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Executive Summary 

A recent inspection by the Audit Commission assessed Richmond upon Thames London Borough Council as providing a 'good' two-star Waste Management service.  The inspection also recognised that 'the needs of the citizens and service users are at the heart of our waste services', but that the service could benefit further from regular and planned customer involvement.   

Thus on 20th February 2006 a group of residents and service users participated in a Waste, Recycling and Street Scene Enforcement Focus Group held in Twickenham to give feedback on the services provided in these areas with a view to shaping future services provided by the Council.

The data presented in this report is qualitative rather than quantitative, but is one method of shaping services for the coming year.  Summarised in the tables (1 – 6) below are the main points made by participants that will be acted on by the sections listed in the time frames indicated.  

Table 1 – Main Points Raised for Action – Toilet Scheme

	Service 
	Issue/Conclusion
	Section
	Timeframe/ Action

	
	
	
	

	Toilet Scheme
	The most popular communications mediums chosen to publicise the Scheme were stickers (with logo) in shop windows and signage on streets or in/on shops.
	Communications
	Window stickers in place since the beginning of the scheme and street signage indicating that the scheme ‘operates in the area’ and ‘to look out for the window stickers’ was up the week of the focus group.

	Toilet Scheme
	While over half of the respondents felt the council should pay for public toilet provision, 40% felt the funding should come from more than one source.
	Communications
	Further research is scheduled later in 2006 to assess usage of ‘traditional’ public toilet provision and Community Toilet Scheme provision.  This information, coupled with information gathered from other sources will be used to decide how the Council will provide toilet facilities in the future.


Table 2 – Main Points Raised for Action – Graffiti

	Service 
	Issue/Conclusion
	Section
	Timeframe/ Action

	
	
	
	

	Graffiti
	Over 89% of participants rated the policy of removing graffiti as above average.
	Communications
	This is an excellent response that reinforces the Council’s policy of ‘rapid’ removal and zero tolerance to graffiti across the borough.


Table 3 – Main Points Raised for Action – Commercial Waste

	Service 
	Issue/Conclusion
	Section
	Timeframe/ Action

	
	
	
	

	Commercial Waste
	Participants were unanimous that commercial waste be collected by the Council within an hour of it being put out for collection.
	Commercial Waste
	To consider introducing a timed collection service - once collection times arranged, to contact customers to advise – research and work already in progress, decision in next 12 months.

	Commercial Waste
	The majority of participants (85%) felt that businesses that produce the waste which becomes food and drink litter in the street scene should be responsible for removing this waste.
	Commercial Waste
	Consider proposal to publicise to businesses that they are responsible for litter originating from their premises in this manner and will be invoiced for the cost of clearing it up - research and work already in progress, decision in next 12 months.


Table 4 – Main Points Raised for Action – Recycling Service

	Service 
	Issue/Conclusion
	Section
	Timeframe/ Action

	
	
	
	

	Recycling Service
	The majority of participants (57%) rated ‘Collecting more types of recycling’ as their 1st choice as to how the recycling service could be improved.
	Recycling
	Investigate further the feasibility of introducing more materials to the kerbside collection based on the outcome of the existing trials taking place, where plastic and cardboard are also collected.  Any expansion of this trial would be subject to financial approval and would require a complete vehicle change and significant Material Recycling Facility modification.

	Recycling Service
	A large majority (90%) of respondents felt the council should not charge to collect green garden waste.
	Recycling
	Ensure new promotional material incorporates a section on the reasons why the Council charge, and that home composting is in line with our longstanding adherence to the ‘polluter pays’ principle, but also ensure that residents on low income or receiving benefit/pension are aware of the reduced charges.

	Recycling Service
	90% of the participants recycle, of those who don’t, one is a business.
	EcoAction
	Council considering proposal to introduce commercial recycling service in 2006.


Table 5 – Main Points Raised for Action – Communications and Marketing

	Service 
	Issue/Conclusion
	Section
	Timeframe/ Action

	Communic-ations & Marketing
	The communications medium ranked as most effective by the most participants (57%) was the leaflet door drop.
	EcoAction
	Continue leaflet drops.

	Communic-ations & Marketing
	The majority of participants felt they would like more feedback on recycling (80%).
	EcoAction
	Give quarterly/six monthly feedback, depending on news (e.g.March 2006 – distributed ‘Recycling Success’ leaflet with feedback for 2005 recycling results, August 2006 & January 2007 – press release to give feedback on recycling performance in borough).

Put feedback on website (e.g. targets, financial savings, performance) – May 2006 – display information on above at summer fairs & road shows in borough, libraries and supermarkets.

May 2006 – leaflet drop to residents giving feedback on how to use the food waste scheme over the summer.

Continue to circulate feedback via online community websites and community groups - ongoing.

	Communic-ations & Marketing
	Most participants (85%) want to receive information on recycling annually, while 61% would like information both quarterly and annually.
	EcoAction
	Distribute information annually, especially via council tax and booklets (e.g.

give financial information feedback in March 2007 via Council tax bill).

Insert information quarterly/half-yearly on website and via press releases (ongoing) – there is a feedback recycling page on the council webpages.


Table 6 – Main Points Raised for Action – Street Scene Enforcement

	Service 
	Issue/Conclusion
	Section
	Timeframe/ Action

	
	
	
	

	Street Scene Enforcement
	Littering was ranked by participants as the most pressing problem affecting the street scene in the borough, followed by Graffiti/fly-posting, Dog fouling and Fly-tipping.
	Street Scene Enforcement
	Report the priorities to the Overview and Scrutiny Committee and use as a basis for the 2006/7 street scene enforcement work programme.

	Street Scene Enforcement
	61% of participants knew how to contact Street Scene Enforcement.
	Street Scene Enforcement
	Update all letters from Street Scene Enforcement to include contact details for the team – with immediate affect.

Advertise ‘how to get in touch’ on leaflets and other publicity – with immediate effect as developed and printed.
Link with London wide activities (e.g. Capital Standards Enforcement Week) to publicise the work of the Team – October 2006.

The Council produces an ‘A-Z’ of services listed in/on the back cover of Arcadia residents’ magazine distributed bi-monthly to every borough household.

Environment News went to every household before Christmas and contained contact details for different services.

	Street Scene Enforcement
	Two thirds of the participants knew about most or some of the work done by the Street Scene Enforcement Team prior to the event.
	Street Scene Enforcement
	As above.
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