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Westminster City Council Review of Recycling Communications  
 
1.0 Aim of this document 
 
Based on the information provided by Westminster City Council (WCC) and in particular the internal 
communications review being conducted by WCC, this review seeks to put forward suggestions for 
improvement to the recycling communications, as they are currently undertaken. 
 
There are a number of operational issues which are unavoidable due to the unique location and 
nature of the Westminster area, make up of households and the way recyclables and waste are 
collected and disposed of. 
 
The purpose of this review is to allow WCC to explore possible improvements to its existing and 
planned recycling communications with the aim of developing a communications plan, which will help 
increase the recycling rate. 
 
No major changes to the services are planned over the next year, other than a pilot commercial food 
waste collection.  WCC is working to make it easier for residents to recycle in Westminster and are 
currently focusing on the following key areas:  
 
 The targeting of poor/low level recyclers;  
 Better communications and engagement with low-performing areas;  
 Reducing contamination;  
 Improving the disposable blue recycling bag delivery service;  
 Service provision during the major events of 2012;  
 Reducing the carbon footprint of the service; and  
 Gaining an 1,600 additional tonnes of recyclables between September 2012 and September 2013 

through targeted communications 

2.0 Background 
 
2.1 General 
 
The City of Westminster is located in the heart of London and is home to the Monarchy, the 
Government and numerous foreign embassies. The City includes within its boundaries some of 
London’s most prestigious landmarks and districts, including the Houses of Parliament, Buckingham 
Palace, Oxford Street, Piccadilly Circus, Soho and Trafalgar Square. The residential areas of the City 
extend from Queens Park to St Johns Wood and from Bayswater to Pimlico. There are:  
 
 119,486 dwellings; 
 A population of 240,000 residents (higher estimate); and  
 1 million visitors per day  

Within the council area, it has:  
 
 1,600 streets with a combined length of 750km; 
 Services being undertaken 24 hours per day, 365 days per year; 
 A large number of special events including the recent Jubilee;  
 10,000 special collections per annum; 
 Approximately 1200 litter bins; and 
 5 Million collections per month  
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There are 29 million tourists visiting per year and 47,000 commercial businesses. There is a 
population turnover of 32% every year. 
 
2.2 Demographics 
 
Westminster has extreme wealth and relative poverty. Approximately 71% of the population is White 
(British: 49.0%, Irish: 2.0%, and Other White: 19.0%), 16% are of any Asian ethnicity, 7% are 
classified as Black and 6% mixed. About 35% of households are occupied by their owners.  
 
Approximately 89% of households are houses in multiple occupation (HMOs), which makes reaching 
every single householder with promotional information difficult. 
 
Households are broken down into types in the approximate numbers as follows: 
 

Type of property Number % of households 
Kerbside collection 56,000 47% 

Mansion Block 48,000 40% 
Estate 16,000 13% 

 
2.3 Recycling rates 
 
Recycling rates over the last three years have remained relatively stable: 
 
Year 08/09 09/10 10/11 11/012 
Recycling Rate 22.9% 24% 25.5% 23.4% 
 
As garden waste is no longer collected there is little seasonal variation in the figures. 
 
2.4 Participation rates and household turnover 
 
Participation rates on the kerbside collections vary across the City from a high of 64% in Maida Vale 
to 24% in West End. 
 
Turnover of householders in properties or ‘churn rates’ is high across the City and in the 20 wards 
varies between 18% in Regents Park to 40% in St James’s but predominantly the rate is between 
20% and 30%.  There does not appear to be an obvious correlation between churn rate and 
participation rate.  The figure below shows churn rate on the vertical axis and the participation on the 
horizontal axis. 

 
 
Participation on bring schemes is difficult to determine with any accuracy and is not available. 
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2.3 Current Recycling Services  
 
Current recycling collections include: 
 
 Kerbside properties – blue disposable bag or recycling box; weekly collection service 
 Mansion properties – blue disposable bag, weekly collection service or reusable bag and micro 

recycling centres (MRCs) or containers on-site; and 
 Estate properties – reusable bag to enable residents to store and carry recyclables to MRCs. 

There are large variations within these collection methods, for example a minority of mansion blocks 
use reusable bags and the high number of unique properties makes generalisations difficult.  
 
