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This is our fourth business
performance report and 
covers the period from 
May 2014 to April 2015.
We continue to make changes to our operations, energy and

procurement management to help build a sustainable future for

householders and businesses. We are committed to transforming waste

into a resource.

The company has obtained planning permission to construct a

renewable energy plant to generate power and potentially heat on land

situated next to the Northacre Resource Recovery Centre (NRRC) in

Westbury. Completion of the Northacre Renewable Energy (NRE)

project will enable the use of locally produced fuel to generate energy

which supports the concept of regional energy security.

During the year we introduced an improved monitoring programme at

our Porte Marsh Materials Recycling Facility (MRF) to ensure that the

quality of recyclates meets the requirements of our reprocessors,

stimulating the ’circular economy’ and providing the foundations for a

more sustainable future by reducing the reliance on virgin materials.

We have helped customers to further minimise the proportion of their

waste which goes to landfill through a variety of recycling solutions

which utilise waste as a resource.

We are a Wiltshire based company and our relationship with our

customers and local communities is very important to us. We are proud

of our service record and the support we give to local communities.

Our business continues to develop best

practice and invests in new technology to

ensure that our activities do not adversely

affect the environment or cause problems

for our neighbours.

Mike Webster
Group director – Waste Solutions
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Our company
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16% in Recycling
at household recycling
centres and materials
recovery operations

55% in Logistics
collecting waste from households and
businesses, transporting products and
materials for recycling

10% Office staff
staff providing sales
and support services

16% in Waste operations
at landfill, transfer stations
and treatment plants

3% on site
at Honda of the UK
Manufacturing Ltd

prevention  not measurable
 Hills’ activity by category (%):

 unclassified 0.33%

most
favoured

option

least
favoured

option

minimisation

re-use

recycling

recovery

disposal

 0.94%

 25.79%

 31.21%

 41.73%

 not measurable

The waste hierarchy 
We are helping householders and businesses move their waste up the waste hierarchy. We are firmly committed to producing less waste, increasing

recovery and re-use and reducing landfill.

Change in waste management methods 2011/12 to 2014/2015
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Decreasing amount of landfill due to the use of new recovery, recycling and treatment waste solutions.
Landfill tonnages have decreased by 15% in the four years since 2011/12 and are mirrored by improvements: recovery up by 4.2%; re-use up by 0.9% and

recycling up by 9.6% in the same period.

Hills Waste Solutions, part of The Hills Group, is a family owned
business which has operated in the Wiltshire area for over 115 years.
We are an important local enterprise employing nearly 300 people.



Planted 1,885
metres of new
hedging

Erected
1,480 metres
of stock proof
fencing

Restored 17,944 m²
of landfill, an area

equivalent to 2½
football pitches
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General performance indicators
WARRIOR

COMPOST
WARRIOR

COMPOST

35,164 tonnes 14,441 tonnes

WARRIOR
COMPOST

1,789,815 

5.6 million
838,000km

215,000

3 We received an estimated 1,789,815 visits to
Wiltshire Household Recycling Centres (HRCs)
by the public.

6 We improved our environment

1 We processed 35,164 tonnes of green
waste at our Parkgate Farm facility and
sold 14,441 tonnes of PAS100 quality
assured compost. 

General performance indicators

2 We generate electricity from landfill gas. 
We exported 58,095 megawatt hours from
Chapel Farm and Lower Compton landfills –
enough to supply electricity to 11,860 homes.*
*The conversion factor is sourced from the Renewable Energy Association. 
On average, one house in the UK consumes 4.9MWh of electricity per year.

 Equivalent number of homes supplied

5,260  6,600  11,860

 Lower Compton
Landfill 

 Chapel Farm
Landfill 

 TOTAL

25,769 MWh 32,326 MWh 58,095 MWh

5 We maintained health and
safety performance and
introduced improvements to
our management systems:
• Our ‘Safer for All’ working group

delivered improvements in five key
areas

• RIDDOR reportable accident rate
remained at the same level

• No enforcement action from the
Health & Safety Executive

• No major non-conformances 
from our BS OHSAS 18001
external audits

4 We made provision to collect waste for recycling
from over 215,000 households in Wiltshire. We
made 5.6 million collections from households 
and travelled 838,000 kilometres.
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Amesbury Recyclables Management Facility (RMF)
The purpose of Amesbury RMF (pictured above) is to bulk up paper,

plastics and cardboard for separation at the company’s Material

Recycling Facilities (MRFs) and municipal waste for energy recovery at

the Lakeside Energy from Waste (EfW) plant. The Amesbury RMF is

located in the Boscombe Down Business Park and replaced two rural

outdoor transfer stations. Hills has invested £180,000 in a carbon filter

odour management system to control the site’s air quality.

