Item: 12
Page: 125
Environment & Infrastructure Services
REPORT TO INFRASTRUCTURE SERVICES COMMITTEE – 20 JANUARY 2022
HOUSEHOLD RECYCLING CENTRE REVIEW OUTCOME

1

Executive Summary/Recommendation

1.1

This report provides the background to the review of the Household Recycling
Centres’ (HRCs) systems and the review of the options available to traders to
dispose of their trade waste. It then summarises the process followed, the
options considered and the recommended outcome. Many factors were
considered during the options appraisal process and 4 options were considered
in detail. Option 2 was recommended for implementation which was to
continue using the current systems and incorporate additional identified
improvements if practicably possible.

1.1.1 In addition to the review of the HRC systems, a review of options available to
traders to dispose of their waste was also conducted. The main
recommendation from this review was to improve the communications to
Traders about the existing Council’s waste drop off service at the 3 transfer
stations in Ellon, Macduff and Banchory.
1.1.2 Full details of the review are included in Appendix 1.
1.2

The Committee is recommended to:
1.2.1 To review the information in the business case at Appendix 1
outlining the review process for the HRC systems and approve the
recommendations from the review outlined in paragraph 3.12; and
1.2.2 To review the information on the review of trade waste disposal
options and provide feedback to officers on the outcome outlined in
paragraphs 3.13 and 3.14.

2

Decision Making Route

2.1

Following a public consultation exercise, Infrastructure Services Committee at
its meeting on 24 January 2019 (Item 9), discussed and approved the
new Waste Strategy. One of the 5 deliverables outlined in the strategy was to
improve the network of HRCs in Aberdeenshire.

2.2

Deliverable No 4, of the Waste Strategy, outlined a package of measures that
together would provide a cost-neutral basis for improving the network of
HRCs. The aim was to ensure that householders can maximise the reuse and
recycling of those materials which are not collected through the kerbside
collection service.

2.3

Most of the measures outlined in the Waste Strategy were fully implemented in
2019 with the only exception being the measure to divert trade waste away from
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the recycling centres. Further work was completed to consider the best option
to deliver this particular measure. This included a review of measures taken by
other local authorities to prevent traders from using their HRCs. A full options
appraisal was undertaken to review the options available and make a
recommendation to members. The options appraisal report was included as
part of a report considered by Infrastructure Services Committee in August
2019 (Item 11) for approval of the Recycling Centre Policy and
Procedures. Following approval at Infrastructure Services Committee in August
2019 (Item 11), the restrictions were due to be implemented in April 2020, but
due to the Covid pandemic were put on hold and instead implemented in April
2021.
2.4

At the Infrastructure Services Committee meeting in August 2021 the
Committee agreed the scope of a review of the HRC provision for
householders and that the review would consider the options available for
traders to dispose of their waste. It was agreed that the outcome of this review
would be reported back to Infrastructure Services Committee in January 2022.
Part of this review included a public survey, the results of this were fed into the
review process.

3

Discussion

3.1

The operations of the Council’s HRCs have been the subject of concentrated
debate and opinion among Councillors and members of the public and while
some comments have been constructive and positive there has been negative
opinion and anecdotes, mostly concerning restrictions introduced as part of the
booking system and limit system.

3.2

The booking system at Aberdeenshire’s HRCs was introduced as a protective
measure for customers and staff when the HRCs were re-opened after the
initial Covid lockdown in June 2020. The booking system at the HRCs remains
in place, and in addition to providing a safe means of operating the sites, has
also shown to provide numerous additional benefits, both to customers and
operations. These benefits alongside the drawbacks were considered in detail
during the review process.

3.3

In September 2020, Aberdeenshire Council applied for, and was successful in
being awarded, funding (from Zero Waste Scotland) for the purchase and
implementation of an Automatic Number Plate Recognition (ANPR) system for
most of the HRCs to facilitate the operation of the booking system. This system
was installed by November 2020 which allowed the staff to return to their
normal duties including providing advice and assistance to the public.

3.4

In April 2021 the limit system for restricting access to the HRCs for vans and
trailers was introduced. The primary aim of the limit system was always to
restrict access to ‘commercial type’ vehicles to limit the numbers of traders
accessing the sites. The HRCs are for use by householders only, but it is well
known that many traders have used the sites for their trade waste. This
practice puts all the businesses operating legally and paying for their waste at a
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significant disadvantage. It is estimated to cost the Council up to £500k per
year to dispose of trade waste that is deposited for free at the HRCs.
3.5

Whilst placing limits on the larger, load carrying vans and trailers would
certainly have achieved the aim of limiting the amount of waste disposed on by
traders at the HRCs, it also places the same limits on householders with the
same type of vehicle and trailer. The aim was not to restrict access to genuine
householders to the HRCs, but it was agreed that 24 visits to the sites each
year would be more than sufficient for most householders. It was also
recognised that there may be occasions those householders do require more
visits to the HRCs and arrangements are in place to allow additional visits on
these occasions. In addition, community groups who conduct litter picks are
not limited to the number of visits to drop off their additional waste collected.

3.6

In the first couple of months following the introduction of the limit system a
significant amount of feedback was received from customers about the impact
this new system was having on their ability to dispose of their household waste.
Consequently, a rapid review was carried out and the following changes were
made to the system on 1 August 2021.
1. Removal of the current restriction of 8 visits in 4 weeks, at
all sites, which affect cars and mobility adapted vehicles. Booking is still
required.
2. Removal of the restriction that does not allow car derived vans with
trailers to enter the HRC sites. Car derived vans towing trailers are
limited to 12 visits per year. Larger vans are not permitted access with
a trailer.
3. The size of the acceptable trailer increased to 10 feet (3m). The number
of visits will remain at 24 per year.
4. Pick-ups style vehicles with trailer permitted. 24 trailer visits per
year limit applies (Implemented 23 April 21).
5. No limit on the number of times householders can enter HRCs
in domestic style pick-up vehicles. Booking still required. Flatbed
style pickups will not be allowed onsite.

3.7

Following the implementation of these changes to the limit system it was
agreed that a full review would be carried out of the systems that are currently
in place to consider whether the systems are still required and if so, if any
improvements could be made for customers. This review was led by the
Council’s Change Team following a service design process, involving input from
the public, community councils, elected members and the waste service. The
review was conducted from August to November 2021 and considered:
1. The online booking system, the limit system for vans, larger vehicles and
trailers and the ANPR (Automatic Number Plate Recognition) system, the
pros and cons and whether they are achieving their original purpose.
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2. An assessment of the means available to traders to dispose of their
waste lawfully and consideration of any means to improve the options
available.
3.8

As part of the review process a public survey was conducted and the general
public were encouraged to complete the survey to provide feedback on their
experience of the HRCs and using the systems in place at HRCs. Over 4,000
responses to the survey were received and the results analysed and fed into
the outcome of the review. The full results of this survey can be found in
Appendix 1.

3.9

A full business case was completed summarising the outcome of the review
and all the options considered and is included as Appendix 1 to this report.

3.10

This business case summarises the full review process which included a review
of all customer complaints, a review of social media comments and interactions,
a public survey of householders, a survey of traders, a gap analysis of trade
waste disposal options and a workshop with community councils and elected
members. All of the feedback and information from this process was then fed
into an analysis of the options for the future.

3.11

Four options were considered during the options appraisal process:
1. Do nothing and continue with the current systems
This option is to retain the current systems and make no changes in
addition to those that have already been implemented.
2. Continue with the current systems and incorporate additional
identified improvements
This option is to recommend improvements to the current systems which
incorporate feedback and observations from service users that relate to
the booking system, limit system & communications and have been
gathered through engagement with service users following a service
design approach in conjuncture with a range of performance data
supplied by the Waste service.
3. Introduce a hybrid system – removing booking at specific sites on
specific days
This option is to remove the current booking system at specific less busy
sites and on quieter days of the week.
4. Remove current systems
This option is to remove the current booking/limit system & ANPR
barriers and allow unlimited access to all vehicles.
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3.12

Many factors were considered during the options appraisal process which are
outlined fully in Appendix 1. Option 2 was recommended for implementation
which was to continue using the current systems and incorporate additional
identified improvements if practicably possible. The areas for further
exploration and implementation if possible, include:
Booking System Recommendations







Clearer instructions on website – simplify and update the language
Autofill of details to avoid duplication
Timeslots available first prior to completion
Introduce shorter notice availability of timeslots
My Aberdeenshire App incorporated and downloaded from the website.
Work with Street and Corporate address team, to ensure Pentagull
receive details of missing addresses to add to the system

Limit System Recommendations



Increase number of vehicles per timeslots at busier sites
Increase number of trailers per slot from 1 to 2 where site allows

Engagement/Communications Recommendations






More communications regarding 24 visits per year – not a 2 per month
limit
Make better use of Facebook/community publications on any changes to
booking process
Consistent communication across all platforms to improve customer
understanding
Easier to access information to help people to know what to do
Communication using the email address collected from booking system

3.13

A separate part of the review process was to review the current options
available to traders in Aberdeenshire to legally dispose of their trade waste as
concerns have been raised that traders may struggle to dispose of their waste
due to the new systems in place at the HRCs. This review analysed all of the
waste disposal options available (both via the Council and private operators)
within a 20 mile radius of every postcode within Aberdeenshire. It also
reviewed the usage of the 3 waste drop off points that the Council provides as a
pay as you go service for traders to dispose of their trade waste. A survey of
traders was also carried out to gather opinions and concerns to feed into the
process.

3.14

This review of trade waste disposal options concluded that most areas within
Aberdeenshire are covered by trade waste disposal options within a 20 mile
travel distance with the exception of some more remote areas including
Braemar and Ballater. Although the Council did introduce business waste drop
off points at 3 of its waste transfer stations in 2020 the participation in this
service remains very low so it is not considered a good use of resources to
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open up more disposal options. Indeed, feedback from the traders who
responded to the survey did not indicate the need for further disposal options.
The main recommendation from this review was to improve the
communications to traders about the existing Council’s waste drop off service at
the 3 transfer stations in Ellon, Macduff and Banchory.
4

Council Priorities, Implications and Risk

4.1

This report helps deliver the Strategic Priorities “Infrastructure” and “Economy &
Enterprise” within the Pillars “Our Economy” and “Our Environment”, by
continuing to provide a comprehensive network of Household Recycling
Centres across Aberdeenshire whilst ensuring they are as efficient and
customer friendly as possible. It will also reduce the Council’s annual
expenditure on waste disposal by restricting access to traders who should be
paying for disposal of their waste.

4.2

Implementation of this proposal will strongly support the delivery of one of the
Council’s priorities: Waste and recycling service which supports our attractive
environment and reduces emissions. This priority is also included in the
Infrastructure Services Directorate plan 2020-22.

4.3

This report helps to deliver the main objectives of the Council’s Waste Strategy
2019-23 (approved May 2019) by supporting the following strategy objectives:

4.4



Objective 2: Provide a cost efficient service – by restricting access to
traders at the Household Recycling Centres will ensure that traders pay
to dispose of their waste instead of their costs being met from within the
existing waste disposal budget.



Objective 7: Operate a safe and efficient waste service – by continuing to
use the booking service for the Household Recycling Centres allows
traffic management and movement of vehicles to be easily controlled
ensuring that it is a safe environment for those using the site as well as
those staffing it.

The table below shows whether risks and implications apply if the
recommendations are agreed.
Subject
Financial
Staffing
Equalities and
Fairer Duty
Scotland
Children and
Young People’s
Rights and
Wellbeing
Health and
Wellbeing

Yes

No

N/A
x
x

x

x

x
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Town Centre First
Climate Change
and Sustainability

x
x

4.5

The impact on existing staff is minimal. To ensure that Recycling Centre
operatives are fully aware of the changes being proposed to the booking
system, training will be provided in a consistent manner to all workers.

4.6

The financial implications are that if the recommendations are not approved and
the limit system and booking system are removed then the budget savings
expected for 2021-22 and on an ongoing basis will not be realised.

4.7

An Integrated Impact Assessment has been carried out as part of the
development of the proposals set out above. It is included as Appendix 2 and
the following impacts have been identified which can be mitigated as follows:
Impact Area:
Details:
Mitigation:

Impact Area:
Details:
Mitigation:

4.8

Age (Older)
Some older customers may not be digitally active and find the
online booking system a barrier to using HRC's
Bookings can be made by telephone using Wasteline number

Disability
Some customers with certain disabilities may not be able to
access the online booking system
Customers can call the Wasteline and make telephone
bookings

The following Risks have been identified as relevant to this matter on a
Corporate (Corporate Risk Register) and Strategic (Directorate Risk Registers)
level:
Risk

Mitigation

If measures to restrict
access are not continued
with then there is a risk
that traders will continue
to access the Household
Recycling Centres getting
free disposal of their
business waste. This
puts additional pressure
on the waste budget with
increased disposal costs
that are not recovered.

This can be mitigated by
allowing access restrictions
to remain which will ensure
that trader access is
restricted.

Relevant Risks in
Corporate /
Directorate Risk
Registers
ACORP001 –
Budget Pressures
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Risk

Mitigation

Relevant Risks in
Corporate /
Directorate Risk
Registers
ACORP006 –
Reputation
Management
(including social
media)

Negative backlash from
public as a result of the
limit and booking system
remaining.

This can be mitigated by
ensuring that the
recommendations at 3.12 in
relation to improvements to
the booking and limit
systems as well as
communication and
engagement are
undertaken.

If measures to restrict
access are not continued
with then there are risks
to health and safety that
had previously been
identified on busy sites
with regards to traffic
management and
movement of vehicles.
On busy sites, site staff
would spend time having
to manage traffic queuing
outwith and within the
sites to avoid any
incidents with members
of the public moving
about between different
skips.

