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Serco Business - Commercial in Confidence

North Norfolk — Collection Update 41? h

North Norfolk collection rounds were moved to a new target operating model on the 5" September 2022
The change in service collection has effected 90% of the residents in the borough with many residents
having not only a day change but a change in collection week as well.
The change in the collection model has meant that all the drivers in Serco have had to learn new areas which
has resulted in some disruption to the residents service while the new changes are bedded in.
The changes have resulted in a higher number of calls experienced by the customer call centre, initially to
explain the changes to residents and subsequently to deal with any missed bins.
To mitigate the effect on residents Serco took the following steps:

e 6 additional vehicles hired for the 12 weeks of transition

* 6 additional agency crews employed for the 12 weeks of transition

* 6 additional call centre staff to deal with enquiries for the 12 weeks of transition
Due to the national driver shortage we have struggled to ensure that we have enough drivers to deploy the
support crews every day, this has now been rectified and we are consistently deploying all support crews.
Over the last 8 weeks we have seen a steady decrease in the number of missed bins being reported as
evidenced in the following graphs.
We have also seen a decrease in the number of properties that have not had their collection completed on
the collection day. We have been deploying the support vehicles to complete any properties missed by the
following day
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Missed bins over 4 weeks Pre Go- live

Missed Bins Pre Go Live - Refuse & Recycling Missed Assisted Bins Pre Go Live - Refuse &
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Missed bin from the refuse and Recycling service covering the period of 4 weeks prior to
the go live date of 5t September 2022.
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Missed bins over 4 weeks Pre Go- live -m h'%;ﬁ

Missed Bins Pre Go Live - Garden Waste Missed Assisted Bins Pre Go Live - Garden
70 Waste
16
60
14
50
12
40 10
8
30
6
20
a4
w l l
. 2
0 0
Week -4 Week -3 Week -2 Week -1 Week -4 Week -3 Week -2 Week -1
W Missed Garden Collection B Missed Garden Assisted Collection

Missed bin from the Garden waste service covering the period of 4 weeks prior to the go
live date of 5t September 2022.
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Missed bins Post Go- live

Missed Bins Post Go Live - Refuse & Recycling
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Missed Assisted Bins Post Go Live - Refuse &

Recycling
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W Missed Recycling Assisted Collection W Missed Refuse Assisted Collection

Missed bin from the Refuse & Recycling service since the go live date of 51" September

2022.
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Missed bins Post Go- live 3& h' %;ﬁ i

Missed Bins Post Go Live - Garden Waste Missed Assisted Bins Post Go Live - Garden
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Missed bin from the Garden Waste service since the go live date of 5" September 2022.
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The completion rate above shows the split between
refuse&Recycling and garden waste completion rates
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Properties not completed on day of collection

Properties Missed - Round : ALL
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Customer call centre

Sﬁercg 6 Morfelk Environmental Services
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Dale
[8/a2022 045092022

Call dispositions

2,239 162 21

Missad Bin Garden Waste Complaints

639

Crther Enquiries

Number of calls
for 4 weeks pre-

go-live
21 81 3 147
Mew Bin Bulky Caollection Fly Tips Total Payment Taken
Dale
serco
Quipart - 6 Morfolk Environmental Services Uh0A022  2B/10/2022
o H
Call dispositions
7.690 173 51 909 Number of calls
bissad Bin Gardan Waste Complaints Crther Enquiries fo r 8 wee kS Sl nce
go-live

18 83 (Blank)

Mew Bin Bulky Callection Fly Tips Total

117

Payment Taken
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