time spent engaged in response activities as well as training. Additionally the 
volunteer members have a modest benefits package provided through the town.         

The ISO Public Protection Classification for the community is a split rating of four/nine. The agency 
provides a wide array of public safety service deliverables to include fire suppression, emergency 
medical services (EMS) first response, fire prevention and investigation, public education, some 
technical rescue such as vehicle extrication and water rescue, hazardous materials operations, fire 
police supportive function, and staff training and education.  

                                                           
2 Retrieved from: http://www.cerc.com/TownProfiles/Customer-Images/southington.pdf 
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As noted above, the fire chief oversees the day-to-day functions of the department, which includes 
the career and volunteer staffs, all capital assets, and administrative and operational elements. The 
fire chief reports to the fire commission and works with the town manager within the framework of 
the town charter and organizational chart (Figure 1) regarding day-to-day activities.   

Organizational support for the fire chief comes from one assistant fire chief who also serves as the 
town fire marshal. Additionally, the fire chief is supported administratively by a training captain 
who is responsible for all organizational training and education, and an administrative assistant 
and staff clerk, who primarily assists the fire marshal’s office with inspection record keeping and 
permitting processes. Operational support comes from four shift commanders whose primary 
responsibility is the management of each of the four operational platoons, as well as command and 
control of emergency incidents. Each shift commander is supported by a shift lieutenant who serves 
as the shift leader of each of the four platoons. Each shift commander and shift lieutenant has 
significant ancillary administrative and operational duties in addition to their normal shift work in 
support of the department’s service deliverables. 

Each volunteer company is under the command of a volunteer captain, who serves as the volunteer 
company leader. According to SFD General Rules #22, each volunteer line officer is assigned or 
dismissed by the fire chief (captain, 1st lieutenant, 2nd lieutenant, training officer).  In making a 
decision for appointment, the fire chief takes into consideration recommendations from the 
company and the qualifications of the individual.  The fire chief makes the final decision and 
forwards the name/names to the Board of Fire Commissioners for final approval.   Volunteer officer 
positions have no term limits. Based on a discussion with the current volunteer captains, it appears 
they are not integrated as seamlessly as they would like company-to-company, or company-to-fire 
administration. Additionally, the volunteer captains are not assigned ancillary duties to support the 
entire organization, as the career shift commanders and lieutenants are, which potentially 
diminishes the appropriate allocation of their organizational time 

The SFD utilizes a traditional organizational structure that focuses on the core mission of 
emergency services delivery. This structure provides a clearly defined division of responsibility for 
critical day-to-day functions, and identifies each functional division/program under the purview of 
the organization. This structure also distributes authority so that service is delivered in a timely, 
orderly, and effective manner, with leadership and accountability identified from the top of the 
organization to company-level officers.3 Figure 2 depicts the SFD organizational structure in its 
entirety while Figure 3 further breaks down the organization’s operational division. The 
operational organizational chart is shown here to illustrate the integration of career and volunteer 
staffs. Operation's requires a seamless flow, since operational response may include on-duty career 
staff (including the prevention and training captains), volunteer staff and off-duty career officers 
and staff.  Driving the organizational structure is the SFD mission statement, which is illustrated in 
Figure 4.  The SFD mission statement is typical of fire department mission statements in that it 
promulgates clearly to the customers the organizational purpose and the commitment to deliver 
the service it is charged to provide. 

                                                           
3 Dennis Compton and John Granito, eds., Managing Fire and Rescue Services (Washington, DC: International 
City/County Management Association, 2002), 115. 
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Figure 2: SFD Organizational Chart 

 

Figure 3: Operational Organizational Chart 
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Figure 4: SFD Mission Statement 
 

 

 

 

 

 

 

 

To further enhance the SFD’s ability to carry out the mission of the organization through its 
organizational chart, a functional table of the organization is suggested. During discussion with the 
volunteer staff it was noted that there is not full integration at all emergency scenes of volunteer 
staff. This creates a sense of underutilization, and as well a division between volunteer companies 
as noted above. Implementing a functional table of the organization may assist in improving these 
issues, and better define where all members of the organization fit in fulfilling the organizational 
mission. 

Further, a functional table of the organization illustrates to the community a clear picture of what 
and where key services of the department exist within the structure of the organization. 
Additionally, a functional chart enables the SFD to better visualize its division of responsibilities. It 
also offers a high level of transparency to both internal and external stakeholders.  

A functional table of the organization also provides to the department a clear picture of the 
leadership functions at each organizational level, and as well illustrates the work of leadership, 
which must be performed at these organizational levels.  Integrating the functional table of the 
organization with the traditional organizational model directs leadership from a specific focus of an 
individual to one of leadership viewed from an organizational perspective. This breaks down 
organizational silos and creates leadership teams that include both career and volunteer staff 
within each organizational component. This can promote lateral team building between 
organizational divisions and between career and volunteer staff.   

Figure 5 illustrates a recommended functional organization chart for the SFD.  

  

Mission Statement 
"The mission of the Southington Fire Department is to 

provide to the residents of Southington and those who pass 
through it fire and rescue services. To protect life and 
property through prevention, code enforcement, fire 

suppression, rescue, and emergency medical services." 
 

 

http://www.southington.org/content/50/2424/74/default.aspx
http://www.southington.org/content/50/2424/74/default.aspx
http://www.southington.org/content/50/2424/74/default.aspx
http://www.flickr.com/photos/33445721@N04/3532845925/in/photostream/
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Figure 5: Proposed Functional Organization Chart 

 

Recommendations: 
• Integrate volunteer captains and lieutenants into organizational ancillary roles to better 

support fire administration and enhance these volunteers’ organizational value. 

• Integrate volunteer officers into the incident command system while operating on 
emergency scenes, with a focus on enhancing organizational value, building skill levels, and 
increasing effectiveness of the overall organization. 

• Merge the proposed functional organizational chart with the current SFD structural 
organizational chart. The purpose of merging these two charts is to further enhance the 
SFD’s ability to carry out the mission of the organization through its organizational chart, 
break down organizational silos, create leadership teams that include both career and 
volunteer staff within each organizational component, and promote lateral team building 
between organizational divisions and between career and volunteer staff. 

 

  

Office of the Fire Chief 
Provides leadership and direction 

to career and volunteer staff; 
establishes long term vision for 

mission direct services; 
formulates departmental policy; 

provides planning, research, 
continuous improvement, and 

creates the future. 

 
Suppression and Rescue 

Through a combined system of career 
and volunteer staff- provides efficient 
and effective fire suppression services 

and first response EMS; performs 
specialized protection services; 
provides community outreach 

through public education. Maintain 
skills through continuous career and 
volunteer integration,  training and 

company improvement. 
 

Fire Prevention-Investigation-
Education 

Provides management of fire 
prevention, investigation, and public 

education programs; directs all levels of 
building and prevention inspections; 

manages agency and cooperative origin 
and cause investigations and effectively 
investigates arson related fires; provides 

continuous community outreach 
educating the public on relevant 

community safety topics. 

Training 
For career and volunteer 
staff- provides federal, 

state, and locally mandated 
minimum standard training; 

career development, and 
advanced fire and EMS 

training; oversees new and 
incumbent career and 

volunteer development. 
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Organizational Communication 
The ability to communicate in any organization is critical to its success, particularly an organization 
such as a fire department, in which one or more work facilities are decentralized from corporate 
headquarters. The shift work schedule of rotating 24-hour shifts also complicates communication.  

In the case of the SFD there are also four volunteer companies of 95 members who have varying 
levels of participation at various times of the day and week. The inherent communication 
challenges and breakdowns throughout an organization that is decentralized, both vertically and 
laterally, often result in miscommunication (see Figure 6).  

Figure 6: Miscommunication Model 
The lack of formal communication channels can feed 
communication through the “grapevine,” in which 
most organizational members receive their 
information from informal sources. 

Despite the tremendous advances in communication 
and information technology, communication among 
people in organizations leaves much to be desired.4 
The importance of effective communication, 
established communication processes, and ongoing 
follow-up cannot be overstated. Developing a 
communication model that provides a consistent 
means for communication within and among 
various levels of the organization, and encourages 

feedback that can be integrated into continuous improvement, supports a healthy organizational 
culture. 

The SFD has a communications process that occurs on a daily basis for the career staff. Each 
morning during the workweek (Monday-Friday) the fire chief meets with staff, which includes all 
officers and administrative personnel. A daily report from each staff member occurs with the 
purpose of keeping all staff informed of organizational matters.   

The fire chief holds a monthly meeting with the volunteer leadership, as well as a quarterly meeting 
with all career and volunteer officers to discuss organizational matters. This occurs during eight of 
twelve months of the year. Based on a discussion with the volunteer captains, it became apparent 
there is a perceived communication gap between the career leadership and the volunteer 
leadership. While they see improvement, the volunteer captains are seeking a more dynamic 
communications conduit to the fire chief’s office that includes communication on administrative 
and operational matters that may include and or affect the volunteer companies.   

                                                           
4 See James L. Gibson, John M. Ivancevich, James H. Donnelly, and Robert Konopaske, Organizations: Behavior, 
Structure, Processes (8th ed.) (New York: Irwin/McGraw-Hill, 2002). 
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Figure 7 represents a basic communication model that, if followed, enhances communication across 
any organization. Having a “channel” by which information flows is key to ensuring effective, 
ongoing communications, both written and oral. The vertical flow of information between the fire 
chief, frontline staff, and the volunteer leadership impacts the lateral communication that takes 
place. A lack of communication and direction, or disconnect at the channeling stage, creates morale 
issues, promotes inconsistencies, and fuels grapevine communication and informal leadership. 

Figure 7: Basic Communication Model 

 

As discussed, there are potentially some gaps in the communications process between career 
leadership and volunteer leadership. And, as administrative staff does not work on weekends or 
holidays, the morning briefing does not occur, thus creating the potential for inconsistent delivery 
of information.   

Additionally, as the volunteer membership is decentralized from the central administrative office 
and there are four career shift platoons, the potential for communication gaps significantly 
increases. Figure 8 depicts a communication model that identifies communication gap issues, and 
forces the sender or receiver to bridge this gap through processing the communication disconnect 
at the “channel” by performing a simple gap analysis. Additionally, this model, if implemented and 
followed, ensures the message(s) will be delivered to the right people at the right time. 
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Figure 8: Gap Analysis Communication Model 

Gap Analysis
Communication Model

Current
Reality

Gap Desired 
Outcome

What is the issue?
Where are we now?

What is the root?
What are the enablers?

What are the restrainers?
What are the alternatives?
Who is the target group?

Keeps us from realizing our desired state.

Where we want to be ?
Getting the right info
to the right people.

 

Recommendation: 
• Develop and implement a communication model that establishes and ensures an effective 

conduit of clear and productive communication throughout the entire organization. This 
model should also include consistent and regular meetings with the volunteer leadership 
and overall volunteer and career membership by the senior staff of the SFD. 

 

Assessment and Planning 
For any local government agency or department, developing a strategic plan is an important 
process in defining how its mission can be accomplished, how it can be sustained in the current 
state, and how the agency can improve and create a vision for the future. Included in any 
comprehensive strategic plan is a performance measurement system that articulates clear and 
defined benchmarks by which the organization can be measured. Measuring performance not only 
assesses an organization’s continuous ability to prevail under relevant and reasonable benchmarks, 
but establishes parameters from which continuous improvement occurs. This then links back to the 
organizational mission statement and comprehensive planning process. 

Equally important to a comprehensive strategic plan is a community risk analysis. A fire 
department should conduct a needs assessment and community risk analysis within its community 
for use in the comprehensive strategic planning process. This assessment process assists in 
determining the necessary resources and assets needed to accomplish the department’s defined 
core mission functions. 

Deciding how many emergency response resources to deploy is not an exact science. The final 
decision on a staffing and deployment model is based on a combination of a community risk 
analysis, response times of deployed apparatus and resources, actual call demand, and the 

Channel 
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community’s expectations. This is further defined as a community’s willingness to accept more or 
less public safety risk based on available revenues.  

This combined comprehensive planning process will assist in determining the necessary resources 
and assets needed to accomplish the department’s core mission functions will create a 
sustainability model for current services, and will create the future of the organization and instill 
continuous process improvement. 

Strategic Planning/Performance Measurement 

The SFD currently has two planning documents to guide the organization. These include a 
comprehensive five-year plan (2011-2016) that serves as the organization’s strategic plan. 
Additionally, the SFD has developed a comprehensive facility repair plan that describes each 
facility, what resources are housed in each, the deficiencies of each facility, and anticipated cost of 
repair. 

The development of a long-range fire protection and prevention comprehensive strategic plan 
involves three key steps. The first step is to generate an assumption of what the community will 
look like at the end of the planning process. Second, the department needs to assess realistically the 
strengths and weaknesses of the existing fire protection system to include codes, standards, and 
ordinances relating to fire prevention efforts, public safety education programs, and emergency 
response capability. The third and final step is to project the needed capabilities and capacity of the 
fire protection system and its fire department component as the community changes.5 This process 
helps to ensure that an adequate level of resources, including staffing and equipment, are allocated 
to meet the community’s needs for the services delivered by the fire department as efficiently as 
possible. A strategic plan also assists the department in matching resources with available 
revenues. 

The SFD strategic plan articulates several key components of the planning process, including: initial 
assumptions for planning, and discussion in the document that lends some vision to what the 
department will look like in the future; strengths, weaknesses, opportunities, and threats analysis 
(SWOT) that provides a foundation for the planning assumptions and assists in creating the future; 
current and future levels of service; and objectives for each division, equipment, and facilities with 
associated action steps and projected costs. Additional components of a fire department strategic 
plan should also include the identification of mandates and how the organization can effectively 
meet these mandates whether funded or unfunded; assessing and linking performance 
measurement to the SWOT analysis; identifying key and emerging issues of the department and 
developing strategies that effectively deal with these issues; and applying the values and the 
philosophy of the operations to the strategic plan.6 

Developing a strategic plan should not be exclusively in the hands of a fire administration’s staff, 
but should include stakeholders both internal and external to the organization. In the case of the 

                                                           
5 Fire Protection Handbook, Twentieth Edition, Volume II (Quincy, MA: National Fire Protection 
Association, 2008), 12-5. 
6 Fire Department Strategic Planning: Creating Future Excellence, Second Edition, (Tulsa, OK: Penn Well 
Corporation, 2006) 
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SFD, this includes members from all ranks of the career and volunteer system, as well as the fire 
commission, who represent the public’s interest through council appointment. Expanding 
stakeholder involvement ensures an open and transparent process, and captures input from a 
broader spectrum of the community.    

Defining clear goals and objectives for any organization through a formal strategic planning 
document establishes a resource that any member of the organization, or those external to the 
organization, can view and determine in what direction the organization is heading, and as well 
how the organization is planning to get there. Ultimately, the strategic plan defines the systems 
thinking the organization is conducting to serve its core mission.  

In a strategic plan, it is essential that clear and achievable goals and objectives for each program 
area are developed. Each program area must then (1) define its goals, (2) translate the goals into 
measurable indicators of goal achievement, (3) collect data on the indicators for those who have 
utilized the program, and (4) compare the data on program participants and controls in terms of 
goal criteria.7 Objectives should be SMART: specific, measurable, ambitious/attainable, realistic, 
and time-bound.  

While the SFD strategic plan contains several goal statements, there are no accompanying 
measurements by which staff or the citizenry can define clearly how successful each is, and what 
the impact a specific goal is having internally, externally, or fiscally. Translating each goal into 
performance measures will assist the SFD in measuring programs, service delivery, and other key 
areas of the department. Further, this is critical to the overall achievement of improving service 
delivery and accountability to the local government and to the citizenry. Additionally, it allows all 
aspects of department operations to be examined on a continual basis. One method to accomplish 
this is the periodic review of established goals and performance measures through the 
development and implementation of these components into the strategic plan. 

Performance measurement is the ongoing monitoring and reporting of progress toward pre-
established goals. It captures data about programs, activities, and processes, and displays data in 
standardized ways that help communicate to service providers, customers, and other stakeholders 
how well the agency is performing in key areas. Performance measurement provides organizations 
with tools to assess performance and identify areas in need of improvement. In short, what gets 
measured gets done.  

Performance measurement systems vary significantly among different types of public agencies and 
programs. Some systems focus primarily on efficiency and productivity within work units, whereas 
others are designed to monitor outcomes produced by major public programs. Still others track the 
quality of services provided by an agency and the extent to which citizens are satisfied with these 
services.  

