
 



Introduction  

The Brentwood Fire & Rescue Department (herein also referred to as ȰBF&Rȱ ÏÒ 
ȰÁÇÅÎÃÙȱɊ provides fir e suppression, emergency medical services, hazardous materials 
response, fire inspection, fire investigation, and public education to the community of 
Brentwood, Tennessee.  BF&R is consistently working to achieve and/or maintain the 
highest level of professionalism and efficiency on behalf of those it serves, as evident by 
their pursuit of accreditation through the Commission on Fire Accreditation International 
(CFAI).   

In an effort to work toward self-improvement, BF&R contracted with the Center for 
Public Safety Excellence (CPSE) to facilitate a method to document ÔÈÅ ÄÅÐÁÒÔÍÅÎÔȭÓ ÐÁÔÈ 
into the future.  This resulted in the development and implementation of Á Ȱ#ÏÍÍÕÎÉÔÙ-
$ÒÉÖÅÎ 3ÔÒÁÔÅÇÉÃ 0ÌÁÎȢȱ   4ÈÉÓ ÐÌÁÎ was written in accordance with the guidelines set forth 
in the CFAI Fire & Emergency Service Self-Assessment Manual 8th ed., and is intended to 
guide the organization within established parameters set forth by the authority having 
jurisdiction .   

CPSE utilized the CommunityɀDriven Strategic Planning process to go beyond just the 
development of a document.  It challenged the membership of BF&R to critically examine 
paradigms, values, philosophies, beliefs and desires, and challenged individuals to work 
ÉÎ ÔÈÅ ÂÅÓÔ ÉÎÔÅÒÅÓÔ ÏÆ ÔÈÅ ȰÔÅÁÍȢȱ  &ÕÒÔÈÅÒmore, it provided the membership with an 
ÏÐÐÏÒÔÕÎÉÔÙ ÔÏ ÐÁÒÔÉÃÉÐÁÔÅ ÉÎ ÔÈÅ ÄÅÖÅÌÏÐÍÅÎÔ ÏÆ ÔÈÅÉÒ ÏÒÇÁÎÉÚÁÔÉÏÎȭÓ ÌÏÎÇ-term direction 
ÁÎÄ ÆÏÃÕÓȢ  4ÈÅ ÍÅÍÂÅÒÓ ÏÆ ÔÈÅ ÄÅÐÁÒÔÍÅÎÔȭÓ %ØÔÅÒnal and Internal Stakeholders Groups 
performed an outstanding job in committing to this important project and remain 
ÃÏÍÍÉÔÔÅÄ ÔÏ ÔÈÅ ÄÏÃÕÍÅÎÔȭÓ ÃÏÍÐÌÅÔÉÏÎȢ   

BF&RȭÓ Strategic Plan sets forth a comprehensive vision and mission statement that 
provides the agency with a clear path into the future.  Additionally, this strategic plan 
ÉÄÅÎÔÉÆÉÅÓ ÔÈÅ ÃÏÒÅ ÖÁÌÕÅÓ ÔÈÁÔ ÅÍÂÏÄÙ ÈÏ× ÔÈÅ ÁÇÅÎÃÙȭÓ ÍÅÍÂÅÒÓȟ ÉÎÄÉÖÉÄÕÁÌÌÙ ÁÎÄ 
collectÉÖÅÌÙȟ ×ÉÌÌ ÃÁÒÒÙ ÏÕÔ ÔÈÅ ÁÇÅÎÃÙȭÓ ÍÉÓÓÉÏÎȢ  )Î ÔÈÅ ÆÏÌÌÏ×ÉÎÇ ÐÁÇÅÓȟ the agency 
identifies its goals, objectives and strategies that will allow the agency to realize its 
vision.  
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Organizational Background  

Brentwood is a 42 square mile city in Williamson County, Tennessee.  An affluent suburb 
of Nashville, it is ranked among the wealthiest counties in the country.  Incorporated in 
1969, the city has Commission-Manager form of government serving the approximately 
35,000 residents. 

Until 1986, fire protection was provided by a 
privately -owned fire department operating 
from a single fire station.  Following a 
recommendation from a fire protection 
consulting firm, the Brentwood City 
Commission sought to establish its own fire 
department which was formally in operation 
at midnight on September 1, 1986.  

Today, the Brentwood Department of Fire & Rescue is comprised of 62 personnel serving 
from four fire stations and a training facility.  The 57 suppression personnel work a 
24/48 shift schedule and respond to nearly 2,500 calls for service annually.  These 
dedicated and compassionate individuals strive to demonstrate that the BF&R is a leader 
in the development and delivery of professional emergency and life-safety services.  
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Definition of a Community -Driven Strategic Plan 

The fire service has entered into a very competitive evolutionary cycle.  Public demands 
continue to increase, while dollars and other resources continue to shrink.  These trends 
place increased pressure on the modern fire service manager, policy makers, and staff to 
develop ways to be more effective and more efficient.  In many cases, the service 
recipients are demanding the accomplishment of specific goals, objectives, and services 
with fewer resources.  To work more efficiently with the available resources, 
organizations must establish their direction based on constructive efforts while 
eliminating programs that do not serve the community.    

