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Summary
Strategic Place Making Scrutiny have requested that the Environment and Waste
Service report on the impact of the COVID-19 pandemic on Public Realm services.
The committee have invited the:
• Cabinet Member;
• Director Environment and Property; and
• Head of Environment & Waste
to present a report on Environment and Waste service delivery during the first wave
of the pandemic from March until June 2020.
The committee have set out:
• To scrutinise the lessons learnt from the impact of the COVID-19 pandemic
on public realm services.
• To review what the Council did that worked.
• To identify what the service should do differently in the event of similar
events happening again.
From the onset of the pandemic in mid-March 2020, sensing the scale of the
undertaking and to provide best transparency of decisions taken at the time within
context the service established an Environment and Waste COVID-19 Resilience
Scorecard and Business Continuity Register. This collated the Key Decisions, Daily
Service Priorities, key staff and contractor information, service trigger points,
DEPRO Rota, staff activity log (in case of emergency) and assigned roles and
responsibilities within the Environment & Waste management team.
In addition to the Environment and Waste COVID 19 - Resilience Scorecard a
dedicated COVID-19 Emergency Procedures and Guidance file was created which
included: Client and Contractor Business Continuity Plans, log of key decisions and
key reports. The role of the “Loggist” was to records actions and key decisions in
relation to COVID-19. This file is maintained electronically and kept as a “grab”
folder in case an emergency is declared.
This report sets out the impacts on the Services and the key decisions taken and
recorded throughout the first wave of the pandemic.
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Service Provider Overview

Serco are the councils key front line and universal service provider undertake services ranging from:
waste collection, recycling collection, food and garden waste collection, street cleaning, road
sweeping, play area inspection and maintenance, bin delivery, street furniture maintenance and
replacements, grounds maintenance, burial services, fly tip clearance, graffiti removal, dead animal
removal, cemetery and church yard maintenance, park and open space management. Serco
typically provide a cyclic maintenance and reinstatement programme to meet statutory and the
authority’s requirements with a limited provision of reactive and targeted services. The availability
of staff meant that resource had to be redeployed into those services considered essential to meet
the needs of residents and to mitigate where possible social, environmental and economic impacts.

Amey are our key partner providing residual (non recyclable) waste treatment services for Milton
Keynes Council. Amey operate the Milton Keynes Waste Recovery Park (“MKWRP”), a £140M
132,000 tonnes per year waste treatment facility which comprises mechanical treatment, biological
treatment and advanced thermal treatment facilities. MKWRP also acts as the operating base for
the Environment and Waste Team.

Viridor operate the Materials Recovery Facility (“MRF”) in Old Wolverton. The MRF is a regional
recycling facility handling waste from Milton Keynes, Central Bedfordshire, Bedford Borough and a
number of smaller providers. The MRF has seen an increase in the tonnage of 10-20% throughout
the pandemic and has had to contend with changing behaviours which has resulted in higher than
normal contamination as well as an altered mixture of materials e.g. more glass and plastic in the
domestic waste stream.

HW Martin operate the three Household Waste Recycling Centres (“HWRCS”) at Newport Pagnell,
New Bradwell and Bleak Hall. A fixed monthly management fee is paid for each site and then a
variable payment for transport and disposal based on the waste throughput. Income from trade
and reuse sales is paid to the authority on a monthly basis.
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Envar provide organic waste treatment services. Food and Garden waste is delivered to a sub
contracted transfer facility where it is bulked and hauled to an In Vessel Compositing facility
operated by Envar in Cambridgeshire. Envar are responsible for marketing, handling and disposal of
any products and residual materials.

