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1.0 Introduction 

 

This worked based communications plan for Westminster City Council (WCC) has been 

requested based on a previous communication review1. The recommendations made are in 

the first table (figure a). As the report will be used to implement a real plan detailed 

explanation may be necessary above the restrictions of WRAP coursework and the plan will 

be for 12 months as has been requested by the head of service.  Line spacing has been 

slightly reduced to save on printing costs. 

 

This communications plan will combine „business as usual activities‟ with the logical 

conclusion of the recommendations. The review does not restrict the communications plan 

to any actions if there is merit in „do nothing‟ or an alternative. 

The plan is to communicate with all service users with priority given to low level recyclers. 

Specific groups will also be targeted such as contaminators and estate residents.  

 

The Budget 

There is a budget of £100,000 subject to confirmation. A contingency budget of £10,000 

(10%) has been set aside for unexpected events or additional communications 

requirements because: 

 There may be cost inflation on the initial figures used; 

 There may be unplanned service changes;  

 Contamination and tonnage figures may reach a critical level; and 

 A successful project may bring further benefits with extra investment 

 

 

 

 

 

                                                           
1
 Available on request from Andrew Sherwood (asherwood@westminster.gov.uk) 
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1.1 Recommendations from the Review 

1. A date should be decided on when communications will be up 
to date and then a campaign should be launched for the 
recent addition of new plastics and cartons.  

 

High priority 

2. Detailed information/posters or other material to go out with 
council tax information  

High priority 

3. Use all available council publications  High priority 

4. Reinvigorate information going to crew and street cleaners  Low priority 

5. Leaflet drop surrounding wards regarding mobile recycling 
centre  

Medium priority 

6. Draw up plan for direct mail to every resident over a 2 year 
period  

High priority 

7. A new sticker on the duo bin to increase recycling on the go  Low priority 

8. Have regular tweets through Council twitter feed  Medium priority 

9. Trial regular you tube videos of what recycling officers get up 
to and update/remove current video  

High priority 

10. Have smart phone application and associated press, tie in blue 
bag orders  

Low priority 

11. Make website mobile and tablet friendly  Medium priority 

12. Trial new vehicle signage at first opportunity with positive 
messages.  

 

High priority 

13. Maintain direct relationship with estates and mansion blocks   

High Priority 

14. Door knock using long term schedule/contract  Medium priority 

15. Get schools visiting Southwark Recycling Centre through a 
letter and wider agreement  

Medium Priority 

16. Ensure anti contamination activities are undertake by all crews  High Priority 

 

Fig a): Review Recommendations 
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2.0 Background Information 

 

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. The resident population now stands at 
approximately 234,000 but it is estimated that about 1 million people set foot in 
Westminster at some time during the day. There are: 
 

 119,486 dwellings;  

 240,000 residents (higher estimate); and  

 1 million visitors per day 2 
 
It has : 

 

  1600 streets with a combined length of 750km; 
  Operating hours of 24 hours per day, 365 days per year; 
  A large number of special events including the recent Jubilee; 

  10,000 special collections per annum; 
  Around 1200 bins; and 
  5 Million collections per month 

 
Street litter makes up 25% of the household waste stream, security issues limit service 
delivery and 89% of householders live in flats. 
 
 

 

Demographics 

 

The makeup of the area is approximately 71% 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. There is some correlation 
between ethnicity and ward notably Church Street, Harrow Road, Queen‟s Park and 
Westbourne which have diverse populations with greater numbers of residents from Asian, 
Black and Other ethnic groups. 
 
 
 
 
 

                                                           
2
 Westminster Demographics Report, 2007 
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The ACORN analysis of the City of Westminster showed the following demographic profile in 
20053: 
 
A (thriving) 4.2%  
C (rising) 72.7% 
E (aspiring) 0.6%  
F (striving) 20.5% 

U (unclassified) 2% 

Westminster has maintained a large pupil population whose first language is not English – 
11,490 in 2003, 12,786 in 2005 and 11,486 in 2007. In addition, the stock of non-English 
pupils appears to be continually replenished as children enter and leave the school system, 
which is likely to imply the presence of high levels of short-term migrants in the area. For 
example, in 2003 60% of pupils in the Westminster dataset had a first language other than 
English, and in 2005 and 2007, this figure had increased further to 64% and 63% 
respectively.4  
 
Westminster residents can be categorised in a number of ways:  
 

 
 
 

 
 
Figure b) Education and wealth categorisation of Westminster residents 
 
 

                                                           
3
 http://www3.westminster.gov.uk/docstores/publications_store/WCCWasteAnalysisFinalReport.pdf  

4 Westminster Population Research 2007 

http://www3.westminster.gov.uk/docstores/publications_store/WCCWasteAnalysisFinalReport.pdf
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Figure c) Detailed segregation of Westminster residents 
 

The extremely high number of HMOs (89%) make reaching every single person very 
difficult. The Westminster Housing Commission5 suggested that there were as many as 
15,000 second homes within Westminster in 2006, with an additional 3,000 properties used 
for short-term let. 

