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1.0 Purpose of Report

1.1 To inform the Joint Committee of the performance against the various joint 
environmental services contracts during the sixth year of operation October 2016 
– September 2017, to include the activity of the Contract Management Team in 
monitoring and managing this work.

2.0 Recommendations

The Joint Committee 

1. Note the content of this review of the 6th year of the contracted services

2. Questions invited for senior representatives from Biffa and Idverde on any 
areas of concern arising from the reports on the contract performance in year 
6

3. Delegate authority to the Head of Service to vary contract bin delivery 
timescales from 5 days to 10 days (7.12 of main report)



3.0 Detail

3.1 This report provides a summary of the sixth year of the three joint contracts, 
covering the contractors’ operational performance and developments within the 
Contract Management Team.   

3.2 The Contract Management Team summary of the year is attached as and each 
of the two principal contractors (Biffa and Idverde) have provided their own 
summary and reflection of the year as attached in Appendix D & E.. 
Representatives of those contractors will be at the meeting to answer questions 
on service development during 2016/17 and plans for future developments in 
2017/18.

3.3 This has been a challenging year in terms of contract performance with 
continued issues experienced with the Biffa contract which resulted in their 
attendance at JESC in September and November 2016 to answer queries about 
this issue. As a result Biffa put in place an Improvement Plan.

3.4 The introduction provides a summary of performance and general updates within 
CMT.

3.5 There have been a number of CMT developments this year, including changes to 
process and procedures.  

4.0 Implications 

4.1 Resources: The cost of the various services and that of the Contract 
Management Team are covered by approved revenue budgets at both councils, 
including all communications.

4.2 Legal: There are no legal implications arising from this report.

4.3 Strategy: The work of the CMT delivers services which help to meet a number of 
the aims of the corporate strategy including Financial Sustainability, 
Environmental Sustainability, Public Service Excellence and Creativity and 
Innovation.

4.4 Risks: The new General Data Protection Regulation (GDPR) comes into force 
May 2018, and due to the complexities of the Contract Management Team set up 
and client/contractor interactions we need to ensure compliance.

4.5 Communications: The outcome of the options appraisal work in 2018 will need 
to be communicated to staff and residents effectively to ensure a consistent 
message is delivered.

Appendices



Appendix A - CMT Service Plan
Appendix B – Communications Strategy and Plan
Appendix C - CMT Annual Performance Dashboard
Appendix D – Idverde Annual Report
Appendix E -  Biffa Annual Report

Contact Officer: Nicola Watts
Job Title: Environmental Services Contract Manager (Contract 
Management Team)
Telephone: 01730 234283
E-Mail: Nicola.watts@easthants.gov.uk



Contract Management Team Annual Report 2016/17

1.0 Introduction

1.1 2016/17 has been another challenging year for the CMT with some considerable 
performance issues to be addressed particularly in relation to the Biffa contract. 
Following some concerns regarding the reliability of performance from IDV last 
year, there have been considerable improvements this year and performance is 
good. These are both addressed later in the report.

1.2 EHDC and WCC extended the Textiles Collection Contract for another 2 years, 
until 31st March 2019 with European Recycling Company (ERC), securing a 
continued rate of £250 per tonne. 

1.3 EHDC and WCC signed a new Hampshire County Council Agency Agreement, to 
run for another 2 years, from 1st April 2017 until 31st March 2019. The Agreement 
was for the Councils to provide services on behalf of HCC in return for a financial 
payment. 

1.4 The Environmental Service Contracts Options Appraisal Project has progressed 
well. This comprehensive project has been reported at JESC meetings 
throughout the year with a final decision scheduled for January 2018.

1.5 Income has performed well with markets and tonnages stable. The Garden waste 
service at EHDC has now reached maximum capacity with take up of the bin 
option increasing with many residents switching from sacks to this service. As a 
result forecasted income continues to be higher than expected. Over 
performance of the garden waste income at £417k was £117k above target in 
2016/17 and is forecast to exceed this in 2017/18. 

1.6 There are good to high levels of satisfaction with the Environmental Services. 
Essential Services Survey conducted in August 2016, showed 81% of 
households thought their waste collection service are good or excellent, and 77% 
with the recycling service. For street cleansing and grounds maintenance 
services satisfaction or no opinion levels ranged from 49% for flytipping up to 
77% for cleanliness of the roads.

1.7 The recycling rate for EHDC improved last financial year 2016/17 to 33.78% from 
32.73% in 2015/16. Although WCC’s recycling rate is higher it fell from 34.70% in 
2015/16, to 34.20% in 2016/17. 

1.8 The contamination rates have both increased, which follows a worrying trend for 
the whole of Hampshire. EHDC’s rate increased from 14.23% in 2015/16, to 
14.93% in 2016/17. WCC’s rate increased from 13.74% in 2015/16, to 14.59%. 