Materials currently collected from dwellings are: 
 
 Cartons/Tetra Pak; 
 Plastic bottles, pots, tubs and trays;  
 Mixed paper & card; 
 Mixed glass bottle and jars; and  
 Food and drink cans  

A much wider range of materials are collected from micro recycling centres including books, small 
electrical goods and textiles. 
 
There are very few complaints through the call centre regarding service delivery and average around 
17/week mostly relating to the non-delivery of recycling sacks.  The vast majority of calls to the call 
centre are to request more blue bags. 
 
2.5 Contamination rates 
 
From the Materials Recycling Facility (MRF) sampling data supplied, contamination rates vary between 
3.27% and 44.95%.  These figures are linked to rounds and a review of the contamination rate linked 
to service and collection area is being undertaken.  Generally, the greatest contamination is found in 
the estate recycling bins; this is being addressed from an operational aspect by changing the bin lids 
to allow labelling of material specific apertures and improving fastening of the lids to prevent them 
being opened to deposit bags of residual waste. 
 
2.6 Ongoing communication activities 
 
Ongoing communications activities include the following: 
 
 Leaflets – distributed for low performing areas and buildings as well as with blue bag deliveries; 
 Website information on recycling, waste and re-use; 
 A quarterly Recycling e-newsletter for approximately 900 householders who have asked to be 

included on the database;  
 Council newsletter – Westminster Reporter – 6 times a year – WCC recycling team can pay for 

additional editorial and adverts; 
 Council tax bills sent to new householders – insert about waste, recycling and re-use services; 
 Door stepping – approx. 30 - 40k low performing properties have been targeted annually;  
 Community engagement events such as Marylebone fair (Pimlico car boot every Sunday and 

between 3 and 12 other events per year); 
 On-going work with City West homes and Vital Regeneration on estates; and 
 Supporting green/sustainable/recycling initiatives where relevant. 
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3.0 Barriers to recycling 
 
In a survey conducted by Hyder in 2008, 67% of households felt there were no barriers to recycling.  
The remaining households identified issues with: 
 
 A lack of certainty about the process, who is responsible for and how to recycle; 
 Practical issues with receptacles; and 
 Unclear messaging and insufficient literature. 

There was also a perceived lack of energy and engagement in recycling from the council. 
 
From door knocking and other contact with residents there also seems to be a significant lack of 
knowledge of the recycling services on Estates and in Mansion Blocks.  This includes householders 
claiming to take recyclables to MRCs rather than using the kerbside recycling service available at their 
property.  Similarly in HMOs householders do not know who is responsible for the management of 
recycling in their building. 
 
4.0 Promotional material 
 
4.1 Branding 
 
The promotional material shown in the 12.07.13 output analysis document (supplied by WCC) shows 
very consistent and clear design using an established WCC recycling and waste look and feel, which 
includes WCC’s corporate branding.  In general terms: 
 
 Headlines are clear and explain what the leaflet is about; 
 The hierarchy of information is in the right order, telling householders what to recycle and how; 
 They are written in a personal way; 
 Information is positive; recycling is easy to do; 
 Designs are very consistent; 
 They encourage people to take action; 
 Contact information is provided clearly; 
 Information is understandable and free of jargon; and 
 Recycle Now iconography and materials are used extensively to good effect. 

Visually the information, whether it is leaflets, posters or bin stickers, is appealing and very well 
produced.   
 
No changes to this approach are needed or recommended.   
 
4.2 Messaging 
 
Messaging included in the promotional material is more complex as there are a number of ways 
householders can recycle: 
 
 Kerbside properties - householders are provided with boxes or baskets (being phased out) or 

disposable blue bags to fill with recyclables and put out for collection on the kerbside; 
 Mansion Blocks - reusable bags or disposable bags are used to collect recyclables and then 

taken by the householder or porter to the kerbside, on-site bin stores, or on-street MRCs; and 
 Estates - where householders use their own, or reusable bags to collect recyclables, and take 

them to on-site bin stores or on-street MRCs. 