There are 29 million tourists visiting per year and 47,000 commercial businesses. There is a 
population turnover of 32%. 

 

 

 

 

 

 

                                                           
5 Report of the Westminster Housing Commission, September 2006 

http://www.westminsteronline.org/housingcommission/downloads/WHCfinal18Sept.pdf 
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Residential Accommodation by Type6 gives an idea of what is being dealt with in practice: 

 

Figure d) Residential accommodation by type 
 

Research on Target Audience 

 

According to the ethnography report of 2010 written by the market research company 
2CVUK  waste disposal generally (and recycling specifically) was rarely raised as a problem 
with regard to quality/provision of service in Westminster.  
 

However the overall impression was Westminster City Council (WCC) provides less direct 

“hand-holding” and makes it easy for people to opt out. The report was written to identify 

whether there are any areas of the Westminster City Council‟s recycling offer that prevents 

higher uptake; to provide understanding around which are the key drivers/ barriers to 

increased engagement and higher recycling levels; and to provide recommendations for the 

development of future communications/ initiatives to achieve an improvement in recycling 

behaviour across Westminster 

 

67% of residents surveyed by Hyder in 2008 claimed there were no barriers. The three 

biggest barriers to recycling in Westminster that were cited were a lack of literature, unclear 

messaging and lack of a suitable receptacle. Figure C overleaf illustrates the main findings 

of the ethnography report. 

 

They often found that in houses of multiple-occupancy nobody knows who is responsible for 

recycling management. In numerous cases residents don‟t get involved with Residents‟ 

                                                           
6 Mayor of London‟s Municipal Waste Management Strategy Implementation Programme : 
2004-2016 
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Associations so this requires a concerted effort with property management bodies. Recycling 

officers are tackling some of the worst performing mansion blocks and CityWest home 

estates in this way but some areas of the city lack obvious community gatekeepers. 

 

In the case of some non English speaking residents they concluded that recycling levels 

were poor as staff sort rubbish and rarely received information on how to recycle or the 

benefits of doing so. In general staff can both act as barriers to recycling and conduits to 

success. There is often little incentive for porters and other staff to recycle. The easiest 

option is usually taken unless there is pressure from residents and/or managing agents; or 

strong support from recycling officers. 

 

 

 
 

Figure e) barriers to recycling uncovered by 2007 Ethnography report (2CVUK) 
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Some felt the energy and „buzz’ that accompanied the introduction of the recycling 

programme has since died away. Many residents felt that WCC falls short in terms of 

proactivity and commitment. 

 

 

2.1 Recycling Performance 

 

Considering its challenging environment recycling rates remain strong. Westminster's 

recycling rate has not increased quickly in recent years. This is partly due to economic 

conditions but also due to the removal of leaf and garden waste from like for like „recycling‟. 

 
Household Recycling/Composting 

(excluding SELCHP metals) 

     

 03/04 04/05 05/06 06/07 07/08 08/09 09/10 10/11 11/12 

Apr 9.8% 12.8% 15.6% 19.1% 21.2% 22.03% 22.53% 23% 22% 

May 9.1% 12.7% 15.9% 19.4% 21.3% 21.16% 21.96% 23% 24% 

Jun 9.3% 13.1% 15.9% 19.2% 21.8% 22.21% 22.86% 24% 23% 

Jul 9.8% 12.8% 17.0% 18.8% 21.5% 21.13% 21.93% 24% 23% 

Aug 9.2% 12.4% 16.2% 18.3% 20.7% 20.53% 20.33% 24% 22% 

Sep 11.6% 13.4% 18.1% 19.7% 21.9% 22.57% 23.57% 27% 24% 

Oct 13.5% 14.4% 18.8% 20.8% 25.5% 25.08% 24.72% 26% 24% 

Nov 14.0% 15.1% 21.9% 24.6% 27.4% 28.22% 32.65% 30% 22% 

Dec 13.7% 14.7% 19.9% 21.5% 23.2% 22.85% 25.57% 26% 24% 

Jan 13.4% 15.4% 19.0% 21.8% 23.2% 23.80% 23.70% 27% 25% 

Feb 13.2% 15.5% 19.4% 20.9% 23.3% 22.30% 24.30% 26% 24% 

Mar 13.6% 16.3% 22.7% 21.7% 21.6% 22.91% 24.31% 23% 23% 

Ave 11.7% 14.1% 18.4% 20.5% 22.7% 22.9% 24% 25.5% 23.4% 

„SELCHP metals‟ refers to the metals that are recovered after incineration. 