Wiltshire contract
Hills’ current contract to supply waste management services to Wiltshire

Council ends in July 2016. The Council has tendered for waste

management services for an eight year period from August 2017 with

the option for the Council to extend each contract by a further eight

years. Hills has submitted bids for all services put out to tender. A report

on performance in contract year 19 is available from:

www.hills-group.co.uk/media-centre/publications/

Lower Compton
A new planning application to retain and improve the MRF at Lower

Compton (to provide enclosed waste transfer station facilities and

retain the existing screening bund) was refused by Wiltshire Council

Strategic Planning Committee at their meeting in June despite the

planning officer’s recommendation for approval. Hills is in the process of

preparing a challenge to this decision.

www.hills-group.co.uk/lowercompton

Northacre Renewable Energy (NRE)
The planning application to Wiltshire Council to construct a renewable

energy plant using advanced thermal treatment to generate power and

potentially heat on land situated next to the NRRC in Westbury was

approved in the autumn. We have continued to evaluate the economics

of an energy generation project to complement the NRRC at Westbury,

which can provide a local disposal outlet for Solid Recovered Fuel (SRF)

and for the treatment of some of our commercial waste streams. The

NRE project will take some time to come to fruition but we hope that

the development timeframe will enable it to come on stream in the

next five years.

www.hills-group.co.uk/northacre-energy

Development 

Business development

Logistics and commercial
The company installed a Global Positioning System (GPS) vehicle tracking

system in December 2014 to all Hills commercial waste collection

vehicles using the Navman Wireless Fleet+ system to improve waste

collection efficiency.

The software provides a visual analysis of the location and routes taken

by our lorries. By analysing this information, we can avoid route

duplication and easily schedule additional collections in the driver’s

round, which reduces the amount of journeys.

As part of the reporting package, we can view the CO² emissions of the

entire fleet and drill down to view individual vehicles. We can also

configure the system to produce exception reports which allows us to

immediately see any unauthorised vehicle use, excessive idling time

and many other deviations from regular activity.

Artist's impression of NRE.
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Development

Aspire Defence Services Ltd
An innovative new service, with the potential to generate 20 – 40%

savings in waste collection costs has been trialled. ‘Enevo ONe Collect’

continually monitors the fill levels of waste and recycling containers

using small battery powered wireless sensors attached under the lid of

each collection bin. Data is then sent over the mobile phone network

where it is analysed by Enevo ONe, identifying those containers which

need emptying.

Brokerage
Hills is keen to expand its area of operation and become a regional

collector with national service capabilities. In February 2015, Hills

secured a contract with D S Smith to supply waste collection to a host

of well-known companies in the Bristol area.

Hills was selected by D S Smith to provide this service not only on the

basis of price but on a range of other criteria such as response time,

speed of resolutions and overall reliability. We successfully managed to

mobilise and oversee a roll out to 400 sites across the region within

two weeks.

We have established a network of suppliers in Bristol, as well as

Shepton Mallet, Wells and Weston-Super-Mare in Somerset.

Fleet
Hills has a commitment to maintain an average vehicle fleet age of five

years. This means that we can provide a reliable, efficient service with

minimal environmental damage through emissions.

Six new hook loader vehicles and six trade waste collection vehicles

(see below) have been deployed this year. 

All of these vehicles are fitted with the latest Euro-6 specification

engine and exhaust technology meaning they are some of the

greenest and cleanest trucks on the roads today. We have also invested

over £300,000 in the purchase of three new Volvo FH 500 tractor

units which are employed in the transfer of Wiltshire’s waste to the

Lakeside EfW facility at Colnbrook. These vehicles have been specified

with safety in mind and have been delivered with the additional ‘Active

Safety Package’. This package includes forward collision warning radar,

lane changing support and lane departure warning as standard. These

additional items will not only help to protect the driver but also improve

the safety of other road users.
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Year of Health and Safety

Statistics published by the 
HSE show waste and recycling
continues to be amongst the 
most dangerous industries in 
the UK. 
Our ongoing initiatives to reduce risk within our business have been

successful as demonstrated by the ‘RIDDOR reportable’ accident rate

remaining at the same level as last year and in maintaining our externally

assessed BH OHSAS 18001 Health & Safety Management Systems

certification with no major non-conformances raised.

