Case Study: North Wales Fire and Rescue Service

North Wales Fire and Rescue Service
Station End System
North Wales Fire and Rescue Service depends on its Station End system
to alert firefighters when there is an incident and relay vital details about
the emergency.
On average, North Wales Fire and Rescue Service (NWFRS) attend over 4,000 fires, road collisions and
emergency incidents every year and has more than 1,000 operational and support staff. This covers
a vast area of more than 2,400 square miles with an estimated population of 678,461 people. As such,
communications must be reliable to ensure fire crews can carry out their critical duties optimally in a
situation where success is potentially measured in lives saved.

Like many fire services, North Wales Fire and Rescue Service depends on its station system to alert
firefighters when there is an incident, relaying vital details about the incident from callers via its control
room. Having a Station End system that can not only power multiple devices including sounders, lights,
printers and databases, but also alert firefighters to critical information the moment it is required, is of
the utmost importance. Further to this, in rural terrain with vast geographical landscapes, challenges
to connectivity are ever-present with mountains and hills presenting a difficult environment for the
communications that call firefighters to action.

Solution Overview

Working directly with North Wales Fire and Rescue Service on its existing seven-year-contract, Telent has
been supporting and maintaining its mobilisation solution across the 44 fire stations in North Wales. The
support covers the Station End equipment manufactured by Multitone and integrated devices including
Swissphone Digicom, that alert retained firefighters via radio pagers to mobilise for an emergency
incident. Telent’s Station End system is activated by the central command and control system and
seamlessly allows crews to swiftly respond to incidents by providing information, including the location
and nature of the incident, so teams can make fast and informed decisions.

“We are delighted to continue working with Telent as the team has continually
demonstrated its extensive knowledge in the emergency services sector
and continues to help keep our firefighters connected and our residents safe.
We are committed to this ongoing collaboration with Telent.”
Peter Davis – Senior Head of Control and ICT at North Wales Fire and Rescue Service
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Telent provides preventative maintenance to service equipment and keep it in optimal condition, as
well as providing first line support for the mobile data terminals in the fire appliances. The contract
also includes an additional ten days per year of IT support, that is available for projects and proof
of concepts, to support the Fire and Rescue Service’s staff and ensure they can fully utilise the
technology at their disposal. North Wales Fire and Rescue Service is actively pursuing Cyber
Essentials Plus IT security accreditation which requires a Windows upgrade on all platforms and Telent
will therefore be handling this transition.

Benefits

One tangible example of Telent’s success with NWFRS concerns the monthly reporting system
that has been drastically improved. Telent has completely overhauled the way in which system
performance is reported and how this appears in the monthly report. The new report system helped
highlight trends and patterns in the data allowing Telent to solve problems more efficiently. As a direct
result of this, Telent was able to identify and diagnose a problem with firefighters’ pager batteries and
get this resolved. This opportunity created real value to the customer and provided a tangible benefit
for all the retained firefighters who could now rely on their hardware thanks to Telent’s intervention.

Telent has subsequently been awarded a new seven-year-contract running up until 2028 thanks to the
continued efforts and work. With the initial contract beginning in 2013, there have been opportunities
to refresh technology and boost the overall impact for the station and its staff. NWFRS has historically
had to allocate funding to prioritise frontline aspects of its operations but now it is looking ahead to
further update and modernise the hardware and software. Telent has implemented changes and
adaptations to ensure firefighters are always connected, even in the areas of the Welsh landscape
that frequently presents barriers to signal such as in the valleys.
With Telent working hand-in-hand with North Wales Fire and Rescue Service, it has been able to
identify trends and performance improvement opportunities, and implement them quickly and
seamlessly. Telent’s extensive emergency services’ expertise makes it ideally placed to help the Fire
and Rescue Service continue to keep its residents safe and protected.
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