Despite this performance both authorities are still performing favourably 
compared to other authorities in Hampshire.

1.9 Staffing levels in 2016/17 contract year have been stable, with no post changes. 
The 1 year fixed term CMO position due to expire in January 2018 has been 
extended for a further year until January 2019. The Environmental Services 
Contract Manager, Nicola Watts went on maternity leave on 6th November 2017 
and it is envisaged she will return in September 2018. Carl Mathias will be taking 
on some of the high level duties whilst Sharon Watson will be taking on some 
additional responsibilities. Aspects of her role  will be backfilled by James Bevan 
in her team.

1.10 Absence levels for CMT are as below. The average absence rate is lower than 
the average for EHDC, and is an improvement from last year from 6.25 to 5.66 
days.

Financial Year EHDC Average CMT Average
2015/ 16 6.9 days per FTE 5.66 days per FTE

1.11 This sixth annual report considers the following aspects of the year which 
cumulatively have an impact upon contractor performance:

a) CMT Performance and Development
b) Policy and Performance
c) Contract monitoring data and reporting
d) Processes and procedures
e) Customer Service Centre
f) Health & Safety Performance
g) Contractor Performance

2.0 CMT Performance and Development

2.1 CMT engaged in a Personal and Team Developmental Away Day in May 2017, 
which was facilitated by external consultants. The Team found the day beneficial 
in both personal and team development and will support the team to work better 
together and drive results in the future.

2.2 CMT also engaged in a service planning day in June 2017 to develop a 
comprehensive Service Plan, in which a high level Vision has been 
produced as along with six key objectives and associated tasks. This new 
plan will be used in order to drive further progress within the team and 
contracts and will be built upon annually. The Plan can be found in 
Appendix B. 



2.3 A programme of Partnership Working began this year to support Biffa in overall 
service improvement. This included a comprehensive review of Biffa’s back office 
systems and work with CSC to align processes. The review identified over 30 
actions for Biffa, CMT and CSC to streamline and tighten processes to improve 
efficiency and accuracy of operations and complaint handling. It also included a 
series of workshops between Biffa/ CMT staff/ Admin and CSC to discuss 
operational issues and work more closely. This work is ongoing and will be 
completed next year. This work stream has been included in the new Service 
Plan progress of which will be reported to JESC.

2.4 A new look Communication Strategy and Plan has been developed based on the 
results of the Phase 1 ESCOAP Consultation. The current plan and progress to 
data is included in Appendix C.

2.5 CMT have successfully reached full capacity of 7500 properties on the EHDC 
garden waste service, This means that the service is hitting its maximum income 
level, however does mean that new customers will now be added to a waiting list 
before they can access the service. 
As of 20th November 2017:

 306 properties have asked to go on the waiting list
 129 of them have been called back to join the service.
 94 have signed up
 29 have not responded
 6 said they did not wish to sign up at this time.

Currently CMT are investigating options to expand the service to another 
collection round, and progress will be reported to JESC once known. 

2.6 CMT officers received new smart phones this year, which enables better 
capability whilst on site, better access to the internet and downloading of 
photographs quickly. The change has been positive, although more functionality 
via mobile working is required to support more efficiency within the team.

3.0 Contract monitoring data & reporting

 
3.1 This year the CMT and the contractor dealt with a total of 27,470 lagan cases of 

which of these, 15,782 were Biffa cases, and 4310 cases were Idverde.

2.3 CMT also dealt with 7388 cases relating to garden waste renewals or new 
applications. In addition 1643 clinical waste cases and in 429 bulky waste cases 
were also dealt with by the team.



2.5 The following table summarises how these figures compare with the previous 2 
years of the contract: 

Contract Year - October to September 
2014/15 2015/16 2016/17

Biffa Service Requests 7139 11762 15782
Biffa Rectifications Notices 305 190 241
Biffa Default Notices 320 124 285
Idverde  Service Requests 4039 4091 4310
Idverde Rectification Notices 327 228 69
Idverde Default Notices 98 254 55
Garden Waste Licence 
Renewals and New Application 
cases.

6828 7389 7378

2.6 This data demonstrates the robust approach taken to contract management this 
year. In particular the reduction in rectifications on Idverde, this is a reflection of 
the reduced complaints on grass cutting this year and an improved scheduling of 
work, alongside the introduction of reactive hit squads.

2.7 Appendix C summarises the data in the Annual Performance Dashboard.

3. Processes and procedures

3.1 Contract Management Processes - The internal audit conducted by Southern 
Internal Audit Partnership in August 2015 highlighted thirteen actions for 
improvement. There was only 1 action remaining for this year which was 
presented to JESC in January 2017 as below, which is now complete.

Action Status
Formalise risk management arrangements, 
including production of a Risk Management Plan.