Within the fire service, performance measures tend to focus on inputs (the amount of money and 
resources spent on a given program or activity) and short-term outputs (the number of fires in the 
community, for instance). One of the goals of any performance measurement system should be also 

                                                           
7 Grover Starling, Managing the Public Sector, 8th edition (New York: Thomson/Wadsworth, 2008), 287. 
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to include efficiency and cost-effective indicators, as well as explanatory information on how these 
measures should be interpreted. Performance measures as developed by the Governmental 
Accounting Standards Board are shown in Table 1. 

Table 1: The Five GASB Performance Indicators 

Category Definition 
Input indicators These are designed to report the amount of resources, 

either financial or other (especially personnel), that have 
been used for a specific service or program. 

Output indicators These report the number of units produced or the services 
provided by a service or program. 

Outcome indicators These are designed to report the results (including quality) 
of the service. 

Efficiency (and cost-
effectiveness) indicators 

These are defined as indicators that measure the cost 
(whether in dollars or employee hours) per unit of output 
or outcome. 

Explanatory information This includes a variety of information about the 
environment and other factors that might affect an 
organization’s performance. 

 
One of the most important elements of performance measurement within the fire service is to 
describe service delivery performance in a way that leads both citizens and those providing the 
service to have the same understanding. The customer will ask, “Did I get what I expected?” The 
service provider will ask, “Did I provide what was expected?” Ensuring that the answer to both 
questions is “yes” requires alignment of these expectations and the use of understandable terms. As 
discussed in the 2012 edition of ICMA’s Managing Fire and Emergency Services, jargon can often get 
in the way: 

Too often, fire service performance measures are created by internal customers and laden 
with jargon that external customers do not understand. For example, the traditional fire 
service has a difficult time getting the public to understand the implications of the “time 
temperature curve” or the value of particular levels of staffing in the suppression of fires. 
Fire and emergency service providers need to be able to describe performance in a way that 
is clear to customers, both internal and external. In the end, simpler descriptions are usually 
better.8 

The SFD does not have a performance measure system in place. The SFD does collect and report 
typical fire department data on response times, training, incident responses, and fire prevention 
activities, to name a few areas. These statistics, although reflecting typical workload measures seen 
among fire service organizations today, should link department goals to specific target rates or 
percentages if they are to be used to justify program budgets and service deliverables.  

                                                           
8 I. David Daniels, “Leading and Managing,” in Managing Fire and Emergency Services (Washington, DC: 
International City/County Management Association, 2012), 202.  
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Establishing a performance management system within the framework of an overall strategic plan 
would help the town’s management and elected officials gain a better understanding of what the 
SFD is trying to achieve. Building any successful performance management system that measures 
more than outputs requires a consistent model. Figure 9 illustrates a successful program logic 
model9 designed to build consistent performance measures; it should be linked to the performance 
measure indicators shown in Table 1. Figure 10 is an example of a program logic model.  

Figure 9: Performance Measure Program Logic Model10 

 
Program logic component definitions:  

• Type of Measure: identifies the type of indicator to be measured.  

• Program Activities: the provision of services provided by this program area. 

• Outputs: the results of or how much is produced from the program activities. 

• Initial/Intermediate Outcomes: substantive changes/improvements/benefits of the 
program as measured against the program goal. 

• Long-term Outcomes: satisfy the stated Goal, links to the budget/strategic plan. 

                                                           
9 Shows the logic by which program activities are expected to lead to targeted outcomes. In Theodore Poister, 
Measuring Performance in Public and Nonprofit Organizations (San Francisco, CA: Jossey-Bass, 2003), 35. 
10 Theodore H. Poister, Measuring Performance in Public and Nonprofit Organizations, (Jossey-Bass, 2003), 44. 
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Figure 10: Fire Prevention/Investigation Program Logic11 

 

Recommendations: 
• The SFD should ensure inclusion of career and volunteer system members and a 

representative of the fire commission in future strategic planning and performance 
measure development sessions to ensure an open and transparent planning process. 

• The SFD should develop and implement a performance measure reporting system that 
expands the type of measurement it uses and includes the use of a program logic model. 

• Performance measures should be developed for each department activity, and should 
link to the strategic and comprehensive planning documents and fiscal/budget 
documents. 

Risk Assessment and Risk Management Planning 

Community risk and vulnerability assessment are essential elements in a fire department’s 
planning process. According to a National Fire Protection Association (NFPA) paper on assessing 
community vulnerability, fire department operational performance is a function of three 

                                                           
11 Strategic Planning Process, Loudoun County, VA Fire-Rescue (2006). 
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considerations: resource availability/reliability, department capability, and operational 
effectiveness.12 These elements can be further defined as: 

Resource availability/reliability: The degree to which the resources are ready and available 
to respond. 

Department capability: The ability of the resources deployed to manage an incident. 

Operational effectiveness: The product of availability and capability. It is the outcome 
achieved by the deployed resources or a measure of the ability to match resources deployed to 
the risk level to which they are responding.13 

The community risk and vulnerability assessment evaluates the community as a whole, and with 
regard to property, measures all property and the risk associated with that property and then 
segregates the property as either a high, medium, or low hazard. According to the NFPA Fire 
Protection Handbook, these hazards are defined as: 

High-hazard occupancies: Schools, hospitals, nursing homes, explosives plants, refineries, 
high-rise buildings, and other high life-hazard or large fire-potential occupancies. 

Medium-hazard occupancies: Apartments, offices, and mercantile and industrial occupancies 
not normally requiring extensive rescue by firefighting forces. 

Low-hazard occupancies: One-, two-, or three-family dwellings and scattered small business 
and industrial occupancies. 14 

Linking a fire department’s operational performance functionality to the community risk and 
vulnerability assessment further assists fire personnel in the planning process by increasing their 
understanding of the community risk with regard to property and life-hazard potential. By plotting 
the rated properties on a map, fire administrators can better understand how current and future 
resource capabilities relate to specific risks and vulnerabilities, and then can identify potential gaps 
in service delivery.  

The SFD has not completed a comprehensive community risk and vulnerability assessment. The 
SFD does have a listing of target hazards to include industrial, roadway, commercial, educational, 
residential, and recreational hazards. However, not all target hazards have been pre-planned, 
classified according to NFPA classification, or plotted on a map for planning purposes.    

Current SFD fire stations are located along the Route 10 corridor (Figure 11). Whether these 
stations can or cannot effectively deploy to all of the potential risks and vulnerabilities of the 
community cannot be determined until all components of a risk assessment are performed. As 

                                                           
12 Fire Service Deployment, Assessing Community Vulnerability: From 
http://www.nfpa.org/assets/files/pdf/urbanfirevulnerability.pdf. 
13 National Fire Service Data Summit Proceedings, U.S. Department of Commerce, NIST Tech Note 1698, May 
2011. 
14 Cote, Grant, Hall & Solomon, eds., Fire Protection Handbook (Quincy, MA: National Fire Protection 
Association, 2008), 12. 
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noted above and reiterated here, staffing and deployment of resources include a community risk 
analysis, and analysis of both travel time and call demand.  

To demonstrate the criticality of the planning process, we will begin by showing where the SFD fire 
stations are located (Figure 11). Figure 12 illustrates fire call demand in the town, which was 
plotted utilizing SFD computer-aided dispatch (CAD) data provided to ICMA. In this figure, as you 
move from white to red, the more concentrated the call demand is. In addition, the call count is 
included in each census block. Figures 13, 14, and 15 illustrate travel time bleeds from each fire 
station utilizing the current road network. The red color denotes 240-second travel time, while the 
green and blue represent 360-second and 480-second travel time bleeds, respectively. (Response 
and travel time is discussed in depth later in this report, and is presented here to illustrate its 
place in the planning process). As one can see, however, until a risk analysis is completed to 
include all risks and vulnerabilities and is then plotted on a map, the planning process is 
incomplete.   

Figure 11: SFD Fire Station Locations 
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Figure 12: Fire Call Demand by Census Block 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Observations from this map include:  

• Call demand is concentrated along the Route 10 corridor. 

• There is one anomaly of demand in the northwest section of the town, which is primarily 
due to fire alarm calls. These calls routinely require no action from the SFD on arrival. 

• There is a concentrated demand for service in the center part of the town east and west of 
the Route 10 corridor. 
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Figure 13: 240-Second Travel Time from SFD Stations 

 

Figure 14: 360-Second Travel Time from SFD Stations 
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Figure 15: 480-Second Travel Time from SFD Stations 

 
Observations from the travel time bleed maps include: 

• The 240-second travel time is obtainable from each fire station in the central core of the 
town. 

• The 360-second travel time expands out from the 240-second travel time mark and 
overlays the central core of the demand for service.  

• The 480-second response time almost entirely covers the town, and covers almost 100 
percent the developed and built-on space of the town. 

As an example of risk analysis planning, Figure 16 compares call demand with all response time 
bleeds overlaid on one another. From this comparison one can better apply these components of 
the planning process to a staffing and deployment model. By adding the community risk analysis 
and vulnerability assessment to this planning methodology, a fire department can better plan for 
and meet strategic planning benchmarks and established performance measures, as well as 
community expectations.   
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Figure 16: Travel Time-Call Demand Comparison 

Call Demand 
= 1 call for service 

Travel Time 
Red = 240 Seconds Green = 360 Seconds Blue = 480 seconds 

  
 
Recommendations: 

• Undertake a community risk and vulnerability assessment. The SFD should use the results 
for the ongoing planning of fire response run cards, identification of apparatus needs, future 
facility placement, and staffing and deployment of resources.  

• Complete pre-fire plans on all identified target hazard occupancies and ensure each pre-fire 
plan is distributed to all companies for training purposes and placement in primary 
response apparatus for use on emergency incidents. Annually update pre-fire plans and 
ensure updated copies are maintained at each company and on each primary apparatus. 

 

Training and Education  

Training programs for career and volunteer members are managed by a career captain assigned to 
the fire chief’s administrative staff as identified in Figure 2, above. The SFD values a comprehensive 
training program for its members as evidenced in the amount of hours recorded in this component. 
According to the 2011-2012 annual department report, the SFD totaled over 6,300 training hours 
through 500 different class offerings. Traditionally, most fire department training is conducted in-
house through agency instructors and personnel. The SFD follows this trend; however, there are 
also training opportunities SFD members attend at the Connecticut Fire Academy, Wolcott State 
Regional Fire School, and the Hartford County Fire School as examples. Additionally, the SFD 

http://www.clker.com/clipart-pink-pin-.html
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annually hosts two to three state certification courses in Southington. Through all of these 
programs, skills and abilities are enhanced, licensing and certifications are maintained, and service 
delivery is improved.   

The training division distributes a training schedule for both career and volunteer members. For 
career staff, monthly training objectives are disseminated. It is the responsibility for each shift 
member to complete the monthly objectives, with overarching responsibility for proper record 
keeping and completion of shift monthly training objectives charged to each shift captain.  

Volunteer members are provided an annual training schedule for company members. This training 
is mandatory and held at different times of the month at different companies to ensure flexible 
opportunities to attend. Fire-police members are required to attend this training as well. In 
addition, live fire training, officer training, and additional training for driver/operators is 
coordinated through the training division.   

As noted above, integration between career and volunteer members in limited, and as well there is 
limited integration and communication between volunteer companies. Conversations with the 
volunteer captains and with the SFD career leadership revealed that integrated volunteer company 
training (two-company practical drills) and practical volunteer company training with the career 
staff is limited. To ensure improved effectiveness and seamless integration on the emergency scene, 
regular, integrated practical training should occur. To accomplish some of this training, certain 
training props and a designated practical training area should be included in the facility planning 
document.   

In 2011 a new recruitment/training program was initiated by the SFD. The SFD recruits for and 
accepts applications for new volunteer members throughout the year; however, it offers entry into 
the system only twice a year, in January and July. Requirements for volunteers also include a 
comprehensive probationary firefighter training manual and performance evaluation (career staff 
probationary employees receive weekly performance evaluations while attending the Connecticut 
Fire Academy). The SFD began this methodology for the purpose of ensuring new volunteer 
members will be successful in their initial training, and as a measure to continually improve 
volunteer member skills with a goal of increasing member retention. According to the 2011-2012 
annual report, since the program’s inception 28 members have entered the program during either 
of the two entry points, with more than fifty percent completing basic training. In a review of this 
program, ICMA finds it to be a best practice in that its established purpose and goal is to attract and 
retain volunteer members and it links to the U.S. Fire Administration’s 2007 Retention and 
Recruitment for the Volunteer Emergency Services, Challenges and Solutions report. 

In addition to the established recruit training and retention program, the SFD has also initiated an 
officer candidate-professional development program designed to mentor and develop current and 
potential officer candidates. Through this program, the intent is to better prepare potential officer 
candidates through a series of training components and establish minimum training criteria and 
time in grade for each officer level. The program links to the career promotional process, which is 
established in the collective bargaining agreement (CBA), and also to the SFD succession plan, 
which is primarily established for the career staff.  
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The National Emergency Training Center (NETC) in Emmitsburg, Maryland, is the host for both the 
National Fire Academy (NFA) and the Emergency Management Institute (EMI). Courses and 
integrated programs at the EMI and NFA serve as the national focal point for the development and 
delivery of emergency management, fire, and EMS training to enhance the capabilities of both the 
public and private sector, and to minimize the impact of disasters and emergencies on the American 
public. Training programs and materials are structured to meet the needs of public- and private-
sector students and have a focus on such things as command and control of emergencies, 
organizational development, technical subject matter, and separate organizations working together 
in all-hazards emergencies to save lives and protect property. These programs are offered for both 
career and volunteer members. In fact, the NFA has a program designed specifically for volunteer 
members titled the Volunteer Incentive Program. 

The NETC subsidizes travel and lodging for those attending the courses at both the NFA and EMI. 
Courses are open year-round; students compete for openings in a particular class through a formal 
application process. Should an SFD member (career or volunteer) be accepted into an EMI or NFA 
course, the SFD or member would only be responsible for procuring the on-campus meal program 
for a nominal fee. The SFD would be expected to provide necessary leave so that the member could 
attend. SFD officers should be encouraged and at certain levels or in certain circumstances required 
to attend relevant EMI/NFA courses in support of self- and organizational development.  

 
Recommendations:  

• Develop and implement a multicompany practical training regimen that includes career 
staff and all volunteer companies.  Practical training drills should include specific goals and 
objectives, should occur at least quarterly, and should have a purpose of integrating 
meaningful practical evolutions to include all companies and staff to improve emergency 
scene effectiveness. 

• Work within the CBA and develop and implement a probationary firefighter performance 
evaluation for career staff recruit/probationary firefighters. 

• Formally include the volunteer officer candidate-professional development program into 
the SFD succession plan.   

• Identify in the SFD station repair plan and five-year strategic plan the needed training props 
and designated training area (with implementation and continuous costs) to conduct 
practical training evolutions in support of operational objectives.   

• Encourage and provide support for SFD officers and officer candidates (career and 
volunteer) to attend EMI and/or NFA courses to enhance department competencies and for 
agency and self-development purposes.  
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Funding  
Funding local government functions and programs requires an appropriate balance of needs, 
requests, future growth, and community vitality versus available annual or borrowed funding 
resources.  

The SFD is funded through the town’s operating or general fund budget and includes the career and 
volunteer components. As shown in Figure 17, the greatest percentage of the revenue in this fund 
comes from general property taxes. For fiscal year (FY) 2013, these taxes accounted for 79.9 
percent of Southington’s total revenues. The volunteer component also adds to individual company 
revenues through various fund-raising efforts. 

Figure 17: Southington General Fund Revenues 
 

 

 

 

 

 

 

 

 

 

 

 
The SFD’s FY 2013 budget is $3,904,253. The SFD budget combined with the Southington Police 
Department and other public safety budget components represent, aggregately, approximately 11 
percent of the city’s overall $127,736,907 general fund budget. The SFD budget for FY 2013 is three 
percent greater than FY 2012. 

