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Recommendations:
1. The Committee note the improvement in FCC’s performance.
2. Endorse the Executives approach to meet with FCC’s senior
management team on a weekly basis to monitor FCC’s performance to
ensure continued improvement.
1. Executive summary
1.1 Purpose of this report is to provide the Committee and nonCommittee Members with an update on the Council’s waste and
recycling contractors (FCC) performance since the extraordinary
Council meeting on 17th June 2021.
1.2 At the meeting on 17th June, FCC stated that they would
implement their proposed recovery plan to address the
unacceptable service that approximately 10% of residents have
received following the implementation of the new kerbside
recycling service.
1.3 Council resolved that the Executive would continue to meet with
FCC’s senior management on a weekly basis to review the
implementation of FCC’s recovery plan and ensure that
performance improved. A target date of 12th July was stated as a
target for when performance should be back at acceptable i.e.
contractual service levels.
1.4 Performance has improved since FCC implemented their plan on
28th June, however further sustained improvement is needed to
ensure that residents get the level of service that they deserve
and the Council has committed to deliver.

2. FCC current performance
2.1.
FCC reported missed recycling collections
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2.2. In the four weeks since the implementation of the plan graph 2.1
shows that performance has improved significantly compared to
the previous 4 weeks.
2.3. Since 5th July, FCC have reported that they had successfully
completed all rounds.
2.4. FCC have also advised that where they did fail to complete a
collection round, that they have revisited the next day to recover
the situation, meaning that almost all residents will have received
a weekly recycling collection for the first time since early May.
2.5. As of the week commencing 5th July, FCC were endeavouring to
collect all customer reported missed collections for all waste
streams (residual, organic and recycling) by the end of the next
working day. However due to a number of their staff having to
self-isolate, we are again in a position where missed collections
cannot be collected.

2.6. Resident reported missed recycling collections
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2.7. Graph 2.6 shows that residents reporting missed collections has
also reduced significantly from mid-May when on average the
council were receiving 255 reports per day, compared to last
week when the average was 53 reports per day.
2.8. Call volumes have also reduced significantly (over 50%) in the
last four weeks. However it should be noted that at over 400 per
week this is still 5 times the ‘normal’ rate.
2.9. Resident missed collection reports for all collections types
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2.10.

Graphs 2.6 and 2.8 show that whilst performance has
improved significantly, the last 3 weeks of data show that
between 370 – 500 residents per week are reporting a missed
collection.

3. Monitoring FCC’s Performance
3.1. Daily calls take place every morning with FCC and the Councils
officer team. The calls review the previous day’s performance,
operational issues that have occurred and any issues that are
materialising on the day.
3.2. As performance improves, Council Officers and FCC are now
focusing on the complex and repeat missed collection issues, as
well as key priorities such as assisted collections.
3.3. In addition to this it is clear FCC are not yet consistent enough
with their performance on the other street-scene services. The
Executive have advised FCC that they need to ensure that with
the onset of the full summer season that performance needs to
be consistently high standard for the following services:

Bottle & Paper Bank emptying

Litter & Dog bin emptying

Toilet cleaning

Road sweeping
3.4. Localities continue to monitor the contract and are now
providing a weekly report that will feed into the Executive and
FCC weekly meeting. Trend analysis of the localities teams
observations and inspections feed into the daily meetings.
3.5. The team are recording all contractual rectifications and defaults
and reporting these back to FCC on a quarterly basis.
4. Conclusions and next steps
4.1. Whilst here has been a step change improvement in
performance, improvement has stalled in the last 2 weeks.
4.2. There are still an unacceptable level of residents reporting
missed collections. FCC need to continue to deliver further
significant and sustained improvements across all waste
streams to reduce the number of missed collections to within
contracted service levels.
4.3. FCC have provided an outline plan to move the whole district

change-over to kerbside recycling (Devon Aligned Service).
Officers are still in discussions with FCC to understand the detail
and timescales for the implementation of this.
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