 

Figure f) Recycling rates 2003-2012 
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According to the last city-wide survey in 2009/10, 42% residents use their doorstep 
recycling service, with others using the micro recycling centres and estate recycling bins. 
The following table shows how each Westminster ward performed in 2009/10, with the 
percentage of residential households using the doorstep recycling service at least once 
every two weeks: 

 

Ward % recyclers 

Maida Vale 64% 

Abbey Road 57% 

Queen's Park 57% 

Churchill 56% 

Harrow Road 49% 

Knightsbridge And Belgravia 47% 

Bryanston And Dorset Square 46% 

Little Venice 44% 

Tachbrook 44% 

Regent's Park 42% 

Westbourne 42% 

Marylebone High Street 39% 

Hyde Park 39% 

Bayswater 35% 

Church Street 35% 

Vincent Square 33% 

Warwick 28% 

St James's 28% 

Lancaster Gate 27% 

West End 24% 

Average 42% 

 

Figure g): Recycling participation by ward 2009/10 
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2.2 Current services 

 

Current recycling collections are: 

 

 Doorstep properties – blue bag/box weekly collection service 
 Mansion properties – blue bag weekly collection service 

 Estate properties – reusable bag to enable residents to store and carry recyclables to 
the recycling banks 

 
There are enormous variations within the general categories. For example a minority of 
mansion blocks use reusable bags. The high number of unique properties makes 
generalisations difficult. 
 
The diagram below gives a simplified impression of the various routes that recycling can 
take from customer to recycling truck.  
 

 

Figure h) route of residential recyclates 
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Materials currently collected include:  

 

 Cartons; 
 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, 
electrical goods and textiles. Currently cartons are also separately collected from some 
micro recycling centres and a decision will be made on retaining those in the south of the 
city. 
 

WCC is currently incinerating most household and commercial waste however the waste 

disposal contract will be re-let in 2016-17 and the current favourable disposal prices are 

likely to escalate.  Three materials recycling facilities are used – gate fees vary from £12 to 

£80.  

 

In terms of funding and support WCC: 

 

 Cooperates with Recycle for London; 

 Receives communications support from WRAP for purposes of improvement; 

 Receives support for „Love Food Hate Waste Campaigns‟; 

 Gains support from Vital Regeneration (VR) on estates; 

 Has an internal communications team who help keep messaging on track; 

 Receives support from Veolia/Veolia ES both as a contractor and collector of WEEE; 

and 

 Has Serco who run the Environmental Action Line phone service 

 

Planned Service changes 

 

There are no planned service changes but cartons and plastic cartons have only recently 

come online without a big campaign.  

 

Commercial food waste will soon be collected in a few key areas of the city with a view to 

expansion at a later date. 
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Service Aims and Objectives 

WCC is working to make it easier 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 blue bag delivery service; 
 Service provision during the major events of 2012;  
 Reducing the carbon footprint of the service; and 
 Gaining 1600 additional tonnes between September 2012 and September 2013 

 

2.3: 1600 tonnes project 

 

Officers have identified rounds 4 and 20 in the north of Westminster as particularly low 

performing.  Estates and mansion blocks feature heavily in these rounds. As a result, part of 

the communications plan must feature communications associated with tackling low 

performing areas. 

 

In the case of estates it is likely to be linked to service improvements such as more 

convenient recycling facilities. The communications needed for mansion blocks will vary 

significantly according to the demographics and constraints that are associated with the 

blocks. 

 

Contamination is becoming a problem with Brent Materials Recycling Facility recently 

rejecting a load of over 4 tonnes. All communications will consider their impact on 

contamination. 
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2.4 Branding 

Branding will continue to be dominated by WRAP icons, standard Westminster branding. 

The „Recycle for London‟ brand and „nice save‟ branding. Westminster City Council won the 

prestigious LG Comms award for best council brand in 2006 and 2007.7 The 2012 WRAP 

review undertaken of WCC‟s communications stated that no branding changes were 

required although changes in size and fold of paper have been suggested for leaflets. In 

house communications and printing teams as well as established branding will save time on 

development of copy. 

The corporate identity affects everything WCC does – from its email signature, to signage 
on the street. The name, the logo, and other visual elements, such as images or symbols, 
are all a promise of service. They are a signal of accountability to the taxpayer.  

With our high turnover of population it is important that where possible we are consistent 
with other authorities. The WRAP icons have also been tailored to be easy to understand. 
Recycle for London is used as people often feel like they live in London rather than 
Westminster. Recycle for… is also used across the country. 

„Nice save‟ promoted one of WCC‟s key messages: that, as a service, we are good value for 
money. The figures used will need changing and updating. 

 

Fig i): example of current branding 

                                                           
7
 http://www.idea.gov.uk/idk/core/page.do?pageId=7844311  

http://www.idea.gov.uk/idk/core/page.do?pageId=7844311
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The tone of voice used is instructional and positive as people don‟t have to recycle. A recent 
VR survey of people who attended events on our estates showed that 88% of people asked 
recycled because they believe in it. 

The recent council vision states that “we should recognise that Westminster City Council 
should have „tone of voice‟ which is AUTHORITATIVE but LISTENS and will remain so and 
that „Better City, Better Lives‟ should operate within this context.” 
 
The vision‟s programmes contain no mention of recycling or environmental issues however 
the department plays a key role in „clean streets‟. 
 
