HRRC CUSTOMER SATISFACTION SURVEYS - CROYDON SITES REPORTING PERIOD: APR 24 - MAR 26

CTION
1a: BACKGROUND INFORMATION 1b: SURVEY RESPONSES
DETAILS OF THE SURVEY PROCESS & REPORT CONTENTS SURVEY DATES AND NUMBER OF RESPONSES
Year Round Start o pate  No-of
The 3 Croydon HRRC's are operated by Veolia on Date Response
behalf of the South London Waste Partnership. Year 1 Round 31-34 APR25 MAR26 3011
Cust Satisfaction S have been in place since Year9 Round27-30 APR24 DEC'24 2809
ustomer Satisfaction Surveys have = 5

July 2016 to test site user experience. Surveys are Year8 Round25-26 APR23 MAR24 2963
undertaken for 2 weeks at a time at each site in turn. Year7 Round22-24 APR22 MAR23 1621

&
©

To date 34 rounds of have b eted over Year6 Round 19-21 MAY'21 MAR22 8
10 years with a toalof 20,349 Surveys responded 0. Yomf Foundf5-18 JUNZ) APRZ1 &
Year4 Round13-15 AUG'9 APR20 6
The HRRC Contract requires customer satisfaction level Year3 Round9-12 AUG'18 JUL'19 1383
of 80% or above. Year2 Round5-8  AUG17 JUL18 2206
Year1 Round1-4 AUG16  JUL'17 3976

o ©
IR

SECTION 1: VIEWS ON SITE OPERATION

Q5. How long did you queue to enter the site? Q10. How satisfied were you with the queue?
ROUND 34 ROUND 34
ROUND 33 ROUND 33
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
=0-5Mins ®5-10Mins mOver 10 Mins = Satisfied = Neither Nor m Dissatisfied
Q13. How satisfied were you with the cleanliness of the site? Q16. How satisfied were you with the smell around the
site?
ROUND 34 ROUND 34
ROUND 33 IEITIA ROUND 33 IS
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 I3 ROUND 29 TS
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
= Satisfied # Neither Nor = Dissatisfied = Satisfied = Neither Nor = Dissatisfied
Q17. How satisfied were you with the ease of navigating the site? Q18. How satisfied with the signage?
ROUND 34 ROUND 34
ROUND 33 ROUND 33
ROUND 32 I3 ROUND 32 I3
ROUND 31 ROUND 31
ROUND 30 ROUND 30 [T
ROUND 29 ROUND 29 I
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
mSatisfied ~ =NeitherNor  ® Dissatisfied = Satisfied ® Neither Nor ~ ® Dissatisfied
Q11. How sati were you with the range of i epted? Q12. How safe did you feel on site?
ROUND 34 ROUND 34
ROUND 33 IEITIVA ROUND 33
ROUND 32 [TV ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 IEITiVA ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
=Satisfied = Neither Nor = Dissatisfied = Satisfied = Neither Nor = Dissatisfied
Q20a. Did you need any special assistance? Q20b. If yes, are you satisfied with the special assistance
offered?
ROUND 34 K73 85% ROUND 34
ROUND 33 ROUND 33 [ETTA
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 IEE3]) Lilh ROUND 30
ROUND 29 RV il ROUND 29
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
=Yes =No = Satisfied = Neither Nor @ Dissatisfied
Q19. How satisfied were you with the opening hours?
ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%
= Satisfied # Neither Nor ~  Dissatisfied




SECTION 2: VIEWS ON GARDEN WASTE COLLECTION SERVICE

Q7a. Do you subscribe to garden waste collection service?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29

2
®

20% 40% 60% 80%

=Yes =No

100%

Q7b. If no, please provide reason for not subscribing to
garden waste collection service

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29

I ——
Ll
I w— T
0% 20% 40% 60% 80%  100%
= No such need
u Site is convenient

= Cost
Not aware of it
= Bins, Collection and Other issues

SECTION 3: VIEWS ON STAFF PERFORMANCE

Q9. How satisfied were you with the greeting you

Q14. How satisfied are you with the

Q15. How satisfied were you with the attitude of

received? helpfulness of staff? staff?

ROUND 34 ROUND 34 ROUND 34

ROUND 33 I ROUND 33 T ROUND 33 IEITIVA

ROUND 32 I ROUND 32 ROUND 32

ROUND 31 ROUND 31 ROUND 31

ROUND 30 ROUND 30 ROUND 30

ROUND 29 [T ROUND 29 T ROUND 29 IETTIVA

AVERAGE AVERAGE AVERAGE
0%  20% 40% 60%  80% 100% 0%  20%  40%  60%  80%  100% 0%  20% 40% 60% 80% 100%
mSatisfied ® Neither Nor m Dissatisfied mSatisfied = Neither Nor m Dissatisfied = Satisfied = Neither Nor ~ m Dissatisfied

SECTION 4: VIEWS ON BOOKIN TEM AND FAIR USE POLICY (onlv apbplies to Merton. Sutton and Kinaston)

ECTION 5: VIEWS ON REUSE SHOP

Q8a. Do you know we collect items for reuse at
this site?