This was supported by a number of

initiatives driven by our ‘Safer for All’

working group including:

Near miss reporting
Our near miss reporting system which

we introduced in May 2013 has

continued to successfully capture

this information and enable us to

take action to prevent accidents

from occurring. In 2014/15 we

dealt with over 800 reports,

almost tripling our annual target.

Accident investigation
Following on from the benefits of training our management team on

accident investigation, we provided training to all supervisors and our

newly formed team of health and safety

representatives. We also improved our

internal communications on 

accidents with targeted initiatives 

on topics such as ‘three points of 

contact’ for vehicle operators.

Leadership 
New managers and supervisors completed the Institute of Occupational

Safety and Health (IOSH) ‘Managing safely’ four day level 3 course. This

is a nationally recognised and respected certificate designed to give

managers the knowledge and tools to manage health and safety issues.

Gary McKinnon (commercial director), Tanya Cripps, John Pearce

(transport supervisors) and Anthony Smith (shift supervisor) are the

latest employees to successfully complete the course, which includes

units in assessing and controlling risks; identifying hazards and

protecting the environment.

Culture
We consulted with our employees on their attitudes towards health and

safety in six key areas. The results were positive, highlighted areas

where improvements could be made and were communicated to all

employees. We will use this information to influence our improvement

initiatives for the coming year and measure our achievement of those

improvements by repeating the survey on an annual basis. 

Other key initiatives relating to health and safety included:

Mental health
We delivered six workshops to 82 of our managers and supervisors to

provide them with greater awareness of mental health issues, including

how to recognise the signs and symptoms of different types of mental

health issues. The workshops also explained how the company supports

both employees suffering from and managers dealing with such

situations – in order to ensure that the associated stigma, symptoms

and lost working time are reduced to a minimum. 

Second year of health and safety initiative
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Other road users
As part of our ongoing commitment to ensure the health and safety of

other road users, we have started to install additional safety systems on

all new vehicles. 

Four cameras constantly record whilst the vehicle is in operation. There is

one forward facing camera, one offside, one nearside and also one rear

facing camera. The camera footage is stored on an on-board digital

recording unit and can easily be accessed in the event of an accident or

incident.

In addition to the cameras we have also installed a combination of

movement sensors (Sidescan) and talking alarms (Backchat) to alert both

drivers and other road users to potential danger around moving vehicles.

The Backchat system emits a vocal warning whenever the vehicle is

turning left and the four Sidescan sensors will alert the driver in the cab

by a loud beeping whenever they detect an obstacle within a specific

range.

Year of Health and Safety
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Continually improving

Continually improving
We made a number of improvements to our business policies 
and practices.
Move to Improve scheme
We realise that our staff are

a valuable resource. As an

innovative business, we want

to engage, motivate and gain

the benefit of their ideas. 

Our Move to Improve scheme

rewards staff for good ideas

to develop the business,

generate savings and reduce

accidents. Every quarter,

three ideas are chosen on

merit to receive a prize, with

the best idea receiving an

annual award. 71 ideas were received this year. This year’s winning

idea was to improve the lighting outside the NRRC so that black bales

of waste could be more safely stacked after dusk.

Supervisor development
Hills has recognised that our supervisors have a very important role to

play assisting managers in the day to day operation of facilities. We

have designed a training scheme in conjunction with Swindon College

for supervisors who are keen to develop their skills. The Institute of

Learning and Management approved course supports practicing team

leaders and helps them:

• Gain and practice key management skills

• Build capabilities by motivating and engaging their team

• Develop leadership skills.

15 supervisors joined the course, which started in October 2014.

They will complete four assignments by the end of September 2015.

As part of the course, the supervisors have learnt the importance of

knowing their team as individuals and to be aware of their team

members’ strengths and weaknesses so that work can be realistically

planned and achieved. This helps maintain good morale and

productivity.
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Management systems

Internal audits
We undertook 53 internal process audits. Overall, there were no major

non-conformances, 61 minor non-conformances and 132

opportunities for improvement.

There was a slight increase in non-conformances for environmental

and quality, with a fall in health and safety non-conformances.

We also carry out duty of care audits of waste management facilities,

which handle waste on behalf of Wiltshire Council, as part of our

contractor approval process, to ensure that high standards are

achieved and risks of illegal management minimised.