Table 2 depicts the SFD budget for FYs 2011 and 2012 and the adopted budget for FY 2013. Figure 
18 illustrates the FY2013 Southington budget by function.  
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Table 2: SFD Budget, Fiscal Years 2011–2013 
 

2011 
Actual 

2012 
ORIG 

Budget 

2012 
REV 

Budget 

2012 
YTD 

Budget 

2013 
Department 

Proposed 

2013 
Town 

Manager 
2013 

BD of FIN 
2013 

Adopted % Change 
Fire 

Department 3,870,302 3,790,497 3,843,275 3,484,432 4,023,253 4,023,253 3,904,253 3,904,253 3.0% 

Fire Hydrants 408,869 413,784 413,784 320,156 423,408 423,408 416,959 221,959 -46.4% 

 

Figure 18: Southington General Fund Expenditures 

 

Fixed Facilities 

Fire department capital facilities are exposed to some of the most intense and demanding uses of 
any public local government facility, as they are occupied and used twenty-four hours a day.15 The 
SFD currently operates out of four permanent fire stations; one of these (Station 1) also serves as 
the administrative offices and includes the department training room.   

The day-to-day cost of operating a fixed capital facility can be burdensome to the operating budget. 
The cost to the SFD for building maintenance and utility costs is budgeted as expenditure in the SFD 
budget. As such, there is a direct charge to the SFD for these expenditures. This emphasizes to all 
SFD members that any cost incurred as part of the general fund budget must be controlled, and 
members must be responsible for seeking opportunities for cost savings. Properly maintaining 

                                                           
15 Compton and Granito, Managing Fire and Rescue Services, 219. 
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mechanical and structural components is critical to the longevity of the facility. Deferring routine 
maintenance creates inefficiencies of mechanical systems and increases costs for replacement and 
repairs. 

The SFD has a station repair plan that outlines repairs and renovations to each of its four fixed 
facilities. Also included is the replacement of facility generators where needed. The SFD evaluated 
all stations to determine needs, and it was estimated that $530,088 is required to facilitate repairs, 
renovations, and generator acquisition and installation.    

When constructing or renovating fire facilities, there are a number of best practices a fire 
department can review to ensure that nuances germane to both fire and EMS service delivery can 
be appropriately managed. These include: 

• NFPA 1402: Guide to Building Fire Service Training Centers 

• NFPA 1581: Standard on Fire Department Infection Control Program 

• NFPA 1500: Standard on Fire Department Occupational Health and Safety Program.  

Of the total estimated cost, $490,818 of this station renovation plan is intended to be implemented 
as a five-year capital improvements plan. The remaining $39,270 is planned to be absorbed in the 
SFD general fund budget over the same five-year period. 

Recommendations: 
• As funding allows, consider and implement for the construction of new and the renovation 

of current facilities, the components of NFPA 1402, NFPA 1581, and NFPA 1500. 

• Structure a facility preventive maintenance program designed to maintain efficiencies of 
systems and longevity of equipment in order to reduce overall building maintenance costs. 
The facility preventive maintenance program should include all facility components.  

 
Capital Vehicles/Equipment 

The SFD operates an array of capital equipment that includes heavy fire apparatus, light utility and 
command vehicles, computers, communications equipment, lifesaving equipment, and firefighting 
and technical rescue equipment. The acquired cost of this equipment totals several million dollars. 
The SFD keeps an inventory of each piece of capital equipment. Pertinent information such as 
procurement date, original cost, and projected replacement cost is not included in this inventory. 
The serial number and station location of apparatus and equipment is noted in the inventory.   

The SFD has developed a vehicle replacement plan, which is contained in the five-year strategic 
planning document. Also included in the strategic plan is anticipated communications, information 
technology, and other equipment needs (such as an air compressor). In our review of the apparatus 
replacement plan, we found that four heavy fire apparatus are more than 20 years old. As such, 
these vehicles should be carefully inspected and a meaningful decision to replace them should be 
made. ICMA recognizes that any decision to appropriate capital funds should be made on the basis 
of carefully weighed issues related to safety, maintenance costs, available industry standards, local 
government benchmarks, and available revenues.   
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Recommendation:  
• The SFD should incorporate in all capital apparatus and equipment inventories the 

procurement date, procurement cost, and anticipated replacement costs for planning 
purposes. 
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Operational Analysis 
 

Fire Services 
The SFD operates emergency response assets from four stations located along Route 10, which 
travels through the central portion of the town from north to south (Figure 11). Fire services are 
provided by a combination of career and volunteer firefighters. Career firefighters staff an engine 
and cross-staff a ladder and a heavy rescue out of station 1. Volunteers primarily staff six engines, 
two brush trucks, one tanker, and one light rescue unit in stations 1, 2, 3, and 5. At station 1 the 
volunteers work closely with the career staff with the response of units from this location.  

Water supply for municipal fire hydrants is supplied by the Southington Water Department, which 
is managed through an elected water commission. Maintenance and inspection of municipal fire 
hydrants is the responsibility of the water department. The SFD works closely with the water 
department to identify fire hydrant issues and report them for corrective action. Additionally, the 
water department has developed a plan to flow test and mark each fire hydrant in accordance with 
National Fire Protection Association (NFPA) standards based on flow; this is a best practice. At the 
same time, there is not a municipal water supply to all portions of the town. This can create 
situations where there are extremely long supply hose lays from fire hydrants on the water system, 
or there are no fire hydrants. The SFD is prepared for this and deploys one tanker apparatus 
capable of delivering 2,000 gallons of water initially, and then continuously in a rural water supply 
shuttle. 

Fire Category Call Type 

Table 3: Fire and EMS Calls 

During the 12-month study period from 
which study data were derived (October 1, 
2011-September 30, 2012), the SFD 
responded to 2,033 calls, including 4 mutual 
aid calls and 54 calls canceled en route. Of 
these responses to calls for service, actual 
fire calls the department responded to 
included 48 structure fire calls and 79 
outside fire calls, which together 
represented 6.3 percent of all calls.  

Table 3 details the types and totals of fire 
and EMS response incidents, while Figure 
19 further illustrates this information in 
terms of the percentage of the total 
workload. 

Calls per day and call percentage in Table 3 are measured against the overall total number of calls. 

Call Type Number 
of Calls 

Calls per 
Day 

Call 
Percentage 

EMS 107 0.3 5.3 
MVA 179 0.5 8.8 
Structure Fire 48 0.1 2.4 
Outside Fire 79 0.2 3.9 
Hazard 475 1.3 23.4 
False Alarm 347 0.9 17.1 
Good Intent 210 0.6 10.3 
Public Service 530 1.4 26.1 

Fire Total 1,868 5.1 91.9 
Cancelled 54 0.1 2.7 
Mutual Aid 4 0.0 0.2 

Total 2,033 5.6 100.0 
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In review of the data in Table 3, the following observations are made:  

• Structure and outside fires calls combined accounted for 127 calls. This represents 
approximately one call every three days.  

• Motor vehicle accidents totaled 179 calls for the year (8 percent of all calls), averaging 0.5 
per day.  

• False alarms totaled 347 calls for the year (17 percent of all calls), averaging 0.9 per day. 

• The four mutual aid calls occurred in the city of Cheshire.   
 

Figure 19: Fire and EMS Calls by Percentage of Workload 

 
Observations from this figure include: 

• Public service was the largest call category; these calls accounted for 27 percent of all calls.  

• Hazardous condition calls were the second largest call category; these calls accounted for 
24 percent of total calls. 

• False alarm calls accounted for 18 percent of total calls.  

• Combined, as noted above, actual fire calls (structure and outside fires) aggregately 
accounted for 6 percent of the total call workload. 
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Good intent and public service calls generally are the lower priority calls for service fire 
suppression units respond to.  For Southington, these call types represent 36 percent of all calls for 
service (combined they represent the largest percentage of calls for service).  These calls as 
classified by the SFD, include as an example such call types as smoke scare, odor of smoke; 
controlled burning; lock-out;  water evacuation; water or steam leak; unauthorized burning; and 
other general non-fire type calls for service.  Of the 740 good intent and public service calls for 
service, 454 or 86% are further classified as good intent call other; service call other; lock-out; 
public service assistance other; public service; and unauthorized burning.  As these calls for service 
are lower priority, it is important that they are regularly monitored and analyzed, and where 
possible, responding heavy fire apparatus should be minimized or even eliminated.   

Assigning some of these call types to police patrol officers when possible to investigate and 
determine the need for the fire department is one alternative (lockouts and unauthorized burning 
for example).  Another alternative may be to have the SFD respond to some of these calls for service 
but not with heavy fire apparatus.  Rather it may be more cost effective to respond with a light 
vehicle to those calls where it is determined there are no hazards that would require a response of 
heavy fire apparatus.  ICMA does not recommend the shift commander handle these calls, as this 
has the potential to take away from this position’s shift management responsibilities. 
 
Recommendation: 

• The captain assigned to fire prevention should work with fire suppression and the 
community to identify occupancy and false-alarm trends, and implement appropriate 
measures to mitigate alarm issues with a focus on reducing responses and increasing 
overall response efficiencies.  

• Evaluate public service and good intent call types, and develop and implement strategies 
that are focused on reducing or eliminating heavy fire apparatus response as a means to 
increase overall response efficiencies. 

 
Fire Category Unit Deployment Time 

The time a unit is deployed on a single call is referred to as deployed time on a call for service and 
indicates the workload of that particular unit or station. This can be measured as productive 
emergency response time over a shift period. In the case of the SFD, the career shift is twenty-four 
hours. An analysis of the SFD response data shows that a total of 1,761 calls (89 percent) lasted less 
than one hour, with only three percent lasting more than two hours.  

Additional analysis and observations regarding calls for service in the fire category include: of the 
48 structure fire calls, 28 calls (58 percent) lasted less than one hour, and 7 calls (15 percent) lasted 
more than two hours; of the public service calls, 471 calls (89 percent) lasted less than one hour; of 
the 475 hazardous condition calls, 397 calls (84 percent) lasted less than one hour. On average, and 
including all calls for service, a call for service lasted more than one hour once every 1.7 days. 

Figure 20 illustrates call workload by hour of day and Figure 21 illustrates the average number of 
calls per day by each month. Further, Table 4 depicts the annual deployed time for all SFD 
emergency incidents. 
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Figure 20: Average Calls by Hour of Day   

 

Figure 21: Average Calls per Day by Month 
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Table 4: Annual Deployed Time by Call Type 

Call Type 

Average 
Deployed 

Minutes per 
Run 

Annual 
Deployed 

Hours 

Percent of 
Annual 
Hours 

Busy 
Minutes 
per Day 

Number 
of Runs 

Runs per 
Day 

EMS 24.1 101 3.8 16.6 252 0.7 
MVA 35.1 352 13.1 57.6 601 1.6 
Structure fire 71.0 335 12.5 54.9 283 0.8 
Outside fire 29.5 149 5.5 24.4 303 0.8 
Hazard 33.4 631 23.5 103.5 1,134 3.1 
False alarm 15.6 429 16.0 70.3 1,649 4.5 
Good intent 19.3 231 8.6 37.8 717 2.0 
Public service 26.1 422 15.8 69.3 972 2.7 

Fire Total 27.0 2,548 95.0 417.7 5,659 15.5 
Cancelled 10.0 22 0.8 3.5 130 0.4 
Mutual aid 37.2 11 0.4 1.8 18 0.0 

Total 26.6 2,682 100.0 439.6 6,059 16.6 
 

Observations from this data show that the total deployed time for the year, or deployed hours, was 
2,682 hours. This is the total deployment time of all the units deployed on all types of calls and 
includes 33 hours spent on mutual aid and canceled calls. The deployed hours for all units 
combined averaged approximately 7.3 hours per day. Of the total workload, hazardous conditions 
calls accounted for 23.5 percent of the overall deployed time. Regarding call workload by hour of 
day, call rates were highest between 8:00 a.m. and 10:00 p.m., and lowest between midnight and 
8:00 a.m. Lastly, except for October and November, average calls per day ranged from a low of 4.0 
calls per day in May 2012 to a high of 5.4 calls per day in September 2012. (A large winter storm hit 
Southington at the end of October 2011 and caused significantly higher call volume for five days in 
late October and early November.) 

Table 5 breaks down fire unit workload and deployment time for each unit regardless of staffing 
(career or volunteer), and is displayed in number and types of calls, as well as actual deployed time 
and annual and daily averages for each first response fire unit. Tables 6 and 7 further break down 
workload for the units staffed and deployed primarily by career employees. Tables 8 and 9 further 
break down the workload of those units the volunteers staff and deploy. For clarification, a call is a 
singular event that may include one or more units. A dispatch of a unit is defined as a run and thus a 
call might include multiple runs.   
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Table 5: Aggregate Call Workload by Unit (Career and Volunteer Staffed) 

Station Unit ID Unit Description 

Average 
Deployed 

Minutes per Run 
Number 
of Runs 

Annual 
Deployed 

Hours 

Runs 
per 
Day 

Deployed 
Hours 

per Day 

1 

C3 Shift commander 28.5 1,531  727.5  4.2 2.0  
E11 Engine 27.0 1,473  662.8  4.0 1.8  
L1 Ladder 21.4 403  143.7  1.1 0.4  
R1 Rescue (heavy) 30.2 583  293.9  1.6 0.8  

Full-time units total 27.5 3,990  1,827.9  10.9 5.0  

1 

B1 Brush truck 39.6 50  33.0  0.1 0.1  
E12 Engine 21.4 549  195.9  1.5 0.5  
R2 Rescue (backup) 31.2 98  50.9  0.3 0.1  
SERV 1 Pickup truck 55.3 35  32.3  0.1 0.1  

2 
B2 Brush truck 50.2 26  21.8  0.1 0.1  
E21 Engine 22.8 419  159.4  1.1 0.4  
E22 Tanker 20.5 371  126.9  1.0 0.3  

3 
E31 Engine 33.9 185  104.5  0.5 0.3  
E32 Engine 23.6 99  38.9  0.3 0.1  
L2 Ladder 64.7 7  7.5  0.0 0.0  

5 E51 Engine 21.7 228  82.4  0.6 0.2  
Volunteer units total 24.8 2,067  853.2  5.7 2.3  

Table 6: Total Annual and Daily Average Number of Runs for Primarily Career 
Staffed Units  

Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total 

Runs 
per 
Day 

C3 93 164 43 70 292 292 186 348 40 3 1,531 4.2 
E11 92 166 42 67 307 291 165 304 36 3 1,473 4.0 
L1 2 5 38 13 41 217 57 28 1 1 403 1.1 
R1 41 137 17 11 108 69 46 134 20 0 583 1.6 
 
Table 7: Daily Average Deployed Minutes for Full-Time Units by Call Type 

Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total 

C3 5.6 16.4 10.4 6.3 28.1 16.4 12.2 22.5 1.0 0.4 119.3 
E11 5.7 15.4 8.7 5.5 27.3 15.8 9.9 19.3 0.8 0.3 108.7 
L1 0.1 0.2 7.1 0.6 2.7 8.3 3.1 1.3 0.0 0.1 23.6 
R1 2.9 12.7 4.3 1.4 9.0 3.6 1.9 12.0 0.4 0.0 48.2 
 
Analysis of these data shows that: on average, all units staffed primarily by career employees were 
deployed an average of 5.0 hours per day, and they averaged 10.9 runs per day. E11 was the 
second-most utilized unit; it averaged 4.0 runs and 1.8 hours per day. Regarding the volunteer 
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units, on average all volunteer units were deployed an average of 2.3 hours per day, and they 
averaged 5.7 runs per day. Interestingly, of all units, the shift commander vehicle (C3) was the most 
deployed unit, and it averaged 4.2 runs and 2.0 hours per day, as this unit responded to almost all 
calls for service.  According to the SFD, there are times when the shift commander (C3) is able to 
handle some calls as a single unit, with a focus on the management and conservation of resources. 

To effectively operate in an organization, an employee must understand his or her role and, as 
importantly, where he/she should allocate his/her time during the workday or shift to be most 
effective. Understanding this concept is essential in an organization that has a broad organizational 
chart such as the SFD. Three segments of organizational time allocation are central to achieving the 
goals and objectives of any organization and, more importantly, for enabling the organization to 
fulfill its mission and realize its vision: (1) operating the system; (2) improving the system; and (3) 
creating the future.  

Operating the system is that time during the workday that an organizational member is 
implementing service deliverables, touching those components of the organization that make it go. 
Improving the system is the time during the workday that an organizational member spends seeking 
ways to make service deliverables and organizational components more efficient, or, more simply 
put, better. Creating the future is that critical piece of time allocation when an organizational 
member develops goals and objectives that link to strategic planning and considers the vision of the 
organization in a way that focuses on successful, effective outcomes.  