Q8b. Have you ever donated to the reuse
shop?

Q8c. If no, why not donated?

ROUND 34 REPA 49
ROUND 33 REEFA 9%
ROUND 32 BEFYS 8%
ROUND 31
ROUND 30 BE[FA 10%
ROUND 29 EITA 64
0% 20% 40% 60% 80%  100%
=Yes =No

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
0%  20% 40% 60%  80%  100%

=Yes =No

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29

78% 11%
| 23% L 61% |
| 40% 8% -~ |
61% 15% |
0% 50% 100%

= Nothing to donate yet = Not aware of it

m Donate soon » Others

Q8d. Have you ever visited the Reuse Shop in
Fisher Farm?

ROUND 34 7T 56%
ROUND 33
ROUND 32
ROUND 31 JIEEFA [
ROUND 30
ROUND 29 [IEZFA 56%
0%  20% 40%  60%  80%  100%
mYes mNo

CTION 6: OTHERS

Q4. Reasons for visiting HRRC

Most common reasons quoted from customers

Q22. Customer comments

Most common comments provided by customers

Yr10 =Yr9 mYr8

1% BRINGING MATERIALS TO BE REUSED

2% HOME REDECORATION

27% GENERAL CLEAROUT AT HOME

22%  BRINGING GARDEN WASTE

0% 5% 10% 15% 20%

25%

25% BRINGING ITEMS NOT INCLUDED IN RECYCLABLES COLLECTION

22% BRINGING NON-RECYCLABLE ITEMS THAT CAN'T GO INTO BIN

30%

35%

RANK COMMENT NUMBER OF COMMENTS
_ Positive comment_Overall 5124
_ Positive comment_Staff Performance 1745
_ Negative comment_Material Types 1421

Negative comment_Site Infrastructure 1258

© 5 Negati ( Site O 372
6 Positive comment_Misc 257
7 Negative comment_Misc 208

8 No Comment 144

9 Negative comment_Fair Use Policy 115

10 Positive comment Site Infrastructure 77



HRRC CUSTOMER SATISFACTION SURVEYS - MERTON

SECTION 1: BACKGRO

INFORMATION AN

1a: BACKGROUND INFORMATION
DETAILS OF THE SURVEY PROCESS & REPORT CONTENTS

MBER OF RESPONSES

Garth Road HRRC is operated by Veolia on behalf of
the South London Waste Partnership.

turn.

to.

Customer Satisfaction Surveys have been in place
since July 2016 to test site user experience. Surveys
are undertaken for 2 weeks at a time at each site in

To date 34 rounds of surveys have been completed
over 10 years with a total of 8,331 surveys responded

The HRRC Contract requires customer satisfaction

level of 80% or above.

SECTION 1: VIEWS ON SITE OPERATION

REPORTING PERIOD: APR 24 - MAR 26

1b: SURVEY RESPONSES

SURVEY DATES AND NUMBER OF RESPONSES

Start No. of
Date EllED Response
Year10 Round 31-34 APR25 MAR'26 1017
Year 9 Round 27-30 APR24 DEC'24 1102

Year 8 Round 25-26 APR23 MAR'24 826

Year Round

Year7  Round22-24 APR22 MAR23 763
Year6  Round19-21 MAY'21 MAR22 341
Year5  Round16-18 JUN'20  APR21 314
Year4  Round 13-15 AUG'9  APR20 334
Year3  Round9-12  AUG'8  JUL'19 957
Year2  Round5-8  AUG7  JUL'18 835

Year 1 Round 1 -4 AUG16  JUL'17 1842

Q5. How long did you queue to enter the site?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%

®0-5Mins ®5-10Mins ®Over 10 Mins

Q13. How satisfied were you with the cleanliness of the site?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor ® Dissatisfied

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor  m Dissatisfied

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor m Dissatisfied

Q20a. Did you need any special assistance?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29 75%

0% 20% 40% 60% 80% 100%

=Yes ®No

Q19. How satisfied were you with the opening hours?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor m Dissatisfied

Q17. How satisfied were you with the ease of navigating the site?

Q11. How satisfied were you with the range of materials accepted?

Q10. How satisfied were you with the queue?