This can be mitigated by
continuing to use the
booking/limit systems for the
Household Recycling
Centres which allows traffic
management and
movement of vehicles to be
easily controlled ensuring
that it is a safe environment
for those using the site as
well as those staffing it.

ACORP009 –
Operational Risk
Management
(including health &
safety)

Poor customer
engagement with the
online booking system

This can be mitigated by
ensuring that the
recommendations at 3.12 in
relation to improvements to
the booking & limit systems
as well as communication
and engagement are
undertaken.

BSSR006 - Digital
Innovation

5

Scheme of Governance

5.1

The Finance and Monitoring Officer within Business Services have been
consulted in the preparation of this report and their comments are incorporated
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within the report and are satisfied that the report complies with the Scheme of
Governance and relevant legislation.
5.2

The Committee is able to consider and take a decision on this item in terms
of Section F.1.1d as it relates to Roads, Landscape and Waste Management.
The strategy has been developed in line with the Policy Development and
Review Framework under Part 4B of the Scheme of Governance.

Alan Wood
Director of Environment & Infrastructure Services
Report prepared by Ros Baxter, Waste Manager
6 January 2022
List of Appendices
Appendix 1
Appendix 2

Business case and options appraisal for the Household Recycling
Centre review
Integrated Impact Assessment
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1. Project Overview
Project Name

Household Recycling Centre Review

Project Sponsor

Alan Wood

Project Manager

Ros Baxter

Project
Summary

Describe the project, what it will deliver and why it is needed, including what
triggered it.
The operations of the Council’s Household Recycling Centres (HRCs) have
been the subject of concentrated debate and opinion among Councillors and
members of the public and while some comments have been constructive and
positive there has been negative opinion and anecdotes, mostly concerning
restrictions introduced as part of the limit system.
A review of the systems that are currently in place.


The online booking system, the limit system for vans, larger vehicles and
trailers and the Automatic Number Plate Recognition(ANPR) system, the
pros and cons and whether they are achieving their original purpose.



An assessment of the means available to traders to dispose of their
waste lawfully and consideration of any means to improve the options
available.

2. Business Need
Description of
Current Situation

What is the current situation, such as the organisational structures, business
model, processes, teams and technology currently in place? What are the
business drivers for change? What are the risks to the Council if the project
does not go ahead?
Online booking system
System operated by a company called Pentagull and was introduced prior to
the recycling centres re-opening during Covid after being closed for 2 months.
The original purpose of the system was to manage the social distancing
requirements during Covid by limiting the number of customers allowed on site
at any one time. The retention of the booking system continues to bring
significant operational and customer benefits.


Site usage spread more evenly over opening hours, allowing staff to
take proper breaks and the introduction of some pedestrian access at
sites during these times. Prior to the booking system pedestrians could
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access the site anytime, but there was a health and safety risk with
traffic in at the same time. With a dedicated pedestrian time, this
removed that risk.


Ability to communicate directly with customers who have booked slots if
there is an operational requirement to close a site.



Data on the efficiency of the sites to assist with planning future service
provision.



Evidence of abuse of the HRCs by traders (system has already been
used to intercept traders by using this data ensuring that disposal is paid
for).



Ability to control level of use and manage the number of customers onsite at any given time improving safety.



Guaranteed slots.



Easier access to skips.



Less traffic disruption/congestion on the busy sites and queuing on
surrounding roads during peak times.

Limit system for restricting access to vans and trailers.
As the booking system was already in place this system was added to support
restrictions on business waste taken to the HRCs.
The primary aim of the limit system was always to restrict access to
‘commercial type’ vehicles to limit the numbers of traders accessing the sites.
The HRCs are for use by householders only, but it is well known that many
traders have used the sites for their trade waste. This practice puts all the
businesses operating legally and paying for their waste at a significant
disadvantage. It is estimated to cost the Council up to £500k per year to
dispose of trade waste that is deposited for free at the HRCs.
Whilst placing limits on the larger, load carrying vans and trailers would
certainly have achieved the aim of limiting the amount of waste disposed on by
traders at the HRCs, it also places the same limits on householders with the
same type of vehicle and trailer. The aim was not to restrict access to genuine
householders to the HRCs, but it was agreed that 24 visits to the sites each
year would be more than sufficient for most householders. It was also
(12a) Appendix 1 - Household Recycling Centre
Review Outcome
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recognised that there may be occasions those householders do require more
visits to the HRCs and arrangements are in place to allow additional visits on
these occasions. In addition, community groups who conduct litter picks are
not limited to the number of visits to drop off their additional waste collected.


1 April 2021 - Limit system introduced (vans, trailer up to 8ft, limited to
24 visits/year, vans and pickups can’t pull trailer).



20 April 2021 - Limit change - pickups allowed to tow trailer (12 visits per
year), comms on distinction between domestic and commercial flatbed
pickup.



1 August 2021 - Limit changes – unlimited cars, trailer increased from
8ft to 10ft, domestic pickup unlimited, car derived vans can pull trailer.

The Automatic Number Plate Recognition (ANPR) barrier system
The ANPR barrier system was put in place in November 2020 to support the
booking system that was initially introduced as a control measure for Covid.
The ANPR system and the booking system were (mostly) funded by Zero
Waste Scotland as part of the Scottish Government’s fund for covid safety
measures. The ANPR system is linked to the booking system and the barrier
raises once the car registration has been checked on the system to ensure that
a booking has been made. This frees up one member of staff to go back to
their role of assisting and advising the public to recycle their waste. Following
some initial teething issues, further adjustments were made to the system
(lines on the ground, signs telling customers where to stop, tweaks to the backoffice system) and the system is now operating at an 80-90% read rate on
most sites.
Initially the limit system received complaints regarding vehicle restrictions
placed on commercial type vehicles which effected householders with those
types of vehicles. Originally:


All vans of any size and all pickups, minibuses limited to 24 visits per
year, and cannot tow a trailer.



Trailers up to 8ft limited to 24 visits per year.



Trailers over 8ft trailers banned.



Horse boxed limited to 6 times per year.



Vehicle over 4 wheels, 3.5 tonnes, tipper or plant banned.

(12a) Appendix 1 - Household Recycling Centre
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These restrictions were relaxed on the 1 August 2021, which resulted in a
reduction in complaints. The key changes made were:


Domestic style pickups excluded from commercial vehicles restriction.
(Flatbed style pickup still banned).



Car derived vans allowed in with trailer, 12 times per year.



Cars with trailers limited to 24 times per year.



Trailer size restriction increased from 8ft to 10ft.

Trade/Commercial Vehicles
Due to lack of private sector
offerings available in certain
geographic areas trade waste was
historically licensed and accepted
at the following HRCs

The following sites have never
accepted trade waste:

•Peterhead
•Fraserburgh
•Macduff
•Turriff
•Huntly
•Portsoy (two days a week)

•Ellon
•Inverurie
•Westhill
•Alford
•Banchory
•Laurencekirk
•Portlethen
•Stonehaven
•Insch (two days a week)

Historically, there was a disparity in the Service, as attendants based in any of
the north sites would write out a ticket and charge based on size of vehicle for
trade waste disposed. HRCs lack the facility to weigh trade waste as a means
of charging making this process unfair and open to abuse. Charging stopped
in 2020 with an accompanying directive that traders should not be accessing
any HRCs, and they should find an alternative means of disposing of their
waste.
Traders could declare that it was their own waste and complete a waste
declaration form for investigation. This caused confrontation onsite, and
investigations were not always followed up. This system was open to abuse
from traders and placed the responsibility on staff to make judgement calls as
to whether the suspected trader was telling the truth. e.g. multiple visits per
(12a) Appendix 1 - Household Recycling Centre
Review Outcome
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week or regularly disposing of the same category of waste, e.g. continually
claiming that refitted kitchen waste material is household.
Prior to Covid the Council was already working on a system to replace the
paper invoices and household declaration forms which took away responsibility
from staff. This was intended to be a permit-based system, but during Covid
restrictions this was superseded by the current “Limit” system.
Traders have the following options available to them to dispose of their waste:


Private waste disposals. e.g. AM Smith, Morrows Skip



Private waste collection e.g. EIS and Biffa.



Council trade waste collection.



Council’s Business waste drop-off service.

Council Trade Waste Collection
The Council offers both waste and recycling collections for businesses. With
3208 businesses signing up for this service, charges are based on the amount
of waste produced. Rates:

(12a) Appendix 1 - Household Recycling Centre
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Sole traders tend to not have a suitable work premise to enable this collection.
Also, doorstep collection is limited to certain materials, some traders may have
green/garden or soil/rubble to dispose of.
Disposal at Business waste drop-off service
Traders can now only drop off on 3 days a week 3 hours a day (started on 14
July 2020. 7.30-10.30 Tuesday/Wednesday/Thursday). Dates and times
picked for operational reasons so as not to disrupt domestic collections.
The Council provides this service at 3 waste transfer stations which can be
found at:


Banchory - Crow's Nest, Upper Lochton Road AB31 4EQ



Ellon - Balmacassie Commercial Park, Balmacassie Brae AB41 8BY



Macduff - Tarlair Way, Macduff AB44 1RU

No prebooking is required, rates:

Details on Trade Waste assessment are available at Appendix C
Key Dates


April/May 2020 - sites closed due to covid.



1 June 2020 - sites reopened with booking system, longer opening
hours and restricted materials.



17 June 2020 - sites back to normal opening hours and materials.



14 July 2020 - trade at Waste Transfer Station 7.30-10.30
Tuesday/Wednesday/Thursday Macduff/Ellon/Banchory.

(12a) Appendix 1 - Household Recycling Centre
Review Outcome
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Description of
Future Situation



29 July 2020 – 30 minute timeslot moved to 15minutes (Insch and
Portsoy 3 - 4 per timeslot).



1 August 2020 - move bookings for cars from 2 in 1 week to 8 in 4
weeks, limit 12. 13.00 to 2 per timeslot for lunch. Introduce pedestrian
access 12.30-13.00 as some sites.



27 October 2020 - last Tuesday evening opening at HRCs – part of
budget savings.



1 April 2021 - Limit system introduced (vans, trailer up to 8ft, limited to
24 visits/year, vans and pickups can’t pull trailer).



20 April 2021 - Limit change - pickups allowed to tow trailer (12 visits per
year), comms on domestic and commercial flat-bed pickup.



1 August 2021 - Limit changes – unlimited cars, trailer 8ft to 10ft,
domestic pickup unlimited, car derived vans can pull trailer.

What are the business drivers for change, now and in the future?
To take account of customer feedback and looks at the pros and cons of the
booking and limit systems to improve the service provision to customer in the
most cost effective and efficient way, helping the Council to achieve:
Increased compliance and achievement of Service priorities and plans
Trade Waste Assessment (Appendix C Trade Waste assessment current
data)
Health and Safety of sites (Appendix D Site Booking current data)
Improved efficiency at sites (Appendix E Site utilisation current data)
Increased recycling rates (Appendix F Recycling Rates current data)
Reducing the tonnage going to landfill (Appendix G Tonnage Reports
current data)
Reducing Customer Complaints (Appendix H Customer Complaints current
data)
Improved Customer Experience (Appendix I – social media current data)
Reduction in fly tipping (Appendix j – Fly tipping reports current data)

(12a) Appendix 1 - Household Recycling Centre
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Benchmarking (Appendix K – Other Local Authorities)
Project
Outcomes

What is the purpose of the project and what it is trying to achieve? Make the
outcomes tangible and clear, so they support the assessment of options and
can be linked to the benefits to monitor project progress and success. State
desired project outcomes required to move from current situation to future
situation.
Recommendations to support and improve the current systems in place.
Improved Service provision that incorporates customer feedback.
Reduction in customer complaints.
Site health and safety retained.
Trade/Commercial disposal assessment.

Benefits to be
Realised

State desired benefits that should follow from project outcomes – benefits
should be measurable (qualitative or quantitative), include relevant
performance indicators and benchmarking details.
Booking System/Limit System
A simplified booking system with fewer steps and less information to absorb.
Auto fill option to remove need for repetitive completion and duplication.
Consistent communication across all platforms to improve customer
understanding.
Providing a consistent service across the Council.
Increased number of slots available in the 15-minute window at busier sites.
Less traffic disruption on the busy sites and surrounding roads during peak
times.
Improved traffic management (this has already been a benefit of the booking
system). Historically sites such as Inverurie suffered from congestion issues,
especially during weekends.
A platform for communicating directly with customers who have booked slots if
there is an operational requirement to close a site.
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Evidence of abuse of the system by traders (the booking system has already
been used to intercept traders by using this data ensuring that disposal is paid
for).
Data indicates that people are being more economical with their waste
disposals - fewer visits with overall tonnage only slightly reduced.
Booking has also evened out usage across the day and during the week with
controlled numbers of vehicles onsite allowing greater access to skips and
reducing the health and safety risk of pedestrian and vehicle interaction.
Exceptions can be made to the restrictions which may require many van/hire
trips.
Provision of data on the efficiency of the sites to assist with planning future
service.
ANPR system.
Controls access to site for vehicles without appointments.
Removes need for staff checking details at entrance to sites.
Links to Council
Outcomes and
Priorities

State which of the council priorities the project will contribute
Supporting the Waste Strategy 2019 to 2023 for Aberdeenshire a 5-year
strategy that aims to maximise reuse and recycling (agreed by Councillors
2019)
Strategic Priority: Infrastructure, Health, and Wellbeing
Council Priority Provision of a waste and recycling service which supports our
attractive environment and reduces emissions. This priority is also included in
the Infrastructure Services Directorate plan 2020-22.
Strategic Priority: Infrastructure” and “Economy & Enterprise
Within the Pillars “Our Economy” and “Our Environment”, by reviewing the
service provided by the Council’s Household Recycling Centres and ensuring
the aims of reducing landfill, increasing recycling and providing a cost-effective
service are met.
Public Service Excellence
Minimising Aberdeenshire’s carbon footprint.
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In everything we do we will make sure we are reducing our impact on the
Environment.
Enabled and participating communities
People in all our communities will be empowered to have their say on what we
are doing and where we can work together.
Legal and
Statutory
Obligations

What legal or statutory obligations does the project help to comply with?