To ensure that community needs were incorporated, the CommunityɀDriven Strategic 
Planning process was used to develop the BF&R Strategic Plan.  Businesses employ this 
type of process to identify market trends, allowing the service provider to focus 
resources while reducing risk and wasted effort.  This process was adapted to meet 
BF&RȭÓ ÓÐÅÃÉÆÉÃ ÎÅÅÄÓȢ  

This document is the result of several strategic planning sessions and includes valuable 
community input.    

What is a Strategic Plan?  

It is a living management tool that:   

¶ Provides short-term direction  
¶ Builds a shared vision  
¶ Sets goals and objectives  
¶ Optimizes use of resources  

Effective strategic planning benefits from a consistent and cohesively structured process 
employed across all levels of the organization.  A sense of urgency pervades the 
customer-driven organization.  

Planning is a continuous process, one with no clear beginning and no clear end.  While 
plans can be developed on a regular basis, it is the process of planning that is important, 
not the publication of the plan itself.  The planning process should be flexible and 
dynamic.  New information from customers, like-providers, and life changes are to be 
factored into the planning process. The strategic plan should be an operationally 
useful document.   

Community-Driven Strategic Planning creates a platform for a wide range of beginnings.  
The approach comes to life by being shared, debated, and implemented in the context of 
organizational realities.    

Ȱ7ÈÁÔ ×Å ÈÁÖÅ ÔÏ ÄÏ ÔÏÄÁÙ ÉÓ ÔÏ ÂÅ 
ÒÅÁÄÙ ÆÏÒ ÁÎ ÕÎÃÅÒÔÁÉÎ ÔÏÍÏÒÒÏ×Ȣȱ 

 

Peter F. Drucker, 
Professor of Social Science  
and Management 
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Successful organizations, from government agencies to Fortune 500 companies, have 
recognized that attaining customer focus is essential.  Aware of this necessity, public 
safety agencies must strategically plan how they will deliver high-quality products and 
services to the public and their other customers through better, faster, and less expensive 
programs.    

Once their strategic goals are established, agency leaders must establish performance 
measures, for which they are fully accountable, to assess and ensure that their 
departments and agencies are, indeed, delivering on the promises made in their strategic 
plans.  Goodstein, Nolan, & Pfeiffer define Strategic Planning as   

a continuous and systematic process 

where the guiding members of an organization make decisions about its future, 

develop the necessary procedures and operations to achieve that future, and 

determine how success is to be measured.1 

The US Federal Consortium Benchmarking Study Team goes on to explain that, to fully 
understand strategic planning, it is necessary to look at a few key words in the strategic 
planning definition:   

¶ continuous  refers to the view that strategic planning must be an ongoing process, 
not merely an event to produce a plan;   

¶ systematic  recognizes that strategic planning must be a structured and deliberate 
effort, not something that happens on its own;   

¶ process recognizes that one of the benefits of strategic planning is to undertake 
thinking strategically about the future and how to get there, which is much more 
than production of a document (e.g., a strategic plan);   

¶ guiding members  identifies not only senior unit executives, but also employees. 
(It also considers stakeholders and customers who may not make these decisions, 
but who affect the decisions being made.);  

¶ procedures and operations  means the full spectrum of actions and activities 
from aligning the organization behind clear long-term goals to putting in place 
organizational and personal incentives, allocating resources, and developing the 
workforce to achieve the desired outcomes; and   

¶ how success is to be measured recognizes that strategic planning must use 
appropriate measures to determine if the organization has achieved success.   

                                                
1 Federal Benchmarking Consortium. (1997, February). Serving the American Public: Best Practices in 
Customer-Driven Strategic Planning 
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Most importantly, strategic planning can be an opportunity to unify the management, 
employees, stakeholders, and customers through a common understanding of where the 
organization is going, how everyone involved can work to that common purpose, and 
how progress and levels will measure success.   

Where Does the Community Fit into the Strategic Planning Process?  

For many successful organizations, the voice of the community drives their operations 
and charts the course for their future.  Companies, as well as state and city governments, 
have begun focusing on their community of customers as one of the key motivators in 
planning for the future.  