There are a number of leaflets, which are used to promote recycling to households.  Comments on 
the messaging on these are as follows: 
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4.2.1 Council Tax insert 
 
The Council Tax insert is sent out with Council Tax notices to all ‘new householders’ by the Council’s 
printing and mailing contractor; around 1,000 are sent out every week.  This leaflet is not specific 
enough to make it clear what services each property receives.  It is essential that new householders 
understand which recycling service they receive and whether to expect a blue box/basket, reusable 
recycling bag to be left at the property or whether they are on the blue bag collections, etc.  
 
At least four versions should be produced (see section 6 below), one for each collection 
type and consideration given to making this 2 page A5 into a 4 page A5 so that more motivational 
information can be provided; whether this is about the service and how it is delivered, what happens 
to the recyclables, where to recycle materials not collected, such as textiles, benefits of recycling, etc.  
These leaflets could replace the What can I recycle leaflet in 4.2.2 below. 
 
A database would have to be provided to the mailing contractor to be able to target these leaflets 
correctly.  Also, if the property is on a disposable blue bag service it would be helpful to 
send out a small pack of blue recycling sacks with this notice – this has been done before 
and has shown a small increase in participation.  It would also be helpful to provide the day of 
collection as well. 
 
4.2.2 What can I recycle leaflet 
 
Similarly this leaflet needs to be more specific to each collection type and could be replaced by the 
proposed Council Tax insert above, 4.2.1.  It should be A5 format as it is less restrictive than the DL 
format being used at the moment; for example, it would be easier to fit the additional icon for cartons 
into an A5.  It would also be helpful to provide some motivational information in these leaflets, see 
4.2.1 above. 
 
4.2.3 New blue bag insert 
 
Delivered every 6 months with a new supply of blue sacks to households on the disposable blue bag 
service.  More information could be provided, such as: ‘you will get more bags delivered in 6 months’, 
what happens to the recyclables, motivational information as above, etc. 
 
4.2.4 Disposable blue bags 

 
At the next reprint, blue bags should be printed to 
clearly show what goes in them using the Southwark 
bag as an example e.g. include material stream icons 
along with WCC contact information on how to get 
more blue bags. 
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4.2.5 Where does it all go leaflet 
 
This leaflet is out of date and needs to be updated.  Amendments should be made as suggested in 
the output analysis and the leaflet reformatted to A5 4 page.  It could also be replaced by the specific 
service leaflets suggested in 4 above, which could provide most of this information in a more concise 
way. 
 
4.2.6 Welcome pack advertisement 
 
A single page advertisement is put on the back of the A-Z guide which goes out with the council Tax 
bill in March every year.  This is again not specific and it may be better if it did not mention any type 
of container and just be a generic message: ‘Using your recycling service you can recycle the 
following materials’.  It would be worthwhile investigating if it would be possible to have additional 
space in this A-Z to provide more information on recycling, where it goes, results, etc. 
 
5.0 Planning and data 
 
There are a number of aspects relating to planning and data, which should be taken account of.  
Referring to the WCC communications review and output analysis the following elements should be 
taken into account. 
 
5.1 Planning 
 
Communications should be clearly planned and scheduled and the plan revised on an on-going basis 
as required.  At the end of the year the plan should be reviewed taking into account the monitoring 
and evaluation of the activities undertaken in the previous year. This will ensure that only successful 
activities (those that have had an impact) will be pursued in the future. 
 
In an ideal position, promotion of recycling services should be developed and focus on increasing the 
recycling rate.  This will require a clear view of the operational performance of the recycling services 
and participation by householders at a relatively detailed level.  This will allow promotions to be 
targeted in areas where they are required or will have the biggest impact on recycling rates. 
 
To maximise the effectiveness of promotions they should be specific to the services offered to 
different households.  General or awareness raising promotions are valuable to help raise the profile 
of recycling and waste reduction but should not be a substitute for information, which lets 
householders know how to use the services they receive. 
 
5.2 Household data 
 
Ideally, data should be available for the different household types, down to individual addresses as a 
key promotional activity will be mailing or delivery of recycling information to each household 
regarding their specific services.   
 
Data is required to identify the specific service each property receives and whether it is only the 
householder who is involved or whether there is a porter or managing agent involved, for example: 
 
Doorstep properties – Service: recycling box – disposable blue bag – MRCs? 
Mansion blocks – Service: disposable blue bag/reusable bag – MRCs/kerbside – Porter? 
Estates – Service: MRCs – blue bag/reusable – landlord/agent? 
 