Lessons Learnt
Review

Identify relevant lessons identified from previous projects stating any of
relevance to this project





Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
Refuse Disposal Amenity Act 1978

Need for wider consultation, previously perceived as limited with public and
traders.
Limiting Trailer size to 8ft led to an initial increase in customer complaints, this
has been addressed by increasing trailer size to 10ft in length, resulting in level
of complaints dropping significantly.
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3. Scope
In Scope

Provide a clear definition of the extent of the recommended project remit, explicitly
identifying the outputs. Consider what business services, processes, people and
environments will be delivered, affected or changed by the project. Also define
the work the project will carry out to make the transition from the project to
‘business as usual’.
A review of the systems that are currently in place, the pros, and cons and
whether they are achieving their original purpose. This will include the booking
system, the limit system for vans and trailers and the ANPR system.
A review of the means available to traders to dispose of their waste lawfully and
consideration of any means to improve the options available.
Project has included a public survey (open for 4 weeks) about the service
provided and the systems used at the HRCs to feed this opinion into the review
process, survey received 4090 responses (Overview available at appendix A)
Workshop held with elected members, community council members, service
representatives and Area Management teams, looking at customer journey and
experiences and improvement opportunities (Overview available at appendix
B).
Trade waste survey (open for 3 weeks) about the service provided and the
systems used at the HRCs to feed this opinion into the review process survey
received 78 responses (Overview available at appendix C).
Benchmarking of other local authorities in respect of booking and limit systems,
16 responses received (details available in appendix K).
Area Management teams used to help identify local groups/community councils
to include in engagement process.
Analysis of social media and Council engagement platforms (Details available
at appendix I).

Out of Scope

List any exclusions, those areas that may be viewed as associated with the
project or the affected business area, but which are excluded from the scope of
the project.
A review of the aims of the HRC service and how they help deliver the waste
strategy (2019-23) and the Infrastructure Services Directorate plan 2021/22.
Marketing and promotion of the HRC service to ensure that the positive benefits
of new systems and services are clearly understood.
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Consideration of the accessibility of the HRCs for all householders in
Aberdeenshire including the geographical spread and their usage.
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4. Governance & Reporting
Roles and Responsibilities of those involved in the Project and provide details of reporting
arrangements, including frequency and expectations for Project Board and Project Team meetings.
Colin Anderson, Change Officer, Lead, coordinate and produce an options appraisal/ Business Case
with collaboration/input from Business Analysts and Service Lead.
Chi Coe, Business Analyst, Lead on Service Design and feedback form options
Michelle Simmons, Business Analyst, Lead, and design workshop for service
Dylan Nelson, Business Analyst, discovery work/business analysis on trade waste process
Ros Baxter, Waste Manager, Guide creation of business case document
Caroline Roff, Waste Support Leader, Service Lead - main contact for service input
Ken Duncan, Communications and Marketing – Engagement and Communications
Trisha Pirie, Director Support Services, Project Sponsor liaison
Project team meetings held weekly throughout the length of the project (Thursdays) - Individual and
ad hoc meetings scheduled as required by action plan.
To be completed by November 2021 to support report that will be presented to Infrastructure
Services Committee in January 2022.

5. Budget / Resources
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Considerations to include a quantification of the resource requirements
including whether the project can be met from existing resources or “new
resource”, the timeframe over which the resources are required and whether
the project can be scaled up or down dependent upon business requirements,
(and at what cost / implication, including potential implications on
interdependent projects).
Financial and
Resource Analysis

Project completed within existing team resources no additional budget sought.
Finance representative input should options have budget or cost implications.
Communications and Marketing officer supported internal and external
engagement.
Consultation officer provided input around engagement HQ tool, which was
used to issue both surveys.
Evidence Best Value to be gained because of the project. Refer to Financial
Regulations for guidance.
Best Value: ensuring that there is good governance and effective
management of resources, with a focus on improvement, to deliver the best
possible outcomes for the public.”
Increased recycling and reduced landfill will reduce costs and reduce
greenhouse gas emissions.

Best Value
Management

Recycling is more cost effective than sending waste to landfill, therefore
reducing annual costs.
Better utilisation of onsite staff.
Diversion of business/trade waste from Recycling Centres to Council or
private firm disposal.
Investment funding received/future funding availability (3 weekly bin
collection?)

(12a) Appendix 1 - Household Recycling Centre
Review Outcome

Page 15 of 66

2 - DEVELOP Business Case

Item: 12
Page: 149

6. Project Delivery Timescales
Provide details of any planned or agreed dates and any known constraints on
the delivery of the Business Case. Prepare a detailed project plan identifying
the project stage key milestones.
Time Constraints

ID

Project to be completed to 10-week timescale by November 2021, to allow for
Business Case and Options to be considered and agreed to support full report
completion in November/December, which will be presented for consideration
at the Infrastructure Services Committee in January 2022.

Project Milestone

1

Data analysis

2

Public Survey issued

3

Trade Waste Analysis/Survey/
Workshop

4

Elected Members/Community groups
Workshop

Planned
Date
18 – 25
October
20 September
– 17 October
October November
2021
18 October
2021

Comments
Service users domestic and trade
4068 responses received
Engagement HQ Tool
Customer Journey (Personas)

7. Project Assumptions
Document the high-level assumptions that have been made during the development of the Business
Case and any unanswered questions that may be significant.
The impact of covid on service users' data and when they are accessing the sites, 1 metre social
distancing still required.
Public complaints in respect of trailer size have already been addressed by increasing size permitted.
Perception of high complaint levels at introduction of new systems, % of complaints v actual site user
info.
Data comparison over longer period will assist in assessing changes in behaviour/acceptance of
systems.
Complaints do not appear to stop members of the public using the sites.
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8. Project Risks, Considerations and Dependencies
Provide details of any known risks to the project, any considerations that should be considered,
existing arrangements or other work that might affect the project, and projects, initiatives, key
decisions, or other activities outside the control of the project that may influence the project or present
a risk to its success.
Current systems (booking and number plate recognition) were introduced with funding from Zero
Waste removal of these systems may risk questions being raised by Zero Waste Scotland at future
funding bids about whether best use of grant funds have been made.
Changes made in response to negative feedback are an obvious driver but there is risk in introducing
further measures, reversing existing measures or making changes in isolated areas of the HRC service
and not taking account of service users who are happy with the process.
Not providing the same level of service across the Council, if “local” solutions were implemented, this
may result in users migrating to these sites from others (including other local authorities) loss of control
to trader access and impact on site congestion and staff dealing with confrontation.
55

9. Project Options
Project
Options

1. Do nothing continue with the current systems
This option is to retain the current systems and make no changes in addition to
those that have already been implemented.
2. Continue with the current systems and incorporate additional identified
improvements
This option is to recommend improvements to the current systems which
incorporate feedback and observations from service users.
These relate to the booking system, limit system and communications and have
been gathered through engagement with service users following a service design
approach in conjuncture with a range of performance data supplied by the Service.
3. Introduce Hybrid System – removing booking at specific sites on specific
days
This option is to remove the current booking system at specific sites and days in
respect of perceived quieter sites.
4. Remove Current Systems
This option is to remove the current booking/limit system and ANPR barriers and
allow unlimited access to all vehicles
Evidence gathered through the public survey, Workshop, analysis of Contact Centre
Data, social media comments and service performance data shows that there are no
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real issues that need to be addressed and the level of satisfaction among users is
good.
(Reports in respect of engagement and performance are available at Appendix CK)
Option 1 was discounted as it does not take account of or address any of the issues,
improvements, comments, suggestions or feedback provided by service users during
customer engagement activities.
Option 4 was discounted as analysis of the evidence gathered shows this would have
an adverse impact on the high number of satisfied customers and in respect of staff,
health and safety, customers and operational requirements.
Options 2 and 3 were therefore considered and are shown below.
Details of all 4 options are available at Appendix L.

10. Options Appraisal Considered Options 2 and 3
Option 2 – Continue with the current systems, with improvements to customer experience
Description
This Option is to recommend improvements to the current systems which
incorporate feedback and observations from service users.
These relate to the booking system, limit system and communications and have
been gathered through engagement with service users following a service design
approach with both domestic and trade users, in conjuncture with a range of
performance data supplied by the Service.
Project has included a public survey and trade waste survey about the service
provided and the systems used at the HRCs to feed these opinions into the
review process, workshop with elected members, community council members,
service representatives and Area Management teams, looking at customer
journey and experiences and improvement opportunities and the analysis of
feedback received on social media. Recommended improvements received
through this engagement are shown below.
All supporting data can be found in the main report Appendix A – K, in relation to
customer engagement, site booking and utilisation, recycling rates, tonnage, and
fly tipping. Also customer complaints which as a percentage of overall sites
usage are very low.
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In addition to the advantages identified with the current system, the following
recommendations will help improve the current service.
Booking System recommendations







Clearer instructions on website – simplify and update the language.
Autofill of details to avoid duplication.
Timeslots available first prior to completion.
Introduce shorter notice availability of timeslots.
My Aberdeenshire App incorporated and downloaded from the website.
Work with Street and Corporate address team, to ensure Pentagull receive
details of missing addresses to add to the system.

Limit System Recommendations



Increase number of vehicles per timeslots at busier sites.
Increase number of trailers per slot from 1 to 2 where size allows.

Engagement/Communications Recommendations






Comms re 24 visits per year – not a 2 per month limit.
Make better use of Facebook/community publications on any changes to
booking process.
Consistent communication across all platforms to improve customer
understanding.
Easier to access information to help people to know what to do.
Communication using the email address collected from booking system.

Estimated
Costs

No significant costs are involved in this option, as it is building on what is already
in place, adjustments to process and recommended changes should be achieved
with little or no financial outlay, there may be some small cost involved with
changes to system but would become known after discussions with supplier.

Ability to
Deliver Project
Outcomes and
Benefits

Describe how and to what extent this option delivers the project objectives and
benefits detailed in Section 2 of the Business Case.
Improved customer experience by simplifying booking process and making it
easier for users to access and understand.
This option for improved service provision incorporates customer feedback,
provides suggestions for improved options and should help lead to a reduction in
customer complaints, while ensuring the retention of site health and safety.
This option looks to support Increased recycling rates, reductions in tonnage
going to landfill and also instances of fly tipping and making more time slots
available to domestic users where required.

(12a) Appendix 1 - Household Recycling Centre
Review Outcome

Page 19 of 66

2 - DEVELOP Business Case

Item: 12
Page: 153

Compliance
with Legal and
Statutory
Obligations

Describe how and to what extent this option will help to comply with legal and
statutory obligations detailed in Section 2 above.
This option helps the Council to comply with the following legislation




Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
Refuse Disposal Amenity Act 1978

Risks

No significant risks to this option have been identified.

Summary of
Advantages
and
Disadvantages

Weigh up the main pros and cons of this option.
Booking System/Limit System/ANPR System
Advantages









A simplified booking system with fewer steps and less information to
absorb.
Auto fill option to remove need for repetitive completion and duplication.
Consistent communication across all platforms to improve customer
understanding.
Providing a consistent service across the Council.
Increased number of slots available in the 15-minute window at busier
sites where possible.
Less traffic disruption on the busy sites and surrounding roads during peak
times.
As well as retaining the advantages currently in place.
Booking system/limit system.

Customer Benefit






Providing a consistent service across the Council.
Guaranteed slot.
No longer any queues/improved traffic flow.
More space to access skips.
Environmental benefit.

Service Benefit




Providing the same service across the Council.
More efficient operation and better staff utilisation.
Control visits and manage the number of customers on-site at any given
time.
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Improved site safety.
Helps identify misuse by traders or members of the public.
Communication on service disruption using email.
Provision of data on the efficiency of the sites to assist with planning future
service.
Controlled access to site for vehicles without appointments.
Removes need for staff checking details at entrance to sites.

Disadvantages





Additional
Details

Users not happy with the systems although current booking levels average
50,000 per month (Appendix D main report).
Customer complaints may continue, but reports show current levels are
low (Appendix H main report) and the recommendations address many
of these, note initial issues around limits and trailer sizes have already
been addressed by the Service.
May not be able to increase vehicle per timeslots at sites identified in the
survey comments due to site layout, so no perceived improvement to
those responders.

This option was developed using a service design approach, with the Council
actively seeking the views of service users, community groups, businesses and
traders and members of the public, to help identify areas of improvement within
the current booking system and process, Public and trade surveys were used
along with engagement workshops to get input from as wide a range of service
users as possible, supporting appendix reports show the current systems are
working well and complaints are at a very low level.

Option 3 – Introduce Hybrid System – removing Booking at specific sites on specific days
Description

This option would look to remove the current booking system for users at specific
sites or specific days.
No booking other than for limit system vehicles on quiet day during the week.