Milton Keynes Council – Client Management team operate on an intelligent thin client model and
have adopted a partnering approach to enable successful service delivery. By thin client the total
number of staff dedicated to managing the services and contracts identified above is eight FTE
posts for waste and cleansing including the Head of Service and four posts for landscaping /
environment.
The service partnerships with our providers has endured perhaps its most challenging test from the
Coronavirus pandemic which has strained and stressed vehicle infrastructure and staffing to a level
not seen before. A significant amount of planning and management has been required to try and
successfully maintain daily front lines services to all residents during this unprecedented period
within the waste services industry and as an Authority across collection, disposal, cleansing,
landscaping and associated responsibilities. While this has not been without its challenges this has
not gone unnoticed by internal stakeholders, councillors and by the many residents who have made
contact to share their praise and support the Council and their contractors.
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Environment and Waste COVID 19 - Resilience Scorecard
Milton Keynes Council benefits from an integrated environmental services contract and the ability
to have a fluid resource pool approach cannot be overlooked. The ability to redeploy multidisciplinary staff granted our service with an intrinsic degree of resilience to deliver against the
councils’ priorities.
The service established an Environment and Waste COVID 19 - Resilience Scorecard and Business
Continuity Register. This excel based document including the following tabs.
• Index
• User Notes
• 1A. Resilience Scorecard
• 1B. Service and Hierarchy Triggers
• 1C. Environment Headlines
• 2A. MKC Environmental Services
Team
• 2B. MKC Staff Register
• 2C. MKC Sack Tracker
• 3A. Serco Team
• 3B. Serco Register
• 3C. Serco Collection Triggers and
Service Options
• 3D. Serco Grounds Triggers and
Hierarchy
• 4A. Amey Team
• 4B. Amey Dashboard
• 5A. Envar Team
• 5B. Envar Register
• 6A. HWRC Team
• 6B. HWRC Register
• 7A. Viridor (MRF) Team
• 7B. Viridor (MRF) Register
• 8. E&W Staff Activity log
• 9. DEPRO Rota
• 10. Lists
Each key service provider and member of the Environment and Waste Management team was
required to update the respective team registers each day. The information was input into the
relevant tab to provide an overview of each service area. The information was summarised in the
Resilience Scorecard and sent to the Head of Service and Environment & Property Director by 10am
each working day along with the service headlines and daily priorities.
Appendix 1 and Appendix 2 show examples of the Key Contractor Daily Updates and the
Environment and Waste COVID-19 Resilience Scorecard respectively. The supplementary
information provided by the contractors allowed the client team to monitor resources against the
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agreed triggers and hierarchy of service provision. The return from both Amey and Viridor also
allowed MKC to track capacity, key plan operator availability and day to day site performance to
enable contingency measures to be prepared.
In addition to the Resilience Scorecard a dedicated COVID-19 filing structure was introduced to
allow documentation of all key decisions affecting service delivery. The file was maintained by a
dedicated “loggist” and configuration librarian. The key decision points have been maintained on a
COVID-19 Action Log which has captured the following key information:
•
•
•
•
•
•
•
•
•
•

Log no.
Subject
Action
Owner
Open
Deadline
Outcome / Decision
Closed
Related Document(s)
Additional Actions

