
Hills Waste Solutions
Business Performance Report 2015/16

Meeting the
waste challenge

Bales of solid recovered fuel being loaded at Hills’ Northacre Resource Recovery Centre.



Introduction
This is our fifth business
performance report and covers 
the period from May 2015 to 
April 2016. We are a business 
that aims to continually improve.
We are transitioning the business away from dependence on
landfill by developing a range of operations to help build a
sustainable future for householders and businesses in Wiltshire.

We remain firmly committed to transforming waste into a
resource on behalf of our customers. We operate to high
standards and invest in new equipment to drive up the quality
of recyclates, which stimulates the ’circular economy’ and
provides the foundations for a more sustainable future by
reducing the reliance on virgin materials.  

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 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

16% in Recycling
at household recycling
centres and materials
recovery operations

58% in Logistics
collecting waste from households and
businesses, transporting products and
materials for recycling

10% Office staff
providing sales
and support services

13% in Waste operations
at landfill, transfer stations
and treatment plants

3% on site
at Honda of the UK
Manufacturing Ltd

 not measurable
 Hills’ activity by category (%):

 unclassified 0.91%

Most favoured option

least favoured option

 1.01%

 24.66%

 37.35%

 36.07%

 not measurable

Prevention

Minimisation

Re-use

Recycling

Recovery

Disposal

Recovery - includes anaerobic digestion, incineration with
energy recovery, gasification and pyrolysis which produce
energy (fuels, heat and power) and materials
from waste; some backfilling

Disposal - landfill

Recycling - turning waste into a new substance
or product. Includes composting if it meets
quality protocols

Re-use – checking, cleaning, repairing,
refurbishing, whole items or spare parts

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.

Direct employee deployment

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



Our company  | Business Performance Report 2015/164

0

10%

20%

30%

40%

50%

60%

Re-use

2011/12

Recycling Recovery Disposal to landfill

2014/15 2015/162013/142012/13

Disposal to landfill tonnages have decreased by over 20% in the five years since 2011/12 and are mirrored by
improvements: recovery up by 10%; re-use up by 1% and recycling up by 10% in the same period. Decreasing
amounts of disposal to landfill as a result of the use of new recovery, recycling and treatment solutions is
reflected in this diagram.

Supporting the circular economy
A circular economy is an alternative to a traditional linear economy (make, use, dispose) in which resources are
kept in use for as long as possible, extracting the maximum value from them whilst in use, then recovering and
regenerating products and materials at the end of each service life (Source:  WRAP). This diagram shows the
process we use to support a circular economy (some processes and relationships have been simplified for clarity).
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WARRIOR
COMPOST

WARRIOR
COMPOST

33,510 tonnes 13,292 tonnes

WARRIOR
COMPOST

1 We processed 33,510 tonnes of green waste at our
Lower Compton and Parkgate Farm facilities. We sold
13,292 tonnes of PAS100 quality assured compost.

2 We generated electricity from landfill gas. We exported
53,300 MWh from Chapel Farm (28,947MWh) and Lower
Compton (25,937MWh) landfills - enough to supply
electricity to 11,200 homes.*
The conversion factor is sourced from the Renewable Energy Association. 
On average, one house in the UK consumes 4.9 MWh of electricity per year.

5,300  5,900  11,200

 Lower Compton
landfill 

 Chapel Farm
landfill 

 TOTAL
equivalent number
of homes supplied

25,937 MWh 28,947 MWh 54,884 MWh

6 We maintained our health and safety performance and
continue to improve our supporting management systems:

• Our ‘Safer for All’ working group delivered improvements in five key areas

• RIDDOR reportable accident incidence rate remained at the same level

• No enforcement action from the Health & Safety Executive

• No major accidents

• No major non-conformances from our OHSAS18001 external audits

Our ‘Safer for All’ campaign includes a near miss reporting scheme. 

654 near misses were reported in 2015/16. 

98% had actions taken against them to prevent them happening again. 

1,554,306 

3 We received an estimated 1,554,306 visits to Wiltshire
household recycling centres (HRCs) from the public.

4.92 million

807,000km

Restored 12,750m² of landfill

654 reported
near misses

98%
actioned

4 We made 4,920,000 collections from households and
travelled 807,000 kilometres.

5 We improved our environment. We restored 12,750m² of
landfill, an area equivalent to 1¾ football pitches. 

2,210m3 of virgin aggregate saved by using 
PAS108 tyre bales at Lower Compton.

