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1. Purpose of Report 

1.1 This report is submitted to JESC to provide an update on Biffa’s recent 
service performance and to advise on their Service Improvement Plan

2 Recommendation 

2.1 that JESC note the content of this report and approve the Biffa Service 
Improvement Plan (July 2019).

3 Executive Summary 

3.1 Biffa are responsible for the collection of domestic waste and recycling in 
both WCC and EHDC, under the Joint Environmental Services contract.

3.2 Biffa have experienced a number of challenges in provision of this 
service over the last 12 months, in particular with vehicle problems due 
to the age, and wear and tear of the collection vehicles as the end of the 
initial term of the contract approaches. This is leading to a high and 
increasing number of breakdowns and vehicle failures which is resulting 
in delayed collections. 



3.3 Biffa are also experiencing difficulties in recruiting and retaining staff, as 
well as experiencing high number of sickness absence. As a result Biffa 
are often understaffed which means that supervisors are taken from their 
duties to assist crews, and on other occasions vehicles are not able to 
go out at all. Additionally, Biffa are using a high number of agency staff, 
leading to inexperienced crews who are not familiar with their rounds. 

3.4 This has led to collections being affected almost on a daily basis recently, 
with collections generally being made a day late, and crews working 
most Saturdays. This further impacts staff health and morale.

3.5 Collection rates have however remained high at over 99%, as collections 
are ultimately made, albeit a late. Despite this high collection rate, the 
service has received a number of calls and complaints. 

3.6 Biffa were requested to submit an Improvement Plan in July 2018 and as 
a result there were improvements to the service.  However, although 
improvements had been made, further work is still required and 
consequently Biffa were asked to submit another Improvement Plan in 
March 2019, May 2019, and also for this meeting as well.

3.7 Despite these indications of service improvement, and although 
collections are being ultimately made, they are not being done on the 
scheduled collection day. This results in the perception of a poor service 
for customers and reputational damage. It also requires staff to be 
working consistently 6 days a week in a highly manual job.

4 Additional Budgetary Implications 

4.1 There are no budgetary implications as a result of this report.

5 Background and relationship to the Corporate Strategy and 
Directorate Business Plan/s

5.1 The Improvement Plan is a requirement under the joint contract to 
ensure an acceptable level of performance is achieved which is in line 
with standards set out in both Councils corporate strategies and plans.

6 Options considered and reasons for the recommendation

6.1 Due to a number of failures over the last year the Council has taken a 
partnership approach with the contractor to support them in managing 
the service problems. With the contract near the end of the initial period 
it is important that parties work together to gain a successful outcome in 
performance. 

6.2 The success of the Improvement Plan will be monitored and Biffa may 
again be called back to JESC if the service does not improve further.



7 Resource Implications

7.1 There are resource implication on the Customer Service Centre with 
increased calls and the Contract Management Team with increase 
casework and complaints.

8 Legal Implications

8.1  A continued fall in service may lead to penalties via the SPF and 
ultimately to a breach of contract.

9 Risks

9.1 The risk of further service failures is additional workload into the Contract 
Management Team, Customer Service Centre and Communications 
Teams. There will also be further complaints and reputational damage to 
the Council.

10 Communication

10.1 The result of these service failures has impacted on the Customer 
Service Centre with a high call volume. Furthermore the delays with 
collections have had to be communicated via both Council’s website to 
keep residents up to date. 

11 Background Papers: 

Biffa’s previous Improvement Plans – March 2019 and May 2019
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