ROUND 34 TP
ROUND 33 0%
ROUND 32 BEEFA

ROUND 31 0%
ROUND 30 TP
ROUND 29 EITFA
AVERAGE WG4

o
®

20% 40% 60% 80% 100%

= Satisfied = Neither Nor ® Dissatisfied

Q16. How satisfied were you with the smell around the site?

ROUND 34 EITPA
ROUND 33 EITFA
ROUND 32 T
ROUND 31 BEEFA
ROUND 30 0%
ROUND 29 EITFA
AVERAGE 7%

o k|
=

9
53

20% 40% 60% 80%

=)
S
®

m Satisfied = Neither Nor m Dissatisfied

Q18. How satisfied with the signage?

ROUND 34 BEITPA
ROUND 33 EITFA
ROUND 32 0%
ROUND 31 EITFA
ROUND 30 0%
ROUND 29 ETTFA
AVERAGE [IEERS

)
R®

20% 40% 60% 80%

=)
S
R®

m Satisfied = Neither Nor m Dissatisfied

Q12. How safe did you feel on site?

ROUND 34 BEEFA 8%

ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE

0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor  m Dissatisfied

Q20b. If yes, are you satisfied with the special assistance
offered?

ROUND 34 R[4
ROUND 33 Jrd/)
ROUND 32 0%
ROUND 31 BEIFA
ROUND 30 SR[P4
ROUND 29 0%

0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor  ® Dissatisfied




SECTION 2: VIEWS ON GARDEN WASTE SUBSCRIPTION

Q7a. Do you subscribe to garden waste collection service?

ROUND 34 [JEZI3 [
ROUND 33 718 78%
ROUND 32
ROUND 31
ROUND 30
ROUND 29
0% 20% 40% 60% 80%  100%

®=Yes =No

Q7b. If no, please provide reason for not subscribing to
garden waste collection service

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30 I e
ROUND 29
0% 20% 40% 60% 80% 100%
= Cost = No such need
Not aware of it m Site is convenient
= Bins, Collection and Other issues

SECTION 3: VIEWS ON STAFF PERFORMANCE

Q9. How satisfied were you with the greeting you

Q14. How satisfied are you with the

Q15. How satisfied were you with the attitude of

received? helpfulness of staff? staff?
ROUND 34 ROUND 34 ROUND 34
ROUND 33 ROUND 33 JEITA ROUND 33 [T
283:3 g? T — ROUND 32 I/ ROUND 32
| 99% |
| 100% | | 100% |
ROUND 30 A . ROUND 31 I
ROUND 29 EETTA ROUND 30 ROUND 30
ROUND 14 BETTYA ROUND 29 IEITi7A ROUND 29 EITIFA
AVERAGE AVERAGE AVERAGE
0%  20%  40%  60%  80%  100% 0%  20% 40% 60%  80%  100% 0%  20% 40%  60%  80%  100%
m Satisfied = Neither Nor  m Dissatisfied = Satisfied = Neither Nor mDissatisfied = Satisfied = Neither Nor  m Dissatisfied
SECTION 4: VIEWS ON BOOKING SYSTEM AND FAIR USE POLICY (only applies to Merton, Sutton and Kingston)
Q6a. How easy to book? Q6b. How were you satisfied with the Q6c. Is booking sy having a neg: impact?
availability of slots?

ROUND 34 /A 59 ROUND 34 ROUND 34 [JEA 97%
ROUND 33 57 39 ROUND 33 ROUND 33 A 100%
ROUND 32 JEEY %

ROUND 32 — - ROUND 32 [EEYA 68%
ROUND 31 [T 7 ROUND 31
ROUND 30 BT . ROUND 30 IETZ7A 3 ROUND 31
— - ROUND 20 I3 2 ROUND 30
ROUND 29 T/ 39
0% 50% 100% ROUND 29 YA 82%
0% 50% 100% 5 3 . . . .
= Very satisfied = Satisfied =Neither nor 0% 20%  40%  60% - 80%  100%
= Very easy = Easy ®Neither nor m Difficult = Very difficult mYes =No = Don't know
m Di = Very Di

SECTION 5: VIEWS ON REUSE SHOP

Q8a. Do you know we collect items for resuse at

Q8b. Have you ever donated to the reuse

Q8c. If no, why not donated?