General Performance Indicators
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Business development
Logistics and commercial
We launched a new commercial food waste recycling service
that helps to tackle the 500,000 tonnes of food that is
wasted by pubs, restaurants and hotels in the UK every year.
Initial interest from local businesses has been encouraging,
resulting in the acquisition of new vehicles to accomodate the
additional tonnage.

These vehicles enable the food waste to be stored in a
hygienic, specifically-designed container and then 100% is
recycled using a process called anaerobic digestion. This turns
the food waste into electricity for the National Grid and an
organic fertiliser for farmers.

Hills 7.5 tonne starter vehicle – a cost effective 
way to start the new service.

Wiltshire contract
A significant part of our business is the management of
municipal waste on behalf of Wiltshire Council.  A report on
performance in contract year 20 is available from:
www.hills-group.co.uk/media-centre/publications/

Northacre Renewable Energy
In September 2015 Hills secured planning permission for a
renewable energy plant alongside the existing Northacre
Resource Recovery Centre in Westbury. The new energy plant
will use solid recovered fuel from Northacre RRC together
with locally sourced commercial and industrial waste as a fuel
to generate energy and heat, supporting regional energy
security. Since gaining planning permission Hills has spent a
significant amount of time investigating development
partners and potential alternative technology providers,
although gasification technology remains the preferred
option. Hills intends to remain as developer, shareholder and
main point of contact on this ongoing project.

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

Brokerage
Additional resource has been added to this part of the business
for the development of new business and key accounts in the
South West and UK as a whole. 

They will identify sub-contractors to provide broker services that
reflect the high quality which underpins the Hills offering, that
has been essential to ensure continued growth in this area of
the business.

A Hills household recycling centre 
operative helping a member of the public.

Fleet
We continue to invest in new and purpose built vehicles to
improve the service we give to our customers and a new
Volvo FM 8x4 Tridem has been added to the waste collection
fleet. 

The vehicle is very manoeuvrable, making it safer in both rural
and urban areas, where drivers often have limited space to
pass between parked cars. Visibility from the cab has been
improved over the old FM model as well.

The new vehicles can be seen in action in a video specially
commissioned by Volvo at:
www.youtube.com/watch?v=kBsgsvwmM-Y

Volvo FM 8x4 Tridem.
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Aspire Defence Services Ltd

Hills is committed to providing excellent customer service and
providing added value. We agree on performance targets
within contracts and innovate to achieve them. We managed
5,717 tonnes of waste on behalf of Aspire Defence Services
Limited (ADSL) who provide total facilities management
services for the MOD, under the 35-year Project
Allenby/Connaught contract let to Aspire Defence in 2006, at
these Army garrisons: Aldershot; Larkhill; Tidworth and
Bulford, and Westminster Army garrisons.

An example of our innovation is the ‘Enevo ONe Collect’ system.
It continually monitors the fill levels of waste containers. Small
battery powered wireless sensors are 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. The trial collections have
been successful and efficiency gain will be achieved once the
scheme is deployed in November 2016 at Aldershot garrison.

We have set up a client portal where contract performance
information is readily available to the customer. This typically
includes information on: the recycling rate (against its target),
monthly CO2 emissions and scores for on-site management
performances. 

As well as introducing new technology, we realise that to
achieve good recycling performance, we must also influence
the people producing the waste. To do this we joined with
other ADSL contractors at an educational event held at the
Tidworth Oval. Teams took part in exercises to promote safe
and efficient working practices. Hills held a quiz regarding
recycling and a practical waste sorting exercise. 

‘Safety First Always’ Educational event at Tidworth Oval.

A Hills waste container with the new technology wireless sensor.

Center Parcs

Hills won the contract for waste management at Center Parcs,
Longleat Forest, almost three years ago and we have received
confirmation of a one year extension.

The service covers collection of a number of waste and
recycling streams from across the Parc and while there have
been a number of challenges, working in partnership with
Center Parcs these have been successfully overcome.

The biggest challenge came from the contamination of the
mixed recycling arising in the back of house areas. To tackle
the problem, Hills rolled out an education and training
programme for key members of staff along with hosting a
site visit to our recycling facility to provide them with an
insight into how recyling works. We introduced weekly audits
of the affected areas, reporting back and allowing the Center
Parcs operational team to identify and work on improving the
issues. 

