	BEST VALUE REVIEW: -  MAINTENANCE OF THE HIGHWAY/STREETCARE 


	SERVICE AREA:  REFUSE COLLECTION

	SERVICE IMPROVEMENT PLAN
	


AREAS FOR IMPROVEMENT

	The quality of the refuse collection service, in terms of service delivery and problem rectification, as regards missed bins, was a key area for improvement.  This service enhancement should also seek to achieve cost reduction whilst ensuring equality of service provision by addressing the issue of non-collection on Bank Holidays and at Christmas. 




IMPROVEMENT TARGETS

	Indicator
	Baseline 99/2000
	Est. 2001/02
	02/03
	03/04
	04/05
	05/06
	06/07

	1. *BVPI86 Cost of Waste Collected

Per Household
	18.90
	19.40
	19.59
	19.79
	19.99
	20.19
	20.39

	2. **BVPI88 Number of waste collections missed per 100,000 collections of household waste
	123
	174
	90
	80
	70
	60
	50

	3. LPI Average Time Taken To Remove Flytipping 

(a) requiring specialist equipment

(b) not requiring specialist equipment 
	-

5
	-

8
	14

 6
	12

 4
	10

 3
	8

2
	6

1

	4. LPI % of missed collections put right at the end of the next working day
	58
	100
	100
	100
	100
	100
	100

	5. LPI % of requests for removal of bulky household waste completed within five working days.
	25
	50
	100
	100
	100
	100
	100


* Cost increases as it allows for indexation at circa 3% and required efficiency savings of 2% equating to a 1% overall increase

** Estimate for 2001/2002 is based on nine months and includes “start up” problems with “new” refuse collection service, from May to August 2001, which had been expected. 

PERFORMANCE IMPROVEMENT PLAN

	Action Points
	Actions Required
	Timescale
	Responsible Officer
	Reason for Improvement
	Resources

	Short Term
	
	
	
	
	

	1. To reduce the cost of Service Provision by £150K per annum.
	Implement Review of Refuse Collection in full
	March 2002 Outturn
	AD(C)
	GJ
	NONE



	2. To remove fly-tipped material requiring specialist equipment within ten working days of receipt of report.
	Allocate and consolidate Client Directorate Budgets to Environmental Services
	April 2002
	Director 
	ABEH
	Consolidate Existing Council  Budgets in a single holding fund.



	3. To remove fly tipped material not requiring specialist equipment within three working days of receipt of report.
	Allocate and consolidate Client Directorate Budgets to Environmental Services.
	April 2002
	Director
	ABEH
	Consolidate Existing Council  Budgets in a single holding fund.



	4. To collect all bulky waste within five days of request.


	Implement review of Refuse Collection in full.
	May 2002
	AD(C)
	BH
	None

	5. To carry out a customer survey by telephone on revised service provision.


	Prepare Questionnaire.  

Identify Target Customers.
	May 2002 

June 2002
	DMT
	BH
	Directorate Budgets

	6. Improve Reliability and Image of the Vehicle fleet.


	Enter into a Contract Hire Agreement
	February to July 2002
	AD(C)
	BDK
	Directorate Budgets

	Action Points
	Actions Required
	Timescale
	Responsible Officer
	Reason for Improvement
	Resources

	Medium Term
	
	
	
	
	

	NONE


	
	
	
	
	

	Long Term
	
	
	
	
	

	1. To achieve Charter Mark Status for Refuse Collection Service
	Develop a comprehensive bid
	September 2003
	DMT
	B
	NONE



	Achieved
	
	
	
	
	

	1. Ensure profitability of Commercial Refuse Service.
	Identify Costs and Income.  Restructure Service.  

Continually Monitor Trading Account.
	May 2001

Ongoing


	AD(C)
	H
	Maintain and enhance market share.

	2. Ensure 100% Service Delivery through alternative employment practices/partnerships.


	Obtain Council Policy approval.  Implement Review of refuse collection in full.
	May 2001
	AD (C)
	ABCDHKL
	Directorate Budgets

	3. Introduce 4 day working on a zoned basis.
	Implement Review of Refuse Collection in Full
	May 2001
	AD(C)
	BDFH
	Directorate Budgets



	4. Improve Rectification Rates of Missed Bins to 100% within 24 hours.
	Implementation Review of Refuse Collection in Full
	August 2001
	AD(C)
	ABH
	Directorate Budgets



	5. 100% Removal of Excess Waste
	Implement Refuse Collection Review in Full
	August 2001
	AD(C)
	BH
	Directorate Budgets

	6. Resolution of Non-Collection on Bank Holidays
	Implement Refuse Collection in Full
	August 2001
	AD(C)
	BFH
	Directorate Budgets

	7. Improve Customer Relations
	Reduce level of missed Bins Improve Rectification Rates.  Reduced Complaints.  

Attend Community Meetings
	August 2001

Ongoing
	AD(C)
	BEH
	Directorate Budgets

	8. Introduce Service Between Xmas and New Year
	Implement Refuse Collection Review in Full
	December 2001
	AD(C)
	B
	Directorate Budgets

	9. To reduce number of missed Bins to within top quartile of metropolitan Authorities
	Implement Refuse Collection Review in Full. 
	March 2002
	AD(C)
	ABC
	Directorate Budgets

	Achieved and Ongoing
	
	
	
	
	

	1. Improve Customer Consultation Processes
	Regular six monthly surveys
	Mid 2002
	DMT
	BH
	Directorate Budgets