Battle Rhythm
In addition to the resilience scorecard a dedicated battle rhythm was set up across MKC and their
respective contractors. Every Monday would be a call with the Senior Contract Manager for the
Milton Keynes Council contract and the Serco Regional Director for Environmental Services. This
would identify the priorities for the week, consider any major resource constraints or challenges
and relay policy priorities as outlined both corporately and by the political administration. Then
calls were set up every Wednesday and Friday to ensure that services were fully engaged and
update accordingly. This dedicated structure enabled changes to be communicated and delivered
over the week with a mid-week assessment and ensured that towards the end of the week changes
could be anticipated ahead of the following week.
In addition a biweekly COVID-19 update call has been scheduled with Amey to ensure continued
monitoring of contract performance, understand any risks e.g. personal protective equipment
supply (see Appendix 3) and to maintain high levels of engagement to discuss council decision
which could ultimately impact on their operations.
This structure meant that contractors had sufficient time to engage with the supply chain, alert
their support teams and make necessary procurement / recruitment requirements in advance.
Over the remaining pages of this report the Key Decisions which have been taken over the period
have been collated and summarised.
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Key Decision 1 – Island Mode
The first key decision taken was to establish Milton Keynes Waste Recovery Park “MKWRP” as an
island to protect key workers and contractors involved in service delivery from risk of infection. The
measures were implemented from a very early stage (9 March 2020) meant that the core services
would be protected from cross infection and established a fully resourced operating base.
MKWRP is a standalone waste processing facility in the north of the borough that receives and
treats the boroughs residual (black bag) waste and has the ability to operate as an “Island” as it can
essentially be powered without connection to the local grid. Access to MKWRP is via key fob only
and access is strictly limited to 12 members of the team based at MKWRP who manage and deliver
the core frontline services plus the Emergency Planning and Health and Safety Teams.
MKWRP is the backup emergency planning hub for Civic Offices in case of emergency. The facility
can power itself for up to 3 – 5 days uninterrupted.
The following extra measures were implemented at the site:
• Only essential onsite personnel to manage and administrate the core frontline services;
• Temperature screening at reception prior to entry of facility;
• All staff to use on-site electrical hand sanitiser upon entering, leaving or moving around the
administration part of the building;
• Dedicated desk cleaning and increased door handle, toilet, shared facilities cleaning put in
place by Amey;
• All external meetings with contractors cancelled;
• Non-essential personnel can no longer access facility;
• Only essential site visits to be undertaken; and
• All tables to have hand sanitiser and bacterial cleaning for desktop and keyboards.
Due to the critical nature of the front-line services and the need for aligned working with Amey,
Viridor and Serco to mitigate exposure of frontline service, the island mode approach to working
mitigated risk to these services becoming under resourced or under subscribed.
A similar process was put in place at the Materials Recycling Facility where there is a smaller
Council presence of two desks.
Key Decision 2 - Environmental Services Hierarchy of Provision
The reasonable worst case scenario was that COVID-19 could affect 80% of the population to
varying degrees with and without clinical symptoms. In addition to the typically higher degree of
illness related absenteeism in February and March the impact of COVID-19 was likely to peak at an
additional 1 in 5 absences across our service providers.
Serco employ approximately 250 people full time staff to deliver the key services. The additional
impact from COVID-19 cases and self-isolation was identified as a risk and it was clear MKC would
need to prioritise front line service delivery. In addition to the total numbers of staff available it was
clear that there was a secondary risk of “critical staff”. For example, there is a total of 6 workshop
staff and if there was a disproportionate impact on these employees it can be difficult to recruit at
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short notice fitters with experience of working on refuse collection vehicles and in particular the
one-pass fleet operated in MK.
Options were explored with colleagues in Highways about the fluidised sharing of resources which
could be offered between Serco and Ringway in the event mechanicals services were required.
An issue which is still affecting the service is the impact of shielding on availability of drivers. There
are still currently 8 Large Goods Vehicle (“LGV”) drivers shielding in accordance with government
guidance (likely to be in place until August). This peaked at 13 LGV drivers which is almost half the
drivers required to deliver all collection services. This impacts the ability to provide contingency and
restore services when they have become delayed due to operational issues, increased tonnage and
more recently the heat. Figure 1 represents the initial hierarchy of services.
Figure 1 – Hierarchy of Service Provision

The trigger to move up the hierarchy of was absenteeism and the inability to fulfil all contracted
frontline activities. The initial trigger points agreed in terms of direct labour were:
•
•
•