The result of the two companies working in collaboration has
seen a dramatic reduction in contamination, resulting in an
overall increase in the amount of waste successfully recycled.

Center Parcs works in partnership with Hills to provide a
Christmas card recycling service at local schools after the
festive period. The proceeds from the 1.2 tonnes of cards
recycled go to a nominated charity. 

Honda of the UK Manufacturing Ltd 

Production of vehicles at Honda’s South Marston plant is
expected to increase significantly in the coming year due to
excellent sales of the Honda ‘Civic’ model of car in North
America.

Hills has met this change by increasing resources at the plant
to ensure existing high levels of waste management are
maintained. We also plan to introduce a food waste collection
service to improve recovery.

A production line Honda worker.
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People development 
Training our managers
Hills has prepared its managers for the challenges of management in the evolving waste industry with an Institute of Learning and
Management (ILM), Level 3 Certificate in Leadership and Management. Fifteen employees joined the course, which started in
October 2014, and all gained their certificates between December 2015 and April 2016.

The course provides those with management responsibilities but no formal training, with the key skills required to lead others
through organisational change and other pressures, including motivating and engaging their teams and managing relationships.

Engaging with our employees: Move to Improve Scheme
Our employees are a valuable resource and as an innovative business we want to engage, motivate and gain the benefit of their
ideas. Our Move to Improve Scheme rewards employees for good ideas and innovations to develop the business.

Every quarter, the best ideas are chosen and put forward to our annual awards. The top two winning ideas this year were:
displaying health and wellbeing message posters in washrooms and the installation of an aeration device in a water lagoon that
processes contaminated water.
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Waste and recycling continues to be a high risk industry. 
We remain committed to maintaining the health, safety and 
wellbeing of our workforce and visitors to our sites. 
This commitment is reinforced by our BS OHSAS 18001
Occupational Health and Safety Management certified
management system. We are also a long term signatory to the
Environmental Services Association Accident Reduction Charter. 

National award winner
We were very proud to win the prestigious Chartered Institute of
Waste Management Sustainability and Resource Industry Award
for health and safety in 2015. This was in recognition of our
‘Safer for All’ campaign which delivered improvements in five key
areas of the business – near miss reporting, accident
investigation, leadership, culture and mental health.

PR Industry award shortlist
The ‘Safer For All’ campaign has been
shortlisted in the Internal Communications
Campaign category of the Pride Awards
2016. The award recognises outstanding
work and highlights industry leaders in the
communications industry. 

Occupational health
Managing work related ill health is a priority to us. This year we
have introduced new arrangements to further improve how we
manage occupational health within our business. Central to this
is a move to a local service provider. The scope of our health
screening programme has also been significantly extended
beyond compliance with statutory requirements towards a more
holistic ‘wellbeing‘ approach for our workforce.

Training
We introduced an innovative training aid called Qwizdom which
makes our training sessions interactive via the use of wireless
handsets which allow participants to answer questions
interactively during the sessions. This has improved the quality
and effectiveness of our training sessions by involving staff
more actively and removing certain barriers to learning. 

Newsletter
To help improve communication and employee engagement in
health and safety, we introduced our ‘Safer for All’ newsletter
which includes advice, news and information on our current
health and safety initiatives and priorities. Presented in a bright,
easy to read format designed to appeal, it also includes
employee competitions that measure awareness of key health
and safety issues.

Health and safety:
protecting our employees,
contractors and visitors

Hills waste team 
accepting the CIWM 

award from Nick Hewer.

An interactive Hills Qwizdom
training session .

Issue 02 • Spring/Summer 2016

In this issue...
WIN £25 of Amazon vouchers
New occupational health provider
Machinery guarding
Issue 01 survey results

+ lots more…

Bust the dustDon’t take risks with Silicosis

Issue 1 • December 2015

In this issue...
• Health and safety award success

• Near miss reporting

• Driver advice 

• Chance to win £20

+ lots more…

Taking care
of everyone
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Culture
We repeated our employee health and safety culture survey for
the second year to measure the effectiveness of changes made
in response to comments received in the first survey. 