During the on-site visit, and through discussion with all levels of the organization, and through 
observation, ICMA learned that the shift commanders are routinely involved with the day-to-day 
operations and activities of the career personnel at station 1. However, they may not visit each 
station during each shift or routinely schedule visits with the volunteer members for the purpose of 
providing system integration with volunteer personnel or the volunteer leadership. This is an 
important management and leadership contact component that must occur as often as possible to 
ensure that those operating the system are engaged in consistent practices. As well, middle 
management can effect improvement across the system through this daily contact and leadership. 
As the career staff has a lieutenant on duty each day, and whose primary function is that of first-line 
supervision, certain call types and station/shift management should be left to this level of the 
organization. This would afford the shift commander available time for this important system 
integration.   

Figure 22 illustrates how various levels of a fire and emergency services department should 
allocate time each day. 
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Figure 22: Time Allocation Model 
 

 

 

 

 

 

 

 

 

 

The SFD organizational chart cross-walks to Figure 22 as follows: 

Senior Level Officers: Fire Chief, Assistant Fire Chief 

Mid-Level Officers: Captains (Career and Volunteer) 

Operations Level: Lieutenants (Career and Volunteer), Firefighters (Career and Volunteers). 

Employees at all levels of the organization—from fire chief to firefighter—need to maintain a 
balance between each time allocation component according to their level of responsibility. 
Managers and firefighters have a responsibility to understand their organizational roles and 
responsibilities, and to perform the tasks related to these roles and responsibilities. One would not 
expect senior-level officers to spend as much time operating the system as a frontline service 
provider does. Conversely, one would not expect a midlevel officer—captain—to spend as much 
time as a senior-level officer planning for the future of the organization. Through understanding 
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and practicing the concepts of the time allocation model, each level of the organization develops a different set of priorities, and 
employees at each level successfully allocate their time accordingly.  

Volunteer workload is further broken down in Tables 8 and 9 on pages.   
 

Table 8: Total Annual and Daily Average Number of Runs for Volunteer Units  

Station Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total 

Runs 
per Day 

1 B1 0 0 2 21 13 1 8 5 0 0 50 0.1 
E12 10 58 33 21 105 200 79 36 6 1 549 1.5 
R2 4 16 5 3 32 5 7 20 4 2 98 0.3 
SERV 1 1 3 2 0 8 6 2 13 0 0 35 0.1 

2 B2 0 0 0 7 8 1 2 5 2 1 26 0.1 
E21 3 15 29 27 70 184 59 21 8 3 419 1.1 
E22 2 5 33 17 59 184 47 20 2 2 371 1.0 

3 E31 1 15 14 18 43 47 24 16 7 0 185 0.5 
E32 0 5 9 12 9 42 11 7 2 2 99 0.3 
L2 1 0 0 0 0 2 1 2 1 0 7 0.0 

5 E51 2 12 16 16 38 107 23 13 1 0 228 0.6 
Total 24 129 143 142 386 780 263 158 33 11 2,067 5.7 
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Table 9: Daily Average Deployed Minutes for Volunteer Units by Call Type 

Station Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total 

1 B1 0.0 0.0 0.1 1.7 2.1 0.1 0.3 1.1 0.0 0.0 5.4 
E12 0.4 4.9 5.3 1.4 7.1 6.8 2.9 3.1 0.1 0.0 32.1 
R2 0.2 1.2 1.3 0.4 3.2 0.3 0.4 0.9 0.1 0.3 8.3 
SERV 1 0.6 0.5 0.9 0.0 1.3 0.4 0.1 1.6 0.0 0.0 5.3 

2 B2 0.0 0.0 0.0 0.2 1.1 0.0 0.1 1.9 0.1 0.1 3.6 
E21 0.2 1.5 5.4 2.4 5.7 6.2 2.6 1.4 0.5 0.3 26.1 
E22 0.0 0.9 5.0 0.7 5.5 5.8 1.7 1.1 0.0 0.0 20.8 

3 E31 0.1 2.3 2.7 1.8 6.1 1.7 1.2 1.0 0.3 0.0 17.1 
E32 0.0 0.3 2.1 0.6 0.7 1.1 0.6 0.7 0.1 0.2 6.4 
L2 0.1 0.0 0.0 0.0 0.0 0.0 0.0 1.1 0.0 0.0 1.2 

5 E51 0.7 1.4 1.6 1.3 3.6 3.6 0.8 0.4 0.0 0.0 13.5 
Total 2.3 13.0 24.4 10.5 36.4 26.0 10.7 14.3 1.2 0.9 139.8 

 
From Tables 8 and 9, the following is observed: combined, all volunteer units made 143 runs to structure fire calls and 142 runs to outside 
fire calls; of all volunteer units, engine E12 was utilized the most, and it averaged 1.5 runs per day; engines E21 and E22 were the second- 
and third-most utilized volunteer units, and they averaged 1.1 and 1.0 runs per day, respectively.  Regarding time spent on calls as a 
workload measurement, engine E12 as the busiest volunteer unit was deployed 32.1 minutes per day, and engines E21 and E22 were 
deployed 26.1 and 20.8 minutes per day, respectively. 

Table 10 below depicts those times a volunteer unit did not respond, which affects emergency scene operation and reduces overall 
availability of emergency response units.   
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Table 10: Number of Nonturnout Dispatches by Volunteer Station 

Station 

Number of 
Nonturnout 
Dispatches 

Annual 
Dispatches 

Percent of 
Nonturnout 
Dispatches 

1 93 687  13.5 
2 14 473  3.0 
3 44 215  20.5 
5 66 206  32.0 

Total 217 1,581  13.7 
*Nonturnout is determined by the SFD as two or less firefighters staffing a unit and turning out for a call. 

In a review of Table 10, it can be seen that overall, 14 percent of Signal 23 (calls where there is a 
potential threat to life) and Signal 50 (fires or alarm of fire) dispatches had no turnout of volunteer 
assets to the call for service. Station 5 had the highest level of nonturnouts (32 percent) and station 
2 had the lowest level (3 percent). Because the SFD does not have readily available mutual or 
automatic aid (discussed further in this report), there is an impact from delayed or nonturnout of 
volunteer resources. 

Further, ICMA found the SFD has not established benchmarks to measure turnout time for career 
and volunteer units. As there is career staff on duty at Station 1, the turnout time should be 
minimal; however, this also should be measured. Regarding the volunteer response, the volunteer 
system does not have assigned duty crews either on standby to respond from home, or duty crews 
assigned to stations ready for response. When volunteer personnel are not at the station (a majority 
of the time), all volunteer response is from home, work, or elsewhere by available personnel. 
Because of this, volunteer unit turnout time should be measured for the effectiveness of this 
component of the SFD system. This will place accountability on this component of the system so 
that a return on investment can be measured and, most importantly, maximized.   

ICMA strongly recommends that the SFD outline performance measurement and reporting on: 

• Minimum assembly and turnout time of apparatus for volunteer staff  

• Total response time for volunteer staff 

• Nonresponse and nonturnout of apparatus by volunteer staff  

Delayed turnout or nonturnout of volunteer assets complicates overall response, as other 
responding units, in particular the shift commander, are not aware if a volunteer unit is or is not 
responding or can respond once an entire crew is assembled. There are software products that are 
available that integrate cellular phones and smart phones with web-based computer software and 
which can alert stations, officers, and other crew members that a member is responding to the 
station and what the estimated time of arrival is. Large monitors in each station would allow 
arriving members to visualize who is still responding, so that a decision to respond the apparatus 
with already arrived in-station crew members is better made. Additionally, the shift commander 
could have available in his unit a monitor that tells him what stations have available crew members 
responding to the station and if volunteer apparatus can be relied on for a specific response. 
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Essentially, the call is dispatched and received through the group paging system. The volunteer 
member activates his/her response through one touch of a button on any phone, and their response 
is registered on all display monitors either fixed or mobile. Monitors are connected to any computer 
system fixed or mobile. Figure 23 illustrates a large station monitor mounted on a wall so that 
arriving members can visualize who is still responding. Figure 24 illustrates the same information 
from a smart phone. 

Figure 23: Response Software: Station Monitor 

 
 
Source: Northville City Fire Department, Northville, Michigan.  iamresponding emergency responder reply system. 
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Figure 24: Response Software: Smartphone 
 

 
Source: Northville City Fire Department, Northville, Michigan.  iamresponding emergency responder reply system. 
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Recommendations:  
• Adopt a time allocation model; implement and monitor time allocation to ensure effective 

use of officer (career and volunteer) and staff time as it relates to achieving the 
organizational mission and to each individual’s position in the organization. Review shift 
commander response practices and determine what calls are most appropriate for this level 
in the organization. Integrate volunteer officers into the organizational time allocation 
model so that they are aware of the level in the organization at which they should be 
operating at. 

• ICMA recommends the SFD establish standby duty crews comprised of volunteer members 
for the evening hours (1800-0600 hours) for a more guaranteed response. ICMA 
recommends these duty crews be comprised of four to six volunteer members each, and 
that this program be scheduled and rotated to a different station each night. ICMA strongly 
recommends the SFD outline performance measurement and reporting on: 

○ Minimum assembly and turnout time of apparatus for volunteer staff  

○ Total response time for volunteer staff 

○ Nonresponse and nonturnout of apparatus by volunteer staff  

○ Turnout time of apparatus for career staff. 

• ICMA strongly recommends the SFD research and determine the most appropriate web-
based or other alerting system for volunteer members to utilize, so that response of 
individual members can be monitored for each call. Ultimately the response of dispatched 
apparatus can be monitored by the shift commander so that appropriate emergency scene 
decisions can be made based on available and responding or potentially responding 
apparatus. 

 

Fire Category Response Times 

Dispatch time is the time interval that begins when an alarm is received at the communications 
center and ends when the response information begins to be transmitted via voice or electronic 
means to the emergency response facility or emergency response units in the field. Turnout time is 
the time interval that begins when the notification process to emergency response facilities and 
emergency response units begins by an audible alarm or visual announcement or both and ends at 
the beginning point of travel time. The fire department has the greatest control over these 
segments of the total response time. Travel time is the time interval that initiates when the unit 
is en route to the call and ends when the unit arrives at the scene. Response time (or total response 
time) is the time interval that begins when the call is received by the primary dispatch center and 
ends when the dispatched unit arrives on the scene to initiate action.  

According to NFPA 1710, Standard for the Organization and Deployment of Fire Suppression 
Operations, Emergency Medical Operations, and Special Operations to the Public by Career 
Departments, 2010 Edition, where the primary public safety answering point is the 
communications center the alarm processing time or dispatch time should be less than or equal to 
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60 seconds 90 percent of the time.16 This standard also states that the turnout time should be less 
than or equal to 80 seconds for fire and special operations 90 percent of the time, and travel time 
shall be less than or equal to 240 seconds for the first arriving engine company 90 percent of the 
time. The standard further states the initial first alarm assignment should be assembled on scene in 
480 seconds 90 percent of the time.  

As a separate measure, and as the SFD is primarily volunteer staffed (74 percent of total staff), 
NFPA 1720 benchmarks may apply. Communities served by a combination of career and volunteer 
firefighters where career staff is supplemented by a predominately volunteer staff, or a 
predominantly volunteer staff is supplemented by career staff, have the option of using NFPA 1720 
in lieu of NFPA 1710 to benchmark response time and the collection of personnel on the scene of a 
fire incident. NFPA 1710 or 1720 response time criterion is a benchmark for service delivery and 
not an ICMA recommendation. Table 11 depicts how this benchmark applies to staffing and 
response time as compared to NFPA 1710 as described above. 

Table 11: NFPA 1720 Deployment Matrix 

Demand 
Zonea Demographics 

Minimum Staff to 
Respondb Response Time (minutes)c Meets Objective (%) 

Urban area >1000 people/mi2 15 9 90 
Suburban area 500–1000 people/mi2 10 10 80 
Rural area <500 people/mi2 6 14 80 

Remote area Travel distance ≥ 8 mi 4 Directly dependent on travel 
distance 90 

Special risks Determined by AHJ Determined by AHJ based 
on risk Determined by AHJ 90 

a A jurisdiction can have more than one demand zone. 
b Minimum staffing includes members responding from the AHJs department and automatic aid. 
c Response time begins upon completion of the dispatch notification and ends at the time interval shown in the table. 
4.3 Staffing and Deployment. 
4.3.1 The fire department shall identify minimum staffing requirements to ensure that a sufficient number of members are 
available to operate safely and effectively. 
4.3.2 Table 4.3.2 shall be used by the AHJ to determine staffing and response time objectives for structural firefighting, based 
on a low-hazard occupancy such as a 2000 ft2 (186 m2), two-story, single-family home without basement and exposures and 
the percentage accomplishment of those objectives for reporting purposes as required in 4.4.2. 
4.3.4 Personnel responding to fires and other emergencies shall be organized into company units or response teams and shall 
have required apparatus and equipment. 
4.3.5 Standard response assignments and procedures, including mutual aid response and mutual aid agreements 
predetermined by the location and nature of the reported incident, shall regulate the dispatch of companies, response groups, 
and command officers to fires and other emergency incidents. 
4.7 Sustained Fire-Fighting Operations. 
4.7.1 The fire department shall have the capability for sustained operations, including fire suppression; engagement in search 
and rescue, forcible entry, ventilation, and preservation of property; accountability for personnel; the deployment of a 
dedicated rapid intervention crew (RIC); and provision of support activities for those situations that are beyond the capability of 
the initial attack.17 
  

                                                           
16 NFPA 1710, Standard for the Organization and Deployment of Fire Suppression Operations, Emergency 
Medical Operations, and Special Operations to the Public by Career Departments, 2010 Edition, 7. 
17 NFPA 1720: Standard for the Organization and Deployment of Fire Suppression Operations, Emergency 
Medical Operations, and Special Operations to the Public by Volunteer Fire Departments, 2010 Edition 
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For the study period (October 1, 2011 to September 30, 2012) a total of 759 calls that have valid 
unit dispatch, en route, and on-scene times (98 percent of total emergency calls) were analyzed. 
The average dispatch and turnout time was 4.0 minutes. The average travel time was 4.3 minutes. 
The average response time was 8.3 minutes, and the 90th percentile response time was 12.3 
minutes. Table 12 further breaks this down by call type, combining both career and volunteer units. 
Table 13 separates those responses made by primarily career-staffed units, while Table 14 depicts 
those responses made by primarily volunteer-staffed units. 

Table 12: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Unit by Call Type (Career and Volunteer Combined Data) 

Call Type 

Dispatch 
and Turnout 

Time 
Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 5.2 3.9 9.1 17 
MVA 3.9 4.5 8.4 106 
Structure fire 3.2 4.0 7.2 40 
Outside fire 3.8 4.1 7.9 73 
Hazard 4.2 4.2 8.4 141 
False alarm 3.8 4.5 8.3 235 
Good intent 4.0 4.0 8.0 108 
Public service 4.4 4.6 9.0 39 

Fire Total 3.9 4.3 8.2 742 
Total 4.0 4.3 8.3 759 

 

Table 13: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Unit by Call Type (Primary Career-Staffed Units) 

Call Type 

Dispatch 
and Turnout 

Time 
Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 5.1 4.7 9.8 17 
MVA 3.8 4.7 8.5 105 
Structure fire 3.2 4.4 7.6 39 
Outside fire 3.5 4.5 8.0 65 
Hazard 4.1 4.5 8.6 134 
False alarm 3.7 4.6 8.3 226 
Good intent 3.8 4.3 8.1 100 
Public service 4.1 5.5 9.6 35 

Fire Total 3.8 4.6 8.4 704 
Total 3.8 4.6 8.4 721 
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Table 14: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Unit by Call Type (Primary Volunteer-Staffed Units) 

Call Type 

Dispatch 
and Turnout 

Time Travel Time 
Response 

Time 
Sample 

Size 
EMS 7.3 1.4 8.7 5 

MVA 8.7 4.9 13.5 58 
Structure fire 7.6 3.4 10.9 32 
Outside fire 6.8 4.8 11.6 47 
Hazard 8.1 3.6 11.7 85 
False alarm 6.9 4.0 10.9 109 
Good intent 7.1 4.4 11.6 61 
Public service 6.3 5.1 11.4 22 

Fire Total 7.4 4.2 11.7 414 
Total 7.4 4.2 11.6 419 

 
When comparing these three tables, and in particular Tables 13 and 14, dispatch and turnout time 
will and should be significantly different, as it is (3.6 minutes more for volunteer units). This is the 
result of the volunteer responses primarily occurring as described above (crews are not normally 
assembled in the station at the time of alarm notification). The career crews are already assembled 
in the station and respond concurrently when dispatched.  