100-75% direct labour available (delays and recovery)
75% to 50% direct labour available (Cessation of non-essential services)
<50% direct labour available (Cessation of all but crucial services)
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The prioritisation of frontline services may not have only be triggered by the availability of direct
labour but also by other events e.g. availability of vehicle maintenance or other exceptional staff.
Other scenarios which would have triggered the prioritisation of services were availability of
essential vehicle parts or fuel.
Service changes and recommendations implemented in accordance with the Hierarchy of Service
were communicated through the Control and Communication structure established by the
Corporate Leadership Team in response to the pandemic via consultation between the Head of
Environment & Waste, Director – Environment & Property and the Cabinet Member of Public
Realm.
Key Decision 3 – Burials Upscaling Plan
Burial services are contracted by Environment and Waste and provided by Serco through the
Grounds Maintenance and Associated Services contract. The Head of Environment and Waste
attended the Excess Deaths Advisory Group chaired by the Head of Regulatory Services to ensure
that latest projections on Excess Deaths could be factored into service prioritisation and delivery.
The burials services is typically provided by 2 FTEs and has the capacity to prepare and undertake
one per day. A risk was identified that burials would not be completed in a safe and timely manner
due to the absence of trained staff or appropriate grave shoring equipment.
The outline specification for the ‘Burials Upscaling Plan’ was:
• A modular upscale of the existing approach to migrate to 1, 2, 3, 4,5+ burials a day across
multiple locations;
• Profiling the resources and identify the training and plant required;
• Identifying what resources and plant can be delivered within the Serco resource remit;
• Consider what implication might be for alternative burial arrangements such as fast tracking
requests from the Muslim community
As a temporary measure, Ringway were requested to assist by fabricating grave shoring equipment.
The environment and waste service sought approval through the Financial Approvals Board (“FAB”)
and put in place measures to procure additional equipment from a specialist burial services
supplier.
Additional burial plots were prepared in advance at: Selbourne Cemetery, Wolverton Cemetery,
and Bradwell Cemetery by an upscaled burial team of 3 crews.
Contingency measures were also considered for additional plots at closed graves that might require
reopening namely Calverton Cemetery and London Road Cemetery.
Key Decision 4 – Household Waste Recycling Centre Closure
Section 51 of the Environmental Protection Act 1990 infers a statutory duty on Waste Disposal
Authorities such as Milton Keynes Council to arrange for places to be provided at which persons
9

resident in its area may deposit their household waste and for the disposal of waste so deposited.
MKC provide three such Household Waste Recycling Centres (“HWRCs”) at Newport Pagnell, New
Bradwell and Bleak Hall operated by HW Martin. However, on 23 March 2020 the Government
announced new rules on staying at home and away from others with immediate effect.
The government declared that Citizens would only be permitted to leave the house for one of four
reasons.
• Shopping for basic necessities, for example food and medicine, which must be as infrequent
as possible.
• One form of exercise a day, for example a run, walk, or cycle - alone or with members of
your household.
• Any medical need, or to provide care or to help a vulnerable person.
• Travelling to and from work, but only where this absolutely cannot be done from home.
Given the advice on essential travel and the difficulty maintaining appropriate social distancing, for
the safety of site users and staff, MKC closed all 3 HWRCs to the public from 24 March 2020. To
assist those businesses which are still required to operate, the trade waste at Newport Pagnell
remained open. HW Martin, were instructed to clear down the sites as a contingency and to
provide buffer capacity in the event that MKC or its waste disposal partners have to store waste or
recyclables.
Key Decision 5 – Closure of Emberton Country Park
The season for static caravans starts from 28 March and the touring pitches from 1 April. The site is
typically open all year for day visitors and people on foot can enter the park free, but there is a
charge of £4.50 per car entering the park. There are several toilet/shower blocks with some
dedicated for use by statics and campers and others which are for the use by the general visitors to
the park. There is a cafe which is run by an external company called ‘Grounds’.
A number of options were rendered and the agreed action was for the park to stay open with the
normal entry charges applied, delay the statics season and allow the café to stay open for
takeaway. However, as government guidance changed and a leading organisation such as the
National Trust announced that they would be closing their parks, it was agreed that the park should
be closed and secured. In tandem with this the loss of income as a result of the closure was
projected to the Financial Approvals Board.
Foot passengers were not be prevented from entering the park to undertake daily exercise and for
this reasons signage was prepared and placed in the park reminding users to maintain social
distancing and take appropriate hygiene precautions. An Emberton Country Park ‘Actions for
Closure programme’ commenced that documented all of the stakeholders engaged and the
respective actions.
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The reopening of Emberton Country Park was steered through the ‘Flexible Opening Plan’ and it a
dedicated document available on the Milton Keynes Council intranet.
Key Decisions 6 – Parks and Ground Maintenance Common Operating Picture
As a result of MK parks, open space and landscaped areas being maintained by a number of
organisations it was decided that a common operating picture should be prepared and distributed
by MKC in consultation with: The Parks Trust, Parishes and Town Councils (currently undertaking
devolved landscaping services) and Serco as MKC’s service supplier.
The aim of the report was to provide a single common operating picture, update all groups and
particularly those responsible for Parks and Grounds Maintenance services, achieve a constant
approach across the Borough to service provision and coordinate resources with the view to
potential deployment elsewhere if required.
With the increasing amount of government guidance and industry advice to control the spread of
the coronavirus, local authorities including MKC had to implement business continuity plans and
prioritise the level of services they provide. The key factors in the deciding which service elements
will be provided with regards to parks and grounds maintenance were:
•
•
•

