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EXECUTIVE SUMMARY: 

This report provides an update for Members on the second year’s experience of the 
depot services contracts which began on 1 October 2011.  This issue was also 
considered by Joint Environmental Services Committee made up of Cabinet 
representatives from the City Council and East Hampshire District Council on the 23 
October and any comments from that meeting will be included in an oral report at the 
same time that this report is presented to Committee.  The report presented to that 
Committee is attached as Appendix 1 to this report.  It includes separate summaries 
from the Joint Client Team, Biffa Municipal Ltd and The Landscape Group with their 
views since the last report was considered by Committee in December 2012. 
 
Also included in this report is a summary of formal complaints received through the 
City Council’s corporate complaints system which should be considered in 
conjunction with the Lagan service complaint data which forms part of the Joint 
Client Team Manager’s report. 
 
Both contractors and representatives of the Joint Client Team will be attending The 
Overview & Scrutiny Committee meeting to answer questions from members on 
current performance.  The information contained in this report should help to identify 
areas for further questioning and investigation at the meeting.  
 
The City Council has recently established a Joint Scrutiny Committee with East 
Hampshire District Council which will meet for the first time on the 18 November. The 
remit of the Scrutiny Committee will be discussed at that meeting so Members 
should consider how the relationship between that Committee and The Overview & 
Scrutiny Committee will function in the future.  
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RECOMMENDATIONS: 

That The Overview and Scrutiny Committee: 
 
1) Note the contents of the reports on depot contract services performance since 

the issue was last considered in December 2012. 
 
2) Identifies any issues that it wishes to refer to Cabinet for consideration following 

consideration of  
 

i) The JESC reports  
ii) Questioning of contractor and client representatives at this meeting. 
iii) The views of the TACT Landscape Scrutiny Group 

 
3) Agrees that the following principles are recommended to the Joint Environmental 

Services Scrutiny Committee for inclusion in the proposed terms of reference: 
 

a) The Committee should report back to its parent committee as necessary 
(which for the City Council will be The Overview & Scrutiny Committee) who 
can then refer any matters of concern to their respective Cabinets 

b)  An annual report should be produced by the Scrutiny Committee and 
reported to the parent committee 

c) Any matters of concern can be referred to the parent committee if requested 
by resolution of the Committee or at least 2 or more Members from either 
authority. 

 
 

 
 

 

 

 

 

 



  
 

THE OVERVIEW AND SCRUTINY COMMITTEE 
 
28 October 2013 

DEPOT CONTRACT SERVICES ANNUAL REVIEW 2013 

REPORT OF ASSISTANT DIRECTOR (NEIGHBOURHOODS & ENVIRONMENT) 

1. Detail 

1.1 This report provides an update for Members on the experience of the depot 
services contracts since the issue was last reported to Committee in December 
2012.  Although annual reports were originally anticipated the Chairman has 
requested that this issue be considered earlier than originally planned in 2013 
because of concerns about current performance in some areas. 

1.2 The depot services contracts began on 1 October 2011 following joint 
procurement with East Hampshire District Council which resulted in contracts 
with Biffa Municipal Ltd and The Landscape Group Ltd to run the 
refuse/recycling and street cleaning/grounds maintenance services  
respectively.  A further contract was let to Superclean for the cleansing of public 
conveniences and this is referred to in the Joint Client Team Manager’s report 
described below.  

1.3 Appendix 1 is a copy of the report considered by the Winchester City 
Council/East Hampshire District Council Joint Environmental Services 
Committee (JESC) on the 23 October 2013 as part of their role to oversee the 
performance of the contracted services.  It includes annual reports from both 
contractors and also the view of the East Hampshire Joint Client Team 
Manager who acts as client for the contracts as part of the Administrative 
Authority under the terms of an Inter Authority Agreement between both 
Councils.  The JESC conclusions will be reported orally at The Overview & 
Scrutiny Committee as there was not time to include these within this report 
because of the preparation and dispatch deadlines. 

1.4 Both contractors and representatives of the Joint Client Team will be attending 
The Overview & Scrutiny Committee meeting to answer questions from 
members on these and other issues.  The information contained in the JESC 
report should help to identify areas requiring further explanation or clarification.    

1.5 The report from the Joint Client Team Manager includes data relating to service 
requests following contact by a member of the public to report an issue such as 
failure to deliver the contracted service.  These are described as ‘Lagan Cases’ 
as this is the IT system used to record them and track progress with resolution. 

1.6 Some service failures result in formal complaints to the City Council’s on-line 
system or correspondence received either direct or via an elected Member or 
MP.  These complaints are tracked and monitored separately and help provide 
additional information on issues which have been escalated using this route. 

1.7 The way these complaints are categorised does not easily fall within the 
separate contract areas so some additional analysis has been carried out in 
order to do this, the results of which are shown in the table at Appendix 2 which 
includes comments on the possible reason for the changes shown. 
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2. TACT Scrutiny Group 

2.1 Since the commencement of the contract TACT has had its own ‘Landscape 
Scrutiny Group’ monitoring contractor performance and discussing concerns 
with both contract client officers and the contractor. The main issues of concern 
relate to the following areas: 

a) Standards of work undertaken and equipment used 

b) Lack of adequate supervision by the contractor 

c) Progress with the shrub bed recovery plan 

d) Problems with the grass cutting and weed/moss removal 

e) Delays in the communication between the client and contractor  

f) Insufficient emphasis placed on the Housing associated works. 

