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Who we are

StreetCare are responsible for the grounds maintenance and cleansing of
Cheshire West & Chester, that's 3,500,000M? of amenity grass verges, 3,500
litter bins to empty and over 2,000 miles of roads to sweep + more!

@, Cheshire West @ @Go_CheshireWest - Oct 1 v
(FCS : ; =
' To find out where our grass cutting teams will be this week, visit cwac.co/GQMagd

Grass
Cutting
In \/\/est

c Cheshire West
westcheshireyourstreets.co.uk/grass and Chester




Why?

- Employees spread across the borough
- Average length of service higher than the directorate average (13.5

years) and more likely to be sceptical, having seen change come and go

previously

- Neglected historically in relation to transformation compared to the rest
of the Council

- Perceived failures of the service are high profile, so staff likely to see
their reputation as unfairly negative at times

- Reduction of staff over the last 5 years

- Them and Us



How did we create the Culture Plan?

The Culture Plan was created through a range of methods such as;
- one-to-ones,
- focus groups,
- team meetings
- conversations,
- engagement with Trade Unions




What is in the current Culture Plan?

The current Culture Plan is comprised of;
- Staff Panels
- Skip Levels (grandparent managers)
- Newsletter
- Staff Away Days (two year)
- Suggestion Scheme
- Wellbeing Champions
- Training
- Internal Communication
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“Aspiring to deliver a cleaner, greener environment through innovative methods
of service delivery by working closely with partners, customers and
communities.”

Our Aims
Community
We will work closely with other departments and community groups, to prioritise the needs of
our stakeholders in different communities in order to make our borough a cleaner, greener and
safer place to live.

StreetCare Team
We aim to develop and maintain a multi-skilled and motivated workforce, which is empowered
to deliver a high class service across the borough.

Service Delivery
We will manage and provide customer focused services to enable safer and greener
environments.

Efficiency
We aim to be a modern and innovative department, delivering high quality and efficient services,
through continuous improvement and optimisation of our resources.
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ere are a few pages of the StreetCare Service Plan...
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Introduction

Weicome to our first StreetCare Service Plan. Our service plan gives us the focus for what we plan to achieve over the next
year, it outlings our cbfectives, the challenges that we face together and our future plans which wil ensure we continue to
deliver an exceptional service.

For the first time, Our plan details cur Vision, Ams and our Key THRIVE statements. | have taken the information you gave
us 3t our away day In October 17, and with the support from the Managers, produced the vision, aims and stataments,
you will see these detailed throughout the plan.

My 8im isto ensure we are one team and we have 8 one team
approach, our goal is to provide a clean and green neighbourhood to
our residents, visitors and businesses. Your contribution to keeping
Cheshire West and Chester, clean and green, ensures businesses @an
THRIVE, families have neighbourhoods that children can THRIVE,
students and visitors explore and enjoy our THRIVING towns, city and
countrysisge.

We have startad to embark on some changes, hopefully you will see
positive improvernents on how we manage our resources, work with
partners and also how we communicate with you.

Personally, | think it important that | listen to your views and ideas on
how we can shape our senice, we now have the staff newsietter, saff Photo: Trafford Hall Staff Event Mapping
panels and suggestion scheme, but | have also asked to meet each of Exercise
¥ou On & one to one and will be doing 50 throughout the year.
Finally | would like to thank you for your hard work, patience and contribution.

- Mark Brazil  Senior Manoger StreetScens

Principal StreetCare Officer
Looking Back

2017 saw a slight improvement on parformance under challenging clrcumstances which is a credit to everybody concemad.
Working practices have improved meaning effidencies have been achieved across the borough, the programming of works
has Increased meaning we are working smarter and have more structure 1o our operations on 2 daily basls.

The transition from Lagan to Confirm is complete and has assistedimproved service delivery on both an operational and
strategic level.

Looking Forward

Moving forward 2018 will see anincrease in the programming of works, which alongside the introduction of standardised
rotas and with muit-skilled staff will mean an improvement in our capacity to complete works in 3 timely and structured
manner. Increased training for all s&aff, including the apprentices, wil play a key role in mproving service standards.