The need to provide staff to cover essential services;
Reduction of exposure to the coronavirus both to staff and via the closure, cancellation or
removal of facilities and events; and
Highway verge management – sight lines and other safety measures

Common changes were proposed due to reduced availability of staff due to illness or shielding, the
need to observe social distancing measures, reduce the risk of transmission of the infection
amongst staff and the public and redeployment of staff due to prioritisation of services:
•

•
•
•
•
•
•

Reduced grounds maintenance activities such as grass cutting frequencies, fine turf
maintenance, pushing back start date of highway verge cutting, pitch marking and weed
killing
Staggering the start times and end times of staff to avoid congregations of staff and spread
of the virus
Closure of certain amenities events which promote the gathering of people such as sports
matches, closure of cafes and play grounds / fixed play areas and outdoor gyms.
Playground inspections may lead to removal of damaged equipment rather than repair
Reduction in emptying and even the removal or taping up of litter bins.
Volunteering activities are scaled down or cancelled, particularly given the age profile within
some groups.
Outdoor working, particularly lone working such as ride on mowing is seen by many as less
of a risk with regards to infection and therefore much of these types of operations are
continuing as normal.
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•

Where staff are working across services there is a move to segregate those staff who work
predominantly in the burial service to ensure segregated; this is to ensure service continuity
with cemeteries and crematoria.