A "community-driven organization" is defined as one thatȣ 

maintains a focus on the needs and expectations, both spoken and unspoken, 

of customers, both present and future,  

in the creation and/or improvement of the product or service provided.2 

!ÇÁÉÎȟ ÉÔ ×ÉÌÌ ÂÅ ÕÓÅÆÕÌ ÔÏ ÕÓÅ ÔÈÅ 53 &ÅÄÅÒÁÌ #ÏÎÓÏÒÔÉÕÍ "ÅÎÃÈÍÁÒËÉÎÇ 3ÔÕÄÙ 4ÅÁÍȭÓ 
definitions of the specific terms used in the above definition:   

¶  focus means that the organization actively seeks to examine its products, services, 
and processes through the eyes of the customer;   

¶ needs and expectations  means that customers' preferences and requirements, as 
well as their standards for performance, timeliness, and cost, are all input to the 
planning for the products and services of the organization;   

¶ spoken and unspoken  means that not only must the expressed needs and 
expectations of the customers be listened to, but also that information developed 
independently "about" customers and their preferences, standards, and industry 
will be used as input to the organizational planning; and   

¶ present and future  recognizes that customers drive planning and operations, 
both to serve current customers and those who will be customers in the future.   

  

                                                
2 Federal Benchmarking Consortium. (1997, February). Serving the American Public: Best Practices in 
Customer-Driven Strategic Planning 
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Performance Assessment  

Implied within every stage of the planning process is the ability to determine progress 
made toward the goals or targets set.  This assessment ability is a monitoring function 
ÔÈÁÔ ÓÉÍÐÌÙ ÔÒÁÃËÓ ÁÃÔÉÖÉÔÉÅÓȢ  )Ô ÍÁÙ ÂÅ ÁÓ ÓÉÍÐÌÅ ÁÓ Á Ȱ4Ï $Ï ,ÉÓÔȱ ÏÒ ÁÓ ÃÏÍÐÌÉÃÁÔÅÄ ÁÓ Á 
plan of action with milestones and performance measures.  Also implied within the 
planning process is the ability to measure effectiveness of the actions taken in the 
conduct of the organization's business.  

The Community ɀDriven Strategic Planning Process Outline  

The specific steps of the process are as follows:  

1. Define the services provided to the community.  

2. %ÓÔÁÂÌÉÓÈ ÔÈÅ ÃÏÍÍÕÎÉÔÙȭÓ ÓÅÒÖÉÃÅ ÐÒÉÏÒÉÔÉÅÓȢ  

3. %ÓÔÁÂÌÉÓÈ ÔÈÅ ÃÏÍÍÕÎÉÔÙȭÓ ÅØÐÅÃÔÁÔÉÏÎÓ ÏÆ ÔÈÅ ÏÒÇÁÎÉÚÁÔÉÏÎȢ  

4. Identify any concerns the community may have about the organization and its 
services.  

5. Identify those aspects of the organization and its services the community views 
positively.  

6. Develop the Mission Statement, giving careful attention to the services currently 
provided and which logically can be provided in the future.  

7. %ÓÔÁÂÌÉÓÈ ÔÈÅ 6ÁÌÕÅÓ ÏÆ ÔÈÅ ÏÒÇÁÎÉÚÁÔÉÏÎȭÓ ÍÅÍÂÅÒÓÈÉÐȢ  

8. Identify the Strengths of the organization.  

9. Identify any Weaknesses of the organization.  

10. Identify areas of Opportunity for the organization.  

11. Identify potential Threats to the organization.  

12. Establish realistic goals and objectives for the future.  

13. Identify implementation tasks for each objective.  

14. Develop a Vision of the future.  

15. Develop organizational and community commitment to the plan.  
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Process and Acknowledgements  

The Center for Public Safety Excellence acknowledges Brentwood Fire & Rescue 
DepartmentȭÓ %ØÔÅÒÎÁÌ ÁÎÄ )ÎÔÅÒÎÁÌ 3ÔÁËÅÈÏÌÄÅÒÓ ÆÏÒ ÔÈÅÉÒ ÐÁÒÔÉÃÉÐÁÔÉÏÎ ÁÎÄ ÉÎÐÕÔ ÉÎÔÏ 
the CommunityɀDriven Strategic Planning Process.  The CPSE also recognizes Fire Chief 
Kenny Lane for his leadership and commitment to this process.    

Development of the agencyȭÓ 3ÔÒÁÔÅÇÉÃ 0ÌÁÎ ÔÏÏË ÐÌÁÃÅ ÉÎ May 2010 during which time 
representatives from the CPSE and BF&R held an open meeting where members of the 
public, or external stakeholders, were invited.   