Estimated
Costs

Detail the estimated costs involved with implementing this option, including whole
life costing where appropriate.
No direct costs although contract payment would continue regardless of sites not
using it.
May be some costs involved in customising system to exclude certain days.
Financial impact to Council in respect of trader access if controls were removed.
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Loss of control of trader access may impact savings targets.
Ability to
Deliver Project
Outcomes and
Benefits

Describe how and to what extent this option delivers the project objectives and
benefits detailed in Section 2 of the Business Case.
This option does not provide a standard service to all users within Aberdeenshire.
This option would result in a loss of control over trader access and incur costs
because of this to the Council.
Without a booking system no control over pedestrian and car access times so
increased health and safety risk.
May be of benefit to those with no IT skill/access to visit without booking,
although telephone booking levels are low.

Compliance
with Legal and
Statutory
Obligations

Describe how and to what extent this option will help to comply with legal and
statutory obligations detailed in Section 2 above.
This option still allows the Council to comply with the following legislation




Risks

Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
Refuse Disposal Amenity Act 1978

Describe any significant risks which are specific to this option and any mitigating
action.
Communication of changes will lead to increased requests for similar
arrangements at other sites, Council perceived to be providing various levels of
service provision to different areas/complaints from other site users.
Loss of control over trader access and associated costs because of this to the
Council.
May move traffic to non-booked sites increasing queues/site busier/reduced
Covid control leading to increase in complaints.
Return of funding request from Zero Waste Scotland.
Impact on site safety – unable to control access numbers.
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Pedestrian Access (There has been a death on site of a pedestrian that was hit
by a car in a Scottish Local Authority run site in recent years and therefore
pedestrians and cars accessing sites should always be kept separate).
Impact on staff wellbeing/breaks/dealing with confrontation and congestion.
Loss of performance measurement on site usage for future service
improvements.
Information from Moray Council indicates that traders migrate from sites where
bookings are required.
Summary of
Advantages
and
Disadvantages

Weigh up the main pros and cons of this option.
Advantages



Address perceived issues at some sites.
Better utilisation of quieter days at sites (Appendix E main report) shows
3 sites with low rates (Macduff 46%, Turriff 51% & Huntly 52%).

Disadvantages












Additional
Details

Loss of Control over trader access/control and associated costs.
Negative impact on customers during busy times.
Impact on site safety/access.
Return of queuing and congestion - users will go on day no booking
required.
Visits to sites not spread over the day.
Environmental impact – increase in frequency of visits carbon footprint.
Increase in cross border/site users.
Impact on scheduled staff breaks, as unable to control site access
numbers.
Increase in customer complaints from other site users who still must book.
Increase of staff abuse and confrontation.
Unable to contact customers re site closures on specific days.
Communication of changes would need to be site specific.

Measures taken to divert trade/commercial users from sites would be adversely
impacted.
Sites with higher levels of dissatisfaction Fraserburgh, Laurencekirk, Turriff and
Westhill, highlighted the need for a simplified booking process, the need for more
timeslots and being able to book at shorter notice, all these issues can be
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resolved by adopting the customer improvement suggestions included in Option
2.
Site Specific summary is available in Appendix A main report.
11. Recommended Option
Option &
Recommendation
Agreed

After consideration and analysis of all options was undertaken, the preferred
option is Option 2.
Option 3 was discounted as there was no perceived demand for this, it does
not provide a standard service to all users within Aberdeenshire, would result
in a loss of control over trader access and have a negative impact on overall
satisfaction levels, customers, staff, and operational needs.
Option 2. Continue with the current systems and incorporate additional
identified improvements.
This option addresses customer feedback for an improved customer
experience by simplifying the booking process and making it easier for users
to access and understand, looks to increase timeslot availability and
addresses the issues being experienced with communications, while
supporting customer satisfaction, site safety, staff wellbeing and control over
trader access.
Booking System Recommendations
 Clearer instructions on website – simplify and update the language.
 Autofill of details to avoid duplication.
 Timeslots available first prior to completion.
 Introduce shorter notice availability of timeslots.
 My Aberdeenshire App incorporated and downloaded from the website.
 Work with Street and Corporate address team, to ensure Pentagull
receive details of missing addresses to add to the system.
Limit System Recommendations
• Increase number of vehicles per timeslots at busier sites.
• Increase number of trailers per slot from 1 to 2 where size allows.
Engagement/Communications Recommendations
 Comms re 24 visits per year – not a 2 per month limit.
 Make better use of Facebook/community publications on any changes
to booking process.
 Consistent communication across all platforms to improve customer
understanding.
 Easier to access information to help people to know what to do.
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Communication using the email address collected from booking
system.

12. Benefits
Identify the project benefits to be gained from project outcomes. Record below the key benefits to be
realised that will form the basis to be used to monitor and measure the success of the project.
List of Main Benefits are listed in the Options Appraisal

ID

Project Outcome

BE01 Improved Service provision that
incorporates customer feedback

BE02 Assessment of current options for
trade/commercial disposal

Benefit






Improved customer experience.
Simplified booking process.
Increased timeslot availability.
Improved customer satisfaction, site safety, staff
wellbeing and control over trader access.
 Performance reports to support future service
provision.
Possible gaps in service areas identified.

13. Business Case completion
Business Case
Completed By

Colin Anderson, Change Officer,
Business services

Recommended
for Approval By

Date

November 2021

Date

14. Decision
Business Case
Reviewed By

Date

Decision

Approved ☐

Justification for
Approval /
Rejection

Provide details of why the Business Case and recommended option was
approved or rejected. If Business Case rejected on this occasion, provide
detailed feedback on what areas need to be addressed for it to be approved in
future if relevant.
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Appendix A Public Survey Overview
As part of a review of the Household Recycling Centre (HRC) booking system, a Public Survey was
issued on 20 September 2021 and was open for 4 weeks until 17 October 2021.
The booking system has continued to provide several benefits such as improved
traffic management, reduced queues for customers, increased space onsite to access skips and a
more balanced site usage across the day.
The survey received 4090 responses, of which 3997 (97.7%) used recycling centres. 93
(2.3%) did not use an HRC, of those, reasons provided were did not want to use booking system
(51), no transport (26) do not generate enough waste (11) site accessibility issue (11).
Note: Over the last 6 months there have been 300,273 bookings across the 15 Council Recycling
Centres.
(Supporting data can be found in Appendix D – J)
1. Which Household Recycling Centre do you visit most often?

The 3997 Responses were received from users of all sites, with Ellon (16.6%) Inverurie (12.4%) and
Fraserburgh (9.6%) being the largest contributors
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2. Type of Vehicle

The top three vehicle types accounted for 90% of all site users: Car 3021(75.60%) Car with
Trailer 382 (10%) and Car Derived van 209 (5.30%)
3. What type of material do you regularly deposit?
Respondents indicated that the top 6 materials being deposited consisted of General Waste,
Garden Waste, Electrical Items, Wood, Metal and Glass (Recycling Rates & Tonnage &
Recycling rates available in main report Appendix F & G)
4. Appointment Booking

3319 (83%) of respondents used the Council website to book their appointment, with 585
(14.6%) using my Aberdeenshire App and only 93 (2.3%) booking by telephone.
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5. Extent satisfied with the Household Recycling Centre booking system.

Responses show that currently more service users are satisfied with the service than are
not, with 18.4% stating no preference.
Very Satisfied 22.0%, Satisfied 21.1%, Neither 18.4%, Dissatisfied 19.2%, Very Dissatisfied
19.3% .
6. Please explain why you are dissatisfied
Of the 3997 respondents, 769 (19.2%) stated they were dissatisfied with the Booking
System.

315 (41%) stated difficulty in finding a slot – (Appendix E has details of current sites
capacities)
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190 (24.7%) stated having to use IT – although this does not appear to prevent the system
being used, perhaps seen as an inconvenience by some users (4.8% of total respondents)
Respondent's comments 391 (50.8%) in respect of “Other” were focussed on two main
areas
The Booking System (317 comments)






Inconvenient/not needed (249)
Booking/IT issues (26)
Lack of short notice/same day availability (27)
Timeslots too long/too short/allow repeat visits (23 comments)
Site quiet/empty (8)

The Limit System (32 comments)



Allow more visits (16)
Type of vehicle access (11)

7. Please explain why you are very dissatisfied
Of the 3997 respondents, 772 (19.3%) stated they were very dissatisfied with the
booking system

Responses followed the same pattern as dissatisfied, 292 (37.8%) stated difficulty in finding
a slot – (Appendix E has details of current sites capacities).
172 (22.3%) stated having to use IT – although this does not appear to prevent the system
being used, perhaps seen as an inconvenience by some users (4.3% of total respondents)
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Respondent's comments 454 (58.8%) in respect of “Other” were focussed on two main
areas
The Booking System (387 comments)





Inconvenient/not needed (301)
Booking/IT issues (26)
Timeslots too long/too short/allow repeat visits within the 15 minutes (23)
Site quiet/empty (27)

The Limit System (32 comments)



Too restrictive (16)
Trailer access (9)

Comments in respect of dissatisfaction with the limit system appear to include areas that
have already been addressed by the Service, in changes made on 1 August 2021, such
as unlimited visits for cars and pickups, increased trailer size and car derived vans towing
trailers. This may require additional clearer comms.
Both Dissatisfied and Very Dissatisfied included comments around perception that sites
were empty, but preferred timeslots were difficult to obtain, these were received in the main
from sites that have over 70% of the available spaces booked between April to
September 2021.
8. What do you like about the current booking process?
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Of the 3997 respondents who answered this question, 1758 (44%) of respondents selected
that they did not like any of the options, this appears to be based on the inconvenience of
booking a slot and does not stop them using the service, 56% did not select this option and
identified areas best liked as fewer queues, having a guaranteed slot and
experiencing easier access to sites.
Of the 213 respondents who selected “other” 188 stated nothing (although 63 of these were
not dissatisfied with the process) other comments included – all options, and more helpful
staff.
9. How could the booking process be improved?

Site Specific Data is shown in the table below for January – September 2021 – including
common themes identified from Improvement suggestions

% Site usage

Current
vehicles per
15 min

Number survey
responses

% dissatisfied &
very
dissatisfied

Alford

73

324

95

4

87

17.2

Banchory

77

2532

48

10

303

16.9

Recycling rate %

Waste Tonnage

Site
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Main themes
(Based on Q10
improvements.
Top topic from tick list
& where “Other” is 5
or more & not
remove/happy)
Simplify process (42)
Other: none
Simplify process
(170)
Other: none
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Ellon

67

3274

65

10

666

39.4

Fraserburgh

65

2610

63

7

382

46.8

Huntly

53

1382

43

4

150

43.4

Insch

63

342

73

4

54

24.1

Inverurie

62

3704

84

9

495

32.4

Laurencekirk

66

1053

70

3

355

54.9

Macduff

75

2496

41

6

354

44.7

Peterhead

61

3321

77

8

263

33.8

Portlethen

68

1680

57

8

110

23.7

Portsoy

63

308

51

3

88

31.8

Stonehaven

66

2193

60

8

193

33.1

Turriff

64

1443

43

5

261

47.1

2147

81

6

237

46.8

Westhill

67
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Simplify process
(291)
Other: Book busy
sites/times (9), Date
time first (7)
Simplify process
(141)
Other: none
Simplify process (59)
Other: none
Simplify process (26)
Other: none
Simplify process
(222)
Other: More
timeslots (6), Book
busy sites/times (5)
Simplify process
(116)
Other: none
Simplify process
(118)
Other: Book busy
sites/times (5)
Simplify process
(113)
Other: none
Simplify process (49)
Other: none
Simplify process (37)
Other: none
Simplify process (91)
Other: none
Simplify process (89)
Other: Book busy
sites/times (5)
Simplify process
(102)
Other: More
timeslots (6), Repeat
visit in 15min (5),
Book short notice (5)
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Note Alford reopened June 2021
Alford, Inverurie, Peterhead, Westhill with over 75% usage
Fraserburgh, Laurencekirk, Turriff and Westhill with over 45% survey responses dissatisfied
Respondents highlighted a need to simplify the booking system and to try and remove
duplication being experienced when having to complete every box every time a booking is
being made.
Respondents' comments in respect of “Other” were focussed on four main areas
The Booking System (1678 comments)





Remove the system 1360 – note 234 stated they were NOT dissatisfied with process
Allow short notice/same day booking
Repeat visits within the 15 min timeslot
More timeslots

The Limit System (84 Comments)




Remove limits
More availability
More visits

Operational Reasons (33 Comments)




Extend opening hours
Pedestrian access (available at 8 sites)
Get staff to assist

Timeslots (14 Comments)



Longer timeslots (9) all car users, 4 of whom state satisfied with service
Shorter timeslots (5) all car users 1 of whom state satisfied with service

Improvement opportunities identified through survey
The Booking System







Clearer instructions on website – simplify and update the language
Autofill of details to avoid duplication
Could the timeslots be available first prior to completion
Introduce shorter notice/same day availability timeslots
Could the My Aberdeenshire App be downloaded from the website via a link
Increase number of vehicles per timeslots at busier sites
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Limit System


Comms re 24 visits per year – 24 per year was made rather than 2 per month to give
choice to customers to accommodate projects such as house moves/DIY projects or
garden waste season.
 Increase number of trailers per slot from 1 to 2 where site size allows
 Consider trialling/pilot at quieter site to assess impact on usage levels
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Appendix B Workshop Overview
HRC Workshop took place on 18 October 2021, attendees included representatives of local
community councils, elected members, Area Management teams, project team members and
members of the Waste Services team. Further input was received in the form of direct emails from
local community group representatives.
The Workshop used a service design approach, where the Council work with service users and
sought their input to help design the service rather than just providing it.
Two sessions were held in 3 breakout groups, using a range of Personas to allow participants to
look at the “As is” and “To be” Customer Journey through the eyes of a range of service users,
while also sharing their own personal views and observations.
Discussing who the persona is, what they are looking for, what they experience and what they are
feeling throughout each step of the process from booking an appointment to visiting a Recycling
Centre.
Personas used:



Jessica (40 years old) car user, 2 children, works F/T, loves gardening and DIY
James (75 years old) lives in the countryside with a large garden (a lot of grass space,
hedges) loves his garden, very active in its care which generates a considerable amount of
green waste, owns a trailer to use for disposal of his green waste
 Nicola (35 years old) car user, works for NHS (night shift – Monday, Wednesday, Friday)
Workshop provided the following observations and recommendations:
Engagement/Communications






Make better use of Facebook/community publications on any changes to booking process
Easier to access information to help people to know what to do
Help people to identify different recycling material easier, promote:
https://www.aberdeenshire.gov.uk/waste/household-rubbish/a-z-list-of-materials/
Option to let people know they can use different site if they cannot get booked into preferred
local site
Links to maps of site when booking e.g. site layout, informs what waste/recycling to pack
into car first/last

Booking System



Ensure wording is consistent across website/emails e.g. stay in car or leave car when
parked, there are still reference to Covid 19 restrictions for the site from last year
Reduce the amount of wording to scroll through/reduce duplication of wording
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Integration with my-Aberdeenshire e.g. remember name, address car registration, type of
vehicle
Push email notifications via my-Aberdeenshire regarding upcoming booking reminders
Open slots to be bookable within the next half hour and not hour
Issues/failure to provide address information based on postcode lookup when booking
Phone booking option to be highlighted/additional help needed option. (2.3% of survey use
phone booking)
More pro-active information on road works around site access affects site access, send out
communication using the email address collected from booking system
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Appendix C Trade Waste: Assessment
Analysis of the provision of private waste services was undertaken, results are shown below along
with the mileage to nearest Council waste drop off service
Postcode
AB12
AB30
AB31
AB32
AB33AB35
AB36AB38
AB39
AB41
AB42
AB43
AB44AB45
AB51
AB52
AB53
AB54

Available Options
Numerous Aberdeen options
30 miles to Aberdeen options
Unable to locate private
options
Numerous Aberdeen options
Unable to locate private
options
Elgin Moray Skip Hire

Nearest Business Waste drop off
Banchory 16 Miles
Banchory 20 miles
Banchory waste drop-off service (Tue, Wed, Thu,
limited)
Banchory 13 Miles, Ellon 23
Banchory 19 Miles

Numerous Aberdeen options
Taylors Balmedie

Banchory 16 Miles
Ellon waste drop-off service (Tue, Wed, Thu,
limited)
Ellon 17 miles
Macduff 24, Ellon 26 miles

A&M Smith/ EnviroCo
Unable to locate private
options
Lovies, Bridge End Quarry,
Gray's
Inverurie Skip Hire, D. Smith
Quarry
Unable to locate Private
options
Morrows Skip Hire
Elgin Moray Skip Hire

Banchory - miles vary from 40 -50

Macduff waste drop-off service (Tue, Wed, Thu,
limited)
Ellon 14 miles, Banchory 20 miles
Ellon 26 Miles, Macduff 28
Macduff 10 miles, Ellon 23
Macduff 22 miles

Provision to traders:
Of all Postcode areas within Aberdeenshire sites (taking 20 miles as a reasonable travelling
distance) the Council provide a waste drop off option to most locations, including those where
private options could not be identified. There is a gap in service provision within the remote AB
36,37,38 areas, with AB54 (22 Miles to Macduff), AB35 (23 miles to Banchory) & AB52 (26 miles to
Ellon) being slightly outside that travelling distance, although there is no feedback to suggest that
these areas are resulting in elevated levels of complaints from trade waste customers.
Information on private waste disposal offerings is difficult to find online, implying a reliance on word
of mouth and local knowledge. Prior to Covid it was estimated that there were around 4,000
business customers within the Aberdeenshire area, many of whom would be fixed business trade
waste collection customers, this number has been reduced because of Covid.
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The Council currently have 3551 trade waste collection customers on Confirm (including 434
Council premises e.g. schools).
Local enquires with sole traders (Electricians, Joiners, Plumbers) has shown that many of them
leave their customers to dispose of any “waste” from improvements/repairs and do not use the
waste transfer facility – others will include general waste from their business in their own personal
visits to the recycling centre
Waste Transfer Drop off Data (January – September 2021)
The Infrastructure Services Committee approved the Council’s new Waste Strategy 2019-2023 in
January 2019. The Strategy included measures to divert trade waste from recycling centres to
transfer stations, with trade waste no longer accepted at recycling centres as these are a service
for householders to use. Provision was made for trade waste to be accepted at some waste
transfer stations on certain days and times. (Details in main report) Each transfer station has a
weighbridge, so businesses can be accurately charged by weight for waste they are disposing of.
There are 27 businesses who currently use the 3 available sites, generating 135.8 tonnes and
taking in £17,962.
(Details are shown below) This is waste that may previously have been going to HRC’s.
These figures would indicate that the current service provision is meeting demand.
Note an average waste skip at an HRC would take around 6-8 tonnes
Waste Transfer Business Drop off Jan - Sept 2021

Site
Macduff
Ellon
Banchory
Total

Number of
Businesses
17
6
4
27

Number of
Visits
201
134
27
362

Visits
Monthly
Average
22
15
3
40

Tonnage
81.24
44.54
10.1
135.8

Tonnage
monthy
Average
9
4.9
1.1
15.1

£
£12,910
£4,208
£803
£17,962

Of the 17 customers using Macduff 122 of the 201 visits, were made by 3 customers.
Of the 6 customers using Ellon, 127 of the 134 visits were made by 1 customer.
Of the 4 customers using Banchory, 22 of the 27 visits were made by 1 customer.
Survey Overview
As part of the assessment of the HRC booking system a trade waste survey was issued for a
period of 2 weeks (10 to 24 October) as well as being advertised on social media platforms and
Council platforms, the survey was also promoted through all community councils in Aberdeenshire,
and community planning teams as well as Councillors.
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The survey received only 64 responses, so was extended by a further week along with a reminder
through the previously used contacts, this led to another 14 responses, giving an overall total of 78,
none of which were received from areas identified as having a gap in provision. (AB 36,37,38)
Of these 63% of respondents stated they used the Council trade waste collection service, with 33%
using private waste disposal/collection options and only 4% using the Council trade waste drop off
option.
This low level of response is perhaps not unexpected given the difficulty in interacting with the
Commercial sector, particularly as this consists of many smaller independent traders. This may be
an indication that users are content with their current provision, also that there are only 27
businesses currently using the Council waste transfer service.
Of the 78 responses, 52 (67%) indicated they were either Very Satisfied 4%, Satisfied 20% or
Neither 43% with the service with the remaining 26 (33%), Dissatisfied 18% or Very Dissatisfied
15%
Most of these observations were made in respect of private and Council waste collection services,
of the 3 responses from Council waste transfer service users, satisfied, (AB21) neither (AB42) and
very dissatisfied (AB45) were chosen.
Areas identified for improvement were having more trade drop off sites and more trade days,
although these were from customers using the waste collection service. The only comment
received from a waste transfer user was that the cost was too high.
Areas to consider in respect of Waste Transfer Sites:


Highlight alternative options available, private collection and drop off services
to raise awareness.



One day closure of a quiet site to allow trade waste drop off. This was considered but
gap analysis and current usage indicated that there was no requirement identified,
any closure would have an adverse impact on domestic collection services and the
impact this would have on householders, which the HRC’s are for.



Of the areas out with the 20 miles radius the current overall site utilisation of domestic
site users of the 3 sites offering business waste drop off service is: Macduff 46%,
Banchory 52% & Ellon 71%.



Is there an option to increase certain times at these sites for trade waste only - need
to consider the effect of this on the delivery of the domestic collection service and
budget implications, but there does not appear to be a demand for this.
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Waste Collection Service
Although not part of this review, suggestions were made in respect of the following and
could be passed to the relevant team to consider.




Better provision for items like lightbulbs and batteries.
Food waste collection for business/garden waste bins/community compost
schemes.
Better info on recycling options/what can be recycled.

Some of these services may already be provided, so better comms may help increase
awareness.
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Appendix D Site Booking Data
Site Bookings
Monthly average over the last 6 months 50,090:

Bookings have increased in 2021 compared to 2020
Bookings by Site April - September
AprMay-21 JunJul21
21
21
Alford
1363
1410
Banchory
4231
4132
4617
4743
Ellon
8420
5754
6480
6481
Fraserburgh 3770
3680
3635
3690
Huntly
3200
1713
1807
1762
Insch
601
590
775
796
Inverurie
7159
6875
6727
7433
Laurencekirk 1786
1786
1967
2010
Macduff
2245
2348
2634
2533
Peterhead
6184
5577
5647
5478
Portlethen
4936
2772
3060
3261
Portsoy
624
380
407
432
Stonehaven 3780
4000
4533
4534
Turriff
1913
1964
2182
2203
Westhill
4129
4037
4212
4284
Totals
52978 45608
50046 51050
Site
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Aug21
1299
4824
6514
4267
1805
783
7449
2002
2415
5703
3033
429
4652
2198
4319
51692
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Sep-21
1209
4383
5783
3826
3208
713
6996
1842
2195
5299
2874
322
4123
1979
4147
48899
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Appendix E Site Utilisation Data
% Usage / Capacity at sites

Site
Alford
Banchory
Ellon
Fraserburgh
Huntly
Insch
Inverurie
Laurencekirk
Macduff
Peterhead
Portlethen
Portsoy
Stonehaven
Turriff
Westhill

%
Total Used
Available AprApr-Sep Sep
5512
51452
51372
33502
19556
5264
46272
14432
31164
38832
29452
3948
40292
24222
28968

95
52
71
68
52
80
92
78
46
84
61
59
63
51
86

Vehicles
per 15 Vehicles
min
per
highlighted = sites with pedestrian access
timeslot week
12-12.30
Open 4 days (Mon, Fri, Sat, Sun).
4
424
Reopened June
10
1856
10
1856
7
1288
4
748
4
208
Open 2 days (Tue/Sat)
9
1676
3
568
6
1080
8
1496
8
1064
Open 5 days (closed Tue/Wed)
3
156
Open 2 days (Tue/Sat)
8
1496
5
1030
6
1108
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Over the 6 months April – September, site usage shows there is further capacity available.
Consider increasing the number of vehicles per 15 minute time slot at busier sites such as
Alford, Insch, Inverurie, Laurencekirk, Peterhead and Westhill keeping in mind 1m distance is still in
place and the impact of queues?
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Appendix F Recycling Rates Data

Rates have remained broadly in line with 2019 figures, perhaps expected rise to 2020 levels due to
impact of Covid
January - September
2019
2020
2021
Site
Average Average Average
Alford
73%
56%
73%
Banchory
81%
74%
77%
Ellon
69%
66%
67%
Fraserburgh
56%
59%
65%
Huntly
70%
71%
53%
Insch
53%
61%
63%
Inverurie
66%
58%
62%
Laurencekirk
67%
62%
66%
Macduff
65%
70%
75%
Peterhead
61%
59%
61%
Portlethen
68%
67%
68%
Portsoy
66%
68%
63%
Stonehaven
67%
63%
66%
Turriff
68%
66%
64%
Westhill
71%
67%
67%
AVERAGE
67%
61%
66%
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Averages across most sites are returning to post pandemic levels, tonnage has not dropped
significantly, indicating users are perhaps reducing number of visits but increasing volume. The
introduction of the limits to commercial type vehicles in April may have contributed to a reduction in
heavy recyclable material such as soil/rubble/wood, which was a known risk to introducing the limit
system.
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Appendix G Tonnage Report Data
Tonnage

January - September
Site
2019 2020 2021
Alford
527
42
324
Banchory
2834 2278 2532
Ellon
3938 2881 3274
Fraserburgh
4087 2360 2610
Huntly
1496
943 1382
Insch
272
188
342
Inverurie
5260 3482 3704
Laurencekirk
1585
972 1053
Macduff
2042 1806 2496
Peterhead
5729 3107 3321
Portlethen
1801 1323 1680
Portsoy
341
240
308
Stonehaven
2845 2078 2193
Turriff
2057 1223 1443
Westhill
3195 1836 2147
TOTALS
38008 24759 28811
Introduction and use of measures including the booking and limit systems, barriers as well as the
reduction in the number of visits has not had a significant negative impact on tonnage, which
remains consistent. The introduction of the limit on commercial type vehicles and trailers from 1
April 2021 may also contribute to a reduction in waste tonnage from activities such as house
clearances and building project.
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Appendix H Customer Complaints/Queries

For the 6 months (April – September), the Contact Centre received 4044 queries in respect of
Waste Services, 3291 (81.37%) of which were made in connection with a booking (appointment,
cancellation or enquiry). There were 456 (11.28%) contacts in respect of general waste queries not
connected with HRC’s, with the remaining 297 (7.3%) being a mix of both general enquiries and
complaints, these are very low when compared against the 300,273 monthly site bookings made
over the same 6 month period. Phone bookings equate to 0.95% of total bookings made.
A technical system issue in September resulted in an increase in e mail/address issues
Initial complaints when the limit system was introduced in April, have been addressed by the
Service with the introduction of no limits on cars and increasing permitted trailer size. Note drop in
limit system contacts, since the introduction of these changes in August 2021.
Complaints handling data
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Complaints received through the complaints handling procedure, follow the same pattern as those
in the Contact Centre, the initial complaints in respect of trailer limits, have been addressed by the
Service.
Wrike Complaints to Councillors
There were several complaints in respect of the limit system (particularly in respect of trailer sizes).
Changes in August 2021 when permitted trailer size and pickup issues were addressed, has
resulted in the level of complaints dropping.
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Appendix I Social Media Feedback
Facebook sample of comments received:
Positive feedback on booking system:








Guaranteed slot
Much more organised
It doesn’t take long to make a booking
Staff spend less time to clean up behind who carelessly handled their waste
No longer queues can book a slot in a short notice
Much better for unloading vehicle and not getting blocked in
Vulnerable people still need some level of protection

Negative feedback








Inconvenient/additional step before visiting the HRC
Want to be completely flexible on the time
Don’t want garden waste or rubbish lying about
Difficult to find a free slot when needed /Can’t always get a slot that suits you best
Harder for multiple trips that needed
Lack of IT skill to use the booking system
Limits on commercial-type vehicle visits

Suggestions received - along with service response
Suggestion
1 Booking only for busy site

Service Response
Other Councils have shown that only booking at busy sites
pushes traders to the non-booking sites so we would not make
the savings by diverting trade waste and increase traffic
problems at the non-booking site.