Community engagement such as involvement in impact days and parnership working will rasult inan improvement in
relationships with stakeholders and will also assist in improving communications and managing expectations.

Achieving recognition of our sendce is mportant and success in projects such as In Bloom” and "Purple Flag”™ will playa
vital role.

The introduction of an increase of operational activities such as weed control carried out in house and the introduction of
the new tractor driver will mean we have more flexibility and capacity 10 improve service standards even further

Budgets remaln a chalenge and we must all work towards Increasing revenue streams whilst maintaining the required
improvements in our core standards.

2018 will certainly be a challenging year but | am confident with the systems and teams we will have in place we wil rise 1o
the challenge. - Andy Moutton  Principal StreetCare Officer

Ellesmere Port & Neston Team

Looking Back

in 2017 we managed to see 3 slight improvement on the previous year's performance. Mowing throughout the urban
areas of Ellesmere Port began with a three week cycle but quickly slipped to 8 4— 5 week Cycle resulting in an increase
in complaint/senvice requests for Grass Cutting, Strimming and ‘Back-up’ works, particularly at Member Lead
Community Action Meetings | attended. In terms of Street Cleansing, particularly following the sad loss of one of the
Team, Darren, who passed away suddenly aged 41, front line Oeansing Staff consisted of only 2 Manual Sweepers and
4/5 Mobile Cleansers and due to the lack of resource | feel that our performance was acceptable. We enjoyed another
good year in the Neston Araa in all aspects of Streecare which & a credit to our Lead Officer there. LikewEe, there have
been no major Issues at the cemeteries, which is also a credit in the main to the Lead Officer.

Looking Forward

To address the pravious issuss of a lack of strimming and foliow up, we have embarked on @ Herbiciding

programme 8Cross our ared. A residual Herbicide is being used on 8l obstacles and fence nes which will deliver a
massive saving in ‘man hours’. The addition of Wildflower Meadows and Bulb Planting which was carried out last
November will ease some pressure on the Mowing Teams and reinvigorate areas. This scheme is still in its infancy but
we will ensure thatit continues and we wil embrace the Community Engagement element. We are currently looking to
aid the business with further Community Engagement activities and hopefully to add to the list of volunteer

litrer pickers thatwe currently have in place. The addition of Apprentices has and will continue to help the frontline
staff and will ensure continuity and glven their horticultural training, should bring to an end the dilution of skills thatwe
have experienced in recent years. The most exciting element for mysalf is our imminent application to North West In
Bloom for the Ellesmere Port ward, Having seenwhat other authorities have achieved and the way in which finance is
gainad gives us an excellent opportunity to make great improvements despite our current financial restraints. The
re-introduction of Carpet Bedding is another fantastic idea which will prove popular with residents and help in the
regeneration of our area. - Grahom Jones Ellesmere Port Service Delivery Coordinator

Objective
What? Bring North Westin Bloom to the Borough starting in
Ellesmere Port

ews!!

Who? Lead officers/ SDC/ operatives & partners ' Jocations this year, most notably at Em
Resources Systems assassment officer, Locaities, Voluntaer/ SGeove Purk, working slongside Has

Community Groups

‘Greenspace Team and Friends Group and
. When? August 2018 ;

ancther is due in early Feb 2018. Ancther
‘was at Clay Hill Industrial Estate when

Objective ‘many of the Business Owners/Staff
‘worked 2longside our Teams totidy the

What? Digitise GM Routes with Maps and Rounds
Who? Lead officers/ SDC / Systems Assessment Officer
Resources Systams assessmeant officer

Milestones Production of Mowing Routes

When? March 2018

= o
Objective

What? Increase Community Engagement with Impact days and

Locality Meetings

Who? SDC

Resources? Localities, The Community and FORHousing

Milestones? The First Locality Partnership Meating

When? Throughout 2018

T

Photo: Ellesmere Port Localities and GM
Team Bulb Planting

Looking Back

The new Rural =am e
working practises the!
down traditional silos
the winter period to ti
teams toget the rural

Looking Forward
From 17 Apeil 2018 th
approach to working.
ownership and contro
service demand and tl
working closely with F
provide bedding to mi

C
What? Bidfor GM w:
with LEAs.
Who? Rural GM lead
Manager / Localities
Resources Abilityto!
Milestones Addition:
generation.