Valuable commentary and useful concerns were collected.  The discussion at the meeting 
revolved around customer concerns, expectations, and comments about the agency.  The 
agency and the CPSE express a special Ȭthank youȭ to the community members who 
contributed to the creation of this strategic plan, as it was truly a team effort.  Those 
present at this meeting were as follows:    

Table 1: BRENTWOOD FIRE & RESCUE DEPARTMENT External Stakeholder Gro up 

Nelson Andrews Paul Anderson Mike Barrett 

Michael Briggs Bonnie Burch Tom Clagett 

Margaret Collignon Carole Crigger Anne Dunn 

Jeff Dobson Tom Flood Brad Glossinger 

Gene Harman Sarah Johnson Mac Kelton 

Linda Kingsborough Paul Kingsborough Susan Leathers 

Tony Marble Chuck Mauro Mark McFerran 

$ÏÎÎÁ /ȭ.ÅÁÌ Todd Petrowski Joe Reagan 

Paul Ross Sid Smith Regina Smithson 

Joe Sweeney Carson Swinford Michael Walker 

Paul Webb Jack Wilkerson  
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External Stakeholder Group Findings  

A key element of BF&Rȭs organizational philosophy is having a high level of commitment 
to customers, as well as recognizing the importance of customer satisfaction.  Therefore, 
the agency asked representatives from their community to participate in a meeting which 
would focus on their needs and expectations of that agency.  Discussion centered not only 
on the present services provided but also on priorities for the future.  

Customer Priorities  

In order to dedicate time, energy, and resources on services most desired by its 
customers, the agency needs to understand what the customers consider to be their 
priorities.  The External Stakeholders were asked to prioritize the services offered by the 
BF&R through a process of direct comparison.  

 
Table 2:  Customer Service Priorities of the BRENTWOOD FIRE & RESCUE DEPARTMENT 

SERVICES RANKING SCORE 

Fire Suppression 1 168 

Emergency Medical First Response 2 166 

Technical Rescue 3 149 

Fire Prevention 4 98 

Hazardous Materials 5 94 

Domestic Preparedness Planning and Response 6 57 

Public Fire/EMS Safety Education 7 55 

Fire Investigation 8 54 
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Customer Expectations  

Understanding what the community expects 
of its fire and emergency services 
organization is critically important to 
developing a long-range perspective.  With 
this knowledge, internal emphasis may need 
to be changed or bolstered to fulfill the 
customer needs.  In certain areas, education 
on the level of service that is already 
available may be all that is needed.  The 
following are the expectations of the 
ÃÏÍÍÕÎÉÔÙȭÓ %ØÔÅÒÎÁÌ 3ÔÁËÅÈÏÌÄÅÒÓ:   

Table 3:  Customer Expectations of the  
BRENTWOOD FIRE & RESCUE DEPARTMENT (in priority order)  

1. Prompt (fast, quick, rapid) response to emergencies. 
2. Well trained personnel. 
3. Adequate, up-to-date and well maintained fire, rescue and communications 

equipment. 
4. Always ready. 
5. Professionalism. 
6. Continue education with the community and school aged kids. 
7. Save and protect life and property. 
8. Expertise in all situations. 
9. Most effective use of available resources. 
10. Advanced training in care and control of terrorist activity. 
11. Professional and clear communications with the community. 
12. Increase community awareness. 
13. Develop public education presentations via video or meeting programs. 
14. Quick and safe resolution of emergency events. 
15. Enforcement of fire codes. 
16. Customer friendly response to inquiries when no emergency exists. 
17. ! ȰÙÅÓȱ ÁÔÔÉÔÕÄÅ ×ÉÔÈ ÃÕÓÔÏÍÅÒÓȢ 
18. To be customer oriented. 
19. To be prepared for the situation. 
20. Fire suppression response with least damage to structures. 
21. Sympathy for victims. 
22. Mitigation of unintended consequences. 
23. Put out fires quickly and efficiently. 
24. Fly the American flag. 
25. Calmness in the crisis. 
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26. To be conscientious with the resources provided to the department. 
27. Plan emergency action and response to disasters and threats. 
28. Listen. 
29. Be safe. 
30. Pursue excellence. 
31. Present a professional and educational purpose for the public. 
32. Cooperation with neighboring communities and other City departments. 
33. Team work. 
34. Be a part of the community through outreach programs. 
35. Integrity.  
36. Community awareness of your mission statement. 
37. #ÏÎÔÉÎÕÅ ÃÏÍÍÕÎÉÔÙ ÔÒÁÉÎÉÎÇ ÖÉÁ ÃÉÔÉÚÅÎÓȭ ÁÃÁÄÅÍÙȢ 
38. Total transparency with regard to capabilities in coordination and 

communications with other emergency agencies. 
39. Stay abreast of technical changes in the industry. 
40. Proactive activities that educate the community and reduce the need for response 

by the department. 
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Areas of Customer Concern 

The CommunityɀDriven Strategic Planning Process would fall short and be incomplete 
without an expression from the customer regarding concerns about the agency.  Some 
areas of concern may in fact be a weakness within the delivery system.  However, some 
weaknesses may also be misperceptions based upon a lack of information or incorrect 
information.  