Complete

3.2 The CMT have fully implemented a Monthly Performance Monitoring dashboard 
reporting on income and expenditure and contract/ project performance this year. 
The format of the dashboard will be used this year to report the Annual 
Performance, and this can be found in Appendix C.

3.3 The CMT this year completed a full Business Continuity Plan for the team, for the 
first time. The plan sets out how the team will respond in a number of scenarios 
or emergency situations and links in with all Contractors plans. The team tested 
the plan in September to a satisfactory level.



3.4 All CMT risk assessments have been reviewed and updated this year, combining 
the 3 sub-teams into 1 assessment for the whole of CMT. All staff have read, 
understood and signed the risk assessment which is now stored in a central 
location.

3.5 The Lone Working Procedure has been updated this year to ensure that it is 
specifically relevant to CMT working practices, and helping to ensure the safety 
of all staff working on the joint contracts.

3.6 A new corporate procedure has been adopted by the team, with the ‘Contact with 
Caution’ list this year to ensure compliance with the DPA. This includes not 
sharing this information with Contractors where it is not relevant and only to 
those team members who would be directly affected (i.e. area based CMOs).

3.7 There is now a new process in place for recharging clients at WCC (i.e. Leisure, 
Housing, Car Parks), for specific works under the IDV Contract. This is now 
based on a rolling monthly updated Bill of Quantities and ensure as accurate as 
possible charging to each client. Although only one payment is made between 
EHDC and WCC, CMT work closely with WCC finance to ensure the bill is further 
split correctly between internal WCC departments.

3.8 The CMT have made some improvement to their back office systems and a new 
cloud based document filing system, called Kahootz in now in place. This allows 
the team to share documents more easily as well as help with version control. 
This system will allow the CMT to manage version control on key contract 
documents more effectively and will also allow a consistent and controlled view 
of these documents, as well as other standard documents across the whole 
team. 

3.9 Although Councils do not have a duty to investigate or clear flytips on private 
land, CMT have introduced a new procedure for dealing with this issue. CMOs 
are now required, under the new procedure to conduct a Land Search and write 
to the private land owner to inform them of the flytip and ask them to remove it. 
Although this cannot be enforced in anyway, it has been successful on some 
occasion this year.

3.10 A new system called Microsoft dynamics was introduced this year in March/ April 
2017 for FOIs and complaints across EHDC only. This has streamlined the 
process and allows CMT to manage and track these more effectively and ensure 
they are dealt with within the Councils corporate and statutory response 
timeframes. 

3.11 CMT are in the final stages of the full litter bin audit across WCC, which records 
on GIS an exact location, size and type of bin, frequency of collection and a 
photograph. A similar audit is to be completed by the end of 2017 in EHDC, and 



ensures data is up to date and helping to deal with requests and complaints more 
effectively.

3.12 A review of street cleansing schedules has taken place with most roads plotted 
on GIS for the frequency of cleansing. This will continue into 2018 along with an 
audit of car parks to take place next.

 

4. Customer Service Centre

4.1 For the period 1 Sept 16 to 31 Oct 17, CSC dealt with 58,326 service requests. 
These were mainly through telephone calls. There were 7122 online requests for 
the same period. 47.4% of the requests were for EHDC, 51.7% were for WCC 
and 0.86% was out of area calls.

4.2 This represents a 48% increase in the number of calls received and a 145% 
increase from 2015/16. The majority of calls (30%) were for garden waste 
collections with 13% were for missed collections. 

4.3 There were just over 4410 calls relating to clinical waste collections and 
approximately 3272 relating to fly tipping.

4.4 The Winchester CSC has been working on a number of projects to improve the 
customer experience. CSC had provided detailed monthly analysis of the service 
requests which CMT used to inform discussions with the contractors. CSC has 
been working closely with CMT to provide real time feedback on any trends as 
they arise, for example identifying there was a problem with new bin deliveries 
due to a high volume of repeat calls.

 4.5 The CSC continues to manage customer’s expectations. These calls can often 
be difficult conversations for example the returns policy, calendar delivery, 
missed collections. CSC has actively worked with the contractors and CMT to 
improve service delivery and to resolve issues:

a. Formulating and agreeing a new process to for new bin deliveries. Streamlined 
the new process, trailed and maintain communications between team. New and 
replacement bins are now being delivered within the agreed target dates.

b. Assessing and taking remedial steps to ensure that procedures were compliant 
with legislations.

c. Formulating and organising appropriate messages to be published on our 
webpages and Twitter to inform and manage customer’s expectations.

4.6 CMT completed a programme of shadowing during November 2016. This work 
allowed for a collaborative approach to customer service, consistency across all 
teams in dealing with enquiries and development of service and working 
relationships. (CMT/ WCC and EHDC) 



5.      Health & Safety Performance

5.1 The CMT have continued to monitor the Health and Safety Performance of all 3 
contractors including data relating to accidents, near misses and hazard reports. 
The team also ensure method statements on particular aspects requiring more 
detailed attention such as risk assessments and accident investigations are 
maintained. 

