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Executive Summary

The purpose of this report is to provide Committee with an update on the
implementation of the revised waste collection system.

Recommendations

1. That Committee notes the content of the report.

2. That a further report is submitted to Committee in approximately 6 months to
provide a further detailed update on the new waste collection system and
recycling levels.

Supporting Documents
Council Plan to 2020: Delivers on Action 20 to provide a safe and attractive environment
that supports the wellbeing of communities.

1. Background

1.1 Policy within the area of waste collection and recycling is driven by the Scottish
Government's Zero Waste Plan. This Plan has a requirement that 60% of all
household waste shall be recycled by 2020 with a further target to recycle 70% of
all waste arising within Scotland by 2025 with a maximum of 5% of waste sent to
landfill. As well as achieving the recycling targets set by the Scottish
Government, there is also a financial incentive in diverting waste from the
"residual bin" and into recycling.

1.2 The introduction of the Waste (Scotland) Regulations 2012 require that all local
authorities collect recyclate in a manner which facilitates specific treatment. The
introduction of the revised scheme provides further separation of our dry
recyclate which provides further compliance with the legislation.
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1 .3 The Scottish Government launched the national Household Waste Recycling
Charter in December 2015. The Council has committed to work towards the
overall aims of the Charter which are intended to achieve a more consistent and
better quality recyclate from local authorities. The Charter identifies a number of
collection strategies aimed at improving each Council's recycling performance
and thus developing a consistent national system, while leaving scope for each
Council to design specific services around their local priorities. A key driver of the
Charter is to reduce the capacity of residual waste collection which in turn will
encourage people to recycle.

1.4 The introduction of the Clyde Valley Residual Waste Contract in December 2015
will allow for all of the Council's residual waste to be disposed of at an energy
from waste facility. The contract allows for a maximum tonnage from North
Lanarkshire of 71,000 tonnes. At present the residual tonnage for the Council sits
at 74,400 tonnes. There is a requirement for the Council to reduce the waste
being disposed of through the grey bin and ensure that all waste that can be
recycled is disposed of through one of the recycling streams.

1.5 Audits continue to show that more than 50% of the waste disposed of in the grey
bin is recyclable. As a percentage of the residual waste collected Food Waste
(30.6%), Paper and Card (14.3%) Glass (6%) Metal (5.5%) and Plastic Bottles
(3.9%) are still being disposed of and not recycled. Action requires to be taken
therefore to move such items from the residual waste and into recycling.

1.6 In order address these requirements, agreement to introduce a revised waste
collection service was approved at the Council's Policy and Resources
Committee on 21st June 2017.

1.7 This system moved the majority of properties (circa 120,000) within the council
area onto a 4 bin system. The table below provides an example of the collection
frequency:

Week I Week 2 Week 3 Week 4 Week 5 Week 6

Residual Paper/Card Glass/Metal/Plastic Residual Paper/Card Glass/Metal/Plastic

Food/Garden Food/Garden Food/Garden

1.8 The collection system reflects similar changes amongst other local authorities who
have moved towards a "three weekly" collection system for their residual waste.
Most notably East Renfrewshire, who have the same collection system, have just
become the first local authority in Scotland to achieve the Scottish Government's
recycling target of 60%.

2. Report

2.1 The new waste collection service was implemented on 2 October 2017. To date,
with only a few exceptions, all of the new routes have been completed and details
of the levels and quality of the recycling material delivered to the end processor
during the first three weeks of the new arrangements is summarised in the table
below:
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Reóyclate Predicted
Tonnage Band I Band 2 Band 3 Band 4

Paper/Card 750 25% 60% 15% −

GMP 960 15% 55% 30% −
Food! Garden 1200 90% 10% − −

Actual
Paper/Card 272 70% 30% − −
GMP 480 100% − − −
Food! Garden 1235 100% − − −

2.2 The table demonstrates that the quality of the material being passed to the end
processor is above expectation prior to commencement of the new service. The
predicted tonnage column reflects what would be expected in a normal three
weekly period. However, as this was the first three weeks of the new system and
with a full clear out of all waste (excluding food/garden) being undertaken prior to
commencement of the new service and a new tagging policy being introduced, it
was always anticipated that a decreased level of recyclate would be collected
during this period. It is fully expected that the levels of recyclate will now increase.
By way of comparison with the levels of recyclate collected over the same period
last year, a total of 2,736 tonnes were collected. This is compared to a total of
1,987 tonnes for the first three weeks of the new system − a 28% reduction.
Although this is a reduction, it was less than expected taking into account the
introduction of the new system.

