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I. PURPOSE:

To define how external complaints are handled by the Flint Hill Fire Department (FHFD). 
II. DISCUSSION:

The FHFD is committed to a superior customer experience and takes all external complaints seriously. The department will strive to resolve each complaint to the satisfaction of the complainant. Some problems may be beyond the ability of the department to resolve, but a reasonable effort will be made to satisfy the complainant.
III. POLICY:

1) Members should always be courteous and professional when dealing with an external complaint no matter what the demeanor of the complainant is. Rank and file members of the department should not attempt to resolve external complaints.

2) Written complaints should be forwarded to the fire chief immediately.
3) For complaints received in person or via telephone:
a) A FHFD member receiving a complaint should refer the complainant to a chief officer or supervisor immediately. If no superior is available the member should obtain the complainant’s name and contact information, informing the complainant the information will be passed on to a superior as soon as possible. The member should forward it to a chief officer or supervisor immediately.  Supervisors should pass the complaint on to a chief officer immediately.
b) Once informed of an external complaint, a chief officer should contact the complainant as quickly as possible.
c) When a chief officer contacts the complainant, they should listen courteously and attentively to the complainant to understand the nature of the complaint.
d) If the chief officer can resolve the complaint immediately (e.g., complaint of an illegal burn should be referred to FireCom), they should do so and inform the fire chief of their actions, so a record can be kept of the complaint.
e) If the complaint cannot be resolved by the chief officer they should immediately notify the fire chief providing the complainants name, contact information and a description of the problem.
4) The fire chief shall be informed of all complaints with the minimum information included being the complainants name, contact information, and a description of the complaint. If it has been resolved the resolution is also included.

5) A complainant will always receive a response to their complaint from the department. 

a) The form of the response (verbal, written) will be based on the circumstances and severity of the reason for the complaint.

b) Every effort will be made to resolve complaints as quickly as possible. 

6) A record of all external complaints will be maintained by the fire chief.

a) Periodically the records will be reviewed to determine if any policy or procedure changes are necessary.