Key Decision 7 – Annual Recycling Sack and Reusable Bag Delivery
In order to free up Serco frontline resources from automated tasks, redeployed council officers with
support from several ward councillors undertook the annual delivery of recycling sacks to
approximately 100,000 properties throughout MK. With the support of Serco the roll out was
completed in 5 weeks.
A system of reporting and sign off was established and an update on progress provided daily to the
Head of Environment and Waste and the Director - Environment & Property.
In addition to the annual roll out of recycling sacks, the service took the opportunity to make use of
redeployed staff to deliver 10,000 reusable bags to flats who use communal Eurobins for recycling.
The reusable bags have been provided to flats to support the Contamination Action Plan.
As a result of many of the properties being delivered by staff who were not familiar with the areas
involved there was an increase in missed deliveries. However, where these staff were accompanied
or supported by a local Councillor this provided very useful local knowledge. The waste team would
like to personally thank all of the Councillors involved in the delivery of recycling sacks across the
borough from April into early May 2020.
Key Decision 8 - Suspension of Environmental Services (Food and Garden Waste)
In accordance with the Hierarchy of Service Provision (Figure 1) as of 27 March 2020 trigger point 2
had been reached due to the cumulative number of absences (62). The following services were
suspended to allow prioritisation and redeployment of resources (labour and vehicles) to key front
line services: street cleaning secondary areas (weekly to monthly); street cleaning tertiary (monthly
to 8 weekly areas); routine grounds and play area maintenance; bulky waste collections; bin and
box delivery and the waste collection pilot.
The level of absenteeism in the refuse collection service at this time alone was over 30%. Due to
the 14 days isolation period for most absentees and the predicted rate of return, the peak number
of collection staff expected to be absent was 58 staff absences (c60%). In this circumstance, despite
assigning the service priorities, there was not expected to be enough direct labour from street
cleaning, play areas and grounds maintenance to maintain the current weekly waste collection
service across all commodities.
Due to the accelerated onset of the pandemic and heightened national consciousness, a perhaps
unforeseen circumstance was the human aspect and the increasing emotional build-up of
operatives working in stressful frontline circumstances. As well as the morale, Serco
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underestimated the reduced capacity and productivity of the redeployed workers. This impacted
the ability to recover positions when delays inevitably occurred due to the increase in tonnages as
more people were generating waste at home.
Serco wrote to the authority requesting that food and garden waste collection services be
suspended effective from 30 March. Given the projected absenteeism and the increase tonnage,
MKC recognised that suspension of services was inevitable but requested that the suspension of
food and garden waste collections was delayed by 1 week e.g. ceasing from Monday 6 April 2020.
The additional week allowed the authority to migrate smoothly within the hierarchy and triggers
points. It also allowed MKC communications teams to work with Serco’s Head of Communications
to plan a week of communications aimed at controlling the descent of the suspension of the service
and devise a string of messaging to encourage residents to reduce the amount of green waste
which is placed out in black sacks for collection.
Key Decision 9 – Essential Street Cleaning & Grounds Maintenance
Serco are the key partners in providing public realm services ranging from waste collections, street
cleaning, burials, play area inspection and maintenance, grounds maintenance, graffiti removal, fly
tipping clearance, clinical waste collections, weed treatment and removal and litter bin emptying.
The reported level of absenteeism created an impact on our ability to deliver all frontline services
as business as usual and therefore an overarching Hierarchy of Services and Service Prioritisation
Plan was agreed.
As with any responsible organisation, there was a requirement for Serco to comply and adhere to
the direction of Government to prevent cross infection into the community or expose staff
unnecessarily. To this effect the Authority worked with Serco to define ‘essential services’ and to
reduce any unnecessary activity that could increase risk of COVID-19 transmissions.
Serco identified the need to preserve staff availability, even if that meant standing down fit to work
staff temporarily, as ultimately that would build resilience. Serco and the Authority have a
responsibility to protect frontline staff and reduce the risk in line with prevailing guidance.
There were multiple reports of Serco staff suffering abuse when carrying out scheduled work in MK
and nationally and this was mainly down to residents challenging workers on the ‘essential’ nature
of tasks they were undertaking on behalf of the council. However, had this work not have been
carried out then the restoration of land back to a maintained and maintainable level would have
been significantly more challenging and would indeed have required a dedicated restoration plan.
Delivery and execution of this would have been at potentially additional cost as the current
equipment might not have been able to undertake the reinstate back to a maintainable level.
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Integrated Streetscene Service Delivery
Milton Keynes Council benefits from an integrated environmental services contract and the ability
to have a fluid resource pool approach cannot be overlooked nor understated. The ability to
redeploy multi-disciplinary staff granted our service with an intrinsic degree of resilience to deliver
against the councils’ priorities.
Serco typically provide a cyclic maintenance and reinstatement programme to meet statutory and
the authority’s requirements with a limited provision of reactive and targeted services. The
availability of staff meant that resource had to be redeployed into those services that are
considered essential to meet the needs of residents and to mitigate any social, environmental and
economic impacts.
Essential Services
MKC and Serco identified the services that can be delivered while following social distancing
guidance with an added opportunity to undertake enhanced works. This provided adequate
protection for staff and resources were able to be deployed for greater effectiveness and efficiency.
Strategic deployment and migration of roles meant the public realm was able to hold up for longer
during the recovery and reinstatement period.
The following services were considered Essential Services:
• Burial services (2 staff up to 10 staff depending on demand)
• ‘Onepass’ collection service – weekly frequency (minimum 51 staff / 17 rounds)
• Clinical Waste Collections (minimum 1 staff with 5 trained)
• Difficult access collection operations (2 staff)
• Eurobin collection service refuse and recycling (up to 8 staff)
• Social Decay Prevention Task Force (Team Z)
• Smart Cleaning
• Emergency response for landscape (including out of hours)
• Play area inspections (statutory) and essential repairs
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Figure 2 – Essential Services Week Commencing 6 April
Burial services
‘Onepass’ collection
service – weekly
frequency
Clinical Waste Collections

