
Reply from Somerset Waste received 12 May 

Dear Mr Roberts, 

Our Reference: PL1874: Waste Collections in Nether Stowey 

Firstly let me apologise for the recent level of service affecting people in Nether Stowey. Since the 
introduction of Recycle More in this part of the County we have had some ongoing issues, in 
particular affecting recycling rounds. Nether Stowey has unfortunately been affected by these 
issues. After the receipt of your letter, one of our senior staff met with representatives of Suez 
(SWP’s waste collection contractor) on Thursday 5 May to review the situation and ensure the right 
steps are taken to provide an improved service to the residents in the Parish. 

The introduction of the Recycle More service is a complex change, that required re-routing of 
recycling and refuse vehicles. Typically in such situations we see a reduction in crew familiarity and 
in these change situations we sometimes see a short-term decline in quality of service delivery until 
crews get fully accustomed to their routes. SWP and SUEZ work hard to ensure these are minimised 
and services stabilise very quickly – unfortunately a number of issues meant that the improvement 
hasn’t been as fast as we would expect. There have also been issue in maintaining the service 
through a combination of significant issues at the transfer station in Williton (where we had to 
suspend some routes for several days) as well as the depot suffering from some intermittent staffing 
issues that impacted service delivery. The net effect of these issues is that our collection contractor 
haven’t met the service standards we expect, and when problems do arise they have not been 
addressed as effectively and promptly as normal. The situation has not met our own expectations 
and we fully recognise that they have not met yours or most importantly those of residents. We are 
working very hard with our contractor to address this situation and this activity is still ongoing. 
Unfortunately Nether Stowey has been at the heart of all of these issues and we fully recognise the 
scale and depth of the problems that the residents in this locality face. We are taking a very strong 
contractual stance with our collection contractor and are working through these issues with them to 
bring the service standard to a point that we and our residents expect and are entitled to. 

In terms of the immediate resolution we made clear to our contractor that we expected all 
outstanding missed collection reports in the area to be actioned and closed down by the end of the 
day on the 5 May. The data I have seen suggests that this was effectively actioned – but please let 
me know if you do not believe that to be the case. We’ve also arranged for full supervision on the 
next two collection days (7 May 2022 and 13 May 2022). We expect by providing close supervision 
for the next few weeks we can undo and provide a long term fix to the problems the residents have 
faced. In recognition of your point that people have struggled with excess waste due to the patchy 
recycling service, we’ve asked the Supervisor to log any instances of black bag waste left out on 7 
May 2022 and arrangement were made to remove this material  outside of the usual collection 
schedule on Monday 09 May. If we have any large scale service issues in the near future, that 
requires us to withdraw rounds we will make sure that, as Nether Stowey has been so regularly 
effected by service quality issues, will be prioritised for service delivery. 

Your point around the photographs is noted, the crews have devices to record householder 
compliance our service standards, additionally these devices record information as to which 
households hold an active subscription to the Garden Waste Service.  

Should you have any further questions or queries please don’t hesitate to contact us. 

Yours Sincerely 

Mike 

Michael Cowdell 
Customer Experience Manager 
Somerset Waste Partnership  


