STATEMENT OF WITNESS

Prepared by: Legal Services Unit Date: 18/04/2011

Name of Witness: Edward Middleton

Occupation: Public Servant
Position: State Manager — QFRS Communications
Queensland Fire and Rescue Service

1, Edward George Middleton, Acting Fire Communications Manager, Specialist Training
Command, Queensland Fire and Rescue Service, Department of Community Safety, state:

1. 1 have worked for the Queensland Fire and Rescue Service (“QFRS”) for over 12 years
and hold the rank of Acting Fire Communications Manager.

2. In January 2006, I was appointed to the role of State Co-ordinator - QFRS ESCAD
Training, Office of the Commissioner, QFRS. At the time I was Acting Fire
Communications Manager, South West Region in Toowoomba, I was seconded to

Brisbane to take up the role.

3, In May 2010, the role became State Manager - QFRS Conmimunications, Spectalist
Training Unit, Specialist Training Command, QFRS,

4, 1am a qualified and experienced trainer.

Attached to this statement and marked “EM-1%, is a copy of my professional profile.

Fire Communications

5. Fire Communications (“FireComm”) provides the first point of contact for members of
the community reporting emergency incident details for- the determination of an

appropriate response.

6. Upon the determination of the incident type FireComms will then ¢o-ordinate the
despatch of the most appropriate QFRS resources for that incident type.
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7. Emergency communication centres including FireComms are emergency incident call
taking and despatch centres. They are not customer service centres dispensing
generalised information,

ESCAD

8. ESCAD is the Emergency Services Computer Aided Despatch system used for the
recording of incoming emergency calls and the despatching of appropriate responses, It
provides the capability to record and log all details, information and data relating fo
reported incidents. It also records and logs all aspects of the incideni management

activity.

FireComm Training

9. TFireComm officers must obtain the qualification of Certificate IIT — FireCom Operations.

10. Priot to January 2010, all FireComm training at Cextificate 111 level was provided by each
regional FireComms Centre. Since that time, a centralised training mode! was introduced
at the School of Fire and Rescue Scrvice Training, Queensland Combined Emergency

Services Academy.

Attached fo this statement and marked “EM-2%, is a copy of a list of Units of
Competency — Certificate Il in Fire Communications Operations.

11. From 19% — 20" November 1998, I attended a Professional Telephone Skills Course
delivered by Responsive Management Austalia, a human resource and management
fraining organisation. This course was organised by the then FireComms Supervisor at
Toowoomba, Ms Carol Manns, The content of the course included modules about:
Defining excellence in client service; Influencing skills; Assertiveness skills on the
telephone; and Dealing confidently with challenging/ hostile callers, This course was
facilitated on a regional fevel and from my recollection was attended by Kellie Docherty-

Tanaskovic,

Aftached to this statement and marked “EM-3", is a copy of my Statement of
Participation.

000 Call Operator Training
12, All FireComm officers can take, and do take, 000 emergency calls.

13. FireComm officers must obtain the qualification of Certificate III — FircCom Operations.
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Monitoring of Training

14, At the present time there in no centralised core skills maintenance program for the
Certificate 11T qualification. This need was identified in 2009 with the introduction of
VisiCad (ESCAD) and will be introduced in this current calendar year.

15. All current and future FireComm officers will be required to partake in the core skills
maintenance program on an annual basis.

16. The responsibility of ongoing core skills maintenance ftraining is currently the
responsibility of the region. 1 am not aware of what Certificate I core skills maintenance
program South West Region has, If a region identifies that someonc requires refresher
training in ESCAD operations, I provide that support upon request.

Answering 000 Calls

17. 000 Calls should be answered in accordance with the training given in the Certificate III
training course,

18, The most important detail in taking a 000 telephone call is determining the exact location
the activity is taking place. The second most important detail is what incident is taking
place. Once the first two details have been determined, it is then important to ascertain
who is involved (including the number of people involved). These three elements are the
minimutmn critical details to determine the response required. There are other mandatory
determinants, but the necessity of these details can be left to the initiative of the call

taker,

19. The use of initiative is an important asset for any FireComms officer, It is important that
FireComms officers are able to structure their questioning of 000 callers to maximise the
amount of information gathered in the shortest possible time.

20. Due to the time critical nature of emergency call taking, it is imperative that the 000
caller provide the most aceurate information available to them when asked by the 000
FireComm officer, It is critical that FireComms Officers maintain control of emergency
calls at all times, including when the caller may be in a distressed, panicked or hysterical
state. This may require the FireComms Officer to use direct language or a tone of voice
that may appear more aggressive than assertive, It is important that the focus of the 000
caller remain on providing accurate information.