Data should be flexible so that for example service types, property types and collection areas/wards 
can be queried. 
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5.3 Collection data 
 
Steps should be taken to identify high/low performing, high/low contamination areas so that 
promotions can be targeted.  For example these could include: 
 
 Contamination and the type of collection and location in which it is being generated; 
 Tonnage or kg/household/year from different types of collections and/or households; and 
 Tonnage or kg/household/year from different areas on the same types of collections. 

Again the way the data is collected should be flexible so it can be analysed as required. 
 
6.0 Basic promotions to householders using direct mail 
 
Basic promotions using direct mail should be carried out as a matter of course for householders by 
service type.  Service information should be specific and not general, for example: 
 
6.1 Kerbside properties – box or basket service 
 
These are likely to be some of the best recyclers in the City as they have a container provided in 
which they can collect/store their recyclables.  It is also likely that contamination is lowest as the 
crews can see what is in the containers and will hopefully leave the contamination or apply a tag. 
 
It appears from the review that these types of properties receive the smallest amount of 
communications about recycling and this should be addressed. 
 
Promotions should include: 
 
 All households should receive a reminder what they can recycle using their specific service.  This 

could take the form of a newsletter and should be delivered annually, perhaps in September; 
 Generic information on the materials that everyone can recycle could be provided but it should not 

mention the various services/methods but could include what happens to the recyclables – this 
could go out with every council tax bill in March to all properties as the current advertisement on 
the A-Z.  ‘Using your recycling service you can recycle the following materials’; rather than 
mentioning any particular service type or container; and 

 Every new householder should have a pack delivered which describes their specific recycling 
service, querying whether they have a box/basket, inviting them to order one if they don’t and 
telling them their day of collection.  This will allow them to start recycling immediately. 

6.2 Kerbside properties – blue bag service 
 
These householders are also likely to be good recyclers as they have a bag provided in which they 
can collect/store their recyclables and they do not depend on anyone else to use the service.  It is 
also likely that contamination is low as long as communications are effective. 
 
Promotions should include: 
 
 All households should receive a reminder what they can recycle using their specific service.  This 

should be delivered bi-annually with their new supply of blue sacks; 
 Generic information on the materials that everyone can recycle could be provided but it should not 

mention the various services/methods but could include what happens to the recyclables – this 
could go out with every council tax bill in March to all properties as described in 6.1; and 

 Every new householder should have a welcome pack delivered which describes their specific 
recycling service, provides a pack of blue bags, lets them know WCC will deliver more bags twice a 
year and letting them know their collection day so that they can start recycling immediately. 
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6.3 Mansion block properties – blue bag service 
 
Communication issues are more likely to arise in this type of property/service with householders and 
porters and there will be a range of recycling performance.  It is likely that if the householder is 
recycling and the communication is effective the contamination rates will be not be high as the blue 
sack is clearly provided for recycling. 
 
Promotions should include: 
 
 All households should receive a reminder what they can recycle using their specific service.  This 

should be delivered bi-annually with their new supply of blue sacks.  Sacks should be delivered to 
the householder if possible and not via the porters, who should not be gatekeepers to the service; 

 Generic information on the materials that everyone can recycle could be provided but it should not 
mention the various services/methods but could include what happens to the recyclables – this 
could go out with every council tax bill in March to all properties as described in 6.1; 

 Every new householder should have a welcome pack delivered which describes their specific 
recycling service, provides a pack of blue bags, lets them know WCC will deliver more twice a year 
and letting them know their collection day so that they can start recycling immediately; and 

 Porters, if they are present, should be engaged with directly and relationships built.  They should 
hold stocks of blue sacks and be made fully aware of the recycling service, how it works and 
where they should take recyclables in the blue sacks.  There are examples of successful 
engagement with mansion properties/porters and this methodology should be extended 
throughout the City in a planned way. 

6.4 Estate properties and mansion block properties using the MRCs 
 
These households are likely to produce the lowest recycling rates.  This is not a doorstep collection 
service, there is no substantial recycling container (although reusable bags may be provided) and 
there are no regular deliveries of blue sacks to remind householders what or how to recycle.  It is 
likely that householders living in these properties are most unaware of the recycling service and how 
to use it.  As a result, contamination rates are likely to be at their highest and recycling bins will be 
used for refuse because householders are simply unaware of the services or what the recycling bins 
are for. 
 