 

 
 

Fig j) : Better City Better Lives Programme 
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3.0 Situational Analysis 

 

Westminster‟s primary problem is a low recycling rate of 23.4%. This problem is created by 

a number of feed in problems: 

 

 A lack of space: This means that few people have gardens which can contribute to 

recycling rates. It means that Westminster has no civic amenity sites and that a food 

waste service is more difficult to operate. It also means that some aspects of the 

recycling service operate below a capacity that would cope with 100% participation. 

Large increases to over 50% cannot simply be found by introducing a weekly 

kerbside collection as in some council areas. 

 

 A fluid population: This means that communications may not reach people who 

are only here some of the time, often from abroad. It also means that 

communications expenditures are less effective, per pound spent, as they need to be 

repeated more often. 

 

 Extreme wealth and relative poverty: Westminster has significant pockets of 

deprivation and wealth, often in difficult to access habitations with more pressing 

issues than recycling. 

 

 Special status: As the centre of power for the monarchy and Government security 

and prestige issues can prevent initiatives that could normally take place such as 

„Walking adverts‟ and brightly coloured bins. It also means that clean streets are one 

of the highest priorities. 

 

 It is easy to throw away: many residents have frequent waste collections and/or 

access to large waste bins known as „Big Black Bins‟. 

 

A number of tactics have been adopted to tackle the problem such as: 
 

 Bespoke direct mail 
 Best practice literature; 

 Improved signage; 
 A mobile recycling centre; 
 Door knocking campaign bursts; 
 Increased convenience (through greater recycling of more materials); and 
 Increased use of social media 
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On the positive side WCC can now take cartons and a wide range of plastics which if 
communicated effectively, even just to committed recyclers, can increase tonnages. 
 

There is no doubt that Westminster can do better as the conclusions of the in house and 

WRAP reviews show. Significant increases are achievable and these can be achieved by 

ensuring regular recyclers have good information and low recyclers significantly more. The 

bespoke direct mailing emphasised by the WRAP review will be incorporated. 
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4.0 Aims and SMART Objectives 

 

Aim: The aim is to increase the recycling tonnages to avoid paying incinerator 

gate fees without contradicting the waste hierarchy 

 

Objectives:   

 

 Increase recognition rate of by 10% in annual communications team 

survey from 2012 to 2013; 

 Help gain 1600 tonnes of recycling by the end of 2013; 

 Help reduce contamination incidents and volume by 10%; and 

 Have all signage and leaflets up to date by the end of 2013 
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5.0 Campaigns and Activities 

This will start with the recommendations of the review and expand into „business as usual‟ 

communications. Excessive cost ruled out bus shelter and tube adverts. A number of 

communication methods were ruled out as inappropriate as they would reach a high 

number of people but not residents of Westminster. 

5.1 Delivery of Review Recommendations 

1. A date should be decided on when communications will be up to date and then a 

campaign should be launched for the recent addition of new plastics and cartons. 

The timeline outlines timings both for updates of materials and the checking of current 

leaflet stock levels. 

The main focus of the direct mail will not be an increase in the amount of plastic and 
cartons although this is a significant additional benefit. The main focus is that a higher 
percentage of people receive correct recycling information on a regular basis. This in turn 
should mean that recycling is easier for more people and result in higher tonnages of 
everything. 

Although cartons do not make up a substantial percentage of household waste (0.2%), they 
are a visible part of the waste stream and it is likely that most residents deposit them 
regularly. 8. Plastics are more significant at up to 20% by volume. The „Where does it go‟ 
leaflet is in need of a significant update as some facts are incorrect. 

7. A new sticker on the duo bin to increase recycling on the go  
 
In the internal review it was mentioned that when looking at the recycling street duo bins 

from the refuse side it is not obvious that the bin has a recycling end and that a sticker 

would move people to the recycling end. Bins should be aligned so that when walking in 

one direction you are faced with alternating ends but in some cases this is not happening 

when the bins are put back. In future years it would be worth trialling the additional sticker.  

                                                           
8
 http://www.ace-uk.co.uk/recycling/local-authorities. 

http://www.ace-uk.co.uk/recycling/local-authorities
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Fig k) ‘On the go‟ duo bin (the recycling end) 

Due to the vast number of receptacles any new sticker could not be applied overnight on all 

bins. Since cartons have been accepted the recycling teams have added a carton icon to 57 

plastics/cans bins across Westminster. So far this has been communicated by amending the 

„recycle more‟ website, the WCC website and the e-newsletter as well as by amending the 

advice given to the Environmental Action Line (EAL). The next stage is to add an icon to the 

comingled bins at MRC sites, estates and mansion block bring sites. This requires a sticker 

redesign and a replacement of the stickers at over 350 additional sites (see fig l). 

The timeline in appendix A details the timescales under „Review stickers‟. Subject to stock 

levels of the old stickers, once this is completed the stickers on the duo bins can be 

reviewed. 450 new stickers for the 1280 and 360l comingled bins would cost over £3,000 

plus £80 design costs. 

