
East Hampshire and Winchester Joint Waste              
Contract

Annual Service Report October 2016 –
September 2017

Prepared by Biffa Municipal Ltd



Contents

1. Contract Overview

2. Health and Safety Performance

3. Management Staff

4. Operational Staff

5. Social Value

6. Refuse and Recycling Collections

7. Garden waste Collection Service

8. Clinical Collection Services

9. Ongoing Projects

10. Summary

11. The Year Ahead

Prepared by Biffa Municipal Ltd



1. Contract Overview

2016 – 2017 has been another challenging year for all concerned on the contract.

Service levels have been consistently high throughout this difficult period, the local team, working 
with the CMT, have also managed to complete some very demanding projects without an adverse 
effect on the performance. These are detailed later in this report. 

There is an ongoing commitment from all on the local team to continue to develop partnership 
working and have made inroads to this end although the contract has suffered and continues to 
suffer with recruiting and retaining staff which has resulted in some meetings not being able to go 
ahead as no-one from Biffa was available.

2. Health and Safety Performance

In the current year we have completed 596 Monitoring Checks on the crews which highlight day to 
day Health and Safety, performance and other issues which can then be dealt with pro-actively 
whilst there. This is a decrease on the previous year and is below the ideal target this is a reflection 
of the challenging year on the contract which has meant the supervisors have spent a large amount 
of their time driving rounds rather than supervising.

There has been an increase in vehicles accidents compared to the previous year. Full investigations 
are carried out on all accidents and incidents, including support from the SHEQ and Fleet support 
teams, and any identified actions and or disciplinary investigations are carried out diligently. The 
increase is a reflection in the high usage/turnover of agency/temporary drivers on the contract.
Stephen Hanby (Contract Performance Analyst) has passed his Transport Manager Certificate of 
Professional Competence qualification to ensure we continue to be fully compliant. 

Personal accidents resulting in injury has stayed static with the same amount of accidents being 
reported but they were less serious with no RIDDOR’s (2 in 15/16 contract year) being reported over 
the same period. 

3. Management Staff

Wayne Goodwin as Business Manager has continued to strive to improve the daily challenges that 
are faced on the contract and while some successes have been implemented there continues to be 
frustrations experienced. Unfortunately Wayne has now decided that he will no longer be able to 
fulfil this role moving forward so we are currently looking for a replacement

Stephen Hanby has now settled into the role of Contract and Performance Analyst and has been 
involved in some excellent partnership working in regards to streamlining the digital data shared 
between EH&W and Biffa, as well as cleansing the Spring Board system. Stephen will run the 
contract whilst a new Business Manager is sourced.

The contract Supervision team has had a challenging year and have spent a fair proportion of their 
available working time filling in on the rounds to prioritise the front line services and the fact that, 
green waste service aside, there has been minimal impact visible to residents is a testament to how 
hard they have worked this year.  

All supervisors have attended various training throughout the year including IOSH and 1st aid as well 
as internal training courses and we have one more supervisor than in the tender document as we 
agreed at last years JESC. 
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Operational Staff

This has been a challenging year for recruitment, as have all of the previous ones since we started 
the contract. We are currently operating with anywhere between 8 and 10 agency on a daily basis 
and struggle to retain staff and drivers in particular resulting in a high turnover and increased vehicle  
accidents as they settle into the role. Although this is not for a want of trying and we are constantly 
looking at other recruitment options within the district to hire staff direct rather than agency usage.

One of the main reasons given for leaving is the length of the current day and the pressures 
experienced during the day. This should be resolved as part of the on-going discussions regarding 
the re-scheduling of the rounds. 

Driver CPC training continues and all relevant staff have received this year’s modules, at no cost to 
the individual.

We are continuing with the driver apprentice scheme and have identified existing loaders for 
development on the upcoming course in 2017/18.  

5. Social Value

Currently Biffa employs 100 staff across the partnership area and whilst 89% of the staff live in this 
area, 99% live within Hampshire.

Biffa have continued to utilise outlets for the environmentally friendly disposal of all our end of life 
and damaged containers and will continue to do so for the length of the contract, or as long as these 
options are available.

6. Refuse and Recycling Collections

The Refuse and Recycling collection service is still to a very high standard and in the contract year in 
question we made 7,883,336 collections with only 7,136 missed bins reported. This equates to a 
99.91% success rate.

We continue to hit our KPI targets and have only failed these on 1 occasion. We have failed 8 KPI’s 
out of 60 during the last 12 months these 8 failures were between AWC collections (6) that has a 
threshold of 19 missed per hundred thousand and clinical (2) that has a threshold of 2 misses per 
calendar month. Whilst it has been reported that we have failed a number times on the SPF during 
the last contract year, we have identified that the threshold used by the CMT is lower than that 
approved by the JESC in June 2014. Using the correct threshold we have only failed the SPF once but 
have not failed the service KPI’s.

7. Garden waste Collection Service

The Garden Waste service is constantly evolving and is now at the maximum contracted numbers in 
East Hants district, we also continue to see more members transferring over to wheeled bin 
collections, all of which do have a very positive impact on the staff and reduce the Health and safety 
risks associated with the continued increased usage of Garden Waste collection in sacks in 
Winchester district. This service has seen a 10% increase in material collected compared to 15/16 
contract year using the same available resources. This service is under pressure to maintain the 
standards it has set recently and the 10% increase equates to approx. 580 Tonnes and this will only 
increase in the future meaning this service will struggle next year without significant changes being 
implemented to assist the crews.   
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Biffa are still maintaining the level of vehicles and crews on the service past the usual cutting season 
due to the particularly clement weather so that this does not cause problems.

8. Clinical Collection Services

This is the only service on which we have failed the KPI over the last year; and due to the very nature 
of this service this is being dealt with as a matter of urgency. To put this into context we have 
recorded 58 misses over the 12 month period; however the ad-hoc and personal way that this 
service operates there are a certain amount of problems expected and when these do they are 
resolved as a matter of urgency.

9. Ongoing Projects

During the contract year we have, in co-operation with the CMT, completed some significant 
projects:

Trial of zonal bin deliveries, ongoing.

The re-route project has been extensively expanded on compared to previous data supplied. 

Moving forward we are still looking at the multiple bins that are presented on the refuse collection 
service and have agreed to postpone the Green Waste audit in the Winchester district until a 
decision has been made on whether that service will change in the future, this is still waiting to be 
implemented. 

10. Summary

2016-2017 has been a hard year but with some progress evident in certain areas. Recruitment 
continues to be an ongoing problem which we need to resolve and we are constantly looking at 
different options to improve the situation in the coming year.

Biffa remain committed to the East Hants and Winchester contract and are continuing to bring in 
improvements as and when they are identified.

We will continue to drive through performance improvements, with a commitment to a target of 
zero accidents and zero missed collections. Whilst challenging, it is possible, and is the most efficient 
way of providing the contract’s services.

11. The Year Ahead

Meetings still continue to take place to discuss the authority options for the future service and 
whether a contract extension is one of these.

Once the way that the authority want to provide the Green Waste service in Winchester has been 
agreed then Biffa will work with the CMT to ensure that any changes are implemented with as little 
disruption to the residents as possible, however this will be a major project as Biffa intend to 
implement the new schedules ASAP and as such the CMT and Biffa will need to make sure that 
sufficient resources are available.
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