A . . W A 23 anam
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Frodsham, Helsby & The Rurals Team
Looking Back
The new Rural team established itse¥ operationally following staff changes. Successfully adopting new improved
working practises they identified and implemented efficiencies across their areas. The teams worked hard to break
down traditional silos and have become more adept at programming works required, We have worked tirelessly over
the winter period to tackie long required winter maintenance works and have worked closely with the Mechanical Brush
teams toget the rural villages swept. This has been reflected in the marked improvement in the Rural LAMS scores.

Looking Forward

From 1% April 2018 the team will move to standardised rotas and will adopt the joined up “StreetCare”

approach to working. Each area of work (Street Cleansing; Grounds Maintenance and Parks) has a lead officer who has
ownership and control of all the work under thelr remit, The officars will move between teams to meet Increases In
service demand and this is due in part to them being multi skilled and in part due to their "team™ mentality. We wil be
working closely with Frodsham Town Council to look at reducing the number of tiered planters in Frodsham. FTCwill

provide bedding to match their hanging baskets, StreetCare will then undertake to water them throughout the season.
- Neil Bowdler Frodshom, Helsby & Rural Service Defivery Coordinator

Obiective ( Objective )
What? Bidfor GM works with Parish Councils and What? Preparation for selff budget
with LEAs. Who? Rural GM lead officer /SDC/
Who? Rural GM lead officer /SDC/ Commercial Commercial Manager/ Localiies
Minsger/locsimies Resources Central Government directed spending.
Resources Ability to big for internal works Allocation of machinery
Milestone ionol reverme Adequate staffing against service demand.
genera’nor\ 45019 Milestones Publication of expected service budget,
| el Aprd Business plan against expected operating costs.
) Acceptance of relevant business delivery model
Obijective ) agalnst service standards
What? Reorganise the rural colledtion areas and |\t March 2019 p,
route the vehicles to make them more efficent.
Who? Rural cleansing lead officer and $DC Good News!!
Resources Systems assessment officer Wc i Cpm ol the
Milestones Production of maps and s y
S % ‘team under the apprenticeship scheme and we are
publication of schedules to web. SN o iceance thisl '
When? Septamber 2018 y Park =_ G F;q

Photo: Apprentice Dave Alexander Planting in

Castle Park, Frodsham Pnoto: Andy O’Hare emptying a Big Belly Bin In

Chester City Centre

Chester & City

Looking Back

2017 was certainly a year that we as a team can look back and learn from. A year that brought many individual, team
and department chalienges. With the Chester area previously working in isolation between the teams, the
appointment of one Senvice Dellvery Coordinator has allowed us to manage all areas of service delivery under one
umbrella. Thiswas the swart of bringing together Chestar strengths and shaping Chester to be atits very best. Alot of
works identified over the past few months are action orientated and important to our service delivery and
expectations. This led to programming works, being a 1ot smarter and having a systematic approach mowving forward
which will drive a successful operation. At the later part of the year the team played an integral part, working with
fellow colleagues and partners in Chester being awarded Purple Flag Status. This started 2018 positively and has given
us lots to focus and work on going forward,