External certification audits: 
ISO 9001, ISO 14001, BS OHSAS 18001, PAS 100
A total of 43 processes were externally audited. Quality and health

and safety are combined in one visit.

Independent auditors, SGS, carry out an external surveillance audit

every six months to ensure that we continue to meet the

requirements of the three ISO and OHSAS standards. SGS look at our

core system and a selection of sites and processes at each audit visit.

Over a three year cycle they visit every site and review all processes.

In addition, The Hills Group has commissioned IM&S Solutions Limited,

an independent expert consultancy, to audit our health and safety

management system at selected sites.

Our composting facility at Parkgate Farm achieved the PAS 100:2011

certification for production of compost for the fourth year running.

The product also meets The Soil Association's standard for use in

organic agriculture.

We were proud to maintain ISO 9001, ISO 14001 and BS OHSAS 18001
certification across all our facilities and also to extend certification for
the three standards to the NRRC. This demonstrates our commitment
to provide a reliable, high quality service to our customers whilst
complying with legal requirements and minimising risks to people and
the environment.
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Review of performance against targets
We measure our performance and set top level and departmental 

targets to drive improvement in critical areas. Key Performance Indicators

(KPIs) are the internal measurements made to show whether we have 

met our targets. Hills sets SMART targets in areas where our performance

needs improvement and where practical steps to achieve the improvement

are possible.

Specific – clearly defined?

Measurable – reliable data, not subjective?

Action – Have we got the resources, money, and people. What needs to change?

Realistic – Can we achieve this? Is it relevant to the organisation?

Time bound – When should we achieve the target?

Environmental
Legal compliance
Legal compliance and prevention of pollution is the cornerstone of our management systems. We have 

developed four targets to improve performance. We keep track of legal requirements and make sure that the

information is communicated to staff at meetings and by circulating publications. Additional training is given as 

needs are identified.

Target 1
No prosecutions, fines or notices served on Hills.

Performance
1

Achieved?
No

Target
0

Target 3
Achieve less than 0.554 CCS points per inspection*.

Performance
0.624

Achieved?
No

Target
< 0.554

Target 4
Reduce the number of leachate points by 10% from 2011/12 performance.

Performance
440

Achieved?
No

Target
111

Target 2
Achieve less than 56 CCS points.

Performance
68

Achieved?
No

Target
< 56

The Environment Agency (EA) carries out audits and inspections of our company. The findings are recorded on CAR1

forms and any issues addressed through our management system. Each inspection may generate a Compliance

Classification Scheme (CCS) score; the higher the score, the poorer the performance and the increased likelihood of

prosecution.

*We have moved from a calendar year to a financial year data set so that we are consistent with other data.

Leachate levels are a key performance indicator for the management of landfills and so we have devised an internal

scoring system to monitor and report our status.

Assessment of compliance performance, targets 1 – 4.
Hills accepted a caution in March 2015 from the EA for allowing emissions to occur from the Chapel Farm landfill at a

level which caused local annoyance. The site reached its landfill capacity and was closed in November 2014 and the

EA has not raised any issues since.

We are a responsible company and have invested resources to tackle the issues faced in 2013/14, which have

significantly improved our compliance performance. Details of these actions are given below.

In 2013/14, we received 179 CCS points, which included a Category 1 and two Category 2 scores for odour at

Chapel Farm. The total CCS points for 2014/15 has decreased to 68.8.

Management systems

Environment Quality H&S

Target setting and achievement

0

2

4

6

8
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12
Passed Failed

3
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4
22
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Odour

Chapel Farm landfill
In the summer of 2014, we temporarily closed the site to speed up the installation of additional gas extraction

equipment, which reduced landfill gas emissions from the site. We take odour issues seriously and the last thing we

want is unhappy neighbours. The final landfill cell was capped in the autumn of 2014, the site was closed

permanently in November 2014 and no odour complaints have been received since December 2014.

Lower Compton landfill
At this site, the operational cells during 2014/15 were close to the site boundary. We have installed extra extraction

pin wells and a perimeter odour control system. In addition, we have assessed the risk of odour issues and deployed

an Odour Management Plan, approved by the EA, which seeks to limit emissions from the activity.