The results of the survey confirmed that the actions had made a
positive difference.  Key improvements introduced included the
publication of monthly accident summary reports on staff
noticeboards, regular articles in our company magazine ‘intouch’
recognising worker involvement in health and safety issues and
the re-branding of our personal protective equipment to include
the ‘Safer For All’ logo to demonstrate our commitment to
providing safe and healthy workplaces to our employees and the
wider community.

Employees rate the company’s attitude toward health and
safety in six key areas. The results were added up to create a
‘score’ on a scale of -100 (very poor) to +100 (excellent). The
results of the employee Health & Safety culture survey:

Vehicle safety
Four vehicles from the Hills fleet are now trialling an innovative
tyre pressure monitoring system.

Under-inflation is the leading cause of tyre failure due to heat
build up resulting in potential tyre blowout. Correctly inflated
tyres not only last longer but also help to maintain fuel
efficiency by reducing rolling resistance. As a tyre can lose up to
half of its inflation pressure and not appear to be flat, accurate
monitoring of tyre pressure is imperative. 

The TyreWatch system uses a sensor/transmitter fitted on each
wheel which provides real time reporting to the driver and
transport managers. The system has proved successful in
reducing the effects of vehicle downtime.

A Hills Safer For All branded high vis safety jacket.

TyreWatch on trial on four vehicles.

TE AM

Site
management

S  
  

Overall
Score

Training Supervision
Barriers
to safety

Employee
ownership

Accident
reporting

+75 +88 +75 +62 +76 +56
+8 +14 +4 +5 +13 +3 +7

+72
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Internal audits
We undertook 59 internal process audits of our three management systems. Combined there
were three major non-conformances, 60 minor non-conformances and 166 opportunities for
improvement.

We also carry out Duty of Care audits of waste management facilities that handle waste on
behalf of us and our customers, as part of our contractor approval process. This helps to
ensure that our high service standards are matched and environmental impact minimised.

Management systems
We were proud to maintain ISO 9001, ISO 14001 and OHSAS 18001
certification across all our facilities with no major non-conformances.
This demonstrates our commitment to continually improve and provide
a reliable, high quality service to our customers whilst complying with
legal requirements and minimising risks to people and the environment.

2011/12 2012/13
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External certification audits: 
ISO 9001, ISO 14001, BS OHSAS 18001, PAS 100
During the year, a total of 28 processes were externally audited.

SGS, independent auditors, carry out an external surveillance audit every six months to
ensure that we continue to meet the requirements of the three ISO standards. They 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.

Our composting facility at Parkgate Farm achieved the PAS 100:2011 certification for
production of compost for the fifth year running. The product also meets the Soil
Association Standard for use in organic agriculture.

In addition, The Hills Group has commissioned IM&S Solutions Limited, an independent health
and safety consultancy, to audit our health and safety management system at selected sites.

Aerial view of composting operations at Parkgate Farm.
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Reduce the number of commercial collections missed due to our fault, from 367 in the

previous year.
Performance

131
Achieved

Yes
Target 1

Hills works to meet customer requirements by providing
excellent service and products.

Providing reliable service
We provide waste management services to the residents of
Wiltshire as part of our contract with Wiltshire Council. These
are focussed on household recycling centres and kerbside
recycling collections.

We recorded 10 complaints in total from nearly five million
kerbside collections, travelling 840,000 kilometres and 16
complaints were received from around 1.5 million HRC users.

The commercial transport operation is also customer facing
and 13 complaints were received from a total of 287,548
collections made.

The commercial division was restructured resulting in only one
target being set. We work to prevent complaints by providing a
good service and monitor the number of commercial
collections that were missed due to circumstances within our
control. We investigate the causes of missed collections and
make improvements where necessary.

Quality

Review of performance against targets

Environmental targets 70%
met

Quality targets 100%
 met

Health and safety targets 67%
 met

We measure our performance and set top
level and departmental targets to drive
improvement in critical areas. Each year we
review our performance and amend targets
as needed. Key Performance Indicators
(KPIs) are the measurements made to show
whether the company has met its targets.
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Reduce the RIDDOR reportable accident incidence rate by 30% 
compared to the previous year.

Performance
17% reduction

Achieved
No

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. Despite not
achieving Targets 2 and 3 this year, analysis of a five year trend shows a decline in RIDDOR and lost working days.