 

 

Fig l) : Current mixed recycling sticker on 1280 litre bin  
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Duo bins would be the next stage in the process and a review will be undertaken towards 

the end of the year. There are currently a number of challenges with duo bins regarding 

wear and tear as well as appropriate collection of recyclables. This means it will be a low 

priority. Tonnage gains from MRC sites will be much more significant due to their capacity 

and audience levels.  

2. Detailed information/posters or other material to go out with council tax information 

Council tax information will be updated as per the timings outlined in appendix A. The 

advert in the A-Z booklet that is sent yearly to council tax payers will be changed to 

something that focus on the basic information rather than advertising our achievements as 

in the last booklet. 

Excessive cost has meant that when the current batch of inserts for new residents runs out 

they will be updated and replaced only. Magnets or other freebies have been ruled out. 

3. Use all available council publications 

In addition to council tax inserts and direct mail the use of twitter and you tube will be 

enhanced. Several tweets have gone out with a potential audience from retweets reaching 

over 7,000. A section in a forthcoming WCC „Westminster Reporter‟ Magazine will focus on 

recycling. 

Dates and deadlines have been confirmed with City West Homes for their newsletter as well 

as the Communications department who produce the Westminster Reporter magazine. 

Officers are also in talks to place „Love Food Hate Waste‟ adverts into the December issue of  

the Westminster Reporter with help from WRAP. 

8. Have regular tweets through Council twitter feed  
 
This is underway although any tweets are currently swamped by Olympic related tweets. 
Service changes to recycling services have affected few people so communicating this has 
focused on letters and correx boards. 
 
The target will be to tweet on waste and recycling once a week. „Love Food Hate Waste‟ 
messages will be included as part of this along with more general environmental messages 
and street cleansing issues. 
 
The tweet is done weekly by a communications officer with approval from the recycling 

service manager. 
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9. Trial regular you tube videos of what recycling officers get up to and update/remove 
current video  
 
The previous video has been extremely successful in terms of viewing numbers (nearly 
20,000 views) but is out of date. A specification will be worked up shortly to correct dated 
information. The target will be to have 10,000 views in one year and schools will be directed 
to the resource. An entirely new video could cost significantly more than the forecast cost of 
£500 for updating the current video. In terms of a launch twitter and the website can be 
used. 
 
4. Reinvigorate information going to crew and street cleaners 

The passing of information will be formalised and made a regular occurrence. This is not 

meant to be additional work but a formalisation of the process so that crews are kept up to 

date with service priorities. Training involving a MRF visit will take place prior to the 

commencement of the 1600 tonne project. The WRAP review suggests their crew training 

which will be seriously considered. 

5. Leaflet drop surrounding wards regarding mobile recycling centre 

This is at the print stage and delivery will be delayed until after the Olympics to ensure 

maximum impact. Replacement signs etc. are in the process of being ordered for the mobile 

recycling centre along with educational displays and a promotional chalkboard for mini 

events. These can run concurrently with the mobile recycling centre such as a „Love Food 

Hate Waste‟ event. This will be repeated in 1 year subject to a successful impact and 

competing projects such as the door knocking and direct mail. 

6. Draw up plan for direct mail to every resident over a 2 year period  
 
This will combine with a push on the intake of the relatively new collection of plastic 

containers and cartons. Other basic information will be included as part of the document 

including contamination issues. The direct mail would ideally be left until MRC sites have at 

least begun to include cartons icons but the 1600 project means that it cannot wait. The 

mail should include a tear off returnable slip as this has proved successful in the past. The 

return could contain: 

 The promise of a potential prize for joining the newsletter list; 

 Container requests; and 

 Poster requests 
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10. Have smart phone application and associated press, tie in blue bag orders  
11. Make website mobile and tablet friendly  
 
This is reliant on other departments of the council but can be raised as an issue at all 
available opportunities. 
 
12. Trial new vehicle signage at first opportunity with positive messages.  
 
This will require buy in from political leaders and a timescale is difficult to predict.  A strong 

business case must be developed as a first step. A business case will be developed by 

February 2012. 

13. Maintain direct relationship with estates and mansion blocks  
 
Given limited resources this is best continued by the current officers with additional support 
in terms of resources such as a door knocking resource over the summer period and a good 
stock of literature including the posters mentioned as part of the direct mail scheme. 
 
Vital Regeneration (VR) will undertake this work on a number of estates. Peabody homes 
who run operate 2-3,000 residences are extremely short staffed and restricted to core 
operations. Estates contain about 16,000 dwellings compared to 48,000 mansion block 
dwellings. 
 
Parts of the estates have very localised newspapers. They will be asked if they need any 
content. 
 
14. Door knock using long term schedule/contract  
 
This will target low performing areas. The data work is currently being undertaken to 
determine which areas will be targeted as part of the 1600 project. Set against this will have 
to be the likely contact rates and churn rates of residents with the ultimate question being 
where there are the biggest tonnage gains to be had. 
 