Leachate

Barnground and Chapel Farm landfills
The exceptionally heavy rainfall in 2013/14 caused leachate levels to rise at our landfills, particularly at our

Barnground and Chapel Farm landfills, leading to EA scores for elevated leachate. Hills purchased additional leachate

treatment capacity and transported large quantities from site to external treatment facilities. For example from

Barnground, we extracted 3,840m³ of leachate and from Chapel Farm 2,220m³. This is equivalent to the volume of

2½ Olympic swimming pools*.

* An Olympic swimming pool contains 2,500m3.

Flies

Northacre Resource Recovery Centre (NRRC) 
The new fly control equipment and procedures have proved very successful. No CCS scores have been given to the

facility, which shows that the EA is happy with the improved performance of the site. 

Commercial waste recovery 
We wish to focus on achieving good recovery for our commercial waste customers as well as municipal waste.

Target 5
Achieve a 55% commercial waste recovery rate at Hills’ facilities.

Performance
59%

Achieved?
Yes

Target
55%

Landfill diversion 
We recognise that we need to adapt our business to provide alternative waste management options to landfill for

our customers and have set a target to encourage this transformation.
Target 6
Achieve a reduction of 2.5% in the amount of waste landfilled to 42%.

Performance
41.7%

Achieved?
Yes

Target
42%
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Management systems

Target 7
Achieve 0 justified compost odour complaints at Parkgate Farm.

Performance
2

Achieved?
No

Target
0

Target 8
Limit justified odour complaint days to 8 at Lower Compton compost.

Performance
6

Achieved?
Yes

Target
8

Target 9
Limit justified odour complaint days to 7 at Lower Compton landfill.

Performance
10

Achieved?
No

Target
7

Target 10
Limit justified odour complaint days to 8 at Chapel Farm landfill.

Performance
16

Achieved?
No

Target
8

Complaints 
We realise that our open windrow composting and landfill operations in particular, have the potential to create

odours, so we have decided that odour complaints are a key performance indicator for Hills. We have developed odour

management plans, which are agreed with the EA, for all sites that need them. We take the issue of odour seriously,

investigate every complaint and take action as required.

Odour complaints have been discussed in the compliance section above.

Target 11
Achieve no increase in the number of risks at waste operations sites with risk scores >9.

Performance
10

Achieved?
Yes

Target
>9

Risk reduction, prevention of pollution and accidents 
We seek to reduce risks wherever possible as measured through risk assessments. Work has been prioritised to

reduce our highest risks first, which are found at our landfill sites. Next year, we will review our fire prevention and

management arrangements in the light of recent EA and HSE guidance.

We repair and maintain our LGV fleet to minimise emissions and our drivers are trained to the Safe and Fuel Efficient

Driving (SAFED) standard. We operate 88 vehicles which we aim to update or replace on a five year cycle.

Non-conformances 
We wish to make sure that we deal with environmental non-conformances in a timely manner by measuring the

number of issues which take too long to resolve.

Target 12
Decrease average fuel consumption in kilometres/litre of the transport fleet by 1.5% from 2013/14

performance to 2.320.

Performance
2.605

Achieved?
Yes

Target
2.320

Target 13
Maintain amount of mains water used per tonne of waste processed at 0.0139.

Performance
0.0178

Achieved?
No

Target
0.0139

Target 14
Achieve no increase in the cumulative number of overdue non-conformances from 25.

Performance
64

Achieved?
No

Target
25

Fuel efficiency 
We strive to use fuel efficiently to power our equipment and vehicles, so that we minimise carbon dioxide

generation, which is a greenhouse gas and contributes to global warming.

Mains water use 
Mains water is a valuable resource which needs to be conserved. 

We aim to monitor and reduce our consumption by reusing it.
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Quality
Hills works to meet customer requirements by providing excellent service

and product quality control. We have set a mixture of top level and

departmental targets to drive up performance.

Target 1
Achieve less than 80 complaints per 100,000 household kerbside collections.

Performance
0.30

Achieved?
Yes

Target
80

Target 2
Reduce the number of complaints per 100,000 visitors to HRCs.

Performance
1.12

Achieved?
Yes

Target
1.2

Target 3
Number of customer complaints per 100,000 collections in Commercial Transport.

Performance
5.48

Achieved?
Yes

Target
7.12

Target 4
Number of scheduled commercial collections not made on the due date due to our fault.

Performance
367

Achieved?
No

Target
135

Service complaints 
We provide waste management services to the residents of Wiltshire as

part of our contract with Wiltshire Council. We have strict targets for the

performance of our kerbside collection service and the operation of the

Household Recycling Centres (HRCs). Both operations continue to provide

an excellent service to Wiltshire residents. We recorded 17 complaints in

total from over 5.6 million kerbside collections.