this site? shop?
ROUND 34 ROUND 34 ROUND 34 | No responses this round
ROUND 33 ROUND 33 ROUND 33
ROUND 32 [IEEEA 9% ROUND 32 T3 20% ROUND 32 BTN (73 a3%
ROUND 31 JEEX % ROUND31 A 5% ROUND 31 TS G BT
ROUND 30 ROUND 30 R I ——iTE
- . . . ROUND 29 EEFA 33% EE
ROUND 29 ROUND 29
0% 50% 100%
0%  20%  40% 60%  80%  100% 0%  20% 40% 60%  80%  100%
= Nothing to donate yet = Not aware of it
"Yes mNo "Yes ENo = Donate soon = Others
Q8d. Have you ever visited the Reuse Shop in
Fisher Farm?
ROUND 34
ROUND 33
ROUND 32 |13 99%
ROUND 31 I3 99%
ROUND 30
ROUND 29
0%  20%  40% 60%  80%  100%
=Yes ®No
SECTION
Q4. Reasons for visiting HRRC Q22. Customer comments
Most common reasons quoted from customers Most common comments provided by customers
VHO “Yio =vis RANK  COMMENT NUMBER OF COMMENTS
1% BRINGING MATERIALS TO BE REUSED St are il . o
1% Negative comment_Site Infrastructure 796
3% Positive comment_Staff Performance 765
“ HOME REDECORATION 4 Positive comment_Site Operation 687
_ Positive comment_Fair Use Policy 254
26%  GENERAL CLEAROUT AT HOME 6 Negative comment Fair Use Policy 95
7 Negative comment_Misc 93
25%  BRINGING ITEMS NOT INCLUDED IN RECYCLABLES COLLECTION 8 Positive comment_Misc 83
9 Negati _Site Operation 65
10 No Comment 51

22%  BRINGING GARDEN WASTE

24% BRINGING NON-RECYCLABLE ITEMS THAT CAN'T GO INTO BIN

5%

10% 15% 20% 25% 30% 35%




HRRC CUSTOMER SATISFACTION SURVEYS - SUTTON REPORTING PERIOD: ARP 24 - MAR 26

SECTION 1: BACKGRO!

INFORMATION Al

IMBER OF RESPONSES

1a: BACKGROUND INFORMATION 1b: SURVEY RESPONSES
DETAILS OF THE SURVEY PROCESS & REPORT CONTENTS SURVEY DATES AND NUMBER OF RESPONSES
Year Round Start g ypate  NO-of
Date Response
Kimpton Park Way HRRC is operated by Veolia on Year 11 Round 31 - 34 APR25  MAR'26 1146
behalf of the South London Waste Partnership. Year 9 Round 27 - 30 APR24 DEC'24 1043
Kimpton Park Way - 7

Customer Satisfaction Surveys have been in place Year8  Round 25 -26 APR23  MAR?24 873
since July 2016 to test site user experience. Surveys Year 7 Round 22 - 24 APR22 MAR23 564
are undertaken for 2 weeks at a time at each site in Year 6 Round 19 - 21 MAY'21  MAR'22 308
turn. Year5  Round 16 - 18 JUN20  APR21 388
To date 34 rounds of surveys have been completed Year 4 Round 13- 15 AUG'19  APR20 112
over 10 years with a total of 7,609 surveys responded Year 3 Round 9 - 12 AUG'18  JUL9 485
to. Year 2 Round 5 - 8 AUG'17  JuL'18 1119
The HRRC Contract requires customer satisfaction level Year 1 Round 1-4 AUG'16  JuL17 1571

SECTION 1: VIEWS ON SITE OPERATION

Q5. How long did you queue to enter the site? Q10. How satisfied were you with the queue?

ROUND 34 ROUND 34 [T

ROUND 33 ROUND 33 [EITYA

ROUND 32 ROUND 32 [IEEFA

ROUND 31
ROUND 30
ROUND 29
AVERAGE IEEZA 9% 5%

0% 20% 40% 60% 80% 100%

ROUND 31 IEITEA
ROUND 30 I3
ROUND 29 LT
AVERAGE 6%

2
=

20% 40% 60% 80% 100%
®0-5Mins =5-10Mins ®Over 10 Mins
= Satisfied = Neither Nor ~ mDissatisfied

Q13. How satisfied were you with the i of the site? Q16. How satisfied were you with the smell around the site?
ROUND 34 ROUND 34
ROUND 33 ROUND 33
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100%

2

20% 40% 60% 80%

3
2

= Satisfied = Neither Nor ~ @ Dissatisfied  Satisfied ® Neither Nor ~ ® Dissatisfied