Zero HSE improvement or prohibition notices.
Performance

Zero
Achieved

Yes

Maintain OHSAS 18001 certification with no major non-conformances.
Performance

No major 
non-conformances

Achieved
yes

Management systems and regulator enforcement

Deliver 75% of essential H&S training.
Performance

80.33%
Achieved

Yes

Reduce the lost working time accident incidence rate by 30% compared to previous year.
Performance
20% reduction

Achieved
No

We have trained our managers and supervisors how to investigate the root causes of accidents to
enable us to take action to prevent their reoccurrence. 

306 Near Miss Reports.
Performance

1620
Achieved

Yes

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. 

Target 6

Target 5

Target 4

Target 3

Target 2

Target 1

Reducing injuries and ill health
Data published by the Health & Safety Executive for the waste
sector in 2015/16 shows the industry remains high risk in
relation to injury and ill health. We continue to prioritise the
reduction of injuries and ill health via our OHSAS18001

certified management system. We also continued to participate
at a national level with the Environmental Services Association
(ESA) and Waste Industry Safety & Health (WISH) health and
safety working groups to engage with our industry peers and
provide best practice guidance for the industry.

Health and safety
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Legal compliance
Legal compliance and prevention of pollution is the
cornerstone of our environmental management system (EMS).
The Environment Agency 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 generates a Compliance Classification Scheme

(CCS) score; the higher the score, the poorer the performance
and the increased likelihood of prosecution. Our year on year
performance shows a steady improvement despite the peak in
2014/15 due to odour issues at our Chapel Farm landfill. We
make sure that information on legal requirements is
communicated to employees and additional training is given as
needs are identified.

Environmental
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Limit substantiated odour complaint days to 2 at Parkgate Farm compost operations.
Performance

1
Achieved

Yes

Limit substantiated odour complaint days to 2 at Lower Compton compost operations.
Performance

6
Achieved

No

Limit substantiated odour complaint days to 7 at Lower Compton landfill.
Performance

7
Achieved

Yes

Limit substantiated odour complaint days to 0 at Chapel Farm landfill.
Performance
No complaints

Achieved
Yes

Odour 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 the
company. 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.

Decrease average fuel consumption in kilometres/litre of the transport fleet by 0.5% from 

2.415km/litre in 2014/2015
Performance

2.349
Achieved

No

Achieve no increase in the cumulative number of overdue non-conformances from 39.
Performance

19
Achieved

Yes

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

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 a fleet of 99 vehicles. 

Timely management
We wish to make sure that we deal with environmental non-conformances in a timely manner by measuring
the number of issues that take too long to resolve. We achieved a reduction of 70% in the number of
overdue non-conformances.

Target 5

Target 6

Target 7

Target 8

Target 10

Target 9

No prosecutions, fines or notices served on the company.
Performance
No prosecutions

Achieved
Yes

Achieve less than 0.594 CCS points per inspection.
Performance

0.507
Achieved

Yes

Reduce the number of leachate points by 59% from 2014/15 performance to 471.Target 4

Target 3

Target 2

Target 1

Performance
630

Achieved
No

Achieve less than 50 CCS points.
Performance

44.6
Achieved

Yes

We achieved a 42% decrease in compliance points and a 25% reduction in points per inspection.

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. Whilst we did not meet the target, we
achieved a 47% decrease in leachate points. We are investigating on-site leachate treatment at our
Barnground landfill and planning improvements to the leachate extraction system.
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Chartered Institute of Procurement and Supply (CIPS)
Hills has improved its rating in the
CIPS Sustainability Index. We
increased our economic performance
from 76% to 82%. This exercise
benchmarked company 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.

Operating in a sustainable manner is fundamental to the long
term future of the company 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 
The Repair Academy continues to repair and refurbish a wide
range of items that have been deposited at household recycling
centres, preventing them from going to recycling or landfill.  In
the 2015/16 financial year over 35 tonnes of items were
diverted from landfill in this way.

Through partners, KFR, Waste Not Want Not and the Trussell
Trust, vulnerable people are directly benefiting from the work of
the Repair Academy. In addition, the project has provided
valuable training and work experience, and created a range of
volunteering opportunities.

The Repair Academy is now collecting white goods from nine
sites within Wiltshire and will provide a county wide collection by
1st August 2017.
To date the
Repair Academy
has helped over
100 students.