Further observation shows that when compared to the 240-second travel time benchmark,  
Table 13 shows the career staffed units are providing a reasonable coverage and are close to 
meeting this benchmark. It should also be noted that the career staff units many times are the first 
to arrive on the scene (see Figure 25) regardless of where the call originates in the town. 

As a system, and when compared to the Table 11 benchmark, the response time is within the 
parameters of the suburban benchmark. Delayed turnouts and/or nonturnouts of volunteer 
apparatus and staff have an impact, however, on staffing requirements of this benchmark. Response 
time alone does not guarantee appropriate staff to mitigate the incident regardless of the overall 
benchmarking in place. Currently, the SFD does not adequately benchmark response time and the 
collection of appropriate staff on the scene of calls for service as a measure of the effectiveness of 
the SFD system. 

Figure 25 illustrates the frequency of first arriving units. As observed in the chart, the shift 
commander arrives first most frequently, followed by engine 11 (career staffed) and engine 31 
(volunteer staffed). Figure 26 illustrates once again the travel time bleeds utilizing current town of 
Southington road networking. As noted above the 240-second travel time is obtainable from each 
fire station in the central core of the town; the 360-second travel expands out from the 240-second 
travel time mark and overlays the central core of the demand for service; and the 480-second 
response time almost entirely covers the town, and, in fact, covers almost 100 percent the 
developed and built-on space of the town. 
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Figure 25: Number of Total Calls by First Arriving Units   

 

Figure 26: 240/360/480-Second Response Bleed Layers from SFD Stations 
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Recommendation: 
• The SFD should establish a benchmark for response time, and develop a performance 

measurement system that measures response time and staff arrival on the scene of 
incidents.  This performance measurement should have a focus on the effectiveness of the 
entire system to respond to calls for service. 

 
Staffing and Deployment 
Staffing for the SFD career workforce is through 24-hour shifts. There are four platoons, each 
consisting of a shift commander (captain), a lieutenant, and four firefighters. As there are four 
shifts, each shift works one day on and then has three days off. This averages to eight 24-hour shifts 
per month per shift, and 42 hours per week. In addition, there are two budgeted full-time firefighter 
positions assigned to work days (42 hours per week). These positions are scheduled from 0700-
1500 and 0900-1700, Monday-Friday, and are assigned according to the needs of the day, which is 
either covering a vacancy created by scheduled or unscheduled leave, or assigned to a specific 
company to increase staffing levels. The career staff deploys one engine with a crew of three and 
either the ladder or heavy rescue with a crew of two. If a daytime person is scheduled and not 
utilized to cover a vacancy, the ladder/heavy rescue is staffed with three for the hours the daytime 
person is scheduled. 

There are no additional members to staff scheduled and unscheduled leave vacancies on a twenty-
four hour basis, meaning the SFD is staffed utilizing a “constant staffing” model. In using this model, 
all scheduled and unscheduled leave is generally covered utilizing overtime. Generally, volunteer 
members are not utilized to fill these vacancies. 

The four-platoon, 42 hours per week system has the benefit of keeping average weekly work hours 
below the Fair Labor Standards Act (FLSA) section 207k workweek of 53 hours for nonexempt 
firefighters and fire officers. Under 29 C.F.R. § 553.201(Code of Federal Regulations), nonexempt 
fire personnel who work in excess of 53 hours per week (during a seven-day work period) are due 
overtime for additional hours worked. The current four-platoon and 42 hour workweek is included 
in Article 8 of the current collective bargaining agreement (CBA) for SFD bargaining unit employees 
(firefighter, fire captain, lieutenant). Any consideration to change this staffing model would 
necessitate CBA bargaining, and would further need to include a cost/benefit analysis of the three-
platoon 53 hour workweek, as that schedule would have an impact either in overtime or scheduling 
staff off to reduce the scheduled hours below any FLSA overtime threshold.    

Articles 11-15 and Articles 19 and 27 of the CBA discuss the various types of leave the career staff 
can request or utilize, and subsequently be granted, for time away from regularly scheduled hours 
of work. As noted above, due to the staffing model approved and budgeted for by the SFD, overtime 
is utilized to fill vacancies created by this leave. Additionally, there is currently no limit as to how 
many career shift members may take leave on a given day or time period. This is not regulated in 
the CBA, but rather is a current practice.   

One additional career staffing component is the automatic callback of off-duty career staff members 
that occurs when the career staff units are deployed on a call. The current practice is when the 
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career staff units are deployed on a toned out call, off-duty staff returns to station 1 to staff 
remaining units. There is no minimum or maximum number of returning staff required or allocated 
under this practice. The purpose is to staff additional units to respond to the same call the on-duty 
career staff is responding to, or handle an overlapping call that may occur. While admirable in 
concept, this practice is inefficient, drives overtime costs, and undermines the worth of the 
volunteer system. Table 15 illustrates the frequency of overlapping calls. 

Table 15: Analysis of Overlapping Calls   

Description  Frequency  
No overlapped call 1,249 
One call overlapped another call 206 
One call overlapped two other calls 27 
One call overlapped three other calls 8 
One call overlapped four other calls 2 
One call overlapped five other calls 1 

NOTE: ICMA excluded calls that occurred between 10/29/2011 and 11/2/2011 (weather event), and then analyzed 
the remainder of the 1,767 calls. To determine overlapping events, we looked at each individual call and then 
identified the number of other calls that began at a time in between the received and clear times of the initial call. 
A call’s clear time is equated with the latest unit’s clear time.   

Analysis of overlapping calls indicates that 71 percent of calls, or 1,249 calls, did not have an 
overlapping or simultaneous call. The most demanding situation analyzed is five overlapped calls, 
and this occurred once in the study period. Those five calls included two structure fire calls, two 
good intent calls, and one hazardous condition call. 

As noted earlier, volunteer members generally staff responses from other than in-station duty 
crews, meaning they respond to the station, collect an adequate response staff of two to three and 
then respond with the engine. Volunteer members are not included in 29 C.F.R. § 553.201. 
Additionally, and according to volunteer officers during a discussion with ICMA, the volunteer 
system is not fully utilized and deployed for special event standbys as much as the career staff may 
be. The volunteer system should be utilized to a greater degree, as it reduces overtime, adds 
capacity to the event, and continues positive integration of the entire system. Recommendations 
regarding the implementation of duty crews, turnout time benchmarking, and a web-based 
response identification program to enhance the effectiveness of the volunteer system have been 
made previously in this report. 

A manpower study was conducted by SFD Captain Zygmunt regarding availability of volunteer 
members at various times of the day and week. Included in this study is an analysis of weekdays, 
weekend days, weeknights, and weekend nights. The data analysis period made available to ICMA is 
October 2011 to September 2012. This analysis period coincides with the ICMA call data analysis 
time period providing a snapshot of available volunteer staffing, which adds value to this 
operational report. 
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For this analysis, weekday means any call that occurs between 7:00 a.m. and 5:00 p.m., Monday 
thru Friday. Weeknight means any call that occurs between 5:00 p.m. one day to 7:00 a.m. the next. 
Weekend day and night means any call Saturday or Sunday utilizing the same time periods for 
weekday and weeknight calls. Captain Zygmunt does point out a few inconsistencies in his data 
analysis. First, recording which members responded is not always completed accurately. Second, 
the longer the call lasts the more members may respond which in the long-term is valuable. 
However, in the short-term during the often critical initial minutes of an emergency situation, 
adequate staffing may not be available. Third, the analysis only includes combat volunteer 
firefighters, or those who are trained and can be assigned any task to include wearing self-
contained breathing apparatus.   

Figures 27, 28, 29, and 30 illustrate the results of this analysis. 

Figure 27: Weekday Volunteer Average Manpower Response 
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Figure 28: Weeknight Volunteer Average Manpower Response 

  
Figure 29: Weekend Day Volunteer Average Manpower Response 
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Figure 30: Weekend Night Volunteer Average Manpower Response 

 
Observations from the above charts and data provided by the SFD is: overall weekday average 
response of volunteer staff is five personnel; overall weeknight average response of volunteer staff 
is seven personnel; overall weekend day average response of volunteer staff is six personnel; and 
overall weekend night average response of volunteer staff is five personnel.  As these are averages, 
there are times when there may be additional response of volunteer personnel, as indicated in the 
charts.  Additional observations are: company two consistently provides the greatest response of 
volunteer personnel, while company five consistently (other than one quarter) provides the fewest 
number of responses of volunteer personnel. 

Additionally, the SFD fire chief has developed staffing and personnel objectives to enhance career 
staffing, should this be needed, to ensure timely and effective response to emergency calls for 
service. This plan includes staffing an engine company at station 3 on the southern end of the town. 
Further, the plan includes seeking a federal grant to fund the positions in the short-term (the town 
would, if it chooses to, be responsible for funding the positions over the long-term once the grant 
expires).   

ICMA recommends implementing those recommendations contained in this report that establish 
response accountability, benchmarking, and measuring of the volunteer system, as well as those 
that integrate and enhance the volunteer system, prior to committing to the fiscal expense of 
additional career staffing. However, as the grant process can take up to six months or longer prior 
to award notification, a decision should be made in the short-term regarding pursuing a grant for 
staffing purposes, so that in the long-term the proper staffing and deployment of the SFD can be 
sustained. 
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Recommendations: 
• Consider utilizing trained volunteer members more frequently to cover career staff 

vacancies created by scheduled and unscheduled leave, with a focus on reducing overtime.  
This is allowed in the current CBA (Article 26, Section: 3). 

• Establish (bargain if necessary) a minimum number of operational scheduled leave slots or 
maximum hours (vacation/military/union/LWOP as examples) for each 24-hour 
operational shift for the purpose of managing scheduled leave and associated overtime. 

• Discontinue the practice of allowing career staff to return to station 1 for standby when the 
on-duty career staff is deployed on a toned out call, or at minimum establish a maximum 
number allowed to return for standby. Instead, alert, utilize, and integrate the volunteer 
system when this occurs. The purpose of this is to minimize and better plan for and manage 
overtime. 

• Better utilize the volunteer system when staffing special events and standbys for other 
events where the SFD is requested. The purpose of this is to minimize overtime, add 
capacity to any event or standby request, and continue positive integration of the entire 
system. 
 

External Relationships 

Mutual Aid 

Local governments use many types of intergovernmental agreements to enhance local fire 
protection and EMS services. It is important that fire departments be able to quickly access extra 
and/or specialized resources in the aftermath of a disaster or other large-scale event. In addition, 
because these types of incidents do not respect jurisdictional boundaries, they often require 
coordinated response. Sharing specialized capabilities, such as Hazmat response units, also helps 
departments reduce costs without impacting service delivery. All of these situations point to the 
need for good working relationships with other fire and EMS organizations. In addition, having 
interoperable communications, such as the linking of CAD systems and unit status monitors, is 
essential to providing a cohesive and coherent approach to service. The SFD is interoperable with 
surrounding jurisdictions either on the SFD communications network or by utilizing radios 
designated for a particular jurisdiction or jurisdiction (s) that may have a different radio frequency. 

Currently, the SFD does not have automatic aid agreements with contiguous jurisdictions. 
Southington is challenged somewhat in that it has mountains to the east and west of the town 
which prohibit contiguous jurisdictions from making a quick and efficient provision of aid. To the 
north and south the SFD relies on Cheshire and Plainville to assist with mutual aid backfill of SFD 
stations in the event SFD units are committed to extended operations.  

The cities of Wolcott, New Britain, Bristol, and Meriden have available resources as well should the 
SFD require additional resources for an incident, or multiple incidents.   
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Recommendation: 
• The SFD should aggressively explore automatic aid agreements with any contiguous 

jurisdiction that can provide timely and effective response of assets, and where the SFD can 
reciprocate aid with timely and effective assets. 

 
Private EMS Service 

The town of Southington receives emergency medical services (EMS) from a private company 
through a franchise agreement with American Medical Response (AMR). AMR provides through this 
agreement for service two units 24-hours a day and one unit during peak demand times, from 7:00 
a.m. to 7:00 p.m., Monday through Saturday. AMR is monitored by the town for the service 
deliverables designated in the agreement, and provides quarterly reports for service and quality 
review. AMR does bill patients for each transport that it makes. 

In addition to AMR, the Southington Police Department (SPD) serves as EMS first responders, and 
responds to each EMS call for service. SPD officers are trained to the emergency medical responder 
level and each SPD patrol car carries an automated external defibrillator. As a supplement to EMS 
response, the SFD responds at those times when all AMR ambulances are busy and there may be a 
delayed response of the next available EMS transport unit. SFD operational career members are 
trained to the emergency medical technician (EMT) level.  Currently not all volunteer members are 
trained to emergency medical responder (EMR) level and/or have cardiopulmonary resuscitation 
training CPR). Currently engine11, rescue 1, and car 3 have AEDs. 

Recommendation: 
• Train all volunteer operational members of the SFD to the EMR and CPR level as a 

minimum, and place automated external defibrillators (AEDs) and appropriate EMS first 
responder equipment on all first response fire apparatus. 
 

Fire Prevention/Fire Investigation/Public Education 
An up-to-date fire code adopted into law and which outlines specific fire prevention requirements 
and enforcement procedures is essential for an effective fire prevention program. Fire suppression 
and response, although necessary to protect property, have little impact on preventing fire deaths. 
Rather, public fire education, fire prevention, and built-in fire protection systems are essential 
elements in protecting citizens from death and injury due to fire, smoke inhalation, and carbon 
monoxide poisoning.  

The SFD has a fire prevention/investigation program that is managed directly by the assistant fire 
chief, who also serves as the town’s fire marshal. Assisting the fire marshal and the position that 
handles the more direct day-to-day elements of the fire prevention/investigation is the deputy fire 
marshal, which is a captain position in the SFD (see Figure 2). The SFD is budgeted to have two fire 
inspectors, which currently are uniform positions in the SFD. One of the inspector positions is 
currently vacant. The fire chief is currently reviewing options regarding the two fire inspector 
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positions. One option is to reclassify these positions as civilian positions, which may in the long 
term be more efficient with regards to salary, benefits and pension costs. 

The SFD fire marshal’s office (FMO) currently enforces the Connecticut Fire Safety Code (CFSC), 
portions of the National Fire Association Code (NFC), and the International Code Congress (ICC) 
building code. The FMO services include plans review of fire protection components for all new 
construction and existing buildings undergoing permitted renovations. Additionally, the FMO 
inspects fire protection systems for new construction as well as those systems included in existing 
buildings that have undergone permitted renovations.   

The FMO does have a fire inspection plan that outlines by occupancy type the frequency of fire 
prevention inspections. This plan includes occupancies that require inspections annually, every two 
years, every three years, and every four years. Currently the FMO is meeting the annual and every 
two year objectives of this schedule, but not the remaining objectives (recurring three- and four-
year scheduled occupancies). This is due to current workload, staffing levels, and use of current 
resources.   

Many communities utilize on-duty fire companies to perform fire inspections, or at a minimum fire 
safety inspections of businesses and occupancies of a less technical nature. The SFD does not utilize 
fire operations personnel or volunteer companies to assist in meeting the fire inspection objectives. 
The SFD should at a minimum and under the guidance of the FMO train both career and volunteer 
personnel in fire safety inspection practices so that they can visit the less technical occupancies and 
perform fire safety walkthroughs. Should a serious problem or hazard be identified, they can alert 
the FMO, who can send a fire inspector to the occupancy for correction and/or abatement of the 
issue. 

The FMO also provides arson investigation services for the SFD. Operational captains and 
lieutenants perform initial origin and cause investigations and when they cannot determine the 
cause of the fire or it appears suspicious in nature, the FMO is notified. The FMO also works closely 
with the state fire marshal’s office, which will assist the SFD FMO when needed with investigators 
and investigation specific equipment and resources. 

Public education is coordinated through the SFD FMO as well. Programs include: a pre-school thru 
second grade educational and safety training program which is delivered by operational personnel; 
seventh grade fire science program; special needs registry identifying those citizens who may have 
special needs during an emergency; and fire extinguisher training for businesses. 

Recommendations:  
• Aggressively review the possibility of converting fire inspector positions to civilian 

positions as they become vacated by uniform personnel, with a focus on the efficiencies of 
salary, benefit, and pension costs. 

