
   
 

 

Copeland Borough Council Communications Department Recycling 
Questions 

 
Questions are in bold 
 
1) What is the current communications plan for informing residents about 

the current recycling system? 
 

o As with most other services, there isn’t a single, written comms plan 
for the service in general (it would soon become out of date). We 
create large-scale comms plans for significant changes (for example, 
when we brought in the new system three years ago.) Then we also 
create “mini” comms plans around certain elements, for example 
national Recycling Week, the Great British Spring Clean or Christmas. 
The recycling comms lead, Leila Cox (LC), and Comms manager 
Andrew Clarke, are in daily contact with Shirley Procter-Dow (SPD) 
and Jan Boniface (JB) so that comms are aware of all current issues 
and can respond accordingly and quickly. In addition, there is a 
fortnightly scheduled recycling comms meeting with LC, SPD and JB. 

 
 

2) What is the current communications plan for informing residents about 
changes to recycling? (Whether that be day to day recycling issues or (if 
you have it still) the plan from when the boxes were introduced back in 
2018?) 

 
o The comms plan from three years ago when the new system was 

brought in is in Appendix B. Another large-scale change would 
require a similar approach, but obviously the detail would be decided 
through detailed planning and liaison with Waste and other players. 

o Re day-to-day changes. The comms team is informed towards the 
end of each day about which rounds have not been collected. Our 
delayed collections web page is updated daily saying where the 
delays are, which streets have been affected, why, and the expected 
return date (if available.) We then usually put a post on social media 
to direct those whose bin has been missed to that page for more 
details. This saves a lot of calls to customer services. Customer 
Services also receive the same daily list so our messages are 
consistent. 
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o If there is a current issue and we need to ask the public to change a 
behaviour (eg “windy weather is forecast. Click here for our advice 
for putting out your recycling during bad weather” or “We had a lot 
of non-recyclable material in the boxes this week – here’s what you 
can and can’t put in etc) we put out a social media post. We might 
also add it to our staff intranet, residents’ newsletter or our 
councillors’ newsletter, as appropriate. 

o If residents have missed the information about what can go in their 
boxes (and they put the wrong thing in) the box will be left with a 
card explaining why (waste should have a copy of this if you need it.) 

o Re changes due to bank holidays, this is communicated via a press 
release, social media, staff intranet, residents’ newsletter and 
councillors’ newsletter. It is also, of course reflected on everyone’s 
online collection calendar. 

 
 
3) What are the current trends in complaints that recycling receives on social 

media and how do communications respond to member of the public 
regarding these complaints? 

 
o It is mostly about missed/late collections. There are also sometimes 

complaints about boxes not being put back in the right place, litter 
left behind, and about the system in general not being user-friendly 
(they would prefer one big bin for all recycling).  

o If someone is reporting an individual missed bin, we don’t process 
that directly through Comms and social media -  they are directed to 
our delayed collections page first, as there may be an 
explanation/return date on there. They are also told that, if they do 
not find an answer there, they can contact us by phone or email for 
more information. This process (ie the fact that we can’t process 
individual missed bin queries through social media,) is also outlined 
on our website and is often highlighted on our Facebook page. 

o If they are asking about an area that we already know has been hit by 
a wider delay, we’ll tell them that and give them the latest 
information that we have (and advise them to check our delayed 
collections page for further updates.) 

o For other complaints/questions, Comms liaises with SPD or JB to get 
an explanation/answer/apology as appropriate, and responds via 
whichever platform the complaint was received on. Often the 



   
 

complaints are ones we’ve had before, so we’d just respond with the 
agreed answer without needing to consult the waste team first. 

o We might also direct people to our online operational FAQs, or to our 
extensive recycling advice pages. 

o If necessary, we tell people how they can contact our complaints 
officer. 

 
 

4) If a new recycling system were to be put in place, how would Comms 
inform members of the public, what would be the plan they would like to 
create? 

 
o Appendix B is an example. 
o A major factor, if we were to change again, would be a pilot. We did 

not pilot the previous scheme, so had no chance to test things, 
change things and sort out teething issues. If we ran a pilot, it would 
of course inform the comms plan. 

 
 

5) The group want to work with Comms to remind residents to allow room 
for the waste vehicles to get up and down the residential streets, wanting 
to emphasise that if a waste truck can’t get down the street then some 
emergency vehicles (such as fire engines) may not be able to either – what 
is the current plan and how would be the best way to create a new one 
(should it be needed)? 

 
o This is an ongoing problem for waste and comms and I’m not sure it 

will ever be solved by general comms. We do highlight it on social 
media a lot but I think the fact is that people really don’t want to park 
anywhere other than outside their home. 

o It’s difficult to convey the issue until you’ve been out and seen it – 
people look at a gap and say “that’s wider than a lorry, what’s the 
problem?” Explaining the laws of physics as they relate to road 
camber and the geometry of wall/lorry/vehicle/road is tricky on 
social media. 

o We could try to arrange some filming to try to show people the issue, 
but it’s a big gamble to think that the owners of the problem vehicles 
would necessarily see the publicity around this (and realise that they 
are causing a problem). I think there could be more effective 
solutions. 



   
 

o My comms advice (in addition to highlighting the problem on social 
media, as we already do) would be to resource some very targeted 
intervention. Assuming a lot of the problem is repeated in the same 
areas, probably with the same cars, I think letters or visits might be 
more likely to achieve the desired effect. I believe JB has already 
done this in some areas, and should be able to report to you on 
whether it has been effective. 

o We could also arrange flyers for crews to place on the cars. JB says 
we have done this in the past but been accused of damaging 
windscreen wipers. I’m assuming the numbers of such complaints 
were small, and I would still advocate for this targeted approach. 

o In terms or mentioning emergency vehicles, we can do that. It’s 
worth bearing in mind though that we’re then suggesting people 
should permanently park elsewhere (emergencies don’t just happen 
on bin day). They might just think that’s too much hassle and not 
bother at all. We might have more success if we’re only asking them 
to re-park on collection days. 

 