5.2 There have been no issues in relation to the Public Conveniences cleaning 
contract because of the relatively low risk of this activity.  Tabulated performance 
is therefore not included in this report as it shows zero incidents.

5.3 The following is a summary of the year for the other 2 contracts; 

Biffa – A breakdown of the categories is shown below;

BIFFA
Category Number of 

incidents
Impact 1

Slip, trip and fall 7

Vehicle/plant 1

Manual Handling 0

Needle stick and cuts 0

Near miss reports 75

Veolia Site Non Compliance 6

5.4 Veolia site rules at tipping sites were breached on six occasions in this contract 
year. Again this year and in response to breaches all staff provided with a copy of 
Veolia site rules and reminded that they must adhere to these; this has continued 
through this period. 

5.5 Biffa are continuing to raise a number of hazard reports in relation to overgrown 
vegetation, pot holes and cars parking making access difficult to  collection 
points. These are being actioned by the CMO’s and Biffa in order to ensure that 
only those situations of sufficient seriousness receive remedial action. Any issues 
relating to HCC are logged with them for rectification.  



5.6 Last year we reported that there was a noise complaint relating to activity taking 
place at the Winchester depot, which was in contravention of Planning 
permission granted at the site. The CMT have continued to work with Biffa to 
minimise the impact and remind staff of the requirements and to date there has 
been no further complaints.

5.7 During 2016 the HSE carried out national intervention visits on safety in relation 
to refuse and recycling collections to each local authority because of the known 
risk from this activity. This year it has been announced that the HSE will be 
carrying out further audits within the industry, but these will not be pre-arranged 
in advance with councils or contractors. 

5.8 This CMT annual H&S inspection of the EHDC/WCC joint contract will be carried 
out at the Petersfield and Winchester depots during autumn 2017.  Results from 
these internal audits should be available during December 2017.

5.9 East Hampshire Health & Safety advisor continues to work through the County 
CASH (Common Approach to Safety & Health) group with both Biffa and the 
Health & Safety Executive (HSE) to reduce the affects of noise around kerbside 
glass collections.

5.10 Last year we advised that a working group would be established to deal with 
members of the public driving on pavements to get past collection vehicles whilst 
stationary to empty containers.  The group consisted of Officers from across the 
County, Biffa, and later by the Police. As a result a procedure for dealing with, 
and reporting incidents to the Police was developed, which is fully endorsed and 
supported by the Police. There have been no reported incidents during this 
period.

5.11 CMT has worked closely with HCC to support Biffa this year to develop and 
publicise the Driving Recklessly on Pavements (DROPs) campaign. The 
campaign serves to warn drivers of the hazards of driving recklessly to get 
around slow moving waste vehicles. HCC have supported the campaign with 
£500 towards  safety messaging on crew hi-vis, and Biffa covering the cost of the 
hi-vis. CMT will also put out some of the key messaging on social media to 
support this further once the hi-vis are ready for roll out.

5.12 Idverde -.A breakdown of the categories is shown below;
Category Number of incidents

Near Miss Reports 87

Minor Accidents 6

No of over 7 day injuries 2



No of major injuries 0

5.13 There has been no CASH non compliance notices issued in relation to this 
contract.

5.14 Work continues through the Council’s Health & Safety Advisors with Idverde and 
the HSE both locally and nationally looking at the issue of highway safety when 
carrying out street cleansing and grounds maintenance. 

5.15 There are no plans for HSE interventions in relation to this contract in the near 
future but the CMT will be carrying out its own Health and Safety audit of the 
contractor as detailed in 5.8.

6.0 Year 6 Contractor Performance – Idverde (IDV)

6.1 Year 6 has been generally a successful year with an overall improvement to 
services and reduction in the number of cases received, by 571, from 4881 to 
4310 this year. The following provides an overview of the last contract year.

6.2 IT System ‘Acorn’ - Idverde’s (IDV) programming software Acorn, has been fully 
implemented this year to include grounds maintenance, as well as sweeping and 
littering. Again there have been some teething issues in rolling out the 
programme, with continuous improvement throughout the year, and a reboot 
required. There are some minor issues still to resolve, but overall is an 
improvement. CMT now have access to a dashboard view and historical data can 
be viewed for up to 15 days post work, which should rise to 30 days in the near 
future. This allows CMT check more accurately when works have been 
completed when dealing with service complaints.

6.3 Systems Analyst - IDV invested in a new ‘Systems Analyst’ to support the new 
Acorn system and help with the roll out issues. This post has proved successful 
and support positive service improvement this year.