Q17. How satisfied were you with the ease of navigating the site? Q18. How satisfied with the signage?
ROUND 34 BT ROUND 34
ROUND 33 ROUND 33 T
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 T3 ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
=Satisfied # Neither Nor ~ m Dissatisfied =Satisfied ® Neither Nor ~ m Dissatisfied
Q11. How satisfied were you with the range of i ? Q12. How safe did you feel on site?
ROUND 34 ROUND 34
ROUND 33 ROUND 33
ROUND 32 ROUND 32
ROUND 31 T3 ROUND 31
ROUND 30 ROUND 30
ROUND 29 BT ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
=Satisfied ® Neither Nor  m Dissatisfied = Satisfied = Neither Nor ~ m Dissatisfied
Q20a. Did you need any special assistance? Q20b. If yes, are you satisfied with the special assistance
offered?
ROUND 34 ROUND 34
ROUND 33 [IEZ/A 79% ROUND 33 I 09
ROUND 32 [T 74% ROUND 32 [T 1%
ROUND 31 /A 65% ROUND 31
ROUND 30 [IFE7A 75% ROUND 30 I 19
ROUND 29 773 76% ROUND 29
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
=Yes 5No

= Satisfied = Neither Nor ® Dissatisfied

Q19. How satisfied were you with the opening hours?

ROUND 34 [IEITS
ROUND 33 [EITA
ROUND 32 [IETA
ROUND 31 EITA
ROUND 30 9%
ROUND 29 TS
AVERAGE [IETA

0% 20% 40% 60% 80% 100%

wSatisfied ® Neither Nor ~  Dissatisfied




SECTION 2: VIEWS ON GARDEN WASTE COLLECTION SERVICE

Q7a. Do you subscribe to garden waste collection service?

waste collection service

100%

ROUND 34 [T 72%
ROUND 33 JETZA 63%
ROUND 32
ROUND 31 JEEFA 71%
ROUND 30 A 64%
ROUND 29 [T 74%
0% 20% 40% 60% 80%
=Yes =No

Q7b. If no, please provide reason for not subscribing to garden

ROUND 34
ROUND 33
ROUND 32 I/ s 7
ROUND 31 I/ e
ROUND 30
ROUND 29 I/ e
0% 20% 40% 60% 80% 100%
= Cost =No such need
Not aware of it uSite is convenient
=Bins, Collection and Other issues

SECTION 3: VIEWS ON STAFF PERFORMANCE

Q9. How satisfied were you with the greeting you
received?

Q14. How satisfied are you with the

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 50% 100%
=Satisfied = Neither Nor ~ mDissatisfied

Q15. How satisfied were you with the attitude of

helpfulness of staff? staff?

ROUND 34 [EITIA ROUND 34

ROUND 33 ROUND 33 [IETTIA

ROUND 32 ROUND 32 [EITIA

ROUND 31 [IEITIA ROUND 31

ROUND 30 ROUND 30

ROUND 29 [EITIA ROUND 29

AVERAGE AVERAGE
0%  20% 40% 60%  80%  100% 0%  20%  40% 60% 80%  100%
=Satisfied = Neither Nor = Dissatisfied u Satisfied = Neither Nor m Dissatisfied

Q6a. How easy to book?

SECTION 4: VIEWS ON BOOKING SYSTEM AN

FAIR USE POLICY (onlv applies to Merton. Sutton and Kinaston)

Q6b. How were you satisfied with the

Q6c. Is booking system having a negative impact?

ROUND 34 [IEFAA 8%
ROUND 33 EXEA 8%
ROUND 32
ROUND 31
ROUND 30
ROUND 29

0% 50% 100%

=Very easy =Easy ®Neither nor mDifficult ® Very difficult

u Dissatisfied m Very Dissatisfied

availabi
ROUND 34 TV 7% ROUND 34
ROUND 33 I3/ 11% ROUND 33 JEZA 91%
ROUND 32 METEE — ROUND 32
DS - ROUND 31
ROUND 30 — -
ROUND 29 ROUND 30
0%  20%  40%  60%  80%  100% ROUND 29
. . § 0%  20%  40%  60%  80% 100%
= Very satisfied = Satisfied = Neither nor
mYes =No u Don't know

SECTION 5: VIEWS ON REUSE SHOP

Q8a. Do you know we collect items for reuse at this

Q8b. Have you ever donated to the reuse

Q8c. If no, why not donated?