The feedback from door knocking is invaluable at informing service development. The 
evidence uncovered trumps other surveys and allows efficient improvements to be made. It 
is also valuable at communicating to residents that WCC takes recycling seriously.  
 
Making the contract a longer term contract will obviously allow economies of scale, longer 
term systematic planning and a higher contact rate over the period of the contract. The 
door knocking will target areas of high contamination. 
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15. Get schools visiting Southwark Recycling Centre through a letter and wider agreement  
 
It has been difficult to reach agreement with the centre however schools are being written 
to regarding WCC contributing recycling books to their libraries. School recycling will be 
increased on an incremental basis subject to officer time. Ideally an education officer shared 
with an adjoining boroughs would be employed but there is no prospect of an expanded 
team. 
 
16. Ensure anti contamination activities are undertake by all crews  
 
The focus of the door knocking project will be areas of high contamination and poor 
performing areas. Crews will play a role in identifying contamination before and during the 
door knocking timeframe. 
 

 

5.2 ‘Business as usual’ and additional communications 

The internal review of communications decided that WCC was on the right track in terms of 

presentation but also recognised that more could be done to reach hard to reach people. 

A lot of the work will involve updating as much of the output as is possible so that it 

includes cartons and plastic containers. Business as usual activities will include updating 

mansion block posters, estate posters, stickers for public recycling bins and so on with 

particular reference to the 1600 project. 

Newsletters go out from the Council communications department and from City West 

Homes. Whilst not read by all residents they are „zero cost‟ to the recycling department. 

Deadlines will be integrated into the communications plan. 

The Council services A-Z and new resident welcome packs are the base level of 

communications so that an informational message goes out to the majority of residents.  

The e-newsletter could comfortably be increased from its 4-6 per year to 8-10 to coincide 

with recycling week, Easter, Eid and Christmas when high levels of certain kinds of materials 

are produced. 

There is a debate to be had about whether including cartons on our „on the go‟ street 

recycling bins is a priority given the lack of space and battle to get people to recycle 

correctly in the first place. 

Time plates will be analysed over the next year to see whether they are effective and give 

correct information. Data for the review is being gathered. Due to the high turnover of 
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population time plates are a last resort source of information for residents. Anecdotal 

evidence suggests that a significant numbers are incorrect, vandalised or in a state of 

disrepair. 

Expansion of the number of textiles and WEEE bins is likely to result in increased localised 

communications subject to theft levels not increasing significantly. 

WCC is currently reviewing its approach to WEEE with a recent increase in potential WEEE 

thanks to the switch to digital etc. Ten additional bins will go out across the city and the 

information must be disseminated through all available channels as well as targeted 

information in the local area to promote awareness amongst those most likely to use it. 

City West Homes are an arms length body looking after what has traditionally been „council 

housing‟. Major events and newsletters will be utilised for communications along with the 

low participation area communications. VR undertake large amounts of social marketing 

with them as previously mentioned. 

Sauce Communications are to take on the communications for our commercial food waste 

collections service 
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5.3 Local Partners: Vital Regeneration (VR) and City West Homes 

Since 2007 the City Council has let a contract for waste reduction, reuse and recycling 

engagement and education services targeting a couple of poorly performing wards in the 

north of Westminster. 

VR are required to design and deliver a programme of education and engagement activities 

to stimulate improvements in waste reduction, reuse and recycling in the Church Street and 

Queens Park wards. They are expected to attend community events such as the Queen‟s 

Park Summer Festival as well as organise their own swishing events where people give and 

take unwanted items. 

A number of kids clubs operate , known as „Jump for Green‟. Additional MRF visits should be 

considered for them and other community groups. 

WCC will promote events and talks through the e-newsletter. In return VR should do more 

to promote the e-newsletter.  

They are expected to train recycling champions although this has been delayed due to the 

competing demand of Olympic volunteering. They are also setting up a time credits network 

that rewards volunteers with access to leisure centres, theatres etc. 

Recycling talks are scheduled in with six ethnically based groups. 
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5.4 Other partners: Love Food Hate Waste and WRAP 

At the present time these activities may be implemented in Westminster. Activities 

highlighted in orange will mainly be associated with WRAP. 

Volunteer 
Coordinators 

Volunteer co-ordinators to recruit, engage and motivate the local community to 
cascade LFHW messages (to be provided by an external contractor) 

Universities 
London wide coordination of university project; collection of unwanted food from Halls 
of Residence at the end of the Autumn term and redistribution via London food 
charity. 

Internal 
Communications 

Regular LFHW updates on The Wire (Intranet) and via staff email bulletins. Targeting 
2186 staff members at Westminster. 

Council Magazine 
Advertorial placed in the Council Magazine to link with key national/London wide 
themes. 

Online 
Update the City of Westminster website with information about LFHW and provide a 
link to LFHW.com.  
Provide regular updates in line with key campaign themes. 