• Establish an engine company fire safety inspection program that is focused on assisting the 
fire marshal’s office with fire safety inspections of the less technical occupancies, and that 
has a goal of visiting these occupancies at least every two years. 

End of Operational Analysis 
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Data Analysis 
 
Emergency services in Southington are provided by a combination of full-time and volunteer 
firefighters. Full-time firefighters staff an engine and cross-staff a ladder and a heavy rescue in 
station 1. Volunteers primarily staff four engines, two brush trucks, one tanker, and one rescue unit 
in stations 1, 2, 3, and 5.   

This report is divided into four sections. The first section focuses on the number of emergency 
service calls by type. The second section explores time spent and workload of individual units. The 
third section examines the busiest hours and overlapped calls in a year. The fourth section analyzes 
response times.  

This report covers all calls for service between October 1, 2011 and September 30, 2012, as 
recorded in the Southington Police Department’s computer-aided dispatch (CAD) system. The 
report focuses primarily on emergency service requests responded with at least one non-
administrative unit. During the period studied, the fire department and volunteers responded to 
2,033 calls, including 4 mutual aid calls and 54 calls canceled en route. There were 48 structure fire 
calls and 79 outside fire calls. Southington full-time fire units made 3,990 runs responding to all 
calls and volunteer units were dispatched 2,069 times. The total combined yearly workload 
(deployed time) for all full-time units was 1,828 hours and the annual workload for all volunteer 
units was 854 hours. The average estimated response time (measured from the time a call was 
received until the first unit arrived) for emergency calls was 8.3 minutes and the 90th percentile 
response time was 12.3 minutes. Finally, a large winter storm hit Southington at the end of October 
2011 and caused significantly higher call volume. During the five days from October 29, 2011 
through November 2, 2011, the fire department responded to 266 calls (13 percent of total calls in 
the study year). 
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Aggregate Call Totals and Dispatches 
During the year studied, Southington units responded to 2,033 calls. Of these, 48 were structure fire 
calls and 79 were outside fire calls. There were 121 EMS calls and 165 motor vehicle accident 
(MVA) calls. Mutual aid calls are first identified using the National Fire Incident Reporting System 
(NFIRS) mutual aid field. The correspondence table between NFIRS call descriptions and call types, 
in Appendix III, was used to categorize call types.  

Table 16: Call Types 

Call Type 
Number 
of Calls 

Calls per 
Day 

Call 
Percentage 

EMS 107 0.3 5.3 
MVA 179 0.5 8.8 
Structure fire 48 0.1 2.4 
Outside fire 79 0.2 3.9 
Hazard 475 1.3 23.4 
False alarm 347 0.9 17.1 
Good intent 210 0.6 10.3 
Public service 530 1.4 26.1 

Fire Total 1,868 5.1 91.9 
Cancelled 54 0.1 2.7 
Mutual aid 4 0.0 0.2 

Total 2,033 5.6 100.0 
Note: Motor vehicle accidents are abbreviated as “MVA” throughout this report.  

Observations:  
• The department responded to a total of 2,033 calls, averaging 5.6 calls per day.   

• Structure and outside fires calls combined accounted for 127 calls. This represents 
approximately one call every three days.  

• Motor vehicle accidents totaled 179 calls for the year (8 percent of all calls), averaging 0.5 
per day.  

• False alarms totaled 347 calls for the year (17 percent of all calls), averaging 0.9 per day. 

• The four mutual aid calls occurred in the city of Cheshire.   
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Figure 31: Calls by Type  

 
Note: Mutual aid and canceled calls are not included.  

Observations:  
• 48 structure fire calls accounted for 2 percent of total fire calls. 

• 79 outside fire calls accounted for 4 percent of total fire calls.  

• Public service was the largest call category; these calls accounted for 27 percent of all calls.  

• Hazardous condition calls were the second largest call category; these calls accounted for 
24 percent of total calls. 

• False alarm calls accounted for 18 percent of total calls.  
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Total EMS and Fire Calls: 1,975 
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Figure 32: Calls by Type and Duration  

 

EMS and Fire Calls 
(1,975)

Outside Fire 
(79)

Hazard 
(475)

< 1 hour (69)

1 - 2 hours (7)

Structure Fire 
(48)

1 - 2 hours (13)

< 0.5 hours (12)

0.5 – 1 hour (16)

> 2 hours (7)

< 1 hour (397)

> 1 hour  (78)

Public Service (530)

False Alarms 
(347)

< 1 hour (344)

> 1 hours (3)

< 1 hour (471)

> 1 hour (59)

> 2 hours (3)

Good Intent
(210)

< 1 hour (199)

 1 - 2 hours  (11)

EMS  (107)

< 1 hour  (106)

 > 2 hours  (1)

MVA  (179)

< 1 hour (147)

> 1 hour (32)

 
Note: Mutual aid and canceled calls are not included.  
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Observations:  
• A total of 1,761 calls (89 percent) lasted less than one hour, 158 calls (8 percent) lasted 

between one and two hours, and 56 calls (3 percent) lasted more than two hours. On 
average, every 1.7 days, one call lasted more than one hour.  

• Of the 48 structure fire calls, 28 calls (58 percent) lasted less than one hour, 13 calls (27 
percent) lasted between one and two hours, and 7 calls (15 percent) lasted more than two 
hours.  

• Of the 79 outside fire calls during the year, 69 calls (87 percent) lasted less than one hour, 7 
calls (9 percent) lasted between one and two hours, and 3 calls lasted more than two hours. 

• A total of 147 MVA calls (82 percent) lasted less than one hour; 32 MVA calls (18 percent) 
lasted more than one hour.  

• A total of 397 hazardous condition calls (84 percent) lasted less than one hour; 78 
hazardous conditions calls (16 percent) lasted more than one hour.  

• A total of 344 false alarm calls (99 percent) lasted less than one hour; 3 false alarm calls 
lasted more than one hour.  
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Figure 33: Average Calls per Day by Month  

 

Note: Mutual aid and canceled calls are not included.  

Observations:  
• A large winter storm hit Southington at the end of October 2011 and caused significantly 

higher call volume for five days in late October and early November.  

• Except for October and November, average calls per day ranged from a low of 4.0 calls per 
day in May 2012 to a high of 5.4 calls per day in September 2012. The highest monthly 
average was 35 percent greater than the lowest monthly average.  

• During the five days from October 29, 2011 through November 2, 2011, the fire department 
responded to 266 calls (13 percent of total calls in the study year).  On October 29, 2011, the 
fire department responded to 109 calls.  

• Except for October and November, the highest number of calls received in a single day was 
14, which occurred on June 29, 2012. The 14 calls included 2 EMS calls, 4 MVA calls, 1 
outside fire call, and 7 other fire category calls.  
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Figure 34: Calls by Hour of Day   

 

Table 17: Calls by Hour of Day  

Two-Hour 
Interval 

Hourly 
Call Rate 

0-1 0.11 
2-3 0.07 
4-5 0.07 
6-7 0.11 
8-9 0.25 

10-11 0.26 
12-13 0.32 
14-15 0.34 
16-17 0.36 
18-19 0.33 
20-21 0.27 
22-23 0.20 

Calls per Day 5.40 

Note: The total shown at the bottom of the table is calculated  
by adding all rows and multiplying by two, since each cell represents  
two hours. Mutual aid and canceled calls are not included.  
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Observations:  
• Hourly call rates were highest between 8:00 a.m. and 10:00 p.m., averaging between 0.25 

calls and 0.36 calls per hour.  

• Call rates were lowest between midnight and 8:00 a.m., averaging fewer than 0.11 calls per 
hour. This amounts to fewer than 0.7 calls in this 8-hour period.  
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Figure 35a: Number of Units Dispatched to Calls  
 

 

 

 

 

 

 

 

Table 18a: Number of Units Dispatched to Calls 

Call Type 

Unit   

One Two Three Four 
Five or 
more Total 

EMS 12 61 21 11 2 107 
MVA 10 21 54 84 10 179 
Structure fire 1 5 3 3 36 48 
Outside fire 2 13 25 18 21 79 
Hazard 172 144 55 58 46 475 
False alarm 34 48 43 16 206 347 
Good intent 29 69 29 27 56 210 
Public service 223 232 48 10 17 530 

Fire Total 471 532 257 216 392 1,868 
Grand Total 483 593 278 227 394 1,975 
Percentage 24.5 30.0 14.1 11.5 19.9 100 

Note: This includes both full-time and volunteer units responding to the  
same call. Administrative units are excluded. 

Observations:  
• On average, 3.0 units were dispatched per call.  

• For structure fire calls, five or more units were dispatched 81 percent of the time. On 
average, 5.9 units were dispatched per structure fire call.  

• For outside fire calls, four or more units were dispatched 49 percent of the time. On 
average, 3.8 units were dispatched per outside fire call. 
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Figure 35b: Number of Full-time Units Dispatched to Calls  

 

Table 18b: Number of Full-time Units Dispatched to Calls 

Call Type 

Number of Full Time Units   

Zero One Two Three 
Four or 
more Total 

EMS 1 14 62 30 0 107 
MVA 7 7 34 127 4 179 
Structure fire 3 2 5 25 13 48 
Outside fire 6 7 45 20 1 79 
Hazard 124 78 156 110 7 475 
False alarm 19 38 49 231 10 347 
Good intent 14 30 80 80 6 210 
Public service 55 190 232 52 1 530 

Fire Total 228 352 601 645 42 1,868 
Grand Total 229 366 663 675 42 1,975 
Percentage 11.6 18.5 33.6 34.2 2.1 100 

Observations:   
• For 12 percent of calls, no full-time unit was dispatched. On average, 2.0 full-time units were 

dispatched per call.  

• On average, 2.9 full-time units were dispatched per structure fire call. 

• On average, 2.0 full-time units were dispatched per outside fire call. 
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Figure 35c: Number of Volunteer Units Dispatched to Calls  

 

Table 18c: Number of Volunteer Units Dispatched to Calls 

Call Type 

Number of Volunteer Units   

Zero One Two Three 
Four or 
more Total 

EMS 88 15 3 1 0 107 
MVA 69 93 15 2 0 179 
Structure fire 5 5 5 11 22 48 
Outside fire 11 24 26 8 10 79 
Hazard 210 189 39 30 7 475 
False alarm 95 37 18 89 108 347 
Good intent 95 47 14 32 22 210 
Public service 421 81 12 12 4 530 

Fire Total 906 476 129 184 173 1,868 
Grand Total 994 491 132 185 173 1,975 
Percentage 50.3 24.9 6.7 9.4 8.8 100 

Observations:  
• For 50 percent of calls, no volunteer unit was dispatched. For calls with volunteer units 

responding, an average of 2.0 volunteer units were dispatched per call. 

• On average, 3.0 volunteer units were dispatched per structure fire call. 

• On average, 1.8 volunteer units were dispatched per outside fire call. 

  



Southington, Connecticut Fire Services Analysis Report page 70 

Table 19: Annual Deployed Time by Call Type  

Call Type 

Average 
Deployed 

Minutes per 
Run 

Annual 
Deployed 

Hours 

Percent of 
Annual 
Hours 

Busy 
Minutes 
per Day 

Number 
of Runs 

Runs 
per Day 

EMS 24.1 101 3.8 16.6 252 0.7 
MVA 35.1 352 13.1 57.6 601 1.6 
Structure fire 71.0 335 12.5 54.9 283 0.8 
Outside fire 29.5 149 5.5 24.4 303 0.8 
Hazard 33.4 631 23.5 103.5 1,134 3.1 
False alarm 15.6 429 16.0 70.3 1,649 4.5 
Good intent 19.3 231 8.6 37.8 717 2.0 
Public service 26.1 422 15.8 69.3 972 2.7 

Fire Total 27.0 2,548 95.0 417.7 5,659 15.5 
Cancelled 10.0 22 0.8 3.5 130 0.4 
Mutual aid 37.2 11 0.4 1.8 18 0.0 

Total 26.6 2,682 100.0 439.6 6,059 16.6 

Observations:  
• Total deployed time for the year was 2,682 hours. This is the total deployment time of all 

units deployed on all types of calls; including 33 hours spent on mutual aid and canceled 
calls.  

• There were 6,059 runs, including 148 runs dispatched for mutual aid and cancelled calls.  

• There were 586 runs for structure and outside fire calls, with a total workload of 484 hours. 

• The structure and outside fire calls accounted for 18 percent of the total workload but made 
up only 6.2 percent of total calls.  

• The average deployed time for structure fire calls was 71.0 minutes, and the average 
deployed time for outside fire calls was 29.5 minutes.   

  



Southington, Connecticut Fire Services Analysis Report page 71 

Workload by Individual Unit—Calls and Total Time Spent 
In this section, the actual time spent by each unit on calls is reported in two types of statistics: 
workload and runs. A dispatch of a unit is defined as a run and thus a call might include multiple 
runs.   

Table 20: Call Workload by Unit  

Station Unit ID Unit Description 

Average 
Deployed 

Minutes per Run 
Number 
of Runs 

Annual 
Deployed 

Hours 

Runs 
per 
Day 

Deployed 
Hours 

per Day 

1 

C3 Shift commander 28.5 1,531  727.5  4.2 2.0  
E11 Engine 27.0 1,473  662.8  4.0 1.8  
L1 Ladder 21.4 403  143.7  1.1 0.4  
R1 Rescue (heavy) 30.2 583  293.9  1.6 0.8  

Full-time units total 27.5 3,990  1,827.9  10.9 5.0  

1 

B1 Brush truck 39.6 50  33.0  0.1 0.1  
E12 Engine 21.4 549  195.9  1.5 0.5  
R2 Rescue (backup) 31.2 98  50.9  0.3 0.1  

SERV 1 Pickup truck 55.3 35  32.3  0.1 0.1  

2 

B2 Brush truck 50.2 26  21.8  0.1 0.1  
E21 Engine 22.8 419  159.4  1.1 0.4  

E22 Tanker 20.5 371  126.9  1.0 0.3  

3 
E31 Engine 33.9 185  104.5  0.5 0.3  
E32 Engine 23.6 99  38.9  0.3 0.1  
L2 Ladder 64.7 7  7.5  0.0 0.0  

5 E51 Engine 21.7 228  82.4  0.6 0.2  
Volunteer units total 24.8 2,067  853.5  5.7 2.3  

Note: R1 and L1 are cross-staffed.   

Observations:  
• On average, all full-time units were deployed 5.0 hours per day, and they averaged 10.9 runs 

per day.  

• On average, all volunteer units were deployed 2.3 hours per day, and they averaged 5.7 runs 
per day.  

• Of all units, the shift commander vehicle (C3) was the most deployed unit, and it averaged 
4.2 runs and 2.0 hours per day.  E11 was the second most utilized unit and it averaged 4.0 
runs and 1.8 hours per day.    
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Figure 36: Deployed Minutes by Hour of Day and Unit Type 

 

Table 21: Deployed Minutes by Hour of Day and Unit Type 

Two-Hour 
Interval 

Deployed Minutes 
Full-time 

Units 
Volunteer 

Units Total 
0-1 9.7 4.0 13.7 
2-3 5.5 2.4 7.9 
4-5 6.8 3.1 9.9 
6-7 9.2 4.1 13.3 
8-9 13.2 5.0 18.2 

10-11 13.6 5.3 18.9 
12-13 19.1 8.2 27.3 
14-15 18.4 11.7 30.1 
16-17 16.2 7.0 23.3 
18-19 17.9 8.1 26.0 
20-21 11.8 6.1 17.8 
22-23 8.5 4.9 13.5 

Daily Total 299.6 140.0 439.6 

Note: Daily totals shown equal the sum of each column multiplied by  
two, since each cell represents two hours. Canceled calls are not  
included. These minutes represent the total work for all units. 
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Observations:  
• Hourly deployed minutes were the highest between 8:00 a.m. and 10:00 p.m., averaging 

between 17.8 minutes and 30.1 minutes per hour.  

• Hourly deployed minutes were the lowest between midnight and 8:00 a.m., averaging 
between 7.9 minutes and 13.7 minutes per hour.
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Table 22: Total Annual and Daily Average Number of Runs for Full-Time Units by Call Type 

Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total 

Runs 
per Day 

C3 93 164 43 70 292 292 186 348 40 3 1,531 4.2 
E11 92 166 42 67 307 291 165 304 36 3 1,473 4.0 
L1 2 5 38 13 41 217 57 28 1 1 403 1.1 
R1 41 137 17 11 108 69 46 134 20 0 583 1.6 

Observations:  
• Shift commander vehicle (C3) was dispatched most frequently of all units. It made 1,531 runs during the year, averaging 4.2 runs 

per day. However, the vast majority of calls were not actual fires. Actual fire runs totaled 113 runs in a year.  

