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Refuse Collection Procedures

Customer Hen Street admin NEAT Delivery Crew

New Bin
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Customer calls to 
purchase new bin. Is it 
replacing a damaged 
bin?

Ask relevant qu's to 
understand if customers bin 
has been damaged by our 
crews.Check crew sheets, to 
see if incident has been 
reported by our crews. Has 
incident been recorded?

Place on Flare for 
delivery Crew. Once
bin has been 
delivered, return job 
ticket.

Customer request a 
replacement bin to 
replace lost / stolen bin.

Review period set and monitored - every 2 years??

Close ticket on Flare. 
End of process.

Ask relevant qu's to 
understand if customer has 
lost his old bin.
Inform customer of charge 
for bin, process payment and 
place on flare for delivery.

place on Flare for 
delivery. Crew 
deliver bin. Return 
job ticket.

Close ticket on Flare. 
End of process.

Ask relevant qu's to 
understand how customers 
bin has been damaged. 
Explain to customer there is a 
charge for the replacement 
bin. Process payment, and 
arrange for delivery of bin.

Place on Flare for 
delivery Crew. Once
bin has been 
delivered, return job 
ticket.

Close ticket on Flare. 
End of process.



Refuse Collection Procedures

Customer Hen Street admin NEAT Delivery Crew

2nd green bin

   Y N

Calls to make request 
to have a 2nd green 
bin

Ask relevant qu's to 
understand if 
customer qualifies. 
If so, place request 
on Flare and email 
flare id to NEAT 
officer

NEAT officer 
arranges time and 
date for waste audit 
peferably within next
2 days.

Waste Audit 
undertaken by relevant 
NEAT officer. Recycling
advice provided. 
Decision about 2nd bin 
made and resident 
notified.

Letter sent to 
resident with 
recycling advice

Customer rings to pay for 
2nd Green bin. Payment 
taken and request placed 
onto flare. Job given to 
delivery crew.

2nd bin delivered - with 
different coloured lid. 
Job ticket returned to 
admin team.

Waste Audit form 
completed, filed with
instuctions / reason 
& authorisation sent 
to Hen St Admin

Job ticket closed down 
of flare - process ends.

Review period set and monitored - every 2 years??



Refuse Collection Procedures

Resident Member NEAT Hen Street admin / round analyst Crew Assistant Manager / Supervisor

Collection Points

N

Y

Site given initial 
assessment by 
supervisor / 
assistant manager 
to determine if it 
meets initial criteria.

Access problems / damage 
highlighted by crew 
members

Collection point request 
logged onto Flare

Meet on site to 
discuss collection 
point. 

Letter sent to relevant 
council member 
highlighting potential 
collectin point. Arrange 
site visit if require.

Inform of reason not to 
go ahead and discuss 
future arrangements.

Site visit conducted,  
consult with residents 
and decision made 
whether to go ahead with 
collection point

Crew notified of 
reasons and future 
arrangements.

Meet on site to discuss 
collection point. Carry out
risk assessment if 
appropiate, and decide 
upon possible location.

Inform assistant 
manager of new 
collection point.

Letter to resident 
informing them of new 
collectioin point with 
map.

Crew notified of new 
arrangements.

Crew sheets ammended to 
represent new collection 
point.



Refuse Collection Procedures

Customer Hen Street admin NEAT Crew

No side waste

1st Instance

2nd Instance

3rd Instance

Recorded on flare for 
NEAT to inspect and 
flare ID sent to Neat 
inbox.

Record any side waste left 
on crew sheets. Empty bin 
and place side waste back 
into the bin. Place sticker on 
bin. If at a collection point 
leave waste and telephone 
office when going to tip to 
notify of all instances.

NEAT officer carries 
out site visit to check 
for evidence the same 
day where possible.

Fly tipping crew return 
next working day to 
remove side waste.

Evidence gathered and 
relevant action taken. If 
waste is at a collection point 
job issued on Flare for fly 
tipping to be removed.

NEAT officer sends 1st 
warning letter, explaining 
next actions and provides 
recycling advice.

Letter sent to resident

NEAT officer hand delivers 
2nd warning letter, 
explaining next actions and 
provides recycling advice.

Letter hand delivered to 
resident

A fixed Penalty notice is 
issued to resident.

Fixed Penalty Notice 
issued to resident



Refuse Collection Procedures

Customer NEAT Hen Street admin Crew

Contaminated Bin

1st Instance

2nd Instance

3rd Instance

Crew mark contaminated 
bin onto crew sheet, and 
issue sticker to advise 
residents of contact 
details of Hen St depot.

Contaminated bin 
recorded. Details 
passed to NEAT 
office who take 
appropiate action. 
See steps below 1-3.

Report generated, 
mail merge 
completed and 1st 
warning letter sent 
to resident.

Review period set and monitored - every 2 years

NEAT highlight 
contaminated bin

Customer rings to 
resolve contamination 
issue

Ask relevant questions to 
see if contamination can be 
removed. If resident cant 
remove contamination 
arrange extra lift. Advice 
NEAT officer

Contaminated bin 
emptied by hit team

Neat officer hand 
delivers letter and 
offers recycling 
advice.

Customer rings to 
resolve contamination 
issue

Ask relevant questions to 
see if contamination can be 
removed. If resident cant 
remove contamination 
arrange extra lift. Advice 
Neat officer

Contaminated bin 
emptied by hit team

Neat officer issues a 
Fixed Penalty 
notice.

Customer rings to 
resolve contamination 
issue

Ask relevant questions to see 
if contamination can be 
removed. If resident cant 
remove contamination 
arrange extra lift. Advice Neat 
officer

Contaminated bin 
emptied by hit team
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