6.4 PQMS (Performance Quality Monitoring System) – IDV adopted a new 
module as part of improvements to the Acorn system. The PQMS allows IDV to 
carry out random proactive inspections which are ‘scored’ and that can then be 
used to measure overall contract performance and improvement. The inspections 
are planned to be expanded to joint monitoring with CMOs in CMT, so scoring 
can be calibrated across all teams and a partnership approach can be taken to 
service improvement.

6.5 Hitsquads - It has been a successful first full year of utilising the hit squads for 
dealing with litter and green (vegetation) issues on the network, outside of the 



current contract, and allows increased flexibility and responsiveness to these 
issues. The litter hit Squad has now been incorporated into the main contract this 
year and been successful in reducing litter complaints. The leafing hitsquad 
trialled last year is now to be kept as permanent addition, but has not yet been 
varied into the main contract, however has also proven successful. A review of 
both the leafing and green hitsquad is required in terms of providing added value 
and in splitting costs across the relevant clients. 

6.6 High Profile Shrub Beds – In general this service has performed well this year 
with no significant problems. 

6.8 Standard Shrub Beds – In general this service has performed well this year with 
no significant problems.

6.9 Weeds & Moss removal – weed and moss treatment programme worked well 
this year, and CMT/ IDV are looking at increasing this programme to more sites 
including some sports grounds and hotspots. However it should be highlighted 
that there is a major risk to this service in the future pending the future legislation 
change that may ban the use of Glyphosate weed killer. It is expected that more 
information will be available next year, however the impact on the control of 
weeds in the future will be compromised and alternative solution will need to be 
sought. 

6.10 Grass Cutting – following a number of improvements last year, including a 
dedicated mechanic and purchase of mowers the service has performed well with 
no significant, issues. There have been some minor issues in high frequency cut 
areas which have been managed through the contract. The Acorn re-
programming for grass cutting has work well this year ensuring that grass is cut 
Parish by Parish (reducing complaints from public).

6.11 Wildflower Areas - A pilot scheme for modifying grass areas to wildflower areas 
was agreed in 2 areas in Winchester; Joyce Gardens and St Giles Hill. The areas 
will be prepared in October 2017 and success assessed during the next year 
including costs.. Wildflowers provide an increased aesthetics and promote 
increased biodiversity.

6.12 Fence lines – The frequency of the cutting of fence lines has been identified as 
an issue this year, which are only due for one cut per season.  It is felt that this is 
insufficient in terms of customer expectation as it leads to complaints. A proposal 
to change this to twice yearly cuts has been tested this year with the use of the 
Hit Squads. Following a successful trial in problem areas, options will be 
identified and the proposal will be progressed formally.  

6.9 Hedges – a longer window for scheduled hedge cutting work was implemented 
for the summer cut last year, which proved successful on the whole, with limited 
complaints. This has been supported by the Ecology Officer at WCC in order to 



avoid nesting season in July. As a result, this has continued this year, with some 
adjustments made, with a first cut over August, September and October, with a 
second cut planned after Christmas. IDV have prioritised hedges that require 
immediate attention or hitsquads have been used if required/ urgent. A 
permanent variation is being considered with leisure, as part of a review.

6.10 Leaf Clearance Programme – the priority roads list proved successful this year 
over winter 2016/17. CMOs compiled a list based on their local knowledge and 
feedback from residents and members. This meant the complaints were more 
manageable, and it was easier to monitor those roads identified. The priority list 
will be implemented again this coming year 2017/18. The priority roads are those 
areas deemed to require special attention because of the degree of leaf fall and 
high profile nature. All areas do receive cleansing but this will be as part of the 
routine Street sweeping in line with the contract requirements. 

6.11 Leafing Hitsquad - The leafing hit squad worked well this year and will be 
provided again this year. The squad acts as a rapid response unit to deal with 
issues that arise outside of routine leaf removal activities such as blocked gullies 
or unsafe high profile areas. The cleansing hit squad will be used this year as 
supplementary resource.

6.12 Litter bin emptying – Overall the service provision this year was good, with 
ongoing frequency reviews. IDV also now ensure all new vehicles are fitted with 
bin lifting equipment to improve efficiency.

New bins were introduced in laybys on the A31, Morestead Road and the A3 this 
year to help reduce litter.

Bins were provided at 3 events in EHDC this year and 8 in WCC. There was 
increased frequency and provision of 1100l/ 240l bins and litter picking which 
proved successful.

CMT are conducting a comprehensive audit this year in WCC, and EHDC will be 
completed by December 2017. Data has been collected on bin sizes and 
locations, building a complete database in GIS managed by CMT. Litter bins 
were also replaced in WCC city centre, and a refurbishment programme is to be 
expanded this year.