Difficult access collection operations

Eurobin collection service

Rapid Response Task Force

Smart Cleaning

Emergency response for landscape (including out of hours)*

Play area inspections (statutory) and essential repairs

Smart Cleaning
Food and Garden Waste collections were suspended from 6 April, and given the sack collection
system employed in MKC, there was likely to be additional spillage as a result of food being in the
sacks and subsequent attacks by vermin. With the additional resource available due to delivering
only the essential services there was an expectation that spillage would be cleared in a timely
manner.
Footfall dramatically reduced in the areas where Serco provide daily cleaning or dedicated resource
e.g. beat sweepers and shop cleaning crew. In addition the council announced closure of all play
areas which meant the requirement for routine maintenance and cleaning reduced. The resource
with similar skill base was pooled and deployed into teams to deliver:
-

targeted cleaning on estates;
litter bin emptying on estates (these were being filled at a greater rate as resident stay home
and exercise locally);
response to excessive littering tickets; and
removal of abandoned items linked to homelessness which had been provided with
accommodation.
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Mechanical sweeping, in particular of off side lanes, roundabouts, splitter islands, CMK car parks
and other traditionally difficult to target areas was undertaken.
Cleaning Task Force
The longer the isolation, lockdown and distancing measures were in place the higher the risk of
anti-social behaviours and the potential for environmental crime associated with it e.g. fly tipping
and graffiti. Broken windows theory states that these visible signs of crime, anti-social behaviour,
and civil disorder create an urban environment that encourages further crime and disorder,
including serious crimes. A task force to tackle fly tipping, graffiti, sticker bombing and fly posting
was deployed to deter further incidences, prevent escalation of criminal behaviours and assist the
recovery longer term.
Emergency Landscape Response
With the closure of play parks and sports grounds it was recognised that a number of the services
delivered by Serco under the Grounds Maintenance and Associate Services contact may not be seen
as essential at this time. Health and Safety remains important and therefore sightlines,
encroachment, emergency tree works and grid road mowing continued as far as practicable whilst
observing social distancing.
It was agreed that continuing to mow and maintain estates was important and can be achieved in
isolation from other workers whilst minimising contact with the public. With more residents satying
at home and required to exercise locally, estate mowing and local open space was a higher priority
than strategic open space and destination parks.
Despite the parks being closed, some residents were choosing to ignore government advice and
congregate in play areas. To this effect the Authority needed to maintain statutory inspections
during this time and undertake emergency repairs if damage is discovered or make safe e.g. by
removing broken equipment.
Figure 3 - Prioritisation of Essential Grounds Maintenance Services
Emcroachment/ sight
lines and treeworks