Corporate social responsibility
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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 14 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 306 visitors, most of whom were pupils at local
schools, on 16 visits. A number of organisations and community
groups have also taken advantage of the tours on offer to see
inside Northacre RRC and learn more about how it works. These
include 10 employees of ULN, a local cheese factory; members
of the Wiltshire Wildlife Trust; councillors and members of
Wiltshire Council; 20 A Level students and staff from a school in
the Forest of Dean. 

International visitors
Hills welcomed two visitors from the Royal Commission in Jubail,
Saudi Arabia who visited the UK to evaluate options for a new
government waste management strategy in their country.
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How’s My Driving stickers appear on all Hills vehicles.

Transport 
We are members of the How’s My Driving (HMD) scheme,
recommended by the Freight Transport Association 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. Each Hills vehicle is fitted with a highly visible yellow and
black sticker displaying a reference number unique to the vehicle.

Members of the public can leave comments using the user
friendly report systems by phone or website. They can also
request feedback if they would like it. When a report is received,
HMD contact the fleet co-ordinator who speaks to the relevant
transport manager. Hills can then use the same system to leave
feedback for the caller, given to them via the HMD team, or to
simply note that we have acknowledged a comment report and
acted upon it.

On average, we operated 99 vehicles and 15 reports were
received over the year. Of these, nine were justified and upheld
complaints. The total number miles travelled over the year was
4,148,233 – equivalent to one complaint for every 276,548
miles travelled.

Complaints and compliments
Hills takes customer feedback seriously. We aim to investigate
every complaint and take 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.

We recorded a total of 40 service complaints and 72 service
compliments across all our operations

The number of environmental complaints has substantially
reduced from 77 in 2014/15 to 49 this year.

Environment Agency (EA)
We have established a good working relationship with the EA to
ensure that concerns are recognised and acted upon. We keep in
regular contact with the EA regarding issues relating to our
sites. We hold formal operational liaison meetings and top level
management reviews every six months.

Resource management
We build our landfill cells using baled recovered tyres to
construct the basal drainage layer and we use recycled
aggregates where possible to reduce the consumption of virgin
materials when we engineer our sites. This approach has saved
2,210 cubic metres of virgin aggregate, enough to fill an
Olympic size swimming pool.
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Hills funding was used to upgrade The Laverton hall in Westbury.

Partnership with Wiltshire Wildlife Trust
Hills has worked in partnership with the Wiltshire Wildlife Trust
for more than 25 years. This collaboration has resulted in £6.9
million of funding being provided to the Trust and is indicative of
Hills’ desire to contribute to Wiltshire’s natural environment.

Giving back to the community 
Thirty-four projects across Wiltshire received a total £687,000*
in the past year as a result of Hills working in partnership with
Community First, Wiltshire Wildlife Trust and the Cotswold Water
Park Trust. The funding for these projects was made available
through the Landfill Communities Fund (LCF).  

Whilst the funds available through this scheme have decreased
significantly, as a result of the Government’s successful drive to
reduce waste to landfill, Hills continues to work with its partners
to ensure that the maximum amount of funding is available for
all communities across Wiltshire.

*This gross figure includes Entrust registration and administration fees.

Energy
We successfully completed the Government’s mandatory
Energy Savings Opportunity Scheme (ESOS). We appointed
independent consultants SGS to conduct the ESOS audit
which assessed the total energy consumption of all the
buildings, processes and transport operations and identified
potential energy saving opportunities. 

We anticipate being able to make up to 10% savings on our fuel
costs when delivering future waste management service
contracts. This will be achieved through a combination of route
optimisation and the introduction of a new fleet of vehicles
which are more fuel efficient and deliver improved payload
capabilities. 

We also supply energy to the national grid by burning landfill
gas in special engines.
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a unique partnership Nathan Carr, collections and fleet manager, Gary McKinnon, divisional director 
and Mike Webster, Group director completed a 300km cycle ride.

Charitable giving
Hills provided almost £10,000 in direct funding to a number of
charities and good causes during the year. In addition,
employees were encouraged to nominate charities they wished
to support and we held monthly fundraising events to help them
achieve this.

Of significance this year, three employees completed a 300km
cycle challenge from Kent to Ghent over three days which raised
£10,402 for the Kirkwood Hospice.
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