Promotions should include: 
 
 All households should receive a reminder what they can recycle using their specific service.  This 

could take the form of a newsletter and should be delivered annually perhaps in September;  
 Generic information on the materials that everyone can recycle could be provided but it should not 

mention the various services/methods but could include what happens to the recyclables – this 
could go out with every council tax bill in March to all properties as described in 6.1; 

 Relations should be developed/maintained with social housing landlords/providers and plans 
developed to raise the profile of recycling using every practicable available method; 

 Every new householder should have a pack delivered which describes their specific recycling 
service and providing them with a reusable bag so they can start recycling immediately without 
having to go to the managing agent for a bag; 

 Undertaking a review of the point of entry and recycling area signage in estates and at MRCs to 
make it clear what the bins are for; and 

 Targeting low performing estates and undertaking doorknocking or more intensive projects such 
as that carried out previously by Vital Regeneration. 
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7.0 Basic promotions 
 
7.1 Website 
 
The website has been reviewed recently (part of Recycle for London’s web review June 2011) and 
amendments made to make it easier to use and to enhance the user experience.  The website is a 
clear and very effective resource for householders to use to find out more information.  Following any 
updates to the direct mail promotional material for the different types of collection, and on a regular 
basis, the website should be reviewed and updated to ensure it remains easy to use and informative. 
 
The Westminster recycling video, accessed through the website, is very well produced and 
informative.  It should be updated to reflect the revised materials and perhaps produced in a number 
of versions to reflect the different collection methods.  It should be put in a much more obvious place 
on the website so that users can access it more easily.  Currently it is in each of the How to recycle at 
home categories and accessed through the where does it all go link – this should be addressed to 
make it a feature and make it more visible to anyone using the website.  It seems to receive 
approximately 1,000 views/month, which is quite high considering the link is quite hidden. 
 
7.2 Call centre 
 
Call centre briefings should be provided as appropriate to warn them of new services and make sure 
they are aware of the different collection service types so they can guide householders and 
encourage them to recycle.  From surveys there are some issues about Environmental Action Line 
advisors, although being very helpful, they need to engender a greater understanding of service 
provision. 
 
Most complaints concern the delivery of recycling bags – this needs to be addressed urgently. 
 
7.3 Internal promotions 
 
Some level of internal promotions of the recycling services should be undertaken to all staff in the 
council even though few people may live in Westminster.  It is helpful that all staff understand at a 
basic level what services are offered and the recycling targets that the council is trying to achieve. 
 
7.4 Crew training 
 
The collection crews are important ambassadors of the services and it is important that they receive 
training and updates relating to the services.  They are part of the team that will deliver effective 
results and help achieve targets and they should be used as part of the feedback on services and 
encouraged to use contamination tags where appropriate. 
 
WRAP crew training is available and should be considered and delivered if felt appropriate along with 
ensuring crews are fully up to date with services and issues. 
 
7.5 Social media 
 
Consideration should be given to social media such as Facebook and Twitter but only if WCC can 
clearly demonstrate that the effort needed to maintain these channels will bring benefits in tonnage 
or raised awareness by attracting a large following.  
 
7.6 QR code campaign 
 
This campaign was funded as part of DEFRA’s reward and recognition programme and should be 
reviewed after a suitable time to see if it has any impact on either recycling quantities or awareness 
to determine whether it is a worthwhile communications channel.  
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The QR codes link users to the recycling pages of the WCC website so  any spikes in website traffic 
should be identified through their web statistics.  
 
7.7 Smart phone applications 
 
Smart phone applications should be considered, although the number of downloads in the very few 
councils that offer them, is very small.  Perhaps initially, promotional material could encourage 
householders to set reminders for their collection days on their phones instead; this is very easily 
achieved. 
 
8.0 Increasing visibility of recycling in Westminster 
 
From the research and surveys, which have been carried out, one of the issues identified is that WCC 
is not proactive or engaged enough in encouraging householders to recycle.  This needs to be 
addressed by making the recycling service more visible. 
 
Similarly there seems to be an appetite for more information, such as: 
 
 What to recycle; 
 How to recycle; 
 What happens to recycling; and 
 What changes and improvements are being introduced or planned. 