Monitoring of Call Operators

21. The monitoring of call operators and/or despatchers is the responsibility of the Regional
trainer/ FireComms Manager.
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Levels of Urgency

22, Under the protocols determined by the VisiCad product (ESCAD), all incident types
(problem types) are allocated a priority number, with 1 being the top priority and 5 being
the lowest priority. Priority 1 is a life threatening event, Priority 2 is a property threat,
with other priorities being determined on the basis of imminent or potential threat.

Despatch of Assistance

23. The determination of an appropriate response is made automatically by the VisiCad
(ESCAD) system, This determination is based upon the location of the incident, the type
of incident, and who is involved (number of persons involved) in the incident. This is
called the recommended response,

24, When the despatching FireComm officer receives the recommended response, the officer
will deploy the resources in accordance with the normal regional “turn-out” procedures,

Significant Increase in 000 Calls

25.If there is a significant amount of calls coming in to a FireComms Centre and the
FireComm operators are unable to accept any given call within the prescribed time, then
the call will be diverted to another emergency communications centre.

26, When a diverted call is accepted at another FireComms Centre, the details of the incident
are ontered divectly into the VisiCad (ESCAD) system. Immediately upon
‘geoverification’ of the incident location, the details of the emcrgency appear on the
VisiCad screen of the relevant region, The approptiate response can then be initiated by
the despatching officer of the relevant region.

Operational Changes

27. As advised earlier in this statement, QFRS, through the implementation of the VisiCad
(ESCAD) application, and the adoption of a centralised training regime for FireComm
recruits has identified and actioned the need to standardise the delivery of all aspects of
FireComm operations.

28, Beyond this, I am unable to make general comments regarding operational policy or
strategy as this is beyond the scope of my role as State Manager — QFRS
Communications, Specialist Training Unit.

29, I make this statement of my own free will, believing its contents to be true and correct,
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Justices Act 1886
| acknowledge by virtue of Section 110ABC)(c)(i)(ii) of the Justices Act 1886 that:

(1) This written statement by me dated 18 April 2011 and contained in the
pages numbersd 1 to 5 Is true to the best of my knowledge and bellef; and

(2) 1 make iting that, if it were admitted as evidence, | may be liable to
AdAor stating anvihinathat | know is false.

Signature

day of April 2011
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_ Professional Profile

Personal Details

Name Edward {Ted) Middleton

Address

Telephone _ (w) (m)

Education ‘

2009 Diploma — Business - Frontline Management,

2005 Certificate of Completion - AFAC Devsloping Future Leaders

Certificate IV — Business — Frontline Management
Certlficats 1V — Assessment and Warkplace Tralning

2004 PUALAWO0ZA — Conduct Initial Investigation at Incident Scene
QFC FFG Firsfighling
Apply Resuscitation Technigues
Provide Basic Care
Standard Firsi-Aid Care

2003 AFAC Mod 4.04 ~ Incident Controf System — Agency Specific
2001 Certificate Il ~ Fire Communications Qperations
1998 Certificate Il — Workplace First Aid
Advanced Resuscitation
1997 Certificate 11l — Small Business Management
1994 introduction to Ambulance Care

Qccupational First Ald

Computer/Data Literacy Skills

VisiCad (ESCAD)

FoxPro (CAD)

Mtell Paging ( Hutchinson and Piccocell)

Mapinfo (Windows 2000)

CLI {Windows 95)

Chemdata { Win2000}

Microsoft Suite { Win 2000) - Word, Access, Ouflook, Excel, Ouliook Express {e-mail}, Internet
Explorer, Projects, Viso, Power Point

» intranet

»  Abode Suite { Acrobat Writer Acrobai Reader, Acrobat Photo Editer)

* FireCAD

Skills Acquired
+ Project Management (Supervised),
+ Effective management, organisation and motivation skills.
» Highly skilled in development and management of multiple projects.
+ Commerclal acumen and strong leadership skills.




Strong understanding of direct marketing, advertising, print and calalogue processes.
well developed Interpersonal and communication skills — verbal and wrltten, including presentaflon
skills,

¢ Strong computer knowledge and skills,

Personal Strengths and Self Evaluation

Ability to work autonomously and part of a team,

Strong project management and business skills.

Abllity to coordinate, delegate and communicate.

Strong leadershlp and decision making skills,

Ability to bulid strong and effective working relationships,
Strong customer and commercial Insight.

Solid analytical and problem solving skills,

Perform wel! under pressurs,

Honest, hardwarking and reliable.

Enthusiastic, pro-active and willing to learn.
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Awards and Honors.