6.13 Dog waste bin emptying - there have been no significant issues with dog bin 
emptying this year. A review was conducted in partnership with the WCC client to 
review charging between WCC and Parish Councils and an option is being 
considered of adding them to the IDV contract by relocating to highway land; or 
passing responsibility back to Parish to manage.



6.14 Litter and Detritus removal – 

6.14.1 Rural lanes - litter picking and detritus removal is still an issue. There have been 
issues with traffic management on blind bends, and access for large vehicles in 
narrow lanes. Generally this work has been completed by hitsquads and 
managed using temporary ‘stop go boards’.  The tractor and brush (sweeper) has 
been ineffective and some roads have not been completed at all. Although this is 
scheduled for once a year it has generated few complaints. Plans are in place 
next year to target high risk areas using a HGV sweeper and tractor and bucket 
where possible by reallocating existing budget.

6.14.2 Main roads – Analysis of the previous years issues has been used to allocate 
litter removal on mains roads to a rota on an 8 week cycle for the littering picking 
hitsquad in the Winchester district. This has proven successful this year. A 
similar rota is being formalised for East Hampshire.

6.14.3 High speed roads - The use of hitsquads on verges on high speed roads (A31, 
A32) for litter picking is new this year and has been successful. This is in 
response to a move by HCC from 2 to 1 cut, and associated impact on the 
Councils to litter pick. 

6.14.4 Trunk roads - have been generally successful with fewer complaints and no 
changes made to the service. It is likely this is due to a reduction in the grass 
cutting frequency by Highways England, which is exposing less litter. (A3, A34, 
A303) 2 to 1. 

6.15 CMO Lead Roles - Implementation of CMO ‘lead roles’ for IDV has ensured a 
regular and first point of contact for stakeholders, which has helped to  improve 
communications internally within the Councils.

6.16 Hampshire County Council Highways Contract - HCC appointed a new 
contractor Skanska in August 2017 to carry out their Highways functions. CMT 
are looking to build a new relationship with both HCC and Skanska and meet 
quarterly to discuss and establish continued joint working. 

7. Year 6 Contractor Performance – Biffa Municipal Ltd

7.1 SPF Performance - From September to October 2016/17 there have again 
continued to been significant problems with repeat missed bin collections, 
assisted collections, bin deliveries and accurate recording on spring board which 
have resulted in a significant number of rectification and default notices being 
served. As a result Biffa failed the Strategic Performance Framework (SPF) 
targets in some months, as outlined in Appendix C. Biffa were required to attend 
the JESC meeting in September 2016 and then subsequently in November 2016 



of this Contract year to answer questions about performance and confirm what 
action was being taken to improve performance. 

7.1.1 Improvement Plan – A satisfactory Improvement Plan was received and actions 
directly correlate and deal with the failures experienced. There was some 
improvement in performance for October, this was not sustained and there has 
been little improvement in performance over the course of the year. In particular 
staff issues, a national shortage of drivers and retention of staff have been a 
challenge, even though recruitment has been successful. The quality of agency 
staff has not been of an acceptable Contract standard. The Biffa Contract 
Manager was successful, in the summer in changing the Agency used and this 
made some improvement, although issues still exist. 

7.2 Partnership Work – As a result of continued service issues this year CMT have 
worked to support Biffa in a number of activities to help support improvement. 
This includes a programme of Partnership Working, which involved a workshop 
with CMOs and supervisors to review how things could be differently to support 
service improvements. As a result CMT re-introduced fortnightly meetings with 
CMOs and supervisors over the summer, which have proved productive and 
resolved some longer term issues. However these do not always happen if 
supervisors are unavailable due to driver shortages. A number of other 
procedures were introduced including use of a hotspot list for repeat issues and 
joint and proactive monitoring for example. Plans are to roll the workshop out to 
all CMOs and back office staff to ensure all aspects are reviewed for continuous 
improvement.

7.3 Back Office Review – CMT also supported Biffa in a review of back office 
activities. The Projects and Performance Manager spent a day in Biffa’s back 
office observing the administrative activities and noted 33 actions, relating to 
Biffa, CMT and CSC. These actions are still being worked on and it is envisaged 
that as a result of actions these activities will create operational efficiencies and a 
better customer experience for the public.

7.4 Refuse and Recycling Service (AWC) – There have been no whole missed 
roads experienced with this service this year, however there have been 
significant issues with repeat missed individual collections in particular for remote 
properties, which can be difficult to find. CMT have introduced a hotspot list this 
year which is monitored by CMOs and supervisors. However this can fail when 
contract supervisors are pulled away from duties due to staff issues. Supers are 
regularly required to work on rounds as drivers and so this issue has persisted 
throughout the year. 