This could be addressed straightforwardly in the following ways: 
 
8.1 Vehicle livery 
 
Vehicle livery – all WCC collection and street maintenance vehicles should have clear messages about 
recycling.  They are on the streets for many hours of each day and it would be a good way to raise 
awareness of the need to recycle or what can be recycled in the City.  Iconography should be used to 
tie in clearly with all other promotional material and MRCs. 
 
All WCC vehicles should carry a recycling message perhaps using a display system, which can be 
changed on a regular basis.  Once implemented new campaigns can be developed and delivered and 
promoted on-street at a fraction of the cost of billboards or Adshels. 
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8.2 Westminster Reporter 
 
Articles on recycling should be in every copy of the Westminster Reporter, which is published and 
delivered to every home and business in the City.  Articles included should focus on recycling and 
included topics such as: 
 What materials can be recycled in Westminster; 
 What happens to recyclables; 
 How recyclables are sorted; 
 Why some materials cannot be recycled; and 
 Features on single materials, such as: textiles, paper and card, love food hate waste (LFHW), can 

recycling. 

This will raise both the profile and also increase residents understanding of recycling. 
 
8.3 Posters and signage 
 
Posters promoting recycling should be in the entrances to as many mansion blocks and estate 
properties as possible.  This will need cooperation of porters and social housing organisations. 
 
Signage at all MRCs and estate bin enclosures needs to be clear as to what materials go in each bin; 
recycling bins and residual bins should also be appropriately labelled. 
 
8.4 Outdoor advertising 
 
Outdoor advertising such as billboards and Adshels should be considered, particularly in low 
performing areas to raise the profile of recycling.  Bearing in mind the high cost it should only be 
used if there is no alternative or it can demonstrate a cost benefit. 
 
8.5 Pedal Power and Look Walkers 
 
There is some desire from surveys that on street promotions are undertaken to increase the visibility 
of recycling.  Pedal power campaigns have been used successfully in Southwark to raise participation 
rates in low performing areas.  These should be considered for parts of Westminster where contact 
with local residents will be possible, perhaps in combination with roadshows where bags and boxes 
could be distributed. In addition to this, Lambeth have used ‘look walkers’ to raise the profile of their 
recycling services and provide information to residents in low performing areas about what can be 
recycled.  It is understood that there are issues with this type of promotion in WCC and it is likely 
that, unless there is a policy change, it will not be possible to use either method in the City. 
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9.0 Intensive promotions 
 
More intensive promotions should be undertaken where participation or tonnage 
collected is low, focusing on properties where the services provided are the best and 
property numbers highest.  There are significant gains to be made in the box and disposable bag 
kerbside services, which cover approximately 85% of the area. In combination with more specific 
basic promotions (Section 6) the following approach should be considered; each area/service type 
should be treated separately. 
 
9.1 Kerbside collections 
 
Participation in these box and disposable blue bag services ranges from a high of 64% in Maida Vale 
to 24% in West End.  This can be seen from the data and surveys, which are already available. 
 
This is the best recycling service provided by the council, 47% of the properties receive it and steps 
should be taken to increasing participation to the higher levels being achieved in some parts of the 
City, with the aim of maximise the recyclables collected.  Participation rate in the 20-30% range are 
low for what is a straightforward and effective service. 
 
Consideration should be given to targeting the lower performing wards with an initial mailout 
informing them of their service, monitoring the response for more boxes or bags and following up 
with door knocking if the impact of this initial promotion shows no significant increase in participation. 
 
A programme of door knocking should be established to take in the lower performing parts of the City 
on kerbside services so that the lowest performing areas are tackled first.  The door knocking 
operation should include the distribution of recycling boxes and bags.  If the canvasser finds 
householders are not recycling and if they wish to start they can be left with a box or bags so they 
can start recycling immediately.  If the householder is not present a pack of bags can be left with 
instructions how to recycle.  If the property should have a box they can be left with an invitation to 
ask for a box if they wish to start if they are not already recycling. 
 
9.2 Mansion blocks 
 
Recycling performance in mansion blocks is variable, some is good and in others very low.   
 