site? shop?
ROUND 3¢ [T/ 4% ROUND 34 [IEXFA 19% ROUND 34
ROUND 33 [P 8% ROUND 33 [IEZTA 26% ROUND 33 IETA 25%
ROUND 32 [T 12% ROUND 32 [T/ 24% ROUND 32
ROUND 31 JEXEA 9% ROUND 31 JIEFXA 18% ROUND ST v W
ROUND 30 [IEFT 8% ROUND 30 [T 2% ROUND 30 EI2 20%
ROUND 29
ROUND 29 [T 10% ROUND 29 [FTTA 1%
0% 50% 100%
0%  20%  40% 60%  80% 100% 0% 50% 100%
=Nothing to donate yet = Not aware of it
=Yes =No “Yes sl = Donate soon = Others
Q8d. Have you ever visited the Reuse Shop in Q8e. Have you ever visited the Reuse Shop in
Kimpton Park? Fisher Farm?
* This guestion anplies fo customers in Kimptan Park Way site only
ROUND 34 ROUND 34
ROUND 33 ROUND 33 I 96%
ROUND 32 ROUND 32 I3 98%
ROUND 31 67% 33% ROUND 31 IS 98%
ROUND 30 WFFA 38% ROUND 30 BEIS 97%
ROUND 29 [EI 38% ROUND 29 JIFZ72 98%
0%  20%  40% 60%  80%  100% 0%  20% 40%  60%  80% 100%
=Yes =No =Yes =No
SECTION
Q4. Reasons for visiting HRRC Q22. Customer comments
Most common reasons quoted from customers Most common comments provided by customers
Yr10 =YEARO =YEARS RANK COMMENT NUMBER OF COMMENTS
2% Positive comment Overall 1471
BRINGING MATERIALS TO BE REUSED Positive comment Staff Performance 742
Positive comment_Site Operation 494
4% HOME REDECORATION 4 0 Site 386
5 Positive comment_Fair Use Policy 172
25% GENERAL CLEAROUT AT HOME 6 Positive comment_Misc 158
7 Negative comment_Misc 132
22% LES COLLECTION 8 Negative comment_Fair Use Policy 107
W 9 Negative comment_Site Operation 83
21% 10 Positive comment Site Infrastructure 62

BRINGING GARDEN WASTE

0% 5% 10% 15% 20%

25%

30% 35%




HRRC CUSTOMER SATISFACTION SURVEYS - KINGSTON REPORTING PERIOD: APR 24 - MAR 26

SECTION 1: BACKGROUND INFORMATION AN

UMBER OF RESPONSES

1a: BACKGROUND INFORMATION
DETAILS OF THE SURVEY PROCESS & REPORT CONTENTS

1b: SURVEY RESPONSES
SURVEY DATES AND NUMBER OF RESPONSES

Year  Round StartDate EndDate _ N °f
Response
Villiers Road HRRC is operated by Veolia on behalf of the Year 1 Round 31-32 APR'25 MAR'26 962
South London Waste Partnership.
Year9 Round27-30 APR24 DEC'24 1135
4 Customer Satisfaction Surveys have been in place since Year8 Round25-26 APR'23 MAR'24 984
Villiers Road July 2016 to test site user experience. Surveys are Year7 Round22-24 APR22 MAR'23 690
rtaken for 2 ks at a ti t h site in turn.
undertaken for 2 weeks at a time at each site in turn. Yoar6 Round 19-21  MAY'21 MAR22 o4
To date 34 rounds of surveys have been completed over Year5 Round16-18  JUN'20 APR21 148
10 years with a total of 6,797 surveys responded to. Year4 Round13-15 AUG'19 APR'20 231
The HRRC Contract requires customer satisfaction level Year3  Round9-12 AUG'18 JUL'19 500
of 80% or above. Year2 Round5-8 AUG"7 JuL'18 970
Year 1 Round 1 -4 AUG'16 JuL17 1083
SECTION 1: VIEWS ON SITE OPERATION
Q5. How long did you queue to enter the site? Q10. How satisfied were you with the queue?
ROUND 34 ROUND 34
ROUND 33 ROUND 33
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%

®0-5Mins ®=5-10Mins ®mOver 10 Mins ® Satisfied = Neither Nor m Dissatisfied

Q13. How satisfied were you with the cleanliness of the site? Q16. How satisfied were you with the smell around the site?

ROUND 34 ROUND 34
ROUND 33 ROUND 33
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%

m Satisfied = Neither Nor m Dissatisfied = Satisfied = Neither Nor m Dissatisfied

Q17. How sati: were you with the ease of navigating the site? Q18. How satisfied with the signage?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29 ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%

= Satisfied = Neither Nor ~m Dissatisfied = Satisfied = Neither Nor  m Dissatisfied

Q11. How satisfied were you with the range of materials d?

Q12. How safe did you feel on site?