7.5 Garden waste - The number of whole missed roads for this service have been 
high again this year in, particularly over the summer months when garden waste 
tonnage is heavy. This is due to the high volume of work across the service 
which impacts both Districts and results in work being transferred to the next day, 



leading to a knock affect for the rest of that particular week. In WCC this is 
exacerbated by the number of properties placing out additional sacks, which has 
occurred due to historical issuing of replacement bags and not record of which 
residents have purchased additional bags. Joint work to tackle this issue is 
underway between Biffa and CMT.

In WCC, where crews visit every street, less visible properties tend to get missed 
where crews are not checking properly. This is less of an issue in EHDC where 
crews have a specific list of properties signed up to the service.

Longer term the rounds will need to be rebalanced to even the work over the 
week, which would be fixed if Councils agreed to rounds rescheduling. Otherwise 
some more minimal rebalancing will be required. 

7.6 Kerbside Glass (EHDC) – This service has performed well this year; missed 
collections and complaints are low, and no missed roads have been reported.

7.7 Recycling Bring sites – There have been minimal issues and complaints this 
year, following successful replacement of igloo banks last year. All teething 
problems have now been ironed out and the service is running as expected.

7.8 Bulky Waste Service – In this period Biffa have made 405 subsidised 
collections and the majority of these were made within contract timescales. 
Overall the service has generated very few complaints this year, indicating that 
the service is working well in both districts.

CMT have also adopted a new process for Bulky Waste collections that ensure 
compliance with the Data Protection Act (DPA). Previously customers calling 
CSC to purchase bins were being transferred to Biffa where payment details 
were being taken, whilst the call was still being recorded. This practice has now 
stopped and Biffa now call the customer back to prevent card details being 
recorded.

7.9 Clinical Waste – There have been minimal issues this year, with a low number 
of complaints and missed collections, as a result of a member of staff being 
retrained and overall improvement to the service.

7.10 Assisted Collections – There has been no improvement this year in the number 
of missed assisted collections. This is due to continued lack of use of 
springboard and high turnover of staff that are inexperienced in using the system.

7.11 Replacement bins – this year has continued to see a marked increase in the 
number of requests for replacement bins which has contributed to the SPF 
failures. As a result many customers have had to wait much longer than the 
contractual 5 day delivery timeframe. CMT investigated disposals points via HCC 
during the summer as to whether there was an increase in tipped bins but there 



is no substantiated evidence to suggest this is the case. CMT have now asked 
Biffa to investigate why it is so high at around 200 a month. Further discussions 
are to take place.

7.12 Bin delivery process – to improve efficiency of the service and tackle the 
increase in deliveries and timeframes, CMT, CSC and Biffa started a trial at the 
beginning of Oct by moving to zonal deliveries, where all bins are delivered in a 
particular geographical zone each day, instead of all across the Districts on any 
day. This enables the customer to be given a delivery date, and under the new 
arrangement no bin will be outstanding after 9 days. The trial therefore increases 
efficiency and the number of bins that can be delivered each day dramatically, 
and is currently proving successful. Once CMT are satisfied it delivers improved 
performance and reduction in complaints then it is recommended this is adopted 
as a permanent change to the contract. JESC are asked to delegate this decision 
to the Head of Service. 

As part of the above zonal delivery changes, CMT have also reviewed the 
process to ensure it complies with the Data Protection Act (this will need to be 
further reviewed to comply with GDPR) and to ensure calls are not recorded that 
are taking payment details for bins. 

Biffa has also reviewed the back office procedure so that staffs are challenging 
replacement bin orders by asking customers to verify that the bin is lost or stolen, 
via a set of screening questions. Until Biffa are able to adequately use 
Springboard and crews record genuine losses or damage that can be reported 
back to CMT for action, then the number of bins Biffa are required to delivered is 
unlikely to reduce.

7.13 Unauthorised container project – there has been a delay to tackling this issue 
this year as a result of the inconsistent use of springboard by crews and lack of 
accurate records in order to correctly collect legitimate additional garden waste 
containers. Biffa state they are unable to progress with tackling this issue without 
rounds rescheduling happening first. This is also the case for recycling and 
refuse containers.

7.14 Contamination – CMT and Biffa are unable to progress with tackling 
contamination due to the ongoing staffing and related service issues experienced 
on the contract, which results in staff not having the time or experience to 
adequately check bins and record information on springboard. Biffa state that 
rounds rescheduling is required before progression with this project. The 
outcome however is that the contamination rate is likely to remain the same or 
continue to decline. This will be a main focus for the CMT going into 2018.

7.15 Collection Calendars and Leaflet – the preparation of the 2016/17 calendars 
was completed late last year. The delivery should have been completed on 1st 
November,  but did not start until 17th October, and wasn’t completed by 25th 



November. There were 287 complaints which were requests for calendars as a 
result. There were also two printing errors on calendar 9 which Biffa 
corrected with a bin sticker. 

A leaflet communicating what the recycling and some other services 
accompanied the 2016/17 calendar, which was delivered by Biffa and not extra 
cost to the councils, which also contributed to the delay in meeting the delivery 
timescale.