2 Booking only required for
weekend

Trade typically comes in during week so would need a way of
controlling trade. Similar issues to having non book sites.

3 Booking only required for
van and trailer

Barrier needs the registration to open so everyone needs a
booking.
If only book trade vehicle types(van/trailer) then this would
need removal of barrier and addition of staff cost to man the
gate, also welfare issue with staff outside at gate in bad
weather.

4 Extend opening hours
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5 Trailer visits at a set time slots

More of a restriction to those with trailers, no budget for
extended hours.

6 There shouldn't be a size limit on Increase in staff abuse/confrontation, not possible to check
trailers but more awareness to the every van and trailer this would slow up site for other users. 24
content
visits a year was made rather than 2 per month to give choice
to customers to accommodate projects such as house
moves/DIY projects or garden waste season.
7 Stop booking saving the money to Installation of barriers booking system from Zero Waste
invest in extending opening hours Scotland grant. Cost of booking system much lower than
costs to extend opening times. Current data shows sites not
at 100% usage with current hours. Previous data showed
Tuesday evening opening was not well used.
8 Mix of booking/not for certain days Could cause site congestion and difficulty in managing trade.
9 Option for the public to book
onsite

Require additional staff time to handling
this – cost implications.

10 Allow a trailer bigger than 10ft?

Most domestic type trailers typically less than 10ft, where
trade may be larger. Already increased from 8ft to 10ft
following feedback.
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Appendix J Fly Tipping Reports

Year
2017
2018
2019
2020
2021 to Sept

Total Asbestos Tyres
692
17
57
722
32
80
700
40
94
1195
80
162
861
68
129

Other
618
610
566
953
664

Asbestos
%
2%
4%
6%
7%
8%

Tyres
%
8%
11%
13%
14%
15%

%v
prior year
4%
-3%
71%
-28%

Although the general level of fly tipping is still too high, in the years before the pandemic, reports
averaged about 700 per year. This rose in 2020 by 71% to 1195, during this time all recycling
centres were closed to the public for a period of 2 months, to date this year there have
been 861 reported.
Analysis shows there was a spike in reported incidents in March 2021 – this however was before
the introduction of the limit system, which has been in place for some time, so the system has not
been directly responsible for an increase in fly tipping, levels are reducing and have over the past 5
months been less than in 2020. Note: All incidents are now captured, including those left beside
recycling centres, glass points and litter bins as this helps target interventions, resulting in a
levelling off of reports.
Engagement is undertaken with residents and businesses on their responsibilities in respect of
use of bins (ensuring waste is contained) and they still have a duty of care responsibility. If using
someone to take away their waste, ensuring they are using a registered waste carrier who disposes
of the waste legally. (Although this is seldom initiated)
There does not appear to be a high level of organised fly tipping, but smaller garages are checked
to make sure they are disposing of tyres responsibly. Most of the fly tipping consists of small
amounts of household waste, if evidence is found, the team of Community Waste Officers will
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engage with the perpetrators as to the reasons and discuss the options for disposing of their waste
responsibly. If this is not successful enforcement action in the form of Fixed Penalty Notices would
be used, Community Waste Officer’s also work with landowners to help them make their land less
vulnerable to fly tipping.
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Appendix K Benchmarking
Council

Booking Summary

North
Lanarkshire

Yes

Vans and trailers only - as they are limited to these sites but keen on
expanding.
Fly tipping – Slight increase but difficult to relate directly to the booking
system.

Midlothian

Yes

Complaints – Initial increase in complaints on slots available.
System only for vans and trailers only to reduce suspected trade
waste.
To manage traffic flow and assists with operational planning and
staffing.

South Ayrshire Yes

Fly tipping in Midlothian is down – despite what residents might think.
To tackle waste tourists from other authorities who already have a
booking system.
To deal with commercial users abusing the site and help traffic
management.

East Ayrshire

Yes
2
HRC’s

Negative comments on Facebook, same people who complain about
everything.
Safer site for users and employees with controlled traffic management
As verification of residency done on registration – no issues with
“waste tourists”.
Good data management and control of booking slot numbers.

Highland

Yes

Complaints: very little majority positive any are due to initial
registration process.
The visitor numbers will not always warrant booking systems for the
smaller sites.
(5 smallest took less than 10,000 tonnes <5% of all sites total)

Moray

Yes

Control of vans and trailers.
Yes + ANPR barrier (Elgin Only).
Reduced queues and congestion better health and safety.
Appears to have caused an increase in traders going to non- booking
sites.
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Aberdeen City

Yes

Vans and trailers only at all sites better traffic management.
Reduced vehicle queuing, idling and abortive journeys to reduce
carbon emissions.

Glasgow

Yes

To help tackle abuse by traders (result: drop in the materials produced
by traders).
Traffic management and site safety reduce queuing, reduced carbon
emissions.
Tackle misuse by traders.
Booking portal to communicate messages which promote reuse and
recycling.

Edinburgh

Yes

Performance data helps inform decisions allocation of resources at
peak times.
Well received by public.
Reduce vehicle queuing and better site efficiency data for better
operational planning.
Restriction on times a van can visit (dedicated van slots 8.30-10am
each day).

Inverclyde

No

Perth &
Kinross
South
Lanarkshire
Orkney
NorthAyrshire
Dundee City
Renfrewshire

No
No

Fly tipping - With restrictions adopted no specific fly tipping issues
related.
Considered but it was felt that it would be unmanageable.
Would like to introduce to limit trade abuse and encourage users to
recycle more.
Still trying to get permission to implement a booking system.

No
No
No
No

As can be seen from the comments the local authorities using booking systems have identified a
range of improvements, which can be built upon to provide better service provision, comments on
complaints and fly tipping are in common with what has arisen during engagement.
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Appendix L: Options Considered
Options Appraisal
Option 1 – Do Nothing - retain current arrangements
Description

Describe the option and the proposed approach for the project, and how it
differs from the other options.
This option looks to retain the current systems and make no changes in
addition to those that have already been implemented.
This option does not take account of or address any of the issues,
improvements, comments, suggestions or feedback provided by service users
during customer engagement activities.

Estimated Costs

No additional costs associated with this option as systems are already in
place.
£111k grant funding received from Zero Waste Scotland and a four-year
contract in place with Pentagull for the booking and limit systems.

Ability to Deliver
Project
Outcomes and
Benefits

Describe how and to what extent this option delivers the project objectives and
benefits detailed in Section 2 of the Business Case.
Project objective was to look at the pros and cons of the current system, this
option does not take account of customer experience (both domestic and
trade) and does not therefore address any of the areas which have been
highlighted as offering improvement opportunities by service users using the
process.
Although this option currently provides a service most users are satisfied with
and helps to support Increased recycling rates, reductions in tonnage going to
landfill and appears to have not adversely affected fly tipping levels, it does not
allow improvements to be made, many of which could help to further improve
Customer satisfaction.

Compliance with
Legal and
Statutory
Obligations

Describe how and to what extent this option will help to comply with legal and
statutory obligations detailed in Section 2 above.
This option helps the Council to comply with the following legislation




Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
Refuse Disposal Amenity Act 1978
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Risks

Describe any significant risks which are specific to this option and any
mitigating action.
After a wide range of engagement was undertaken which included over 4,000
survey responses from the public, local community councils/groups and
businesses, as well as an analysis of social media comments and the
identification of, complaint themes, if no improvements are made, public
perception and Council reputation may be adversely affected.
It should be noted that initial complaint levels have dropped since changes
were made to allow cars unlimited entry and an increase in permitted trailer
size after customer feedback.

Summary of
Advantages and
Disadvantages

Weigh up the main pros and cons of this option.
Current Advantages


Booking System/Limit System/ANPR System

Customer Benefit






Providing a consistent service across the Council
Guaranteed slot
Reduced queues/improved traffic flow
More space to access skips
Environmental benefit

Service Benefit









Providing the same service across the Council.
More efficient operation and better staff utilisation.
Control visits and manage the number of customers onsite at any given
time. Improved site safety.
Helps identify misuse by traders or members of the public.
Communication on service disruption using email.
Provision of data on the efficiency of the sites to assist with planning
future service.
Controlled access to site for vehicles without appointments
Removes need for staff checking details at entrance to sites.

Current Disadvantages



Public perception if no changes made after engagement.
Customer Complaints in respect of booking process issues do not
reduce as they have not been addressed.
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Additional Details There are an average of 50,000 bookings made through the system every
month
All supporting data can be found in the main report Appendix D – J, in relation
to site booking and utilisation, recycling rates, tonnage, customer complaints
and fly tipping. It is noted that the level of complaints in relation to the total
number of site bookings is very low.
Option 2 – Continue with the current systems, with improvements to customer experience
Description

This option is to recommend improvements to the current systems which
incorporate feedback and observations from service users.
These relate to the booking system, limit system and communications and
have been gathered through engagement with service users following a
service design approach with both domestic and trade users, in conjuncture
with a range of performance data supplied by the Service.
Project has included a Public Survey and Trade Waste Survey about the
service provided and the systems used at the HRCs to feed these opinions
into the review process, workshop with elected members, community council
members, service representatives and Area Management teams, looking at
customer journey and experiences and improvement opportunities and the
analysis of feedback received on social media. Recommended improvements
received through this engagement are shown below.
All supporting data can be found in the main report Appendix A – J, in relation
to customer engagement, site booking and utilisation, recycling rates, tonnage,
and fly tipping. Also customer complaints which as a percentage of overall
sites usage are very low.
In addition to the advantages identified with the current system, the following
recommendations will help improve the current service
Booking System Recommendations







Clearer Instructions on website – simplify and update the language.
Autofill of details to avoid duplication.
Timeslots available first prior to completion.
Introduce shorter notice availability of timeslots.
My Aberdeenshire App incorporated and downloaded from the website.
Work with Street and Corporate address team, to ensure Pentagull
receive details of missing addresses to add to the system.
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Limit System Recommendations



Increase number of vehicles per timeslots at busier sites.
Increase number of trailers per slot from 1 to 2 where size allows.

Engagement/Communications Recommendations






Comms re 24 visits per year – not a 2 per month limit.
Make better use of Facebook/community publications on any changes
to booking process.
Consistent communication across all platforms to improve customer
understanding.
Easier to access information to help people to know what to do.
Communication using the email address collected from booking system.

Estimated Costs

No significant costs are involved in this option, as it is building on what is
already in place, adjustments to process and recommended changes should
be achieved with little or no financial outlay, there may be some small cost
involved with changes to system but would become known after discussions
with Supplier.

Ability to Deliver
Project
Outcomes and
Benefits

Describe how and to what extent this option delivers the project objectives and
benefits detailed in Section 2 of the Business Case.
Improved customer experience by simplifying booking process and making it
easier for users to access and understand.
This option for improved service provision incorporates customer feedback,
provides suggestions for improved options for both domestic and
trade/commercial disposal and should help lead to a reduction in customer
complaints, while ensuring the retention of site health and safety.
This option looks to support increased recycling rates, reductions in tonnage
going to landfill and also instances of fly tipping and making more time slots
available to domestic users where required.

Compliance with
Legal and
Statutory
Obligations

Describe how and to what extent this option will help to comply with legal and
statutory obligations detailed in Section 2 above.
This option helps the Council to comply with the following legislation



Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
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Refuse Disposal Amenity Act 1978

Risks

No Significant Risks to this option have been identified.

Summary of
Advantages and
Disadvantages

Weigh up the main pros and cons of this option.
Booking System/Limit System/ANPR System
Advantages







A simplified booking system with fewer steps and less information to
absorb.
Auto fill option to remove need for repetitive completion and duplication.
Consistent communication across all platforms to improve customer
understanding.
Providing a consistent service across the Council.
Increased number of slots available in the 15-minute window at busier
sites where possible.
Less traffic disruption on the busy sites and surrounding roads during
peak times.

As well as retaining the advantages currently in place:
Booking System/Limit System
Customer Benefit






Providing a consistent service across the Council.
Guaranteed slot.
No longer any queues/improved traffic flow.
More space to access skips.
Environmental benefit.

Service Benefit








Providing the same service across the Council.
More efficient operation and better staff utilisation.
Control visits and manage the number of customers on-site at any
given time. Improved site safety.
Helps identify misuse by traders or members of the public.
Communication on service disruption using email.
Provision of data on the efficiency of the sites to assist with planning
future service.
Controlled access to site for vehicles without appointments.
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Removes need for staff checking details at entrance to sites.