Table 4:  Areas of Customer Concern of the BRENTWOOD FIRE & RESCUE DEPARTMENT 

¶ I can honestly say I have no concerns with the fire department. 

¶ Overall, employees are in good shape physically, but some need to work on physical 
condition. 

¶ None, very pleased with the department. 

¶ Ensure that we have the very latest and best fire and rescue equipment. 

¶ I understand the economics of the staffing issue, but concerned that firefighters reside 
a good distance from Brentwood in case of call back. 

¶ We seem to have limited resources for disaster response. 

¶ Low pay of firefighters ɀ concerned that firefighters will move to higher paying 
communities. 

¶ The number of employees available should multiple fires occur in an area. Do we have 
enough? 

¶ Not enough tornado sirens spread around Brentwood. 

¶ Could use more feedback to the community relative to the statistics of fire and rescue.  
Profile ÙÏÕÒ ÍÅÍÂÅÒÓ ÑÕÁÌÉÆÉÃÁÔÉÏÎÓ ÁÎÄ ÅØÐÅÒÔÉÓÅȣ ÉȢÅȢȟ ÌÅÔ ÔÈÅ ÃÏÍÍÕÎÉÔÙ ËÎÏ× ÈÏ× 
good you are! 

¶ Make sure that training is maintained. 

¶ Insure adequate staff to handle emergency situations and needs of citizens. 

¶ They are not paid enough for the services they render. 

¶ Too low of a visible presence in the community. 

¶ Need more emphasis on general CPR training of the public. This is vastly lacking 
throughout our community. 

¶ The department could be a little more proactive ɀ Have they considered a new code 
mandating residential sprinklers for new and remodeled homes? 

¶ Do they have one small boat (in light of recent problems) for rescue due to flooding? 

¶ Since we have a major rail system that goes through Brentwood, I am concerned 
about the ability to react to a major hazardous materials situation, especially in an 
area where access is limited. 

¶ Pay of firefighters (and police staff) ɀ ÎÏÔ ÅÎÏÕÇÈȠ ÔÈÅÙ ÃÁÎȭÔ ÁÆÆÏÒÄ ÔÏ ÌÉÖÅ ÈÅÒÅȢ 

¶ Need more public involvement ɀ citizen participation. 

¶ Greater concentration on Fire Prevention. 

¶ Water rescue (including scuba), not just because of recent flooding. 
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¶ Does everyone know disaster relief plans? 

¶ $Ï ÐÅÏÐÌÅ ×ÈÏȭÓ ÁÄÄÒÅÓÓÅÓ ȰÄÏÎȭÔ ÓÈÏ×ȱ ËÎÏ× ÔÈÅ ÎÅÅÄȩ 

¶ Do you have an after care package to give to a fire victim explaining the next steps 
before the fire engine leaves the house? 

¶ Does the phone system recall everyone when the emergency is over? 

¶ If there is a crisis at a school, do all of the parents know how it will be handled? 

¶ I want to make sure that they are using City resources wisely. 

¶ Control of costs. 

¶ Better education and information of safety and fire protection. 

¶ Expertise for all situations. 

¶ Preparedness ɀ not sure if they do/do not have adequate number of employees. 

¶ Community communication ɀ would like to see them embrace community leaders 
from a specific community education perspective ɀ meet with HOA boards. 

¶ Wish there were more classes to teach or freshen up on CPR. 

¶ Staying familiar with, and up to date on our 50 acre community. 

¶ Concerned that a tight budget could deter the fire department from keeping up with 
training and advanced equipment. 

¶ #ÏÎÃÅÒÎÅÄ ÔÈÁÔ ÔÈÅ ÐÕÂÌÉÃ ÉÓÎȭÔ ÁÌ×ÁÙÓ ÍÁÄÅ ÉÍÍÅÄÉÁÔÅÌÙ Á×ÁÒÅ ÏÆ ÉÓÓÕÅÓ ÒÅÇÁÒÄÉÎÇ 
the fire department, or in activities they are involved in (incidents). 

¶ Having the resources to be a top notch fire department. 

¶ Keeping processes in place to receive accreditation. 

¶ They must keep the public informed and educated in fire prevention and what to do 
in an emergency. 
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Positive Customer Feedback   

The Center for Public Safety Excellence promotes 
the belief that, for a strategic plan to be valid, the 
ÃÕÓÔÏÍÅÒȭÓ ÖÉÅ× ÏÎ ÔÈÅ ÓÔÒÅÎÇÔÈÓ ÁÎÄ ÉÍÁÇÅ ÏÆ 
the emergency services organization must be 
established.  Needless efforts are often put forth 
in over-developing areas that are already 
successful.  However, proper utilization and 
promotion of the customer-identified strengths 
may often help the organization overcome or 
offset some of the identified weaknesses.  