• On average, engine E11 was dispatched on 4.0 runs per day; it made 109 runs to structure and outside fire calls.  

• Ladder L1 and rescue R1 were cross-staffed and together averaged 2.7 runs per day.   

  



Southington, Connecticut Fire Services Analysis Report page 75 

Table 23: Daily Average Deployed Minutes for Full-Time Units by Call Type 

Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total 

C3 5.6 16.4 10.4 6.3 28.1 16.4 12.2 22.5 1.0 0.4 119.3 
E11 5.7 15.4 8.7 5.5 27.3 15.8 9.9 19.3 0.8 0.3 108.7 
L1 0.1 0.2 7.1 0.6 2.7 8.3 3.1 1.3 0.0 0.1 23.6 
R1 2.9 12.7 4.3 1.4 9.0 3.6 1.9 12.0 0.4 0.0 48.2 

Observations:  
• On average, shift commander vehicle C3 was deployed 119.3 minutes (2 hours) per day.  

• Engine E11 averaged 108.7 deployed minutes (1 hour and 49 minutes) per day.   

• Ladder L1 and rescue R1 were cross staffed, and together were deployed 71.8 minutes (1 hour and 12 minutes) per day.  
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Table 24: Total Annual and Daily Average Number of Runs for Volunteer Units by Call Type 

Station Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total  

Runs per 
Day 

1 

B1 0 0 2 21 13 1 8 5 0 0 50 0.1 
E12 10 58 33 21 105 200 79 36 6 1 549 1.5 
R2 4 16 5 3 32 5 7 20 4 2 98 0.3 
SERV 
1 1 3 2 0 8 6 2 13 0 0 35 0.1 

2 
B2 0 0 0 7 8 1 2 5 2 1 26 0.1 
E21 3 15 29 27 70 184 59 21 8 3 419 1.1 
E22 2 5 33 17 59 184 47 20 2 2 371 1.0 

3 
E31 1 15 14 18 43 47 24 16 7 0 185 0.5 
E32 0 5 9 12 9 42 11 7 2 2 99 0.3 
L2 1 0 0 0 0 2 1 2 1 0 7 0.0 

5 E51 2 12 16 16 38 107 23 13 1 0 228 0.6 
Total 24 129 143 142 385 779 263 158 33 11 2,067 5.7 

Observations:  
• All volunteer units combined made 143 runs to structure fire calls and 142 runs to outside fire calls.  

• Of all volunteer units, E12 was utilized the most, and it averaged 1.5 runs per day. However, the vast majority of calls were not 
actual fires. Actual fire runs totaled 54 runs in a year. 

• Engines E21 and E22 were the second- and third-most utilized volunteer units, and they averaged 1.1 and 1.0 runs per day, 
respectively. E21 responded to 56 actual fire calls and E22 responded to 50 actual fire calls in the study year.  
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Table 25: Daily Average Deployed Minutes for Volunteer Units by Call Type 

Station Unit EMS MVA 
Structure 

Fire 
Outside 

Fire Hazard 
False 
Alarm 

Good 
Intent 

Public 
Service Canceled 

Mutual 
Aid Total  

1 

B1 0.0 0.0 0.1 1.7 2.1 0.1 0.3 1.1 0.0 0.0 5.4 
E12 0.4 4.9 5.3 1.4 7.1 6.8 2.9 3.1 0.1 0.0 32.1 
R2 0.2 1.2 1.3 0.4 3.2 0.3 0.4 0.9 0.1 0.3 8.3 
SERV 1 0.6 0.5 0.9 0.0 1.3 0.4 0.1 1.6 0.0 0.0 5.3 

2 
B2 0.0 0.0 0.0 0.2 1.1 0.0 0.1 1.9 0.1 0.1 3.6 
E21 0.2 1.5 5.4 2.4 5.7 6.2 2.6 1.4 0.5 0.3 26.1 
E22 0.0 0.9 5.0 0.7 5.5 5.8 1.7 1.1 0.0 0.0 20.8 

3 
E31 0.1 2.3 2.7 1.8 6.1 1.7 1.2 1.0 0.3 0.0 17.1 
E32 0.0 0.3 2.1 0.6 0.7 1.1 0.6 0.7 0.1 0.2 6.4 
L2 0.1 0.0 0.0 0.0 0.0 0.0 0.0 1.1 0.0 0.0 1.2 

5 E51 0.7 1.4 1.6 1.3 3.6 3.6 0.8 0.4 0.0 0.0 13.5 
Total 2.3 13.0 24.4 10.5 36.4 26.0 10.7 14.3 1.2 0.9 139.8 

Observations:  
• On average, engine E12 was deployed 32.1 minutes per day, and spent 6.7 minutes per day on structure and outside fire calls.  

• On average, engines E21 and E22 were deployed 26.1 and 20.8 minutes per day, respectively. E21 spent 7.8 minutes and E22 
spent 5.7 minutes on structure and outside fire calls on average per day.    
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We noted that frequently a volunteer unit would record a dispatch and clear time without any 
intervening en route or arrival time, which potentially may have been a nonturnout of this unit. The 
Southington Fire Department assisted in the review of incidents for these aforementioned 
dispatches of units having the fire signal of 23 or 50, and where staffing for the volunteer response 
unit was two or less.  These responses are counted as nonturnout dispatches at the company or 
station level as reported below.   

Table 26: Number of Non-turnout Dispatches by Volunteer Station 

Station 

Number of 
Nonturnout 
Dispatches 

Annual 
Dispatches 

Percent of 
Nonturnout 
Dispatches  

1 93 687  13.5 
2 14 473  3.0 
3 44 215  20.5 
5 66 206  32.0 

Total 217 1,581  13.7 

Observations:  
• A total of 217 volunteer dispatches (14 percent) did not turn out.  

• Volunteer units in station 5 had the highest percentage of nonturnout dispatches (32 
percent).  
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Analysis of Busiest Hours and Overlapped Calls 
There is significant variability in the number of calls in any given hour. One special concern relates 
to the fire resources available for hours with the heaviest workload. We excluded the five high call 
volume days (from Oct 29, 2011 through November 2, 2011) that were caused by a large winter 
storm and tabulated the data for each of the remaining 8,664 hours (361 days x 24 hours) in the 
year. Approximately once every 41 hours (one day and 17 hours) the Southington Fire Department 
responded to two or more calls in an hour. This is 2.4 percent of the total number of hours. Here, we 
report the hours with the most calls received and analyze the distribution of overlapping calls.  

Table 27: Frequency Distribution of the Number of Calls 

Number of 
Calls in an Hour Frequency Percentage 

0 7,136 82.4 
1 1,319 15.0 
2 186 2.1 
3 19 0.2 
4 2 0.0 
5 1 0.0 
6 1 0.0 

Observations:  
• During 209 hours (2.4 percent of all hours), two or more calls occurred; in other words, the 

Southington Fire Department responded to two or more calls in an hour roughly once every 
41 hours (one day and 17 hours).  

• Three or more calls occurred only during 23 hours.  
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Table 28: Top 10 Hours with the Most Calls Received  

Hour 
Number 
of Calls 

Number 
of Runs 

Deployed 
Hours 

7/18/2012, 2 p.m. to 3 p.m. 6 13 4.5 
9/30/2012, 4 p.m. to 5 p.m. 5 9 2.1 
12/3/2011, 6 p.m. to 7 p.m. 4 11 3.4 
12/28/2011, 3 p.m. to 4 p.m. 4 8 1.0 
9/19/2012, 6 p.m. to 7 p.m. 3 15 2.2 
5/1/2012, 8 a.m. to 9 a.m. 3 13 3.2 
2/5/2012, 10 p.m. to 11 p.m. 3 11 3.0 
9/25/2012, 9 p.m. to 10 p.m. 3 10 1.8 
5/13/2012, 5 p.m. to 6 p.m. 3 10 1.6 
11/3/2011, 4 p.m. to 5 p.m. 3 9 2.9 

Note: The combined workload is the total deployed minutes spent responding to  
calls received in the hour, and which may extend into the next hour or hours.  

Observations:  
• The hour with the most calls received was between 2:00 p.m. and 3:00 p.m. on July 18, 

2012. The six calls involved 13 individual dispatches. The six calls included two structure 
fire calls, one hazardous condition call, one false alarm call, and two good intent calls. The 
combined workload of all units was 4.5 hours. The longest call was a structure fire call that 
lasted 54 minutes and was responded by three full-time units and one volunteer unit.    

• The hour between 4:00 p.m. and 5:00 p.m. on September 30, 2012 had five calls. The five 
calls involved nine individual dispatches. The five calls consisted of one EMS call, one 
hazardous condition call, and three public service calls. The combined workload of all units 
responding to the five calls was 2.1 hours. The longest call was a police assist call, which 
involved two full-time units and lasted 30 minutes.  
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The Southington Fire Department is staffed with full-time firefighters who are able to respond to 
one multi-unit call at a time, or two single unit calls at a time. When multiple events remain active 
simultaneously or when a call requires a larger number of resources, the department’s volunteer 
units are needed. Thus, understanding how often multiple calls overlap is important when 
assessing the department’s overall needs. We excluded calls that occurred between 10/29/2011 
and 11/2/2011, and then analyzed the remainder of the 1,767 calls. To determine overlapping 
events, we looked at each individual call and then identified the number of other calls that began at 
a time in between the received and clear times of the initial call. A call’s clear time is equated with 
the latest unit’s clear time.   

Table 29: Analysis of Overlapping Calls   

Description  Frequency  
No overlapped call 1,249 
One call overlapped another call 206 
One call overlapped two other calls 27 
One call overlapped three other calls 8 
One call overlapped four other calls 2 
One call overlapped five other calls 1 

Note: The summation of frequency column is not equal to 1,767. 

Observations:  
• A total of 1,249 calls (71 percent) had no overlapping call.   

• The situation of two overlapped calls happened 206 times in the study period.  

• The most demanding situation is five overlapped calls, and it occurred once in the study 
period. Those five calls included two structure fire calls, two good intent calls, and one 
hazardous condition call. 
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Dispatch and Turnout Time and Response Time  
This section presents dispatch and turnout and response time statistics for different call types and 
units. This section focuses on calls with an emergency response. These were identified as “signal 
23” or “signal 50” calls. Analysis of response times for nonemergency calls is reported in  
Appendix II. For most calls, the main focus is on the dispatch and turnout and response time of the 
first arriving unit. In addition, we analyzed the response time of first on-scene, full-time unit and 
first on-scene volunteer unit. For structure and outside fire calls, we also analyzed the response 
time of the second arriving fire vehicle.  

Different terms are used to describe the components of response time: Dispatch processing and 
turnout time is the difference between the unit time en route and the call received time. The data 
recorded in the CAD system had unusually long dispatch processing time and unreasonably short 
turnout time. This made reporting separate dispatch and turnout times unreliable. Travel time is 
the difference between the unit on-scene arrival time and the time en route. Response time is the 
combination of dispatch processing and turnout, and travel times, and is the difference between the 
on-scene arrival time and call received time.  

In this section, a total of 759 calls that have valid unit dispatch, en route, and on-scene times (98 
percent of total emergency calls) were analyzed. The average dispatch and turnout time was 4.0 
minutes. The average travel time was 4.3 minutes. The average response time was 8.3 minutes, and 
the 90th percentile response time was 12.3 minutes.   
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Table 30a: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Unit by Call Type  

Call Type 

 Dispatch 
and Turnout 

Time 
Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 5.2 3.9 9.1 17 
MVA 3.9 4.5 8.4 106 
Structure fire 3.2 4.0 7.2 40 
Outside fire 3.8 4.1 7.9 73 
Hazard 4.2 4.2 8.4 141 
False alarm 3.8 4.5 8.3 235 
Good intent 4.0 4.0 8.0 108 
Public service 4.4 4.6 9.0 39 

Fire Total 3.9 4.3 8.2 742 
Total 4.0 4.3 8.3 759 

 
Figure 37: Average Dispatch and Turnout, and Travel Times of First Arriving Unit 
by Call Type  
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Observations: 
• The average dispatch and turnout time was 4.0 minutes.   

• The average travel time was 4.3 minutes.  

• The average response time was 8.3 minutes.   

• The average response time for structure fire calls was 7.2 minutes. 

• The average response time for outside fire calls was 7.9 minutes. 

• Full-time units arrived first on scene 87 percent of the time.  
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Table 30b: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Full-Time Unit by Call Type  

Call Type 

 Dispatch 
and Turnout 

Time 
Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 5.1 4.7 9.8 17 
MVA 3.8 4.7 8.5 105 
Structure fire 3.2 4.4 7.6 39 
Outside fire 3.5 4.5 8.0 65 
Hazard 4.1 4.5 8.6 134 
False alarm 3.7 4.6 8.3 226 
Good intent 3.8 4.3 8.1 100 
Public service 4.1 5.5 9.6 35 

Fire Total 3.8 4.6 8.4 704 
Total 3.8 4.6 8.4 721 

Observations: 
• The average dispatch and turnout time of first on-scene full-time unit was 3.8 minutes.    

• The average response time of first on-scene full-time unit was 8.4 minutes.   

Table 30c: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Volunteer Unit by Call Type  

Call Type 

 Dispatch 
and Turnout 

Time 
Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 7.3 1.4 8.7 5 
MVA 8.7 4.9 13.5 58 
Structure fire 7.6 3.4 10.9 32 
Outside fire 6.8 4.8 11.6 47 
Hazard 8.1 3.6 11.7 85 
False alarm 6.9 4.0 10.9 109 
Good intent 7.1 4.4 11.6 61 
Public service 6.3 5.1 11.4 22 

Fire Total 7.4 4.2 11.7 414 
Total 7.4 4.2 11.6 419 

Observations: 
• The average dispatch and turnout time of first on-scene volunteer unit was 7.4 minutes.    

• The average response time of first on-scene volunteer unit was 11.6 minutes.   
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Table 31: 90th Percentile Dispatch, Turnout, Travel, and Response Times of First 
Arriving Unit, by Call Type  

Call Type 

 Dispatch 
and Turnout 

Time 
Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 9.8 8.4 15.3 17 
MVA 6.6 7.6 13.0 106 
Structure Fire 5.0 6.3 9.5 40 
Outside Fire 6.6 7.5 11.6 73 
Hazard 6.5 7.5 12.1 141 
False Alarm 5.8 7.6 12.0 235 
Good Intent 6.1 6.7 12.2 108 
Public Service 5.5 7.6 14.3 39 

Fire Total 6.1 7.5 12.2 742 
Total 6.2 7.5 12.3 759 

Note: The 90th percentile response time is not equal to the sum of 90th percentile  
of dispatch time, turnout time, and travel time.  

Observations: 
• The 90th percentile dispatch and turnout time was 6.2 minutes.  

• The 90th percentile travel time was 7.5 minutes.    

• The 90th percentile response time was 12.3 minutes.   

• The 90th percentile response time for structure fire calls was 9.5 minutes.   

• The 90th percentile response time for outside fire calls was 11.6 minutes. 
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Figure 38: Average Dispatch and Turnout, Travel, and Response Time of First 
Arriving Unit by Hour of Day  
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Table 32: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Unit by Hour of Day  

Hour 

Dispatch 
and 

Turnout 
Time 

Travel 
Time 

Response 
Time 

90th 
Percentile 

Response Time 
Sample 

Size 
0 4.9 3.4 8.3 12.2 16 
1 5.0 4.1 9.0 13.0 16 
2 4.7 4.8 9.6 12.4 10 
3 5.8 4.0 9.9 13.6 11 
4 4.1 4.7 8.9 11.1 14 
5 6.2 3.3 9.5 15.1 10 
6 3.9 3.7 7.6 10.6 16 
7 3.9 4.4 8.3 12.8 28 
8 3.1 4.4 7.5 11.2 32 
9 3.6 4.4 8.0 12.0 26 

10 3.7 4.3 8.0 10.7 35 
11 3.4 4.7 8.1 10.8 38 
12 3.7 4.4 8.1 12.3 46 
13 3.9 5.2 9.1 12.6 42 
14 3.3 4.7 8.0 12.5 52 
15 3.9 3.8 7.8 11.9 56 
16 4.2 4.1 8.3 13.1 55 
17 3.9 4.5 8.4 11.8 47 
18 3.8 4.1 7.9 11.1 53 
19 3.9 3.6 7.5 11.0 41 
20 4.1 4.0 8.1 12.1 44 
21 3.6 4.5 8.1 12.8 23 
22 4.8 4.4 9.2 15.9 27 
23 4.5 4.5 9.0 12.7 21 

Observations:  
• Average dispatch and turnout time was between 3.1 and 6.2 minutes. Between midnight 

and 6:00 a.m., the average dispatch and turnout time was consistently more than 4.1 
minutes.   