Calendars for 2017/18 are late going out this year.  

7.16 Round reorganisation – A comprehensive project plan has been developed for 
the first time this year, in partnership with Biffa, CMT and EHDC GIS support. 
The implementation of rounds rescheduling will bring a host of service related 
improvements and efficiencies. The outcome is currently pending the outcome of 
the options appraisal.

7.17 Staff changes – An additional member of staff was brought in by Biffa at the 
beginning of the year as a temporary support measure. This member of staff has 
now been retained and means there are now 5 supervisors, as set out in the 
contract. Although it falls slightly out of the contract year of 2016/17 we have as 
of 9th November 2017 been advised that Wayne Goodwin has left his position as 
the Contracts Manager at Biffa. 

8. Year 6 Performance of Contractors – Public Conveniences Cleaning

8.1 Wettons have provided a good level of service across both districts this contract 
year. 

8.2 Following the transfer of the client function for the WCC conveniences to Richard 
Hein (Head of Parking Services and CCTV, WCC) in October 2016 a number of 
sites have had some investment in the fittings which has helped with the cleaning 
work and improved the facilities. 

8.3 Additional jetting equipment has been purchased for the monthly deep cleans at 
Winchester sites, which has improved the condition of the floor surfaces.

8.4 Wettons have so far been unable to implement the ‘extranet’ quality reporting 
system for WCC and EHDC monitoring officers to use. An initial trial has required 
further development and a relaunch is expected in early 2018.

8.5 The contract management of Wettons has been passed to Sharon Watson the 
Projects and Performance Manager for this next contract year, in order to support 
a rebalance of workload in light of maternity cover and additional requirements 
for existing contract managers for HR and Finance.



9. Year 7 CMT Key Actions for coming year

9.1 There are a number of key work streams requiring CMT input this penultimate 
year of the contract running from 1st October 2017 to 30th September 2018, as 
set out below.

9.2 Contract options appraisal – A new timetable has now been agreed with a final 
JESC decision on 10th January and Cabinet decisions for both Authorities in 
February 2018.

9.3 Communications Strategy and Plan – This plan now updates and replaces the 
Waste minimisation plan as found in Appendix C. The focus of the new strategy 
and plan includes the following;

a) Increasing the capture and quality of recyclables
b) Reducing contamination of recyclables
c) Reducing household waste
d) Litter reduction and flytipping

Progress will be reported back to JESC in 6 months time (May 2018).

9.4 Service Planning – Service planning day arranged for April 2018 to review the 
current plan and update to drive service performance and improvement.

9.5 Team Development – Continued focus on team development to support 
continuous improvement and high performance of the team, with an Away Day 
planned in May 2018.

9.6 General Data Protection Regulations (GDPR) changes – implementation of 
the changes to ensure compliance within the CMT and its Contracts.

9.7 Mobile Working Trial – The team will be trialling a tablet, to record the baseline 
checks and record proactive inspection schedule, with a view to make the team 
more efficient and produce more real time data that can be used effectively in 
contract management. 

9.8 Insofar as the main contracted services are concerned there are a number of 
likely  service changes 

9.9 Biffa  - the key focus for this contract year will be the following;

 Improvement Plan - Focus on Service Improvement and implementation 
of the Plan, with a focus on improving workforce issues.



 Partnership Working – Continue programme to support Improvement 
Plan and work in partnership to resolve issues.

 Back Office Review – continue programme to support service 
improvement and customer service levels.

 Unauthorised Containers – CMT to refresh properties that are eligible for 
assisted and clinical collections, as well and multi bin properties. 

 Contamination - Work with Biffa to improve use of Springboard by crews 
so that contamination monitoring can be progressed.

 Bins return policy – CMT are looking to review the policy this year, to 
allow more flexibility. This will be reported to JESC once finalised this 
contract year. 

 Zonal bin deliveries – CMT to confirm success of the trial and report 
back to JESC.

9.11 Idverde – the key focus for this contract year will be the following:

 Acorn System – Improved provision of schedules and returns through the 
Project Acorn computer system

 Change Mechanism – Completion of this to enable more accurate 
service remodelling to enable visibility of costs and resources.

 Review of hitsquads - A review of both the leafing and green hitsquad in 
order to ascertain added value, and in splitting costs across the relevant 
clients.

 Review of Rural Sweeping – Review of this service to tackle issues 
outlined in the report.

 Lead Roles – Full implementation of lead client roles for CMOs.
 Closer working with HCC/ Skanska - more joined up working and 

increased communications.
 Grit storage at depot – to ensure continuity of service.

9.12 Wettons – the key focus for this contract year will be the following;

 Procurement process for contract which expires in March 2019.
 PQMS?
 Working with clients on recommending building/fittings improvement. 
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