Social Media 
Regular series of tweets via the City of Westminster Twitter account (reaching x 
residents) in line with national and London wide themes 

LFHW Road 
shows at the 
Mobile Recycling 
Centre 

Run 1 LFHW road show at mobile Recycling Centres. Print 2 A2 posters for display on 
Road show Poster Boards.  
Develop LFHW Quiz to engage residents. 

Partnership 
Working 

Work with Vital Regeneration and City West Homes to engage residents on estates 
about LFHW. Provide LFHW Training to Vital Regeneration. 

Posters Print 50 Posters for display on community notice boards 

 

 

Fig m):  ‘Love food hate waste‟ assistance 
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VR has promoted the campaign at community events using a series of games and 

promotions. Four cooking demonstrations are scheduled between now and January with 

further sessions dependant on an extension of the project. 

WRAP have also given advice on how to best target „recycling on the go‟ as well as review 

communications (review available on request). 

A Westminster officer currently attends a steering group on textiles in London which will 

end in September and result in some interventions and associated communications. 

5.5 Bins 

QR (quick response) codes must also be considered for residential bins that link to the 

website to provide more information. The cabinet member is considering changing recycling 

1280l bin lids to green or partially green. Also to be considered are whether it would be city 

wide or partial. For example it may be decided that the West End and Knightsbridge are 

excluded. 

Previously the circular „recycle for…‟ logo has been placed on the sides of bins in a effort to 

differentiate recycling bins from general waste bins which can easily be mixed up from side, 

rear and elevated viewpoints. 
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5.6 Recycling on the go 

„Bin Scan Win‟ is a new campaign to reward recycling on the go in Westminster and Camden 
launched on 30th April 2012. Users of over 600 recycling bins have had the opportunity to 
be entered into a daily prize draw by using their smart phones or tablets to scan a code on 
the bins. 

„Bin Scan Win‟ could be continued in a similar form with perhaps more emphasis on 

transmitting recycling messages.  With over a million visitors every day „recycling on the go‟ 

can make a big contribution to recycling tonnage. This has to be combined with an effective 

service that recycles the majority of „on the go‟ recyclables. 

The scheme can carry on at approximately £14,000 per year.  Suggested changes are as 

follows but are subject to a review by the project team and stakeholders: 

 Less frequent prizes (currently prizes are weekly); 

 Wider sticker coverage; 

 Higher profile marketing such as bus ad shells, Facebook adverts or a Metro/Evening 

Standard advert (may be able to get discount); 

 A stronger recycling message on the virtual route from recycling to entering prize 

draw. (currently the messaging is unclear and missable); and 

 A link to a „where does it go‟ webpage 

Lessons from this project can also be disseminated to similar councils. Camden Council may 

or may not choose to be involved. 

If the project review concludes that the project does not represent value for money then  

the budget should remain with „recycling on the go‟. Westminster should be leading 

„recycling on the go‟ efforts with the huge audience available for such a campaign. 
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5.7 Events 

Events in Westminster are complicated by the number of events that involve large numbers 

of people from outside the Westminster City boundaries. WCC has to be targeted with its 

limited budget. 

In the year just gone Recycle Week was not fully taken advantage of but can in future be 

used to „piggyback‟ on for greater impact. If there is a particular theme that will used in 

adverts the communications output can be tilted towards in for increased impact. We have 

trialled a „Love Food Hate Waste‟ quiz to drive traffic to the mobile recycling centre.  It 

would be a good week to have an event at mobile recycling centre perhaps combining it 

with an additional e-newsletter. 

Easter could also feature an e –newsletter promoting the recycling of cardboard and the 

reduction of packaging waste. Christmas will be targeted through the council publications 

and Christmas tree tags will be used to promote the diversion of trees to the WCC 

contractor. 

Community meetings will be continually assessed to see whether there is merit in 

attendance. Staff numbers are not sufficiently high to be balanced heavily towards being 

proactive. An officer will continually assess this. A resident‟s engagement event will be 

attended on 1st September at Paddington Recreation Ground. 

During the jubilee street parties having an e-mail list was an enormous help to increasing 

recycling levels. Whilst a small percentage or party organisers did not read their e-mails 

organisers enjoyed the close contact with a recycling officer. Posters and leaflets assisted in 

this process. 
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6.0 Summary 

KEY MESSAGES 

Audience Message Communication Method 

Contaminators Thank you for recycling but 

this should go in the refuse 

Door knocking and contamination 

stickers 

Council Tax Payers It‟s easy to recycle, you can 

recycle XYZ 

All council publications and social 

media 

Low performing areas It‟s easy to recycle, you can 

recycle XYZ, recycling saves 

money 

Door knocking 

Additional paper based 

communications 

Short term residents It‟s easy to recycle , you can 

recycle XYZ 

Regular communications 

(including leaflets) with porters, 

managing agents and letting 

agents 

City West  etc. tenants Thank you for recycling but 

this should go in the refuse 

It‟s easy to recycle, you can 

recycle XYZ 

Newsletters, 

Posters 

Vital Regeneration social 

marketing and events 

Children Recycling helps the 

environment 

Books provided followed by 

increased contact 

Forums/Residents 

associations 

You are key to spreading the 

recycling message 

Officer attendance 

Media Westminster has a highly 

professional service  in 

challenging conditions 

Social media, indirect news 

stories 

Commuters and visitors Recycling is easy on the go Bins Scan Win, QR codes 

Toilet Posters, sandwich 

wrappers etc. 
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Audience Message Communication Method 

