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1. Introduction

This report provides an update to the Service Delivery Committee on the delivery of 
Customer Service and Business Transformation.

2. Recommendation(s)

Members are asked to note the contents of the report.

3. Information

3.1. My Account and Online Forms

My account and online forms were launched on 18 December 2018.

Up to the end of February 2018 over 2,000 online forms had been submitted and 959 
residents had signed up to My Account.

One of the service’s priorities is to increase online take up.

3.2. Electronic Documents and Records Management System

The project to migrate the Finance Service from paper forms to electronic documents 
is progressing according to plan. Testing has been completed and the live system 
build is taking place. The new functionality will be live from April 2018.

3.3. Garden Waste Project

On 22 January 2018, the Council launched a promotional campaign to sign residents 
up to the new chargeable Garden Waste Service. Up to 23 February 2018, 3,321 
households have subscribed to have their garden waste collected generating a gross 
income for the Council of £126,735 of which £6,300 is for additional bins. 

Permits to fix to bins will be issued from mid-March and bins will be delivered where 
these are also required from mid-March 2018. 

Garden Waste collections under the new arrangements will commence from April 
2018.

3.4. Recycling

From 1 April 2018, there will be no requirement for residents to separate recycling 
into green and brown bags or the glass collection box. Instead, all recycling will go 
into one clear recycling bag. The new bags are tough enough to take the weight of 
glass jars and bottles.



A roll of clear bags will be delivered across the borough along with the 2018/19 
Refuse & Recycling Guide & Calendar.

Cooking oil and textiles will no longer be collected kerbside. Cooking oil can be 
recycled at the Recycling and Household Waste site on Wigston Road, Oadby. 
Unwanted clothing and textiles can be recycled at designated banks located across the 
borough. 

A full list of FAQs (frequently asked questions) is included as an Appendix to this 
report.

Background Documents:

Appendix - Recycling Frequently Asked Questions (FAQ's)

E-mail:  jacky.griffith@oadby-wigston.gov.uk Tel:  (0116) 257 2612



Implications | Customer Service and Transformation Update

Finance

Chris Raymakers
(Head of Finance, Revenues 
and Benefits)

There are no significant financial implications directly from 
this report however financial impact on the service 
departments will be included in the annual budget.

Legal

David Gill
(Head of Law & Governance / 
Monitoring Officer)

There are no significant legal implications 

Corporate Risk(s) (CR) Decreasing Financial Resources (CR1)

More efficient ways of delivering services and income 
generation will help to mitigate against budgetary 
constraints.
Key Supplier/Partnership Failure (CR2)
OWBC have been working in partnership with IDOX who 
supply the document management system for over 10 
years and have successfully delivered on a number of 
projects.
Organisational/Transformational Change (CR8)

Jacky Griffith
(Head of Customer Service & 
Transformation)

Key staff are consulted and kept informed about changes 
that affect the way they work.

Corporate Priorities (CP) An Inclusive and Engaged Borough (CP1)

The provision of online forms provides greater 
opportunity for residents to access services and engage 
with the Council 

Jacky Griffith
(Head of Customer Service & 
Transformation)

Effective Service Provision (CP2)

Vision & Values (V) “A Strong Borough Together” (Vision)
All Council Priorities are underpinned by a commitment 
to providing efficient and effective services to our 
residents
Teamwork (V3)
Working across teams to share skills and provide joined 
up services to residents
Innovation (V4)
Redesigning services to be more efficient and more cost 
effective
Customer Focus (V5)

Jacky Griffith
(Head of Customer Service & 
Transformation)

Providing wider choice of how services can be accessed 
whilst still supporting residents who will continue to need 
more support. Delivering services to residents that are 
easy to access and understand.

Equalities & Equality 
Assessment(s) (EA)

There are no implications directly from this report.



Jacky Griffith
(Head of Customer Service 
and Transformation)

Not Applicable (EA) 