 

The External Stakeholders provided the following comments when asked to identify the 
positive aspects of the department.   

Table 5:  Positive Customer Comments about the BRENTWOOD FIRE & RESCUE DEPARTMENT 

¶ The course we took to learn more about what our firefighters do was great. Riding the 
fire truck to an emergency call was a learning experience. 

¶ Community involvement to give classes is great along with education in schools to 
teach children safety and respect for safety rules. 

¶ A story from a friend whose relative had a medical emergency ɀ She said that the 
ÄÅÐÁÒÔÍÅÎÔ ÒÅÓÐÏÎÄÅÄ ÑÕÉÃËÌÙȟ ×ÅÒÅ ÐÒÏÆÅÓÓÉÏÎÁÌ ÁÎÄ ËÅÐÔ ÈÅÒ ÃÁÌÍȢ  )ȭÖÅ ÁÌ×ÁÙÓ ÈÁÄ 
Á ÑÕÉÃË ÒÅÓÐÏÎÓÅ ÆÒÏÍ ÍÁÎÁÇÅÍÅÎÔ ×ÈÅÎ )ȭÖÅ ÃÁÌÌÅÄ ×ÉÔÈ Á ÑÕÅÓÔÉÏÎȢ  &ÒÏÍ ÔÈÅ #ÈÉÅÆ 
on down to the Firefighters, very professional and friendly. Never have had a negative 
experience with anyone in the department.  They continue to have a knowledgeable 
department in everything they do. 

¶ Professional presentation, always open and available. 

¶ Members are very participatory in outside fire department activities. 

¶ $ÏÅÓÎȭÔ ÁÐÐÅÁÒ ÔÏ ÕÓÅ ÉÎÔÉÍÉÄÁÔÉÏÎ ÆÁÃÔÏÒÓ ×ÈÅÎ ÍÁËÉÎÇ ÂÕÄÇÅÔ ÒÅÑÕÅÓÔÓ ɀ although 
public safety pulls heart strings, requests are made without emotional attachments. 

¶ )ÔȭÓ ÇÒÅÁÔ ÔÏ ËÎÏ× ÔÈÁÔ ÆÉÒÅ ÏÆÆÉÃÉÁÌÓ ÁÒÅ ÓÔÒÉÖÉÎÇ ÆÏÒ ÅØÃÅÌÌÅÎÃÅȟ and not just satisfied 
with compliance. 

¶ Good community leaders. 

¶ Great personnel ɀ top to bottom. 

¶ Proximity of fire houses. 

¶ Great leadership. 

¶ Proper equipment. 

¶ Knowledge. 

¶ The job that everyone has done within the department throughout our community, 
and staying visible. 
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¶ Keeping up to date on new equipment, and keeping the community informed. 

¶ Very appreciative of the way the department responds to any emergency. 

¶ Equipment and stations always appear to be in excellent order and condition. 

¶ All of ÔÈÅ ÐÅÒÓÏÎÎÅÌ )ȭÖÅ ÅÎÃÏÕÎÔÅÒÅÄ ÈÁÖÅ ÂÅÅÎ ÆÒÉÅÎÄÌÙ ÁÎÄ ÐÒÏÆÅÓÓÉÏÎÁÌȢ 

¶ Quick response times. 

¶ There appears to be a strong community awareness of them being around.  I see the 
truck on the road a lot. 

¶ 7ÏÒËÉÎÇ ÁÔ "!ȟ )ȭÍ ÏÆÔÅÎ ÐÁÒÔ ÏÆ ÆÁÌÓÅ ÁÌÁÒÍÓ ÁÎÄ ÁÌ×ÁÙÓ find the fire department staff 
ÆÏÃÕÓÅÄ ÁÎÄ ÒÅÁÄÙ ÒÁÔÈÅÒ ÔÈÁÎ ȰÉÒÒÉÔÁÔÅÄȱ ×ÉÔÈ ÙÅÔ ÁÎÏÔÈÅÒ ÆÁÌÓÅ ÁÌÁÒÍȢ 

¶ From four separate instances, response has been excellent.  Courtesy is excellent. 

¶ Brentwood Fire and Rescue is always there when needed. 

¶ Friendly. 

¶ Community minded. 

¶ Accessible. 

¶ Effective. 

¶ Fast. 

¶ All appears well. 

¶ Professional. 

¶ Responsive. 

¶ Well trained. 

¶ Well equipped. 