• Average travel time was between 3.3 and 5.2 minutes.  

• Average response time was between 7.5 and 9.9 minutes, peaking between 1:00 a.m. and 
6:00 a.m.  
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Figure 39: Number of Total Calls by First Arriving Units   

 

Table 33: Number of Total Calls by First Arriving Units 

Volunteer 
Unit Unit EMS MVA 

Structure 
and Outside 

Fire 
Fire 

Other Total Percentage 
Cumulative 
Percentage 

No C3 13 74 74 362 523 68.9 68.9 
No E11 3 17 9 70 99 13.0 13.0 
Yes E31 0 3 8 15 26 3.4 3.4 
Yes E21 1 1 5 18 25 3.3 3.3 
Yes E51 0 1 5 13 19 2.5 2.5 
No L1 0 0 5 13 18 2.4 2.4 
No R1 0 8 0 10 18 2.4 2.4 
Yes E12 0 2 2 7 11 1.4 1.4 
Yes E22 0 0 2 9 11 1.4 1.4 

Yes 
Other 

volunteer 
units 

0 0 3 6 9 1.2 1.2 

Observations:  
• Shift commander vehicle C3 arrived first on scene most often, which accounted for 69 

percent of the first arrivals at calls.  

• Engine E11 accounted for 13 percent of the first arrivals at calls.  

• Of all volunteer units, E31 and E21 arrived on scene most often. 
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Figure 40: Cumulative Distribution Function (CDF) of Response Time of First 
Arriving Unit  

 

Reading the CDF Chart: The vertical axis is the probability or percentage of calls. The horizontal 
axis is response time. For example, the 0.9 probability line intersects the graph at the time mark at 
about 12.3 minutes. This means that units had a response time of less than 12.3 minutes for 90 
percent of these calls.  
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Figure 41: Frequency Distribution Chart of Response Time of First  
Arriving Unit  
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24 percent of the EMS calls had response times of 6 minutes or less.  
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Table 34: Cumulative Distribution Function (CDF) of Response Time  
of First Arriving Unit  

Response 
Time 

(minute) Frequency 
Cumulative 
Percentage 

0 - 1 0 0.0 
1 - 2 0 0.0 
2 - 3 6 0.8 
3 - 4 29 4.6 
4 - 5 67 13.4 
5 - 6 83 24.4 
6 - 7 101 37.7 
7 - 8 100 50.9 
8 - 9 98 63.8 

9 - 10 84 74.8 
10 - 11 66 83.5 
11 - 12 39 88.7 
12- 13 35 93.3 
13 - 14 17 95.5 
14 -15 10 96.8 
>= 15 24 100.0 

 

Observations:  
• The average response time was 8.3 minutes.  

• For 24 percent of calls, the response time was less than or equal to 6.0 minutes.  

• For 90 percent of the calls, the response time was less than 12.3 minutes.  
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Response Time Analysis for Structure and Outside Fire Calls 

The following tables and charts report response time analysis of first and second arriving units for 
structure and outside fire calls.  

Table 35: Average Response Time for Structure and Outside Fire Calls by First 
Arriving Unit    

Volunteer 
Unit 

First 
Arriving 

Unit 

Outside Fire Structure Fire Total 
Response 

Time 
Number 
of Calls 

Response 
Time 

Number 
of Calls 

Response 
Time 

Number 
of Calls 

No 
C3 7.1 43 6.9 26 7.0 69 
E11 9.7 10 9.4 4 9.6 14 
L1 6.0 1 6.6 5 6.5 6 

Yes 

E12 20.3 2 NA 0 20.3 2 
E21 7.7 4 NA 0 7.7 4 
E22 9.2 1 10.8 1 10.0 2 
E31 8.5 5 6.8 3 7.9 8 
E32 8.3 3 NA 0 8.3 3 
E51 5.7 4 6.0 1 5.8 5 

Total 7.9 73 7.1 40 7.6 113 

Observations:  
• For outside fire calls, the average response time of the first arriving firefighting equipment 

was 7.9 minutes.  

• For structure fire calls, the average response time of first arriving firefighting equipment 
was 7.1 minutes.  

• For outside and structure fire calls, shift commander vehicle C3 was the first unit on scene 
most often and had an average response time of 7.1 minutes for outside fire calls and 6.9 
minutes for structure fire calls.  
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Table 36: Average Response Time for Structure and Outside Fire Calls by Second 
Arriving Unit    

Volunteer 
Unit 

Second 
Arriving 

Unit 

Outside Fire Structure Fire Total 
Response 

Time 
Number 
of Calls 

Response 
Time 

Number 
of Calls 

Response 
Time 

Number 
of Calls 

No 
C3 10.2 20 8.2 8 9.6 28 
E11 8.4 31 9.1 21 8.7 52 
L1 7.4 2 7.7 3 7.5 5 

Yes 

B2 8.2 1 NA 0 8.2 1 
E12 14.2 1 9.6 2 11.1 3 
E21 11.1 1 10.3 2 10.5 3 
E22 10.5 1 9.4 1 9.9 2 
E31 11.5 6 9.4 1 11.2 7 
E32 10.3 2 10.2 1 10.3 3 
E51 13.0 3 NA 0 13 3 

Total 9.6 68 8.9 39 9.4 107 

Observations:  
• The average response time of the second arriving unit for outside fire calls was 9.6 minutes, 

compared to 7.9 minutes for the first arriving unit.  

• The average response time of the second arriving unit for structure fire calls was 8.9 
minutes, compared to 7.1 minutes for the first arriving unit.  
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Figure 42: Cumulative Distribution Function (CDF) of Response Time of First and 
Second Arriving Units for Structure Fire Calls 

 

Figure 43: Frequency Distribution Chart of Response Time of First Arriving Unit 
for Structure Fire Calls 
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Table 37: Cumulative Distribution Function (CDF) of Response Time of First and 
Second Arriving Fire Units for Structure Fire Calls 

Response 
Time 

(minute) 

First Unit Second Unit 

Frequency 
Cumulative 

Percent Frequency 
Cumulative 

Percent 
0 - 1 0 0.0 0 0.0 
1 - 2 0 0.0 0 0.0 
2 - 3 1 2.5 0 0.0 
3 - 4 2 7.5 1 2.6 
4 - 5 5 20.0 1 5.1 
5 - 6 4 30.0 2 10.3 
6 - 7 8 50.0 6 25.6 
7 - 8 2 55.0 3 33.3 
8 - 9 9 77.5 7 51.3 

9 - 10 5 90.0 6 66.7 
10 -11 2 95.0 6 82.1 
11 - 12 2 100.0 3 89.7 
12 - 13 0 100.0 1 92.3 
13 - 14 0 100.0 2 97.4 
14 - 15 0 100.0 0 97.4 
>= 15 0 100.0 1 100.0 

Observations:  
• The average response time of the first arriving fire unit for structure fire calls was 7.1 

minutes.  

• 30 percent of the time, the first fire unit’s response time was less than 6.0 minutes. 

• 90 percent of the time, the first fire unit’s response time was less than 9.5 minutes. 

• On average, the response time of the second arriving unit was 8.9 minutes, which was 1.8 
minutes longer than that of the first arriving unit.  

• 90 percent of the time, the second fire unit’s response time was less than 12.9 minutes. 
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Figure 44: Cumulative Distribution Function (CDF) of Response Time of First and 
Second Arriving Units for Outside Fire Calls 

 

Figure 45: Frequency Distribution Chart of Response Time of First Arriving Unit 
for Outside Fire Calls 
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Table 38: Cumulative Distribution Function (CDF) of Response Time of First and 
Second Arriving Fire Units for Outside Fire Calls 

Response 
Time 

(minute) 

First Unit Second Unit 

Frequency 
Cumulative 

Percent Frequency 
Cumulative 

Percent 
0 - 1 0 0.0 0 0.0 
1 - 2 0 0.0 0 0.0 
2 - 3 1 1.4 0 0.0 
3 - 4 5 8.2 0 0.0 
4 - 5 10 21.9 3 4.4 
5 - 6 10 35.6 6 13.2 
6 - 7 5 42.5 4 19.1 
7 - 8 7 52.1 10 33.8 
8 - 9 8 63.0 7 44.1 

9 - 10 13 80.8 8 55.9 
10 -11 5 87.7 10 70.6 
11 - 12 2 90.4 9 83.8 
12 - 13 4 95.9 3 88.2 
13 - 14 0 95.9 2 91.2 
14 - 15 0 95.9 2 94.1 
>= 15 3 100.0 4 100 

Observations:  
• The average response time of the first arriving fire unit for outside fire calls was 7.9 

minutes.  

• 36 percent of the time, the first fire unit’s response time was less than 6.0 minutes. 

• 90 percent of the time, the first fire unit’s response time was less than 11.6 minutes. 

• On average, the response time of the second arriving unit was 9.6 minutes, which was 1.7 
minutes longer than that of the first arriving unit.  

• 90 percent of the time, the second fire unit’s response time was less than 13.8 minutes. 
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Appendix I: Administrative Units 
 
Table A: Workload by Unit 

Unit Description Unit 
Number 
of Runs 

Annual 
Deployed 

Hours 

Deployed 
Minutes 
per Day 

Assistant chief C2 62 58.9 9.7 
Chief C1 18 17.3 2.8 
Deputy fire marshal C5 203 143.5 23.5 
Inspector C6 99 69.3 11.4 
Inspector C7 77 49.6 8.1 
Training officer C4 108 58.8 9.6 

Total 567 397.4 65.1 
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Appendix II: Nonemergency Responses 
 
Table B: Average Dispatch and Turnout, Travel, and Response Times of First 
Arriving Unit for Nonemergency Responses by Call Type 

Call Type 
 Dispatch and 
Turnout Time 

Travel 
Time 

Response 
Time 

Sample 
Size 

EMS 5.5 4.1 9.6 84 
MVA 3.8 4.5 8.3 71 
Structure fire 3.9 7.2 11.1 8 
Outside fire 3.9 6.9 10.7 6 
Hazard 5.8 7.1 12.9 289 
False alarm 3.9 7.5 11.4 95 
Good intent 4.0 6.2 10.3 95 
Public service 4.6 6.0 10.6 363 

Fire Total 4.8 6.4 11.2 927 

Total 4.9 6.2 11.1 1,011 
 

Observations: 
• The average dispatch and turnout time was 4.9 minutes for nonemergency calls, compared 

to 4.0 minutes for emergency calls.  

• The average travel time was 6.2 minutes for nonemergency calls, compared to 4.3 minutes 
for emergency calls.   

• The average response time was 11.1 minutes for nonemergency calls, compared to 8.3 
minutes for emergency calls.   
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Appendix III: Categories and NFIRS Incident Types 
 
Table C: Correspondence between Call Description and Call Type 

Call Type 

NFIRS 
Incident 

Type NFIRS Incident Description 
EMS 300 Rescue, EMS incident, other 
EMS 311 Medical assist, assist EMS crew 
EMS 321 EMS call, excluding vehicle accident with injury 
EMS 340 Search for lost person, other 
EMS 341 Search for person on land 
EMS 350 Extrication, rescue, other 
EMS 351 Extrication of victim(s) from building/structure 
EMS 353 Removal of victim(s) from stalled elevator 
EMS 381 Rescue or EMS standby 
MVA 352 Extrication of victim(s) from vehicle 
MVA 322 Motor vehicle accident with injuries 
MVA 324 Motor vehicle accident with no injuries. 
Structure Fire 111 Building fire 
Structure Fire 112 Fires in structure other than in a building 
Structure Fire 113 Cooking fire, confined to container 
Structure Fire 114 Chimney or flue fire, confined to chimney or flue 
Structure Fire 116 Fuel burner/boiler malfunction, fire confined 
Structure Fire 118 Trash or rubbish fire, contained 
Outside Fire 130 Mobile property (vehicle) fire, other 
Outside Fire 131 Passenger vehicle fire 
Outside Fire 132 Road freight or transport vehicle fire 
Outside Fire 136 Self-propelled motor home or recreational vehicle 
Outside Fire 140 Natural vegetation fire, other 
Outside Fire 141 Forest, woods or wildland fire 
Outside Fire 142 Brush or brush-and-grass mixture fire 
Outside Fire 143 Grass fire 
Outside Fire 150 Outside rubbish fire, other 
Outside Fire 151 Outside rubbish, trash or waste fire 
Outside Fire 154 Dumpster or other outside trash receptacle fire 
Outside Fire 160 Special outside fire, other 
Outside Fire 162 Outside equipment fire 
Hazard 221 Overpressure rupture of air or gas pipe/pipeline 
Hazard 243 Fireworks explosion (no fire) 
Hazard 400 Hazardous condition, other 
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Call Type 

NFIRS 
Incident 

Type NFIRS Incident Description 
Hazard 410 Combustible/flammable gas/liquid condition, other 
Hazard 411 Gasoline or other flammable liquid spill 
Hazard 412 Gas leak (natural gas or LPG) 
Hazard 413 Oil or other combustible liquid spill 
Hazard 421 Chemical hazard (no spill or leak) 
Hazard 422 Chemical spill or leak 
Hazard 424 Carbon monoxide incident 
Hazard 440 Electrical wiring/equipment problem, other 
Hazard 441 Heat from short circuit (wiring), defective/worn 
Hazard 442 Overheated motor 
Hazard 443 Breakdown of light ballast 
Hazard 444 Power line down 
Hazard 445 Arcing, shorted electrical equipment 
Hazard 460 Accident, potential accident, other 
Hazard 461 Building or structure weakened or collapsed 
Hazard 463 Vehicle accident, general cleanup 
False Alarm 700 False alarm or false call, other 
False Alarm 710 Malicious, mischievous false call, other 
False Alarm 714 Central station, malicious false alarm 
False Alarm 730 System malfunction, other 
False Alarm 731 Sprinkler activation due to malfunction 
False Alarm 733 Smoke detector activation due to malfunction 
False Alarm 734 Heat detector activation due to malfunction 
False Alarm 735 Alarm system sounded due to malfunction 
False Alarm 736 CO detector activation due to malfunction 
False Alarm 740 Unintentional transmission of alarm, other 
False Alarm 741 Sprinkler activation, no fire - unintentional 
False Alarm 743 Smoke detector activation, no fire - unintentional 
False Alarm 743C Smoke detector activation, no fire - unintentional 
False Alarm 743H Smoke detector activation, no fire - unintentional 
False Alarm 743S Smoke detector activation, no fire - unintentional 
False Alarm 745 Alarm system activation, no fire - unintentional 
False Alarm 746 Carbon monoxide detector activation, no CO 
Good Intent 600 Good intent call, other 
Good Intent 631 Authorized controlled burning 
Good Intent 641 Vicinity alarm (incident in other location) 
Good Intent 650 Steam, other gas mistaken for smoke, other 
Good Intent 651 Smoke scare, odor of smoke 
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Call Type 

NFIRS 
Incident 

Type NFIRS Incident Description 
Good Intent 652 Steam, vapor, fog or dust thought to be smoke 
Good Intent 671 HazMat release investigation w/no HazMat 
Public Service 500 Service Call, other 
Public Service 510 Person in distress, other 
Public Service 511 Lock-out 
Public Service 511B Lock-out 
Public Service 511V Lock-out 
Public Service 520 Water problem, other 
Public Service 521 Water evacuation 
Public Service 531 Smoke or odor removal 
Public Service 542 Animal rescue 
Public Service 550 Public service assistance, other 
Public Service 551 Assist police or other governmental agency 
Public Service 553 Public service 
Public Service 561 Unauthorized burning 
Public Service 571 Cover assignment, standby, move up 
Public Service 800 Severe weather or natural disaster, other 
Public Service 813 Wind storm, tornado/hurricane assessment 
Canceled 611 Dispatched & canceled en route 
Canceled 621 Wrong location 
Canceled 622 No incident found on arrival at dispatch address 

 

 

-END OF REPORT- 
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