Australia Day Award - QFRS
Ambulance Long Service Award - QAS
Emergency Services Long Service Award. - QPS, QAS, QFRS (Rural) EMQ (SES Group Leader, District

Coordinator)

Employment

2009 - Current.

State Manager QFRS Communications Specialist Training Unit.

QFRS Specilalist Training Command, School of Flre and Rescue Service Training

The roles and responsibilities of this position required that | manage a team of four (4) QFRS
Communications Officers with advanced training development and {raining qualifications.

Highlights

The success transition to a 'second stage’, from the development and implementation period of the VisiCad
(ESCAD) Project to an Operational environment. This 'second phase’ will see the development and
implementation of normal process and routines that will mirror the normal operational practices of the
Depariment, ‘

Being personally honored with an Australla Day Award for my ‘commiment and dedication to the

davelopment and implementation of the ESCAD Training Program’

My major responsibliities weore as follows:

» Management of a four (4) Officer Training Unil,

+ Tasking the team with the development and implementation of a Skills and Malntenance program for
the ESCAD iraining.

+ Managing the delivered of the program to 120 Fire Communications Officers across the Seven
QFRS Regional Fire Communi¢ations Cenlres in Queensland.

+ Managing the team to deliver specialized Communications Training to Senfor QFRS Operations
Officers, GIS Officers, Communications Support Units,

+  Overseelng the Unlt's Research and Development of QFRS Fire Communications Professional
Development courses and programs.

» The development of implementation of the One, Two and Five Year QFRS Fire Communications
Strategic Plan. ' '




2005 ~ 2009

State Coordinator QFRS ESCAD Training

Emergency Services Computer Alded Dispatch Project (ESCAD) ~ Woolloongabba.

For this position | was seconded to the ESCAD preject to undertake the role of State Coordinator, QFRS
ESCAD Training and reports direct to the QFRS Executive Manager -- ESCAD, FIMS and PCP Projacts.
This posltion is responsible for the research, development, wrlting, delivery and evaluation of the lraining
provided to all Fire Communication Centres across Queensland.

Hightights
The successful development of the Queensland Fire and Rescue Service ESCAD Tralning Manual and
establishing the QFRS ESCAD Training Development Unit

My major responsibllities were as follows:
Lead a small team to establish and achieve critical milestones and deadlines

. Design, format and facilitate the training modules for the new ESCAD program

. Design, format and facilitate the printing of the training manuals for the new ESCAD program

. Develop and conduct the State training schedule for all Fire Communications Centers

* Undertake the Training of all Fire Communications Managers and Regional Communications
Trainers in the use and application of the ESCAD product

. Undertake meetings with all stakeholders to ensure that time frames and schedules are being
maintained

. Facilitate the ESCAD training at all Fire Communications Centers

2003 - 2005

Acting Manager Fire Communications

South West Region

Queensiand Fire and Rescue Service

The secondment of the Manager FireCom South West to the Professional Develop Unit, Whyte Island
resulted in my promotion to the Acting Manager's position, | was responsibie for the management and
administration of the Fire Communications Centre South West Region reporting directly to the Manager
Strategic Development, The posltion was responsible for the day to day administration of the South West Fire
Communications Centre as well as the strategic development of the future of the Centre.

Highlfghts

Developing the ‘Communications Projects Program’ for the South West Region and collaborating with the
Fire Communications Officers In implementing this program across the Region,

My major responsibilities were as follows:

’ Attend to all managerial and administrative responsibifities incumbent upon a Fire Gommunications
Manager

. Ensure that all operational fire communication shifts were manned effectively and efficlently

. Monitor and asslst with the ongolng Fire Communications Officer's skills maintenance and
development programs. This afso Included the training and mentoring of new Fire Communication
recruits

L] Recrult, interview and selecl appropriate staff to maintain establishment numbers

n Monltor and where appropriate intervens, In any Human Resource Issues within the Fire
Communications environment

’ Provide advise, support and encouragement to Officers undertaking additional studies, in particular
the Front Line Management courses

. {laise with various QFRS Technicians in regarding the mainienance and ongoing upgrades to
Communlcations infrastructure within the South West Region

= Liaise with other service providers, including local contractors In regards to the provision of services
and the overseasing of the quality of the work performed

. Establishing and maintaining sound professional working relaionships with the Regions Area
Directors and through them to the various Captains and Station Officers

. Daily communication and liaison with members of the Senlor Management team including the
Regional Manager Strategic Development and the Reglonal Assistant Comimissioner

. Undertaking regular meetings with other heads of departments, including the QAS and EMQ to
ensure the smooth cooperation between all agencies

» Contributing to the strategic devetopment of the Reglon by ensuring that the Fire Communications

centre Is ready to respond to all emergencles.