Grass cutting parks/estates

Cemetary Maintenance

Grid roads Mowing
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Key Decision 10 – Food and Garden Service Reinstatement
Food and Garden Waste (“FGW”) collections were suspended on 6 April 2020 as agreed at the
Financial Approvals Board (“FAB”) on 1 April 2020. The decision was taken to continue to pay Serco
for the suspended FGW service on the proviso that all available front line staff were deployed
within the contract to continue to deliver services in accordance with the council's hierarchy and
prioritisation of services.
The absenteeism in the integrated environmental services contract peaked at 30% which with a
high proportion of LGV collection drivers required to shield under government guidelines. This
affected Serco's ability to deliver all front line services and the decision was taken to suspend FGW
collections until such time as resources would enable a sustainable and deliverable collection
service.
During this time residents were requested to consider composting at home or store garden waste
in their bins / gardens until such time as the service could be reinstated. Residents were informed
to put food waste into their black sacks which would be collected as part of the weekly collection
service.
Serco submitted a proposal to the council which would have seen FGW collections reinstated albeit
initially on a fortnightly basis from W/C 27 April 2020 with a review by W/C 11 May 2020 to
consider reinstating weekly collections from a future date determined by a sustained decrease in
the absenteeism rate and availability of resources. This would likely have meant weekly services
reinstated by 25 May 2020.The proposal submitted by Serco was deliverable operationally but
would not have been simple to communicate to residents.
The weekly reinstatement option chosen proved far easier to communicate to residents than a
revised schedule and resulted in a full reinstatement of the FGW service on a weekly basis on 11
May 2020. To provide the weekly service from this date required 4 additional vehicles and crew
(driver plus 2 loaders each) plus fuel and safety equipment to accommodate, tonnage, volumes, set
out and pass rates. The additional cost was £17.5k per week.
There was an increase in food and garden waste volumes arriving at the MKWRP in April during the
suspension. There is no way of determining how much of this is attributable to the FGW service
being suspended or how much is as a result of the general increase in waste volumes observed with
people being at home due to the pandemic. The MKWRP payment mechanism works on a yearly
forecast and an annual reconciliation based on actual volumes. Therefore, the cost impact will not
be known until after April/May 2021 at which time the annual waste volumes may have been
impacted by other forces e.g. recession. Early indications are that residual waste tonnage increased
by 16% (800 tonnes) during April when FGW was suspended.
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Envar provide treatment services for MKC and were negatively impacted as a result of MKC’s
decision to suspend services. Envar contacted the Authority requesting to be treated as an at risk
supplier in accordance with national guidance for contracting authorities (PPN02/20) and requested
payment in lieu of suspended services. Following approval at FAB, MKC agreed to pay Envar for lost
tonnage at a reduced rate to take into account the avoided costs e.g. fuel, transfer, variable volume
based operating cost and no profit margin on the services not provided. A shortfall payment of
£42k is projected.
Key Decision 11 – Reinstatement of Bulky Waste Collections, Bin and Box Deliveries
The bulky household waste collection service and the wheelie bin and box delivery service were
identified in the critical service hierarchy plan as services that would be considered non-essential
services. As absence rates increased a decision was taken to suspend the services from 25 March.
Resource normally utilised on these services was deployed in support of the priority services.
Any open requests jobs within the system were programmed for completion and the final
collections of bulky waste and deliveries for wheeled bins were completed on 3 April.
Serco have developed a manpower forecasting tool to estimate the available headcount based on
historical absence trends. The improvement in availability of resources meant that bulky waste
collections were reinstated from 27 April. This service is still impacted by the availability of LGV
drivers and the service has been only able to dedicate one full time crew to this service limiting
bulky waste collections to 30 per day. This would be sufficient for typical levels at this time of year
but controlled access to the HWRCs during this time has resulted in higher than anticipated
demand meaning some customers are having to wait the full 10 days service level agreement rather
than the normal target for the next scheduled collection day.
To allow one full cycle of food and garden waste collections it was decided to delay the
reinstatement of the bin and box delivery service until 18 May. Wheeled bins and box demand built
up during suspension and additional resource was required to ensure supply met the demand. This
service is now operating at pre-COVID-19 levels of 1,500 per month (bins, boxes, caddies and paper
sacks).
Key Decision 12 – Opening Household Waste Recycling Centres
MK Council opened all three Household Waste Recycling Centres on Monday 18 May. HWRCs were
temporarily closed in March due to the COVID-19 pandemic in line with government guidance to
protect the safety of public and staff.
Following guidance from Defra, NAWDO (National Association of Waste Disposal Officers) and WISH
(Waste Industry Safety and Health Forum) the sites layouts have been amended to promote social
distancing. This has included the establishment of 4 dedicated visitor bays at New Bradwell, 3
dedicated bays at Newport Pagnell for residents, 2 dedicated bays at Newport Pagnell for trade
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customer and 2 dedicated bays at Bleak Hall. This has meant that there has been some limitation
on the types of materials that can be accepted for recycling and or safe disposal.
All sites operate on a booking only basis to reduce risks and maintain social distancing. Without
prior booking and message of confirmation (displayed on a phone or printed), visitors may be
refused entry. A self-service online form was introduced on Thursday 4 June. This has increased the
capacity to take / make bookings from 500 bookings per day via the dedicated phone line to
capacity for over 1,000 bookings per day.
Initially all three sites were supported by a security guard (provided by Engie), 2 site liaison
personnel (provided by Ringway) as well as traffic management and dedicated highway duty officer
support. As of 29 June all 3 sites will be operated with a single site liaison personnel provided by
HW Martin.

Closing Remarks
Milton Keynes Council benefits from an integrated environmental services contract
and the ability to have a fluid resource pool approach cannot be overlooked nor
understated. The ability to redeploy multi-disciplinary staff across a series of granted
our service with an intrinsic degree of resilience to deliver against the councils’
priorities.
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Appendix 1 – Contractor Daily Update
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Appendix 2 – Environmental Services Resilience Plan Scorecard
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Appendix 3 – Amey COVID-19 Update and Risk Assessment
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