Disadvantages





Users not happy with the systems although current booking levels
average 50,000 per month (Appendix D main report).
Customer complaints may continue, but reports show current levels are
low (Appendix H main report) and the recommendations address
many of these, note initial issues around limits and trailer sizes have
already been addressed by the Service.
May not be able to increase vehicle per timeslots at sites identified in
the survey comments due to site layout, so no perceived improvement
to those responders.

Additional Details This option was developed using a service design approach, with the Council
actively seeking the views of service users, Community Groups, Businesses
and traders and members of the public, to help identify areas of improvement
within the current booking system and process, public and trade surveys were
used along with engagement workshops to get input from as wide a range of
service users as possible.
Option 3 – Introduce Hybrid System – removing Booking at specific sites on specific days
Description

This option would look to remove the current booking system for users at specific
sites or specific days.
No booking other than for limit system vehicles on quiet day during the week?

Estimated
Costs

Detail the estimated costs involved with implementing this option, including whole
life costing where appropriate.
No direct costs although contract payment would continue regardless of sites not
using it.
May be some costs involved in customising system to exclude certain days.
Financial impact to Council in respect of trader access if controls were removed.
Loss of control of trader access may impact savings targets.

Ability to
Deliver Project
Outcomes and
Benefits

Describe how and to what extent this option delivers the project objectives and
benefits detailed in Section 2 of the Business Case.
This option does not provide a standard service to all users within Aberdeenshire.
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This option would result in a loss of control over trader access and incur costs
because of this to the Council.
Without a booking system no control over pedestrian and car access times so
increased health and safety risk.
May be of benefit to those with no IT skill/access to visit without booking, although
telephone booking levels are low.
Compliance
with Legal and
Statutory
Obligations

Describe how and to what extent this option will help to comply with legal and
statutory obligations detailed in Section 2 above.
This option still allows the Council to comply with the following legislation




Risks

Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
Refuse Disposal Amenity Act 1978

Describe any significant risks which are specific to this option and any mitigating
action.


Communication of changes will lead to increased requests for similar
arrangements at other sites, Council perceived to be providing various
levels of service provision to different areas/complaints from other site
users.



Loss of control over trader access and associated costs because of this to
the Council.



May move traffic to non-booked sites increasing queues/site busier/
reduced covid control leading to increase in complaints.



Return of funding request from Zero Waste Scotland.



Impact on Site Safety – unable to control access numbers.



Pedestrian Access (there has been a death on site of a pedestrian that
was hit by a car in a Scottish local authority run site in recent years and
therefore pedestrians and cars accessing sites should always be kept
separate).



Impact on staff wellbeing/breaks/dealing with confrontation and
congestion.
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Summary of
Advantages
and
Disadvantages



Loss of performance measurement on site usage for future service
improvements.



Information from Moray Council indicates that traders migrate from sites
where bookings are required.

Weigh up the main pros and cons of this option.
Advantages



Address perceived issues at some sites.
Better utilisation of quieter days at sites (Appendix E main report) shows
3 sites with low rates (Macduff 46%, Turriff 51% & Huntly 52%).

Disadvantages












Additional
Details

Loss of control over trader access/control and associated costs.
Negative impact on customers during busy times.
Impact on site safety/access.
Return of queuing and congestion - users will go on day no booking
required.
Visits to sites not spread over the day.
Environmental impact – increase in frequency of visits carbon footprint.
Increase in cross border/site users.
Impact on scheduled staff breaks, as unable to control site access
numbers.
Increase in customer complaints from other site users who still must book.
Increase of staff abuse and confrontation.
Unable to contact customers re site closures on specific days.
Communication of changes would need to be site specific.

Measures taken to divert trade/commercial users from sites would be adversely
impacted.
Sites with higher levels of dissatisfaction Fraserburgh, Laurencekirk, Turriff and
Westhill, highlighted the need for a simplified booking process, the need for more
timeslots and being able to book at shorter notice, all these issues can be
resolved by adopting the customer improvement suggestions included in Option
2. Site Specific summary is available in Appendix A main report.

Option 4 – Remove the current Systems
Description

This option would look to remove the current booking/limit System and ANPR
barriers and allow unlimited access to all vehicles.
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Estimated
Costs

Detail the estimated costs involved with implementing this option, including whole
life costing where appropriate.
Pentagull system: 4-year contract commenced on 21 May 2021 (renewal date for
initial 1 year contract) - Contract due to expire 2025.
Cancellation penalties would be based pro rata on the remaining annual cost
remaining, a full year equates to £4000. There would also be further charges if
requests were made for data still held in the system, the day rate charge for this
service that would depend on the complexity of the data required but would be
£500 per day (1- 3 days required to process requests).
Cost involved in removal of barriers estimated at £6,500, in addition, there would
be storage costs.
Zero Waste Scotland Costs contractual right to recover from the Council any
losses (on a £1 for £1 basis) incurred by it in connection with such recovery
action.
Commercial waste in Recycling Centres is estimated to cost the Council 500k per
year around 20% (10,000 tonnes) of the waste handled at recycling centres
annually.

Ability to
Deliver Project
Outcomes and
Benefits

Describe how and to what extent this option delivers the project objectives and
benefits detailed in Section 2 of the Business Case.
This option does not take account of many customers who are satisfied with the
current systems and have suggested areas for improvement, it also does not take
account of those individuals who are still uncomfortable with busy spaces.
Although this option would allow unlimited access to all users, it does not itself
offer a better service and removes all the benefits currently being experienced by
both users and service providers, also removing the controls currently in place in
respect of trade/business users, there is no indication this would be a service
improvement and may lead to an increase in complaints from users who are
satisfied with the current arrangements.
This option would not provide a service that most users are satisfied with,
measurement on the effect on recycling rates and reductions in tonnage going to
landfill would need to be monitored.

Compliance
with Legal and
Statutory
Obligations

Describe how and to what extent this option will help to comply with legal and
statutory obligations detailed in Section 2 above.
This option still allows the Council to comply with the following legislation
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Risks

Describe any significant risks which are specific to this option and any mitigating
action.







Summary of
Advantages
and
Disadvantages

Waste (Scotland) Regulations 2012
Environmental Protection Act 1990
Refuse Disposal Amenity Act 1978

Loss of control over trader access and associated costs because of this to
the Council, with trade waste – mitigation would be to retain/improve the
current systems.
Impact on site safety.
Impact on staff wellbeing/breaks/dealing with confrontation and
congestion.
Loss of measurement for future service improvements.
Increase in complaint levels from those users currently satisfied with the
systems in place.
Loss of 1 metre social distancing.

Weigh up the main pros and cons of this option.
Advantages



Reduction in complaints (current levels are low Appendix H main
report).
Possible reduction in fly tipping.
(Current systems do not appear to have caused an increase in this
Appendix J main report)

Disadvantages














Increase in customer complaints from satisfied service users.
Contract cancellation financial penalties
Investment loss Waste Scotland Funding for current systems.
Impact on future funding for other waste projects (3 weekly bin
collections?).
Loss of measurement in respect of usage rates and booking data.
Loss of data to support or highlight improvement areas/opportunities.
Loss of control over trader access/control and associated costs.
Negative impact on customers during busy times.
Impact on site safety/access.
Return of queuing and site congestion.
Visits to site not spread over the day.
Environmental impact – increase in frequency of visits carbon footprint.
Penalties in respect of cancelling 4-year contract or ongoing charges.
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Additional
Details

Increase in Cross border/site users.
Impact on scheduled staff breaks, as unable to control site access
numbers.

In the short term 1 metre social distancing is still in operation, removal of systems
will make this difficult to maintain and place added pressure on staff.
The booking system has already been used to intercept traders to ensure waste
disposal is being paid for.
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Section

1. Overview

.

This document has been generated from information entered into the Integrated Impact
Assessment system.
To assess the impact of the proposed changes to the Household Recycling Centre (HRC)
following the HRC Review led by the Council's Change Team from August to November 2021.
The proposed changes will be minimal concentrating on improving the customer experience in
the booking process, the limits on vehicles on sites and custmesr communication.
During screening 5 of 10 questions indicated that detailed assessments were required, the
screening questions and their answers are listed in the next section. This led to 3 out of 5
detailed impact assessments being completed. The assessments required are:
• Equalities and Fairer Scotland Duty
• Sustainability and Climate Change
• Town Centres First
In total there are 11 positive impacts as part of this activity. There are 2 negative impacts, all
impacts have been mitigated.
A detailed action plan with 2 points has been provided.
This assessment has been approved by ewan.wallace@aberdeenshire.gov.uk.
The remainder of this document sets out the details of all completed impact assessments.
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Section

2. Screening

.

Could your activity / proposal / policy cause an impact in one (or more) of the
identified town centres?

Yes

Would this activity / proposal / policy have consequences for the health and
wellbeing of the population in the affected communities?

No

.

.

Does the activity / proposal / policy have the potential to affect greenhouse gas Yes
emissions (CO2e) in the Council or community and / or the procurement, use or
disposal of physical resources?

.

Does the activity / proposal / policy have the potential to affect the resilience to
extreme weather events and/or a changing climate of Aberdeenshire Council or
community?

Yes

Does the activity / proposal / policy have the potential to affect the
environment, wildlife or biodiversity?

No

Does the activity / proposal / policy have an impact on people and / or groups
with protected characteristics?

Yes

Is this activity / proposal / policy of strategic importance for the council?

Yes

Does this activity / proposal / policy reduce inequality of outcome?

No

Does this activity / proposal / policy have an impact on children / young
people’s rights?

No

Does this activity / proposal / policy have an impact on children / young
people’s wellbeing?

No

Section

3. Impact Assessments

Children's Rights and Wellbeing

Climate Change and Sustainability

.

.

.

.

.

.

No Negative Impacts Identified

.

.

.

Not Required

.

.

.

Equalities and Fairer Scotland Duty

All Negative Impacts Can Be Mitigated

Health Inequalities

Not Required

.

.

Town Centre's First

.

.

.

No Negative Impacts Identified

.
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4. Equalities and Fairer Scotland Duty Impact
Assessment
Section

.

Section

4.1. Protected Groups

.

Indicator

Positive

.

Age (Younger)
Age (Older)

,

positive,

,

positive,

Disability

,

positive,

Race

.

Yes

Age (Younger), neutral, No.

Yes

Age (Older), neutral, No.

Yes

Disability, neutral, No.

.

Religion or Belief

Disability, negative,

positive, No.

Sex

positive, No.

,

,

Sex, neutral,

Yes

Marriage or Civil Partnership, neutral,

Race, negative, No.

Race, unknown, No.

Religion or Belief, negative, No.

Religion or Belief, unknown, No.

Sex, negative, No.

Sex, unknown, No.

Pregnancy and Maternity, negative, No.

Pregnancy and Maternity, unknown, No.

Sexual Orientation, negative, No.

Sexual Orientation, unknown, No.

Gender Reassignment, negative, No.

Gender Reassignment, unknown, No.

Marriage or Civil Partnership, negative, No.

Marriage or Civil Partnership, unknown, No.

.

Yes

.

.

Low income

positive, No.

Low wealth

positive, No.

,

.

Neutral
Low income, neutral,

,

Low wealth, neutral,

Negative Unknown
.

Yes

Low income, unknown, No.

Yes

Low wealth, negative, No.

Low wealth, unknown, No.

Material deprivation, negative, No.

Material deprivation, unknown, No.

Area deprivation, negative, No.

Area deprivation, unknown, No.

Socioeconomic background, negative, No.

Socioeconomic background, unknown, No.

.

.

Material deprivation, neutral,

positive, No.

,

.

Low income, negative, No.

positive, No.

,

Area deprivation, neutral,

Yes

.

Yes

positive, No.

,

Disability, unknown, No.

.

.

Yes

positive, No.

Positive

Socioeconomic background

Yes

.

Gender Reassignment, neutral,

.

Material deprivation

Yes

Yes

positive, No.

4.2. Socio-economic Groups

Age (Older), unknown, No.

.

.

Sexual Orientation, neutral,

,

Yes

.

positive, No.

,

Indicator

Section

Yes

Pregnancy and Maternity, neutral,

Marriage or Civil Partnership

Socioeconomic background, neutral,

.

Yes

.

4.3. Positive Impacts

.

Impact Area
Impact Area

Impact Area

Impact Area

Age (Older)

Age (Younger)

Disability

.

Age (Younger), unknown, No.

.

positive, No.

,

,

Area deprivation

Yes

Religion or Belief, neutral,

Gender Reassignment

.

Age (Older), negative,

Race, neutral,

Sexual Orientation

Negative Unknown
Age (Younger), negative, No.

.

positive, No.

Pregnancy and Maternity

.

.

,

Section

Neutral

Impact
Keeping the booking system with improvements would mean
fewer queues at recycling centres on arrival. The older customer
can access recycling centres at quieter times, when the sites are
less busy and they can take the additional time and care that is
required in their visits to the recycling centre.
Impact

Keeping the booking system with improvements would mean
fewer queues at recycling centres on arrival. Younger customers
are more likely to be engaged with digital technology which
would make visits to HRC's easier and more efficient for this
group.
Impact

Keeping the booking system at all sites means that the numbers
of customers on site at any time are kept to a manageable
number therefore when a person with a disability attends site
they will feel less hurried and have more time to interact with the
attendants who can assist and direct where waste should be
deposited.
Impact
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Section

4.4. Negative Impacts and Mitigations

.

Impact Area
Impact Area

Impact Area

Section

Details and Mitigation

Age (Older)

Details and Mitigation

Some older customers may not be digitally active and find the
online booking system a barrier to using HRC's
Can be
Yes
mitigated

Disability

Bookings can be made by telephone using
Wasteline number

Timescale

Ongoing

Details and Mitigation

Some customers with certain disabilities may not be able to
access the online booking system.
Can be
Yes
mitigated

4.5. Evidence
Type

Mitigation

Mitigation

Customers can call the WasteLine and make
telephone bookings

Timescale

Ongoing

.