2.3 With the move to a combined food/ garden waste collection scheme there was also
a requirement to move away from the normal plastic bags that had previously been
issued for food collection. This was due to the different process involved in the
treatment of the combined mix of materials which required bio−degradable bags to
be used.

2.4 Delivery of the new bags to all properties was scheduled for the three week period
before commencement of the new service through the use of an external
contractor. Three days into this contract, the contractor advised the Council that it
could not fulfil the terms of the contract and withdrew from the delivery. In response
to this a revised delivery strategy was devised which involved a mix of internal staff
and two separate external contractors. Delivery of the bags was scheduled to be
completed by 8th October.

2.5 The deliveries by our own internal staff and one of the contractors were completed
on schedule. However, despite assurances and quality checks provided by the
other contractor that all deliveries were completed, it became apparent that this
was not the case. It is estimated that around 30,000 properties did not receive a
delivery of the bags. The circumstances surrounding this matter are now being
investigated and the Council is determining whether further legal proceedings
should be taken.

2.6 The areas particularly affected by the delivery issues appear to have been
concentrated in the North and Centre routes of the Council. Further supplies of the
bio−degradable bags were secured and specific deliveries within these areas have
now been undertaken through the use of both internal and agency staff.

2.7 In addition to this, communication was issued to advise residents that should they
have not received any biodegradable bags then they should continue to use their
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existing food waste bags and their bins would still be uplifted even with this
contamination. At the same time they were also asked to tie a bag to their brown
bin at its next uplift. Arrangements have been put in place to have additional staff/
vehicles follow these routes and a supply of bags will be provided for such
residents. Through this process all residents requesting a supply of the new bags
should receive delivery by the 30th October.

2.8 Prior to implementation of the new service, the Council had delivered
approximately 15,500 new recycling bins to those properties requiring them to
move to the new system. In addition to this, it was always expected that there would
be a further demand for more bins and the Council had purchased 16,000 bins of
varying sizes and colours in anticipation. However, as communication was
circulated on the new system it became clear that the demand for bins exceeded
expectations. In a normal week, approximately 200 requests for new bins are
received by the Service. We had anticipated this to increase, but since
announcement of the new system, approximately 23,000 requests for new or
replacement bins have been received − an average of around 3,000 bins per week.

2.9 The demand for this number of bins has been a result of two factors. The first is
requests from residents who have previously opted out of the recycling service but
now realise that they require all recycling bins/ larger bins to ensure sufficient bin
capacity is available. The second demand has come from those properties that
were not fully part of the previous recycling scheme and should have been
identified as requiring additional bins by the Waste Solutions service. A full survey
of the Council area was undertaken prior to commencement of the new service for
this very purpose. It has now become apparent that full details of the new bin
requirement were not properly identified which resulted in certain areas not being
provided with the full bin requirement prior to commencement. Taking into account
both of these factors, it is estimated that around 30,000 additional/ replacement
bins require to be delivered.

2.10 As of the 27th October approximately 12,000 bins have now been delivered and
additional resource has now been allocated to concentrate on the delivery of the
bins. Assuming there will be a reduction in the demand for bins, it is anticipated
that we will deliver all bins by 22 November. Additional bins have also been
purchased to meet the increased demand.

2.11 As an interim arrangement we have advised residents who are not in receipt of the
full number of bins to continue to use the bins they have as per the new system;
but where they are without a specific bin then this waste can either be taken to
their local recycling centre or be deposited within the grey/ black bin. In addition, if
this bin is found to be full prior to the three weekly uplift then any additional refuse
can be placed in black bags adjacent to the bin and this will then be removed at
the time of uplift until such times as they are in receipt of all necessary bins.

2.12 Although this demand for new bins is presenting a short term operational issue and
obvious concern for those residents who do not have all of the bins, measures are
now being put in place to address this and this will provide significant benefit in the
longer term. With all the additional recycling bins being issued this will undoubtedly
increase the levels of waste being recycled, which will in turn allow the Council to
move towards achieving the recycling targets set by the Scottish Government.

2.13 An initial concern expressed by elected members prior to the introduction of the
scheme was the potential problem of used nappies lying within the residual waste
bin for a period of three weeks. Although feedback from other local authorities who
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have already transferred to a three weekly service suggested that this was not an
issue, it was agreed that at the start of the service a supply of "nappy bins" would
be purchased. After an initial peak in demand for the units over the first week of
the service, this has now reduced significantly. Up until the 23rd October a total of
984 requests have been received for the units.

2.14 A further issue arising from the survey detailed within paragraph 2.9 has also
resulted in certain properties either being included or excluded from the new
collection system when they shouldn't have been. This appears to have been more
of an issue within the North of the Council area.