¶ Excellent communication with the media and public. 

¶ Strong and positive community relations programs. 

¶ Good relationship between fire and police departments. 

¶ Mutual aid agreements with adjacent departments. 

¶ I saw them in action ɀ very professional. 

¶ Pride. 

¶ In shape. 

¶ Good public relations. 

¶ I lived here for 20 years without having a single complaint.  It starts at the top 
leadership positions, Chief and City management. 

¶ I find the Brentwood Fire and Rescue Department to be excellent overall when 
compared to others around the County and nation.  Efficient, professional, courteous, 
etc. 

¶ Extremely professional. 

¶ Always can count on them to handle any emergency situation. 

¶ Friendly and accommodating. 

¶ Well educated and committed to their jobs. 

¶ Staff is well trained, and training continues. 
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¶ We are providing our fire and rescue more than adequate equipment. 

¶ Super education efforts for pre-school to seniors. 

¶ Our department has great interaction with the public. 

¶ Citizens and officials back the department. 

¶ Very well run department. 

¶ Very well educated. 

¶ Great attitudes. 

¶ Willingness to serve. 

¶ Staffing appears adequate. 

¶ Great response times. 

¶ The preparedness of our fire department.  They are always doing role plays and 
keeping up their training. 

¶ Staying involved and visible in the community to help the citizens have faith in the 
city workers. 

¶ Staying current in the latest developments in technology. 

¶ Being efficient with a short amount of staff. 

¶ Great community professionalism, education and treatment of residents. 

¶ Citizens fire academy. 

¶ Quick response. 

¶ Quick response to non-emergency situations (education special requests). 

¶ Very professional appearance and outstanding personnel. 

¶ Believe Brentwood has state-of-the-art equipment and apparatus. 

¶ Very involved in community events. 

¶ Good training program. 

¶ Excellent public relations/communication with the public. 

¶ Appear to use available resources cost effectively. 

¶ Training is a high priority in all service areas. 

¶ Willing to help other City departments in need of assistance with special projects. 

¶ The fire department staff has a strong commitment to the success of the organization. 
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Other Thoughts and Comments 

The External Stakeholders were asked to share any other comments they had about 
BF&R or its services.  The following written comments were received:  

Table 6ȡ  %ØÔÅÒÎÁÌ 3ÔÁËÅÈÏÌÄÅÒÓȭ #ÏÍÍÅÎÔÓ ÁÂÏÕÔ ÔÈÅ BRENTWOOD FIRE & RESCUE DEPARTMENT 

¶ Would like to learn about outcomes of residential fires or other situations. 

¶ Chief Lane and Assistant Chief Goss have done a fantastic job with staying visible and 
remaining open to hear the concerns of citizens and give advice on how to approach 
various disaster scenarios. 

¶ The organization appears to be extremely well organized and has a high level of 
expertise. 

¶ I am very proud of our fire department.  We get compliments all of the time on them.  
7ÅȭÒÅ ÖÅÒÙ ÆÏÒÔÕÎÁÔÅ ÔÏ ÈÁÖÅ ÔÈÉÓ ÃÁÌÉÂÅÒ ÏÆ ÐÅÒÓÏÎÎÅÌ ×ÏÒËÉÎÇ ×ÉÔÈȟ ÁÎÄ ÆÏÒ ÕÓȢ 

¶ This accreditation will take our department and City to a higher level.  I am happy to be 
involved in this exciting process. 

¶ We are very fortunate to have such a well qualified and enthusiastic group of 
individuals willing to handle any type of emergency ɀ no matter how small or how 
large.  A++ 

¶ ) ÃÁÎȭÔ ÉÍÁÇÉÎÅ ÉÔ ×ÉÌÌ ÔÁËÅ Á ÌÏÔ ÆÏÒ ÏÕÒ ÄÅÐÁÒÔÍÅÎÔ ÔÏ ÂÅÃÏÍÅ ÁÃÃÒÅÄÉÔÅÄȢ 

¶ Thanks! 

¶ Being good does not ÍÅÁÎ ÔÈÁÔ ×Å ÃÁÎȭÔ ÉÍÐÒÏÖÅȢ 

¶ 4ÈÁÎË ÙÏÕ ÆÏÒ ÂÅÉÎÇ ÔÈÅ ÆÉÒÓÔ ÔÏ ÒÅÓÐÏÎÄȣ 4ÈÁÎË ÙÏÕ ÆÏÒ ȰÒÕÎÎÉÎÇ ÉÎȱ ×ÈÅÎ ÏÔÈÅÒÓ ÁÒÅ 
ȰÒÕÎÎÉÎÇ ÏÕÔȢȱ 

¶ Although I am not a resident of Brentwood, my business brings me to Brentwood 
frequently. I am very comfortable knowing that if anything were to happen when I 
would require the services of the Brentwood Fire and Rescue, I am confident of their 
abilities. 