Source

External
Online and paper
Consultation survey with
customers of
Recycling
Centres
Evidence Type

Evidence Source

External
Online and paper
Consultation survey of HRC
customers
Evidence Type

Evidence Type

Evidence Source

Internal Data Pentagull
Booking System
Evidence Source

External
Consultation
Evidence Type

Evidence Source

Focus Groups

It says?
Only 38% of respondents are
dissatisfied with the current
system.
The evidence says:

2.3% of respondents made
bookings by telephone
The evidence says:

633 visits were made to
HRC's during the period
January to November 2021
with a mobility adapted
vehicle.
The evidence says:

All focus groups were
positive about the booking
and limits system.
The evidence says:

It Means?
This means that the HRC
booking system is well
accepted amongst service
users
The evidence means:

This means that the
provision of the telephone
booking system is being
used by a small percentage
of customers and therefore
we need to continue with this
service
The evidence means:

Customers with disabilities
are actively using our service
The evidence means:

The communities that the
focus group attendees
represented are happy with
the current mechanism for
booking visits to HRC's
The evidence means:
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Type
Evidence Type

Evidence Type

Section

Source

Internal Data Pentagull
Booking System
and car Counter
Data
Evidence Source

Internal Data Contact Centre
Call Analysis
Evidence Source

It says?

It Means?

Comparing a 10 month
period before the booking
system was implemented
with a 10 month period once
the booking system was
installed we found the
following
Pre Booking visitor numbers
across all HRC's were
931,131, post booking this
was 407,760, a reduction of
56% in terms of visitor
numbers.
Pre booking the tonnage
deposited at sites was
37,353 across all sites post
booking 32,657 tonnes, a
reduction of 12.57% in terms
of tonnage deposited at
sites.
The average KG deposit per
customer per visit increased
from 40.12kg to 80.09kg an
increase of 99.63%

The data shows that the way
that customers visit recycling
centres has changed .
Customers come less often
but with more material. There
has been a slight reduction in
total tonnage throughput
since the booking system
and limits were applied, but
this can be attributed to the
fact that the new systems
have diverted trade waste
away from our recycling
centres as was intended
through the application of
the vehicle limits that were
applied.

The evidence says:

The evidence means:

From 1 January to 9 August
2021 the service received
124 complaints in regards
the HRC Service Just 11% of
these complaints were in
regards to the booking
system itself, 27% of
complaints were in regards
the size of the trailers that
were permitted to access
HRCs.
The number of bookings
made in the same period was
356,628. The complaints
represented 0.034% of
bookings. Complaints about
the booking system
represented 0.0039% of all
bookings made.

The data shows that the
booking system is well
accepted amongst the
majority of customers who
do not have cause for
complaint.
Whilst complaints are
received about the booking
system they represent a
minute percentage (0.0039%)
of all bookings made.
The largest cause for
complaint was for the size of
trailer permitted to access
HRCs the service reacted to
this and increased the size of
the trailer allowed to enter
HRCs. Since which time
complaint of this nature have
reduced.

The evidence says:

4.6. Engagement with affected groups

The evidence means:

.

Focus groups
Online and paper based survey of HRC customers

Section

4.7. Ensuring engagement with protected groups

.

Generated automatically from the Integrated Impact Assessment system, assessment ID: IIA-000296. Page 6 of 11.

Item: 12
Page: 205
Printed copies of the online survey were made available at HRC's to ensure those booking by
telephone still had access to the survey

Section

4.8. Evidence of engagement

.

The outcome of the online survey is presented as an appendix to this report. The HRC Review
process which included suggestions for improvements is presented as an appendix to this
report.

Section

4.9. Overall Outcome

.

All Negative Impacts Can Be Mitigated.
There are minor improvements to be made to the current booking system which will make the
booking process more streamlined. This will be communicated to ensure all service users are
aware of changes.
The booking system will remain and customers will remain able to make telephone bookings
which will assist those who cannot or are not comfortable with making their own online booking.

Section

4.10. Improving Relations

.

An effective communication campaign will be put in place during periods of making changes to
the booking systems.
Community Waste Officers will provide advice to their community and liaise with community
groups in their areas.

Section

4.11. Opportunities of Equality

.

Bookings are available primarily online but customers are also able to make telephone bookings.
We will continue to communicate with and engage with all sectors of the community to ensure
that they get the best out of the HRC service.
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Section

Section

5. Sustainability and Climate Change Impact Assessment
5.1. Emissions and Resources

.

Indicator

Positive

.

Consumption of energy
Energy efficiency
Energy source

,

positive,

.

Yes

Energy efficiency, neutral,

positive, No.

,

Energy source, neutral,

positive,

,

positive,

Circular economy transition

Consumption of energy, unknown, No.

Energy efficiency, negative, No.

Energy efficiency, unknown, No.

Energy source, negative, No.

Energy source, unknown, No.

Low carbon transition, negative, No.

Low carbon transition, unknown, No.

.

.

Yes

.

Yes

Consumption of physical resources, neutral, No.

Consumption of physical resources, negative, No.

Consumption of physical resources, unknown, No.

Yes

Waste and circularity, neutral, No.

Waste and circularity, negative, No.

Waste and circularity, unknown, No.

Circular economy transition, negative, No.

Circular economy transition, unknown, No.

Economic and social transition, negative, No.

Economic and social transition, unknown, No.

.

.

positive, No.

,

Circular economy transition, neutral,

Economic and social transition

.

Consumption of energy, negative, No.

.

Yes

Low carbon transition, neutral,

Waste and circularity

Yes

positive, No.

,

Economic and social transition, neutral,

.

Yes

.

5.2. Biodiversity and Resilience

.

Indicator

Positive

.

Quality of environment

,

positive,

Quantity of environment
Wildlife and biodiversity

.

Neutral

Yes

Quality of environment, neutral, No.

,

Quantity of environment, neutral,

positive, No.

Wildlife and biodiversity, neutral,

positive, No.

,

Infrastructure resilience, neutral,

Council resilience

,

positive,

Yes

Negative Unknown
.

Quality of environment, negative, No.

Quality of environment, unknown, No.

Yes

Quantity of environment, negative, No.

Quantity of environment, unknown, No.

Wildlife and biodiversity, negative, No.

Wildlife and biodiversity, unknown, No.

Infrastructure resilience, negative, No.

Infrastructure resilience, unknown, No.

Council resilience, negative, No.

Council resilience, unknown, No.

Community resilience, negative, No.

Community resilience, unknown, No.

Adaptation, negative, No.

Adaptation, unknown, No.

.

Yes

.

Yes

.

Council resilience, neutral, No.

.

Community resilience

positive, No.

Adaptation

positive, No.

,

Community resilience, neutral,

,

.

.

positive, No.

,

Infrastructure resilience

Section

Yes

positive, No.

,

,

Negative Unknown

.

,

Consumption of physical resources

.

Consumption of energy, neutral, No.

positive, No.

Low carbon transition

Section

Neutral

Adaptation, neutral,

Yes

.

Yes

.

5.3. Positive Impacts

.

Impact Area
Impact Area

Impact Area

Impact Area

Council resilience

Quality of environment

Quality of environment

Impact
Keeping the booking system at all sites retains the Councils
resilience in terms of being able to close HRC's and also to
cancel bookings and prevent further bookings taking place. We
are able to notify, via email, all customers who have made an
online HRC booking that their booking has been cancelled and
the reason why.
Impact

Fewer queues at HRC's means fewer customers idling their car
engines therefore improving the quality of the local environment
with vehicle emissions.
Impact

Retaining the booking system means that we are able to cancel a
customers booking should the site need to close because of
severe weather or other issues. This prevents customers from a
wasted journey and saving on vehicle emissions which in turn
improves the local environment quality.
Impact
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Impact Area
Impact Area

Impact

Consumption of energy

Retaining a booking system at all sites will minimise queueing at
HRC's during busy periods. As a result there will be fewer cars
idling with their engine on and therefore reducing consumption
of energy of our service users.
Impact

Consumption of physical
resources

As people make fewer journeys to HRC's with more waste they
will use less fuel and therefore fewer physical resources in using
HRC's

Impact Area

Impact Area

Section

Impact

Waste and circularity

5.4. Evidence
Type

As HRC's will retain the ability to manage customers on site we
can ensure that maximum time can be spent with customers
directing customers to recycle more and landfill less.
Impact

.

Source

It says?

External
Consultations
Consultation with Other
Booking System
Users
Evidence Type

Evidence Type

Section

Evidence Source

Internal Data Pentagull
booking data, car
counter data,
Waste Transfer
Note tonnage
data for materials
removed from
site
Evidence Source

5.5. Overall Outcome

In general those Local
Authorities using a HRC
booking system have found
that numbers of visits reduce
but the amount of waste
brought per visit increases.
The evidence says:

Comparing a 10 month
period before the booking
system was implemented
with a 10 month period once
the booking system was
installed we found the
following
Pre Booking visitor numbers
across al HRC's were
931,131, post booking this
was 407,760 a reduction of
56% in terms of visitor
numbers.
Pre booking the tonnage
deposited at sites was
37,353 across all sites post
booking 32,657 tonnes a
reduction of 12.57% in terms
of tonnage deposited at
sites.
The average KG deposit per
customer per visit increased
from 40.12kg to 80.09kg an
increase of 99.63%
The evidence says:

It Means?
It means that booking
systems affect peoples use
of HRC's making their
journeys more efficient
The evidence means:

The data shows that the way
that customers visit recycling
centres has changed.
Customers come less often
but with more material
therefore reducing the
number of miles a customer
will travel in the delivery of
their waste to HRC's
The evidence means:

.

No Negative Impacts Identified.
There are only positive impact on biodiversity, resilience emissions and resources.
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Section

Section

6. Town Centre's First Impact Assessment
6.1. Local Factors

.

Indicator

Positive

.

Town centre assets

.

Neutral

positive, No.

,

Town centre assets, neutral,

Footfall

positive, No.

,

Footfall, neutral,

Changes to road layouts

positive, No.

Parking

positive, No.

,

Parking, neutral,

Infrastructure changes

positive, No.

,

Tourism, neutral,

Public safety

,

positive,

Town centre business

Changes to road layouts, negative, No.

Changes to road layouts, unknown, No.

Parking, negative, No.

Parking, unknown, No.

Yes

Infrastructure changes, negative, No.

Infrastructure changes, unknown, No.

Aesthetics of the town centre, negative, No.

Aesthetics of the town centre, unknown, No.

Tourism, negative, No.

Tourism, unknown, No.

Public safety, negative, No.

Public safety, unknown, No.

Town centre business, negative, No.

Town centre business, unknown, No.

Cultural heritage and identity, negative, No.

Cultural heritage and identity, unknown, No.

Social and cultural aspects, negative, No.

Social and cultural aspects, unknown, No.

.

Yes

.

Yes

.

Public safety, neutral, No.

.

Yes

.

positive, No.

,

Cultural heritage and identity, neutral,

positive, No.

,

Social and cultural aspects, neutral,

Yes

.

Yes

.

6.2. Positive Impacts

.

Impact Area

Impact Area

Impact

Public safety

Retaining the booking system will prevent queues building up
outside HRC's. This will minimise traffic disruption ensuring
smooth traffic flow and maintaining traffic safety on roads in and
around the HRC's and town centres.
Impact

Public safety

By controlling maximum numbers of people on HRC's at any one
time this will ensure that visitors are kept safe from moving
vehicles and ensuring Covid compliancy.
Impact

6.3. Evidence
Type

.

Source

It says?

Internal
Information from
Consultation site colleagues
Evidence Type

Section

Footfall, unknown, No.

.

Town centre business, neutral,

Impact Area

Section

Yes

positive, No.

Social and cultural aspects

Footfall, negative, No.

.

Yes

,

Cultural heritage and identity

Yes

Aesthetics of the town centre, neutral,

Tourism

Town centre assets, unknown, No.

.

positive, No.

,

.

Town centre assets, negative, No.

.

Infrastructure changes, neutral,

Aesthetics of the town centre

Negative Unknown

Yes

positive, No.

,

.

Yes

Changes to road layouts, neutral,

,

Section

.

Evidence Source

6.4. Overall Outcome

There are fewer instances of
traffic build up which affects
the local road network
The evidence says:

It Means?
That sites operate in a
manner that keep customers
and passing traffic safe who
don't have to perform
overtaking manoeuvres when
faced with a queue wishing
to enter a HRC
The evidence means:

.

No Negative Impacts Identified.
There are no impacts on town centres.
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Section

7. Action Plan

.

Planned Action

Details

All changes to the boking
system will be effectively
communicated with service
users

Lead Officer

Planned Action

Planned Action

Monitoring of Equality Impacts

Caroline Roff

Repeating Activity Yes
Frequency

Each time changes are made to the
booking system

Duration

2 weeks period 1 week before and 1
week after each change to booking
system

Expected
Outcome

Customers will be informed of changes
to the booking system

Resource
Implications

Communications Team

Lead Officer

Claire Loney

Repeating Activity No
Planned Start

Monday January 24, 2022

Planned Finish

Saturday December 31, 2022

Expected
Outcome

We will continue to monitor equality
impacts through the following
processes:_
Number of telephone bookings
Number of bookings using mobility
adapted vehicles
Feedback through customer complaints
Feedback through elected members

Resource
Implications

Team Manager Waste Processing and
Disposal, Support Leader North
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