2.15 With the introduction of the new waste system there was also a requirement to
introduce a new routing system to reflect the revised collection system. This was
done through the introduction of "Fleet Route" routing software. The purpose of
this new system was to introduce the most efficient bin collection routes. Although
the routes have been achieved, it also became apparent during the first weeks of
the new system that the data issued to drivers has been inaccurate in a small
number of cases with some properties being missed from the route or indeed
allocated to an incorrect collection day/ cycle. This has resulted in a number of
missed bins. Within the first three weeks of the service a total of 540,000 bin uplifts
were scheduled to be undertaken. Within the same period the Service received
2485 missed bin complaints. Prior to the introduction of the new system around
750 missed bin reports were received over a similar three week period. It is clear
however, that there are more bins being missed than are being reported.

2.16 There has also been an increase in the number of missed pull out requests. This
appears to be due to some pull outs simply not being picked up by the system.
Over the first three weeks of the service a total of 1,317 "missed pull out" service
requests were received. This relates to approximately 5% of the total number of
pull outs undertaken over the same period and although this is a relatively small
number of incidents it does affect one of the most vulnerable groups and action
has now been taken to address this issue.

2.17 To ensure that all of the matters relevant to routing detailed in the paragraphs
above are addressed as soon as possible, a dedicated team has been established
within the Bellshill office. Its purpose is to:

• Coordinate the delivery of bins across the Council area;
• Undertake a review of properties particularly within the North of the

Council area to ensure that every property has been allocated to the
correct collection system;

• Distribute updated information to affected residents; and
• Update and improve the routing information provided to front line drivers

to ensure all properties are now covered and allocated the correct
collection day.

2.18 With the introduction of the new service a tagging policy was also introduced to
ensure that the quality of recyclate collected was at a level which ensured that the
Council received the maximum income or minimum disposal cost. Through the first
three weeks of the service around 40,000 tags have been issued. Over the same
period approximately 420,000 recycling bins have been serviced which suggests
around 10% of all bins were tagged.

2.19 Whilst it is accepted that strict tagging is essential to ensure the best quality of
recyclate, feedback received from residents suggests that there has been an overly
strict approach with bins being rejected for single items of contamination. Further
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training is now to be provided for all front line operatives to ensure that a more
pragmatic approach is taken. Most processors will accept up to 7.5%
contamination and still class the material as Band 1 quality.

2.20 With the introduction of the tagging policy and the current issues emerging from
the revised routing, a decision has now been taken to have a dedicated waste
collection team based within the Bellshill office. The purpose of this team is to
ensure that any missed bins/ pull outs and contaminated bins are addressed as
soon as possible. Following clearance of any outstanding enquiries, arrangements
will then be made to have vehicles "shadow" routes after their original collection
and uplift any missed or contaminated bins within as short a time as possible. This
in turn should reduce the number of calls to the contact centre. Additional resource
in the form of vehicles and crews have now been invested to this area to ensure
effective delivery. This team is managed separately from the normal front line
operation and will remove the pressure of such work from this team. This in turn
will allow the front line operation to concentrate fully on delivering the day to day
front line operation and again it is expected that this will reduce the number of
complaints relevant to missed bins/ pull outs.

2.21 The introduction of the new collection system has seen a considerable increase in
the number of calls received at the Council's Customer Contact Centre. Over the
3 weeks since the introduction of the new arrangements there has been an average
of 5,700 calls per day to the CCC, representing a 708% increase in call volumes.
At the peak there was over just over 10,000 on the first day however this has
reduced by 70% to 3,000 for the latest day's calls reflecting the responsive and
service delivery improvements in the waste service outlined above.

2.22 Over the period approximately 23% of callers have hung up I abandoned their call
during the pre−recorded message which signposts callers to information via the
council's digital channels. In conjunction with the waste service the CCC has been
monitoring these calls throughout the period and has provided management
information where there have been repeat calls from the same individual. This has
allowed the waste service to make contact with those individuals and identify and
resolve their issue thus preventing them needing to call again. The analysis of the
calls highlights that approximately half the calls are repeat calls.

2.23 As anticipated, visits to the council website peaked significantly from October 2
and have subsequently reduced to average levels, suggesting that customers are
able to find the information they are seeking about the new service. Social media
continues to be a popular way for people to engage and we have ensured that
fresh content is available.

3. Implications

3.1 Financial Impact

3.1 .1 Following discussion with the Head of Business for Financial Solutions funding to
support the additional costs linked to the introduction of the revised waste
collection system has been earmarked within the Council's Change Management
Reserve.

4. Measures of success
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4.1 That the Council will show an improved recycling performance and the
achievement of the £670,000 efficiency saving.

&

Andrew McPherson

Head of Regulatory Services and Waste Solutions
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