ROUND 34 EITFA ROUND 34 BEITA

ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
AVERAGE
0% 20% 40% 60% 80% 100%
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Q20a. Did you need any special assistance?
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ROUND 33 2/ 83%
ROUND 32 JIETIA 80%
ROUND 31 T 52%
ROUND 30 [EFZAA 83%
ROUND 29
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Q19. How satisfied were you with the opening hours?
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Q20b. If yes, are you satisfied with the special assistance
offered?
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CTION 2: VIEWS ON GARDEN WASTE COLLECTION SERVIC|

Q7a. Do you subscribe to garden waste collection service?
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ROUND 30
ROUND 29

0%

40%

39%

3%

5%

37%

28%
20% 40%

60% 80%

mYes ®No

N A
M £

60%
61%

7%

6%
63%
72%

100%

Q7b. If no, please provide reason for not subscribing to garden
waste collection service
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ROUND 31
ROUND 30
ROUND 29
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CTION 3: VIEWS ON STAFF PERFORMANC

Q9. How satisfied were you with the greeting

Q14. How satisfied are you with the

Q15. How satisfied were you with the

you received? helpfulness of staff? attitude of staff?
ROUND 34 ROUND 34 ROUND 34
ROUND 33 I ROUND 33 IEITA ROUND 33 IEIA
ROUND 32 A ROUND 32 IEITA ROUND 32 A
ROUND 31 ROUND 31 IEITi7A ROUND 31
ROUND 30 ROUND 30 IEIT7A ROUND 30 I3
ROUND 29 ROUND 29 IEITI7A ROUND 29 IEITIA
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ECTION 4: VIEWS ON BOOKING SYSTEM AND FAIR USE POLICY (onlv applies to Merton. Sutton and Kinaston)

Q6a. How easy to book?

Q6b. How were you satisfied with the
availability of slots?

Q6c. Is booking system having a
negative impact?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
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ROUND 34~ T0 9% ROUND 34 [IEZTA [
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CTION 5: VIEWS ON REUSE SHO|

Q8a. Do you know we collect items for reuse at Q8b. Have you ever donated to the reuse Q8c. If no, why not donated?
this site? shop?
ROUND 34 ROUND 34 ROUND 34 T 20% |
ROUND 33 I3 4% ROUND 33 [EEIA 21% ROUND 33
ROUND 32 ROUND 32 ROUND 32
ROUND 31 JIEEYA 7% ROUND 31 [ 23% ROUND 31 IR
ROUND 30 ROUND 30 ROUND 30 IFTEA [T
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Q8d. Have you ever visited the Reuse Shop in
Fisher Farm?
ROUND 34
ROUND 33
ROUND 32 JIFFA 98%
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ROUND 30
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SECTION
Q4. Reasons for visiting HRRC Q22. Customer comments
Most common reasons quoted from customers Most common comments provided by customers
Yr10 =Yr9 mYr8
29 RANK  COMMENT NUMBER OF COMMENTS
BRINGING MATERIALS TO BE REUSED Positive comment_Overall 1626
3% Positive comment_Staff Performance 663
4%  HOME REDECORATION Positive comment Site Operation 397
_ Positive comment Fair Use Policy 127
27% 5 Negati t Site Of ion 108
_ Negative comment Fair Use Policy 94
9 BRINGING ITEMS NOT INCLUDED IN RECYCLABLES COLLECTION U e Co.mment . &
8 Negative comment_Site Infrastructure 83
4 9 Negative comment Misc 7
[ESBNERINGINCIGARDEN WASTE 10 Positive comment Misc 62

25% BRINGING NON-RECYCLABLE ITEMS THAT CAN'T GO INTO BIN
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HRRC CUSTOMER SATISFACTION SURVEYS - SLWP OVERALL REPORTING PERIOD: APR 24 - MAR 26

SECTION 1: BACKG INFORMATION AN MBER OF RESPONSES

1a: BACKGROUND INFORMATION 1b: SURVEY RESPONSES
DETAILS OF THE SURVEY PROCESS & REPORT CONTENTS SURVEY DATES AND NUMBER OF RESPONSES
No. of
Across Kingston, Merton, Sutton and Croydon there Year Round Start Date End Date Response
are 6 HRRC's which operated by Veolia on behalf of Year 1( Round 31 - 34 APR'25 MAR'26 6136
the South London Waste Partnership.
¢ Soufh tondon Taste Farmership. Year9 Round27-30 APR24  DEC'24 5590
Customer Satisfaction Surveys have been in place Year 8 Round 25 - 26 APR'23 MAR'24 5646
since July 2016 to test site user experience. Surveys Year 7 Round 22-24  APR'22 MAR'23 3638
taL:ren-undertaken for 2 weeks at a time at each site in Year 6 Round 19 - 21 MAY'21 MAR'22 1622
Year5 Round 16-18  JUN20 APR'21 1744
To date 34 rounds of surveys have been completed Year 4 Round 13-15  AUG19 APR'20 1284
over 10 years with a total of 42,587 surveys . B
responded fo. Year3  Round9-12 AUG'18 JuL19 3325
Year2 Round5-8 AUG17 JuL'1s 5130
The HRRC Contract requires customer satisfaction Year 1 Round 1 -4 AUG'16 JuL7 8472