1998 - 2001
Fire Communications Officer
Queensland Fire and Rescue Service

Highlights

My major achievement whilst undertaking this role as a Communications Officer with the QFRS has heen to
provide the very best response to those who are Involved in an emergency situation. | belisve that after years
of experience with the Queensland Police Service and the Queensland Ambulance Service  have a highly
developed abllity to effectively communicate with people from all sections of the community and this has
allowed me to provide the best of service to the community whilst still ensuring emergencies are efficlently

dealt with..

My major responsibillties were as follows:
v Altend to all incoming “000” fire emergency calls
»  Customer Support, - calm and reassure and support panlicking and shocked communily members
* Dispalch appropriaie Fire Service resources
» Inform additional emergency service agencies, senlor officers and other appropriate agencies,
slakeholders and personnel of incldents as required
»  Advise Media of relevant incidents
» Recording of issued Fire Permits from Rural Brigades
Administrative Support 8.9. ongoing update of records, submisslon of reports, memorandums and
other correspondence
Participation in ongoing skills maintenance and enhancement
Distribution of data and incident logs to fire stations and area headquarters In the reglon
Preparation of records and archives for Ministerlal reporls
Maintenance of computerized Data Basos
Particlpation in Workplace Health and Safety issues and forums,

1990 - 1997
Ambulance Officer
Queansiand Ambulance Service.

Highlights

As a member of the Queensland Ambulance Service operating in rural and remote Queensland | was
required to work in conjunction with the Royal Flying Doclors Service. Through this assoclation | have gained
a unique and rare insight into the problems being experlenced by those Australians in Isolated and remate
areas as to the ongoing provision of medical and clinical expertise. During this time | was required to rely on
all my expetlences of working in a small team environment. As a medical professional working in a small
community | was always acutely aware to malntain complete confidentiality of the personal information
entrusted to me. I is onfy with cooperation and trust that the success of such teams as the Royal Flying
Doctor Service ars able to achieve the reputation that it has earned, [ am privileged to have been a small part
of that success In Western Queensland, Once again my greatest satisfaction lay in the fact that | was making
a posilive difference to people’s lives. | have always maintalned an approachable attitude and have always
encouraged people fo discuss thelr problems and concerns with me. To this end | can say that | was
successful In using my leadership skills lo assist in the provision of emergency pre-hospltal care to those

requiring emergency first aid and care.

My major responsibilities were as follows:

Maintenance of all QAS assets and equipment
Attended ongolng in-service skllls lectures and courses
Responsible for the administration of Emergency Pre-hospilal Care and Transport of Palients,
Required to assisl the Director of Nursing and other Nursing Staff

As the holder of a "B" Class Radiographer License | was required to ‘expose’ and develop regular
diagnostic radiographic imagery of patients

»  Assist Nursing Staff with daily first aid and ‘pre-hospital’ procedures and minor operalions

+  Maintain HF and UHF radio frequency communication with the Royal Flying Doctor Service

+  Maintain a close working liaison with other Emergency Service Agencies including the Queensfand
Police Service and the Queensland Fire Service,




Attending to extensive Administrative duties Including Monthly returns, Stock takes of equipment and
drugs, reparts and submissions

Liaise with the on Duty Flying Doctor when dlagnosing or altending to ifiness, trauma or fnjury of
persons on remote highway or station locations

Attended to numerous road traffic incidents and attended to numerous injured and dying persons.

Courses Attended

® & & & & & ®» & = O

Joint Emergency Services Tralning (JEST) Course.

“From Surviving to Thriving” — Jane Downing — Change Management.
Introduction to Incident Control Systems

VisiCAD - Train the Trainer

Counter Disaster Planning

Professional Telephone Skills

MapInfo Professional User Training

State Purchasing Policy — Level 1

Strategic Indigenous Awareness Workshop

Windows 95 Essentials

Presentations presented

* &

a & & ¢

“Fire Communications — First In Last Out” — Annual Auxiliary Conference 2004 Dalby.

“Fire Communications — Not Just Pretty Faces” - Introduction of the Communications Projects.
2™ Reglonal Managers Mesting 2004 Anzac Avenue Toowoomba.

"Fire Communications - A Regfonal Resource” Annual Auxiliary Conference 2005 Toowoomba.
‘ESCAD — A New CAD for a Now Century” Annual Auxlllary Conference 2006 Dalby.

“ESCAD — A New CAD for a New Century” QId Fire Fighter Competition Calrns Qld 2007.
“ESCAD Functionallty” - QFRS Display AFAC Conference Gold Coast Qld. 2008.
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