2.2 Representatives of the TACT Landscape Scrutiny Group will be in attendance 
at the Overview & Scrutiny Meeting to provide further details of these concerns 
for Members in order that these can be taken into account as part of the overall 
scrutiny process. 

3. Future Scrutiny arrangements 

3.1 Committee has also previously agreed to establish a Joint Environmental 
Services Scrutiny Committee with East Hampshire District Council 
representatives in order to scrutinise the depot services contract as well as 
recycling performance and joint working as part of the Project Integra 
Partnership.  This agreement followed the completion of a previous City Council 
ISG on Project Integra and Recycling which reported its findings in September 
2012.  It has taken some time to set up the panel whilst nominations were 
agreed by the 2 Councils and a meeting date agreed but a first meeting is now 
scheduled for 18 November.  

3.2 Whilst the terms of reference for the joint scrutiny Committee have not yet been 
agreed it is considered important that its remit should not just be limited to 
recycling rates alone but should also consider contractor performance and the 
response of the JESC. Committee is asked to consider this aspect and decide 
how it wishes its relationship between the Joint Environmental Services 
Scrutiny Committee to work in the future. These views can be reported back to 
the first meeting on the 18 November for consideration. It is recommended that 
the following principles are incorporate within the proposed terms of reference: 

a) ;The Committee should report back to its parent committee as necessary 
(which for the City Council will be The Overview & Scrutiny Committee) who 
can then refer any matters of concern to their respective Cabinets 

b)  An annual report should be produced by the Scrutiny Committee and 
reported to the parent committee 
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c) Any matters of concern can be referred to the parent committee if requested 
by resolution of the Committee or at least 2 or more Members from either 
authority. 

OTHER CONSIDERATIONS: 

4. SUSTAINABLE COMMUNITY STRATEGY AND CHANGE PLANS 
(RELEVANCE TO):  

The delivery of the depot contracts services contributes towards the aims of the 
High Quality Environment outcomes of the Community Strategy.   

 
5. RESOURCE IMPLICATIONS: 

5.1 There are no direct resource implications arising from this report.  However, 
with nearly 2 year’s experience of the delivery of services on the ground, work 
is nearing completion of any final contract variations so as to establish a 
‘business as usual’ position.  Where possible any contract variations will be 
considered on the basis of being cost neutral by changing the allocation of 
existing budgets across services.  

 
5.2 It is expected that the conclusions of this work will be reported to the JESC on 

the 23 October when the draft budget for 2014/15 will be considered. In the 
event that additional resources are required these will be quantified and 
submitted for consideration as part of the City Council’s 2014/15 budget 
preparation process if required. 
 

6. RISK MANAGEMENT ISSUES   

6.1 The main risk associated with performance on the contracted services is the 
potential loss of reputation of the City Council caused by poor contractor 
performance.  
 

6.2 The other main risk areas concern the possibility of contract failure due to either 
contractor going into administration or the partnership between the 2 Councils 
failing. 
 

6.3 Both of these risks have been properly evaluated and risk control measures 
have been put in place including performance bonds and contractual 
arrangements. 
 
   

BACKGROUND DOCUMENTS: 

None 

APPENDICES: 

1. Joint Environmental Services Contracts Annual Report Year 2 - Committee 
Report EXGK.30/12 - 23 October 2013 

 
2. Complaints analysis table 











































































  
 

Appendix 2 
Complaints Analysis 

 
Complaint Topic Description 2011/12 2012/13 Variance Trend* Comments 

Missed Bin 
Collection 

As described 66 40 -26 ▼ Encouraging downward trend which is to 
be expected as crews become more 
familiar with rounds 

Missed garden 
waste collection 

As described 23 15 -8 ▼ Encouraging downward trend which is to 
be expected as crews become more 
familiar with rounds 

Bin Method Mostly relate to the way a 
bin or garden waste sack 
was returned after 
collection 

18 40 +22 ▲ Significant increase on last year which 
may suggest that crews are rushing 
collections and not returning containers 
as instructed 

Bin Policy Relate to the 24 hour rule 
for reporting missed 
collections 

15 22 +7 ▲ Approximately a 50% increase and is due 
to increasing frustration with the policy 
that missed collections must be reported 
within 24 hrs if they are to be collected or 
await next scheduled collection 2 weeks 
later  

Grounds 
Maintenance 

Shrub bed or hedge 
maintenance  

7 10 +3 ▲ Minor increase in formal complaints 
which needs to be considered alongside 
Lagan case data 

Grass Cutting As described 15 5 -10 ▼ 2011/12 was a very challenging year for 
grass cutting activities due to weather 
conditions and growing season. 
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Litter/Dog Bins Overflowing or missed 
collection 

6 5 -1 ▼ Very minor decrease which needs to be 
considered alongside Lagan case data 

Fly tip Removal Delays in removal 0 2 +2 ▲ Minor increase in formal complaints 
which needs to be considered alongside 
Lagan case data.  Procedure to deal with 
fly tipping has been strengthened with 
proactive operations to identify offenders. 

Street 
Cleaning/Leaf 

removal 

Delay in service or 
inadequate works 

5 8 +3 ▲ Minor increase but need to consider final 
trend once leaf clearing season for 2013 
has been completed.  

Public 
Conveniences 

Poor cleaning 4 5 +1 ▲ Minor increase in formal complaints 
which needs to be considered alongside 
Lagan case data 

Total  159 152 -7 ▼ Minor overall decrease but longer term 
trend over next few years will be 
important 

 
 

*Notes – size of symbol indicates scale of trend 
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