Looking Forward

A New Year means new direction and new objectives. To help establish Chaster a5 8 distinctive and sttractive City we
must maximise every opportunity to engage with communities, the public and work closely with our partners.
Partnership working between CH1 Chester Bid / Avenue Senvices for example can go from stréngth 1o strength to help
us strive to achieve the deanest, safest most sustainable streets. This will also support ongoing projects and initiatives
that will be rolled out over the next 12 months, such as Purple Flag, Wilaflower meadows and bulb planting. Enhancing
areas across Chestar and the rast of the Borough and gateway improvements will play 3 massive part in our work this
year. Forward planning across the 4 areas will demonstrate consistency and effective / efficient working. Importantly
Investing In apprentices and current staff will expand our current skill set and allow us to be better prepared for day-to-
day work and daily chalienges. This will 8lso benefit our customers. As wel as the teams managing customer
expectations and working to current standard’s, the city team will be aware of current projects and plans to work too
such as the ‘One Gty Plan’. 2018 will be 3 year about promoting StreetCare and the work we do 5o It's recognised
widely and positively. - Kerrie Leonord Chester City & Urban Service Defiver Coordinator

Objective ' Objective

What? Explore options to generate income (Big Belly What? Digitse GM Routss

Advertising within City Centre) Who? Lead officers/ SDC / SS Officers

Who? Senvice Delivery Coordinator / ideas from Resources Mapping Systems / Officer time

teams Milestones Working more efficiently and effectively
Resources Action Plan / 3" party advice - Big Belly When? April/May 2018

Milestones Additional revenue generated / New

4

J

ways of promoting Good News!!
. When? Ongoing throughout 2018 W STES “ -y m 7 S : :
g . | formed for 2018 as a result
Objective - Staff being recognised for helping and assisting.

What? Continue to embed culture plan
actions and encourage communication
Who? All s@aff/ SDC / Management
Resources Communication Tools
Milestones Monthly meetings with teams
L When? Starting February 2018 —ongoing

customers (recently finding items in the City and
‘returning to Customer) potential press release.
‘This needs to be recognised more often.

| - Continuing 10 carry out Bulb Planting days with
 Localities and Community Groups

- Building positive relationships and links with the
‘Police and local Businessas in the City Centre.




& Cheshire West
@ and Chester

TR o — Introduction

it changed?

The Service Plan

The way we
work

Our Vision
& Aims

T.H.R.LV.E

Progress & The
Future




T.H.R.LV.E Statements

Teamwork
As a team, we will encourage all to build a service that promotes trust and commitment, to each other, our
partners and our residents.

Honesty
We will be open in all that we do with Colleagues, Customers and Partners. Engaging in open dialogue in
relation to all elements of ‘Our Service’ and ‘Our Future’, ensuring we give feedback when possible.

Respect
We will be respectful to the rights, dignity and integrity of all, embracing cultural and community values
across the borough by reaching out and engaging . We value everyone's contribution to our service.

Innovation
We will be open to all ideas and involve everyone in shaping the service. We will listen to and value
feedback on each others suggestions.

Value for money
By optimising resources and following best practice, we will strive to provide an efficient, high quality
service to our communities, visitors and service users.

Empowerment
We will encourage all to take ownership of our values and actions and challenge the way we work and the
decisions we make.



What
do the
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How we've been working

- Staff and lead officers hand book

- Removal pre-determined holiday

- Removal of pre-determined rotas

- New training skilled based with progression onto
accredited courses

- Introduction of IPads mobile working and report faulting
- Return to in house working (mixed approach)

- Income moved from 2015 from £1000 per annum to 2018
£60,000

- New Fleet




Looking Forward

2019 changes
« Fully scheduled hand held routing system with acknowledgment.
« SMART Team
« ASIST Team
- Developing a new suite of KPIs
 Social Media Savvy (Demand Management)
- Developing New Service Standards (shaped by not told too)
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Has it worked?

- While Council-wide engagement rose from 41% in 2013 to 59% in 2017,
the IIP feedback rate from the Streetscene Service was 68% - well
above the Council average

- Recent IIP interviews found that StreetCare interviewees were able to
not only describe THRIVE as an acronym for the values but were also
able to give examples of what this means to the Council and in their
role

- 80% of Streetscene staff agreed that ‘the Council empowered and
involved people, while 76% of staff agreed that they were ‘living the
organisation’s values and behaviours. These results were more positive
than many other areas of the Council and significantly improved from
previous years

- Reduction of Service Request by 1000 per annum

- Reduction in MP letters by 30%



What we've achieved so far..
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