Disposable blue bag recycling is the best recycling service provided by the council, which the majority 
of mansion blocks receive.  40% of the properties in the City are mansion blocks and steps should be 
taken to increase engagement and participation.  It seems the major issues are difficulties in 
communication with householders because of access problems and porters who are acting as 
gatekeepers and are not engaged with the recycling services. 
 
Successful campaigns have been documented where participation has increased significantly by 
building relationships with the porters.  Successful engagement with mansion properties using this 
methodology should be extended throughout the City in a planned way.  Combining this with direct 
mailing to householders (6.4 and 6.4) should help increase participation. 
 
Door knocking is a less effective option due to access problems and previously surveyed householders 
suggesting they would object to their privacy being disturbed. 
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9.3 Estate properties and mansion block properties using the MRCs 
 
Approximately 13% of the properties in WCC are Estate properties.  They receive the worst service 
and it is likely that there is least participation and most contamination as a result.  This should be 
addressed by ensuring that the service is a good as it can be.  Suggestions for improvement of the 
basic service have been covered in 6.4 above; in particular: 
 
 Relations should be developed/maintained with social housing landlords/providers and plans 

developed to raise the profile of recycling using every practicable available method; and 
 Targeting particularly low performing estates by undertaking door knocking or more intensive 

projects such as that carried out previously by Vital Regeneration. 

10.0 Recommendations and summary 
 
 Develop a communications plan for the next 12 months to include: background, situational 

analysis, aims and objectives, target audience, branding and message, communication method 
and activities, monitoring and evaluation, schedule and budget; 

 Collect and analyse data to allow targeting of promotions – refer to section (5.0).  This could take 
a number of years to achieve effective coverage of all households and the services but it should be 
addressed in a structured way; 

 Ensure basic communications are as effective as possible: website, call centre operatives fully 
briefed on service provision, internal communications, crew and frontline staff briefings and 
training; 

 Revise promotional material for specific services and properties and mail out/deliver on a regular 
basis – refer to section (6.0); 

 Increase visibility of recycling by maximising: vehicle livery, opportunities for features and editorial 
in the Westminster Reporter, recycling signage, recycling banks and recycling on the go facilities, 
posters and outdoor events; 

 Better use of data to help effectively target low performing areas/properties: door knocking, 
building relationships with porters/landlords and more intensive projects in Estates. 

11.0 Priorities 
 
There are a number of priority areas, which should be addressed, if possible, within the scope  of the 
annual communications plan (September 2012 – September 2013): 
 
 Promotions, including door knocking, should focus resources on kerbside collections, where there 

is least hindrance to communications with householders.  Significant increases in participation 
could be made in some of the lower performing areas. Communications should also be increased, 
particularly with households using the kerbside recycling box, as there is very little promotion to 
these properties at the moment; 

 Communications with householders using leaflets/direct mail should be specific to the recycling 
service they receive and should include: what container they should use, what materials they can 
recycle and what day/time the collection will be.  Leaflets will need to be redesigned, printed and 
used appropriately; it may be that a number of types of leaflets currently produced could be 
reduced but be more specific to each of the services provided.  Communications should be directly 
with householders and not only through porters or managing agents; 

 Maximum benefit should be made of low cost high penetration promotions such as the council tax 
guide and the Westminster Reporter.  The Reporter for example should have articles on recycling 
in every issue, whether the editorial is agreed and negotiated or paid for.  Articles should include 
what can be recycled, what happens to recyclables and single material promotions at appropriate 
times of year. The council tax leaflet sent out in March should provide a generic message and 
state what materials can be recycled using any of the services; 

 To raise the profile of recycling in the City, all recycling and street sweeping vehicles should have 
livery applied, which promotes recycling and uses the WCC visual identity; 
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 Contamination, predominantly in estate bins, should be tackled as a specific project from both an 
operational and communications standpoint.  There are issues, which prevent householders using 
the recycling bins correctly, and these are already starting to be addressed; 

 The WCC recycling video should be updated and if possible a separate one produced for each of 
the services: kerbside, mansion blocks and estates and made more visible on the WCC website.  
The current video gets a large number of views and seems to be a popular way of householders 
obtaining recycling information; and 

 Relationships with porters and managing agents in mansion blocks and estates should continue to 
be maintained or developed. 

 
 

 
 
 
 
 
 
 
 

Written by: Stefan Wilczak, Get it Sorted Ltd on behalf of WRAP 
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