EXECUTIVE COMMITTEE – 7 JANUARY 2008

PUBLIC SERVICES & HEALTH POLICY & SCRUTINY COMMITTEE -
29   NOVEMBER 2007
PART   I   - NOT DELEGATED 

12b.  
  REAL TIME CREW REPORTING

(  DLE)

  
1.
Summary
1.1
  To provide further information to members following a trial of the real time reporting system, with a view to obtaining approval to bring forward procurement of the system in 2007/08.
2.
Details

2.1
  The committee at its meeting of 08 November 2007 considered a report on capital budgets in Environmental Protection which recommended inter alia the purchase of a real time crew reporting system in 2007/08 utilising capital budget underspends.  Members wished to be given further details on the system, and agreed that a presentation and report on the Real Time Crew Reporting be submitted to the next meeting including comments from operatives and the CSC on the system trial (Minute PS.PP 39/07 refers).  The original report which had been considered by the Public Services & Health Policy Panel in January 2007 has already been re-circulated to members.
2.2
The Executive committee at its meeting on 05 February 2007 had requested further information (Minute EX149/06) prior to budget setting in February 2007,  and at the budget setting meeting Council agreed to a budget of £2,000 to carry out a trial of the system.  
2.3
The trial was carried out over six weeks from 10 September until 19 October 2007.   The system was installed in one green waste vehicle and one residual waste vehicle, and training was given on 07 September.  The main findings of this follow:
2.3.1
The benefit to customers calling the CSC was immediately evident.  There were many  calls received from customers who claimed that their bins had been missed, which CSC operatives were able to rebut since the drivers had logged these on the system as “bin not out”.  The customers were advised this and they were happy with the explanation given.
2.3.2
The crews reported that the incidence of “missed” bins which could not be challenged reduced by an estimated 90%.

2.3.3
CSC staff reported that when they challenged a resident’s statement that their bin was missed and advised them that the bin had been logged on a system which gave instant access to this information, they found that residents were less aggressive and less likely to dispute what was being said by the CSC.   Once it was explained to residents that the council had the system in place and so the CSC had firm evidence of what was being said, problems were diffused and the right advice could be given.  This was particularly useful when dealing with complaints regarding contamination.  In short, the feedback was that CSC staff were empowered to deal with customers’ problems in a way that has previously not been the case.

2.3.4
The system was found to be safer for drivers than filling in paperwork.

2.3.5
It was evident that there exists an opportunity for standard letters to be issued to residents where there are problems with contamination, access to roads etc more easily than at present.   There was a feeling that at this stage officers had not identified the full capabilities of the system and that there remained many possibilities yet to be discovered.

2.3.6
Before the trial some staff had expressed concerns that the technology would be used to “spy on” them, however once the benefits of the system both to staff  and to residents were seen, this concern disappeared.  There were also some worries that some drivers may not have sufficient computer-literacy however the system proved to be easier for these individuals to operate than is the case currently with manual paperwork.

2.4
The trial could not be carried out in a fully live setting since it would not have been possible to install the software to all CSC operatives’ computers.  Instead, real time reports of events which the crews reported were input manually to ProActive, enabling CSC to access the information, albeit with a short time delay between the crew reporting and manual inputting.  When the system is implemented this manual input stage is eliminated; the live transfer of the information from the crew will update ProActive automatically.   Rushcliffe Borough Council has implemented the system fully, and officers will report to the Committee meeting on their findings from a visit to Rushcliffe on 20 November.  Members will also be given a presentation of the system at the meeting.
2.5
Since the January 2007 report there have been instances where a resident’s complaint has highlighted the fact that the CSC are not always fully equipped to inform residents of the reason why the service appears to have failed, but that a system such as that proposed would have enabled the CSC to have dealt with the problem to the resident’s satisfaction before it escalated into a complaint.  There were also cases where the resident’s complaint included a request for better information at first point of contact. The Head of Environmental Protection dealt with two such complaints - one on access to the vehicle being denied due to inconsiderate parking and the other relating to brown bin contamination - and in both cases the resident, in describing how they would have preferred the matter to have been handled, gave an outline of the real time reporting system as is being proposed.  
3.
Options/Reasons for Recommendation
3.1
  The recommendations are being made to implement improvements to customer service and generate savings identified in the earlier report in January 2007.
3.2
An alternative option would be not to proceed.
4.
Policy/Budget Implications
4.1
The recommendations support the council’s strategic plan in terms of both:


2.2.2.1 – Exceeding recycling targets and reducing waste sent to landfill


3.1.3.1 – Improving customer satisfaction.
5.
Financial Implications

5.1
The financial implications are as detailed in the previous reports.
6.
Legal, Staffing, Community Safety, Customer Services Centre and Website Implications
6.1
None specific to this report.  
7.
Equal Opportunities Implications

7.1
Relevance Test
	Has a relevance test been completed for Equality Impact?


	Yes  

	Did the relevance test conclude a full impact assessment was required?
	No




  
8.
Environmental Implications
8.1
  As detailed in the previous report there would be savings in fuel and paper used, and increased recycling.
9.
Risk Management Implications
9.1
The Council has agreed its risk management strategy which can be found on the website at http://www.threerivers.gov.uk.  The risk management implications of this report are detailed below. 

9.2
The subject of this report is covered by the Environmental Protection service plan. Any risks resulting from this report will be included in the risk register and, if necessary, managed within this plan.
9.3

The following table gives the risks if the recommendation(s) are agreed, together with a scored assessment of their impact and likelihood: 

	Description of Risk
	Impact
	Likelihood

	1
	Technology fails
	I
	E

	2
	Staff fail to use system to full potential
	II
	E


9.4

The following table gives the risks that would exist if the recommendation is rejected, together with a scored assessment of their impact and likelihood:

	Description of Risk
	Impact
	Likelihood

	3
	TR 412 target missed
	III
	B

	4
	No improvement in customer satisfaction 
	III
	C


9.5
Of the risks above none are already included in service plans.
9.6
The above risks are plotted on the matrix below depending on the scored assessments of impact and likelihood, detailed definitions of which are included in the risk management strategy. The Council has determined its aversion to risk and is prepared to tolerate risks where the combination of impact and likelihood are plotted in the shaded area of the matrix. The remaining risks require a treatment plan. 
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9.7
In the officers’ opinion none of the new risks above, were they to come about, would seriously prejudice the achievement of the Strategic Plan, and are therefore operational risks. The effectiveness of treatment plans are reviewed by the Audit Committee annually.

10.  
Recommendation
10.1
That    Executive Committee approve the purchase of the Real time Crew Reporting system within  2007/08.

Report prepared by:
  Karl Murdoch, Head of Environmental Protection
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