Mothers Nappies Vital Regeneration 

Manging Agents/Estate 

Agents 

Recycling makes your 

residents happy 

Letter and leaflets, ease of 

contact 

Estates users  e.g library 

users 

It‟s easy to recycle , you can 

recycle XYZ 

Posters and blue bags provision 

 

Figure n): Key messages 
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Communication 

Method 

Tactics Aim  Objectives Measurement and 

Evaluation 

E-Newsletter Design and send 6+ e-

mail per year to 

mailchimp list 

To keep keen 

recyclers up to date 

Increase numbers 

receiving e-mails 

by 20% 

Mailchimp stats regarding 

open and unopened mail 

Direct Mail Design and print 119,00 

A5 booklets 

To reach people 

missed by council 

tax inserts 

Increase the 

recovery rate from 

residual waste of 

cartons and 

plastics 

Contamination statistics 

Council Tax insert Design and print 50,000 

A5 inserts 

informational Reach over 90% of 

residents 

Overall tonnages 

Christmas tree 

tags 

Design and print 2000 

irregular shaped tags 

To divert xmas trees 

from dumping and 

landfill 

<5% of trees in 

general waste 

numbers 

Posters 

(Estates, general, 

mansion blocks, 

toilet blocks and in 

response to card 

Design three posters , 

print 150 of each 

informational Reinforce direct 

mail 

Recognition rate question 

A-Z advert 1 full page infomertial informational Reach all council 

tax payers 

Recognition rate question 



35 

 

Communication 

Method 

Tactics Aim  Objectives Measurement and 

Evaluation 

Events Stall at events; forum 

attendance 

Quality engagement Engage with >30 

residents per event 

Numbers of residents and 

other engaged with 

Love Food Hate 

Waste Recipe  

Leaflets 

5x150 recipe leaflets; 

some for VR 

Reduce food 

contamination and 

refuse tonnages 

Refuse tonnages 

reduced on estates 

Refuse tonnage down in 

vital regeneration area 

Door knocking 

literature 

4 types of leaflets 

similar to direct mail 

To make no door 

knock a waste 

All non contacted 

addresses receive 

information as a 

minimum 

Increased EAL calls 

Time plates Review and produce 

recommendations 

Last point of 

information for new 

residents 

90% correct 

presentation of 

waste and 

recycling 

Less enquires about 

recycling days 

Mobile Recycling 

centre leaflet 

19,000 postcards to 

immediate area 

Increase 

engagement and 

make money from 

textiles 

90% awareness Number of visitors 

Westminster 

Reporter 

 

Regular positive article More recyclers Recognition of 

service and value 

for money 

Recognition of service and 

value for money 
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Communication 

Method 

Tactics Aim  Objectives Measurement and 

Evaluation 

Internal e-mail 1 e-mail per year Practice what we 

preach 

Increase recycling 

produced by city 

hall 

5 enquiries 

Text on recycling 

bags 

No new action needed   n/a 

Signage Upgrade according to 

capital budget 

Show value of 

recycling 

Increased tonnes 

collected by 5% 

Increase in fullness 

Junk Mail stickers Self explanatory with 

contact details on back 

Reduce junk mail n/a n/a 

Notepads, Frisbees 

and pens 

£700 worth of materials To increase 

engagement 

Maintain 

engagement levels 

Numbers engaged with 

Estate Agent 

Information 

500 letters, 5,000 

leaflets 

Improve relationship 

with property 

sellers/managers 

Engagement 

+10% 

No of enquires from 

owners +10% 

 

Mobile Recycling 

Centre 

Quiz, Information 

Board, Chalkboard 

Informal 

engagement 

+20% 

engagement 

Numbers engaged with 
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6.3 Conclusion 

As a minimum it is important that we keep a close on the following: 

 Low performing areas; 

 The composition of the contamination; and 

 Barriers to recycling 

This will inform what areas are targeted for additional help and communications. It should 

also determine which materials are focused upon in terms of contamination and door 

knocking 

My priority is to increase tonnage and the likely outcome is a small increase in tonnage and 

a big increase in knowledge to inform future communications plans. 

Practical Communications Priorities are: 

 Bespoke direct mail to 90% of residents; 

 Door knocking of low performing areas; 

 Reduced Contamination through door knocking; 

 Up to date information; and 

 Data gathering 

Sign off from  recycling team: 

 

1.    

2.   

3.   

4.   

5.   

6.   

7.  

 

 

 

I have read both the communications review and plan, and I will assist its 

implementation. 
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