Target 5
Provide every member of staff with an annual appraisal.

Performance
249

Achieved?
No

Target
281

Competencies 
We recognise that we need to provide staff with the right competencies for the job and to challenge them with

personal development. The number of completed annual appraisals has increased by 45% to 87%.

We recorded six complaints in total from over 1.6 million visitors.

The commercial transport operation is customer facing and needs to minimise service complaints. 

A total of 255,000 collections were made and 14 complaints were received. 

We also wish to prevent complaints by providing a good service, so we monitor the number of commercial collections which

were missed due to circumstances within our control. We are investigating the root cause(s) of the missed collections.
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Management systems

Target 2
Reduce the RIDDOR reportable accident incidence rate by 30% compared to the previous year.

Performance
0%

Achieved?
No

Target
-30%

Accidents and incidents 
Employers are required by law under the Reporting of Injuries, Diseases and Dangerous Occurrences Regulations

(RIDDOR) to report specified workplace incidents, work related diseases, and dangerous occurrences.

Target 5
Zero HSE improvement or prohibition notices.

Performance
Zero

Achieved?
Yes

Target
Zero

Target 6
Maintain BH OHSAS 18001 certification with no major non-conformances.

Performance
Zero

Achieved?
Yes

Target
Zero

Management systems and regulator enforcement

Health and safety
We provide induction training and periodic re-training on an ongoing basis to our staff to maintain their

competence and ensure they are able to carry out their duties.

Training 

Target 1
Deliver 75% of essential H&S training.

Performance
80.33%

Achieved?
Yes

Target
75%

Target 3
Reduce the lost working time accident incidence rate by 30% compared to previous year.

Performance
+100%

Achieved?
No

Target
-30%

We have trained our managers and supervisors how to investigate the root causes of accidents to enable us to take

action to prevent their recurrence. 

Target 4
306 Near Miss Reports

Performance
1620

Achieved?
Yes

Target
306

We are continuing to effectively capture near miss reports which enable us to identify potential causes of accidents

or incidents and take action to avoid harm or loss. 
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As part of the recycling

and up-cycling activities

at the Repair Academy,

70 learners enjoyed the

opportunity to receive

training and work experience. Successes include the first trainee,

Jordon, who went on to gain employment, and Joe, another student,

who has gained a place at Wiltshire College to study construction.

Students from Wiltshire College and young people from Community

First, who are Not In Education or Employment or Training (NEETS),

have also benefited from the Repair Academy experience.

Next year, the Repair Academy expects to handle more white goods,

train more students and expand its links to other charities such as the

Trussell Trust.

Chartered Institute of Procurement and Supply (CIPS)
Hills has achieved accreditation on the CIPS Sustainability Index. This

exercise benchmarked our performance against the CIPS ‘three pillars

of sustainability’: economic, environmental and social performance.

We received the highest ‘doing well’ classification in most areas of

business operations. Of merit were the scores in the social

sustainability arena where we achieved a score which was higher

than other suppliers in the same sector and of the same size.

Inclusion on the Index complements the three ISO and OHSAS

certifications we already hold and should prove a valuable business

development tool. Operating in a sustainable manner is fundamental

to the long term future of Hills and our customers are increasingly

selecting waste contractors, not only on the basis of price, but also

taking into account their sustainability credentials. Measuring our

performance is an important step forward and our listing on the CIPS

Sustainability Index means that current and prospective customers

have further evidence that Hills is an established, trusted and high

quality supplier.

Repair Academy 
Working in partnership with us, the Repair Academy has continued to

develop. In 2014/15, staff collected over 500 appliances from local

Household Recycling Centres (HRCs), which amounts to over two

tonnes of white goods. The collection area has now expanded from

three to seven HRCs enabling more items to be up-cycled including

many items of furniture which would otherwise have been processed

into wood chip for fuel.

Corporate social responsibility

Learning at the Repair Academy.



Community liaison and consultation 
Hills puts a great deal of effort into engaging with local

communities. Our established community liaison groups at our five

main operational centres facilitate discussion and sharing with

communities and their representatives. During the year we held 12

public liaison committee meetings.