¶ Great department ɀ reaches out to the community on so many levels. Creates a sense of 
security. 

¶ Some items for consideration (may already be in progress or complete): 
o Mapping/recording and back-up of some of hydrant pressure/flow capabilities. 
o Initiation of a program to get every home and non-residential structure within 300 

feet properly charged fire hydrant. 
o Initiate a smoke/fire detection/alarm program for every habitable structure in 

Brentwood. 
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Internal Stakeholder Group Findings  

The internal stakeholder work sessions were conducted over the course of three days 
immediately following the external stakeholder session.  The internal work sessions 
served ÔÏ ÄÉÓÃÕÓÓ ÔÈÅ ÁÇÅÎÃÙȭÓ ÁÐÐÒÏÁÃÈ ÔÏ #ÏÍÍÕÎÉÔÙ-Driven Strategic Planning, with 
focus on BF&RȭÓ -ÉÓÓÉÏÎȟ 6ÁÌÕÅÓȟ #ÏÒÅ Programs, and Supporting Services, as well as the 
agency's perceived Strengths, Weaknesses, Opportunities, and Threats.    

In the process of strategic planning, the following are important:  
¶  ÔÏ ÒÅÖÉÅ× ÔÈÅ ÁÇÅÎÃÙȭÓ ÈÉÓÔÏÒÙȟ ÃÕÌÔÕÒÅ, and evolution;   
¶  to identify the current status of the agency; and   
¶  to determine where and what the agency desires to be in the future.  

The work sessions generated a high level of interest and participation by the broad 
agency representation in attendance, as named and pictured below.  Their participation 
and invaluable insights were essential in the challenge to develop a quality product.   
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Table 7:  BRENTWOOD FIRE & RESCUE DEPARTMENT Internal Stakeholders  

Nick Adams 
Engineer 

Tim Baltz 
Engineer 

David Wright 
Engineer 

Craig Calvacca 
Engineer 

Brian Collins 
Lieutenant 

Scott Ellis 
Lieutenant 

Brian Goss 
Assistant Chief 

Jerrod Hawkins 
Engineer 

Derek Hyde 
Lieutenant 

Robert Ivey 
Lieutenant 

Cody Johnson 
Engineer 

Nancy Jones 
Captain 

Erron Kinney 
Firefighter 

Kenny Lane 
Fire Chief 

Mike McCutchen 
Engineer 

Toben Nelson 
Firefighter 

Blane Newberry 
Lieutenant 

Russ Peterson 
Lieutenant 

Jim Roman 
Lieutenant 

John Russ 
Firefighter 

Mark Waddey 
Captain 

Allan Wessels 
Engineer 

Jay Williams 
Firefighter 

David Windrow 
Captain 

Mike Worsham 
Human Resources Director 

Kirk Bednar 
Assistant City Manager 
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The Mission  
The purpose of the Mission is to answer the questions: 

¶ Who are we?   
¶ Why do we exist? 
¶ What do we do? 
¶ Why do we do it? 
¶ For whom? 

A workgroup of BF&RȭÓ Internal Stakeholders met to review their existing Mission and 
presented the modification below.   

Table 8:  BRENTWOOD FIRE & RESCUE DEPARTMENT Mission  

Through Prevention, Preparedness, Response and Mitigation, Brentwood 
Fire & Rescue will promote a safe community by providing professional 

and innovative services to the citizens and guests of the City of Brentwood. 

 
 

Internal stakeholders conducting a work session  
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 Values 

Establishing values embraced by all 
members of an organization is extremely 
important.  They recognize those features 
and considerations that make up the 
personality of the organization.  BF&RȭÓ 
Internal Stakeholders developed values 
statements with more emphasized key 
words as the core values terms.  

 
 

 
Table 9:  BRENTWOOD FIRE & RESCUE DEPARTMENT Values Statements 

 

 
 

The Points of The Compass 

A compass is used to provide direction when traveling or lost in the wilderness.  A 
compass can point us in the right direction and help us locate ourselves on a map.  
Likewise, The Compass can provide direction for our department when seeking guidance 
in the delivery of emergency services. 

A compass has four points:  north, south, east and west.  The Brentwood Compass also has 
four points:  Excellence, Leadership, Integrity, and Service. 

Excellence 

Excellence can be described as a passion for continued improvement and innovation that 
will result in greater performance and accomplishment for the department. 

Leadership  

Leadership is critical in maintaining the standards that we set for ourselves and is 
reflected by the quality of service provided to the public.  We can, and should, choose to 
take leadership roles as an organization, as department members, and as individuals. 




















