SECTION 1: VIEWS ON SITE OPERATION

Q5. How long did you queue to enter the site? Q10. How sati: were you with the queue?
ROUND 34 ROUND 34
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Q13. How satisfied were you with the i of the site? Q16. How satisfied were you with the smell around the site?
ROUND 34 ROUND 34
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Q17. How satisfied were you with the ease of navigating the site? Q18. How satisfied with the ?
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ROUND 31 ROUND 31
ROUND 30 I ROUND 30
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Q11. How isfied were you with the range of materials ? Q12. How safe did you feel on site?
ROUND 34 I ROUND 34
ROUND 33 ROUND 33
ROUND 32 ROUND 32
ROUND 31 ROUND 31
ROUND 30 ROUND 30
ROUND 29 I ROUND 29
AVERAGE AVERAGE
0% 20% 40% 60% 80% 100% 0% 20% 40% 60% 80% 100%
wSatisfied ® Neither Nor Dissatisfied =Satisfied = Neither Nor ~ m Dissatisfied
Q20a. Did you need any special assistance? Q20b. If yes, are you satisfied with the special assistance offerec
ROUND 34 [IEEFA 81% ROUND 34
ROUND 33 [IEERA 82% ROUND 33
ROUND 32 I3 74% ROUND 32
ROUND 31 [EFT [ ROUND 31
ROUND 30 [ 78% ROUND 30
ROUND 29 [IFEFA 77% ROUND 29
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Q19. How satisfied were you with the opening hours?
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ECTION 2: VIEWS ON GARDEN WASTE COLLECTION SERVI

Q7a. Do you subscribe to garden waste collection service?

ROUND 34
ROUND 33
ROUND 32
ROUND 31
ROUND 30
ROUND 29
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Q7b. If not, please provide reason for not subscribing to garden
waste collection service

ROUND 34
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ROUND 29

65% 33%
63% 33% | |
55% 32% 1 |
57% 38% | |
| 61%  ______________35% |
0% 20% 40% 60% 80% 100%
#No such need
uSite is convenient

= Cost
Not aware of it
= Bins, Collection and Other issues

SECTION 3: VIEWS ON STAFF FORMANCE

Q9. How satisfied were you with the greeting

Q14. How satisfied are you with the

Q15. How satisfied were you with the attitude of

you received? helpfulness of staff? staff?
ROUND 34 IEITA ROUND 34 IEITIFA ROUND 34 IEITIA
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TEM AND FAIR U

Q6a. How easy to book?

Q6b. How were you satisfied with the
availability of slots?

n. Sutton and Kinaston)

Q6c. Is booking system having a negative impact?

ROUND 34
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ROUND 30 IEEA 2%
ROUND 29 IEXIA A
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SECTION 5: VIEWS ON REUSE SHOP

Q8a. Do you know we collect items for reuse at
this site?

Q8b. Have you ever donated to the reuse
shop?

Q8c. If no, why not donated?

ROUND 34 ROUND 34 ROUND 34
ROUND 33 IFYFA 6% ROUND 33 [JIEF¥A 18% ROUND 33 I 29%0%
ROUND 32 ROUND 32 JEEFAA 19% ROUND 32 IEEA 0%0%
ROUND 31 [FX EA ROUND 31 7 18% ROUND 31
ROUND 30 ROUND 30 ROUND 30
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Q8d. Have you ever visited the Reuse Shop in Q8e. Have you ever visited the Reuse Shop
Kimpton Park? in Fisher Farm?
* This guestion applies fo in Kimpton Park Way site onl)
ROUND 34 ROUND 34
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ECTION
Q4. Reasons for visiting HRRC Q22. Customer comments
Most common reasons quoted from customers Most common comments provided by customers
Yri0 =Yr9 =Yr8 RANK COMMENT NUMBER OF COMMENTS
2%  BRINGING MATERIALS TO BE REUSED [T Positive comment_Overall 9921
_ Positive comment_Staff Performance 3915
5 _ Positive comment Site Operation 2999
HOME REDECORATION _ Negative comment_Site Infrastructure 2523
_ Negative comment Site Operation 628
27%  GENERAL CLEAROUT AT HOME 6 Positive comment Fair Use Policy 576
7 Positive comment Misc 560
BRINGING ITEMS NOT INCLUDED IN RECYCLABLES COLLECTION 8 Negative comment Misc 510
9 Negative comment Fair Use Policy 411
21% BRINGING GARDEN WASTE 10 No Comment 321
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