We ensure that concerns are taken into account when we seek

planning permission for new facilities by consulting with local

communities and providing answers to their questions. This is done

both via public exhibitions and making detailed information available

online at:

http://www.hills-group.co.uk/consult/planning.html

We offer guided tours around our facilities. Lower Compton MRF

welcomed 145 visitors, most of whom were pupils at local schools.

There were also numerous professional and educational visits to 

the NRRC.

Transport 
We are members of How’s My Driving? scheme (previously WellDriven?)

and work to our 'Good Driving Charter'. The scheme provides a visible

commitment to responsible driving and supports our other methods of

recording community satisfaction with our transport fleet, which

travelled nearly 4 million kilometres in the 2014/15 period.

There were 101 vehicles registered in the scheme and 13 reports

were received. Of these, 11 were justified and upheld complaints. The

remainder was made up of one complaint which was not supported

upon investigation and one compliment. Speeding was the most

common complaint (five). 

Community liaison
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Complaints and compliments
Hills takes customer feedback seriously and investigates every

complaint and takes appropriate corrective and preventive action. We

try to minimise any negative impact that our operations may have on

the community and want to have satisfied customers.

Service performance
We recorded a total of 56 service complaints and 82 service

compliments across all our operations.

Our commercial customers were contacted via email and asked to

complete a short online survey rating various aspects of our service.

The survey included questions on: the product knowledge of waste

consultants; the range of waste bins offered, through to how

professionally telephone enquiries were dealt with.

The survey was completed by 253 commercial customers and the

overall results were very positive with over 90% classing our

performance as either excellent or good in a number of areas.

• 89% felt that our overall service level was either excellent or good

• 94% said they viewed us as an environmentally and socially

responsible company

• 96% said they saw us as taking a responsible approach to health

and safety.

One opportunity the survey highlighted was that most customers had

very little idea of what we could offer beyond skips and wheelie bins.

In response to this, quarterly e-mail newsletters will be sent to

customers in 2016, containing additional information on Hills and

new services, together with useful information such as how changes

to legislation may affect them.

Environmental
The number of environmental complaints has substantially reduced

from 830 in 2013/14 to 77 in 2014/15. This shows that the action

taken at Chapel Farm landfill and NRRC has successfully rectified the

issues which were generating the bulk of the complaints.

Environment Agency (EA)

Corporate social responsibility

Kerbside lorry collecting household waste from a housing estate.
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We have established a good working relationship with the EA to

ensure that concerns are recognised and acted upon. We kept in close

contact regarding the odour and leachate issues faced by Hills, which

meant that we dealt with the problems in a timely manner. We hold

formal operational liaison meetings and top level management

reviews every six months.

Giving back to the community 
Long-standing partnerships with

Community First, Wiltshire Wildlife Trust

and the Cotswold Water Park Trust

have enabled Hills to maximise the

funds available through the Landfill

Communities Fund and to ensure that

those communities who live and work

in the vicinity of our operations benefit

from the funding.

Thirty four projects across Wiltshire

benefited from over £635,000* worth

of grant monies made available via the

Landfill Communities Fund between

April 2014 - March 2015.

• £434,000 was granted to environmental bodies to create and

maintain natural habitats and areas for wildlife for everyone to

enjoy across Wiltshire and the Cotswold Water Park through 13

different projects

• £72,000 was granted to fund community projects, such as village

shops, gardens and local village halls 

• £94,000 was granted to support seven projects that delivered

sporting facilities

• £35,000 was granted to improve children’s play areas and spaces

which encourage people to enjoy the outdoors.

There has been a reduction in the amount of waste going to landfill,

which has meant that there is less available to fund projects. The

Repair Academy is one way where Hills and Wiltshire Council are

trying to find alternative means of supporting community projects.

*This gross figure includes Entrust registration and administration fees. 

Corporate social responsibility

Resource management
We re-use aggregates wherever possible to reduce the consumption

of virgin materials when we engineer our sites. We build our landfill

cells using baled recovered tyres to construct the basal drainage

layer. This approach has saved 1,433m³ of virgin aggregate, enough

to fill over half of an Olympic size swimming pool.

Awards
We entered the national Chartered

Institution of Wastes Management

Sustainability and Resource Awards

and were short listed in the Award for

Community Champion category for our

efforts setting up the innovative

Repair Academy project.

Children get a new play area at Wilcot village green.

Calne Skate Bowl received
a £50,000 Landfill
Communities Fund grant.

Hills has continued its support for Jolerider providing bicycles to Africa.
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Core values
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