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Question 2:  Provision and Service Delivery 

Environmental Wellbeing /Master  

SUMMARY STATEMENT - Overview 

 
 

 

 

2.1 How well does the service engage with corporate support 
services to help improve service provision and delivery? 

 Adequate 

2.2 How well does the service understand and take advantage of 
opportunities for collaboration and partnership working? 

 Adequate  

2.3 How well does the service understand and use the 
sustainable development principle (the five ways of 
working)? 

 Adequate  

 ENVIRONMENTAL WELLBEING OVERALL JUDGEMENT Adequate  

 

Area Self-Evaluation ratings for Question 2 of the SER 

Question Highways DC 
Street 

Cleansing 
Waste 

Services 
Engineering BC Fly-tipping 

Parks & 
Bereavement 

Q2.1 Adequate Adequate Adequate Adequate Adequate Adequate Adequate Adequate 

Q2.2 Adequate Good Adequate Adequate Adequate Good Adequate Adequate 

Q2.3 Adequate Good Adequate Adequate Adequate Adequate Adequate Adequate 

Overall Adequate Good Adequate Adequate Adequate Adequate Adequate Adequate 
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REMEMBER:  

When completing your form, please try to be evaluative rather than descriptive and focus on the impact and 

outcomes for people and the environment.  In your evaluation identify what you consider to be strengths and areas 

for improvement and be brief, referencing the supporting evidence.  Responses should consider the requirement to 

demonstrate the five ways of working; (e.g.) capture the requirements and contributions of collaborative working 

arrangements etc. 

 

Please Note: 

Evidence supporting the judgments recorded in response to Question 2.3 can be attached: this should be labelled as 

Appendix 1 
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QUESTION 2:  PROVISION & SERVICE DELIVERY 

 
     
     

Question 2.1:  How well does the service engage with corporate support services to help improve service 
provision and delivery? 
 
 
 

 
Highways – ADEQUATE  
Development Control - ADEQUATE 
Street Cleansing – ADEQUATE 
Waste Services –  
Engineering – GOOD 
Building Control – ADEQUATE 
Fly-tipping – ADEQUATE 
Parks & Bereavement – ADEQUATE 
 

     

EVALUATION: When answering the question, consider the following: 
 

 The quality and frequency of contact with support services; 

 Whether the support received enabled the service to improve provision and delivery 

 

 
 
 

 
HIGHWAYS 
Within the Highways Department we regularly engage with many different departments within the Council to 
enable us to operate as efficiently and effectively as possible.  The main corporate support services accessed by 
Highways are as follows: 
 
Specialised Input Engagements:  

Human Resources 
(HR) 
 

Highways engage with HR at least twice a week to help provide the necessary processes 
for recruitment and selection, succession planning, health and safety, industrial relations, 
personal wellbeing, job evaluation and learning and development.  The advice and 
guidance that we receive from HR ensures that we operate within Council policy and 
treat staff fairly, and is a good support service to the Department.  

Legal & Insurance 
Functions 
 

Highways seek advice and approval for the issuing of legal notice from the Council’s Legal 
Department about twice a month regarding compliancy with highway legislation and 
complaints. We also engage with the Insurance Department about twice a week, in 
relation to specific queries or technicalities of third party insurance claims. This service 
provide reassurance in decision-making and is a valuable resource for Highways. 

Performance & 
Scrutiny Team 
 

The Performance & Scrutiny Team regularly works with Highways in relation to preparing 
plans and scrutiny reports, as part of the Council’s performance framework procedures 
and Scrutiny arrangements.  Being challenged by the Performance Team helps Highways 
to produce better quality plans and reports.  

Finance & 
Accountancy 
 

Highways have monthly meetings with the service Accountants to monitor both revenue 
and capital budgets. The support received from Accountants ensures that Highways 
remains financially viable and manages its accounts efficiently.  

Business Change 
 

Highways have worked with Business change on numerous occasions, as and when 
required, in preparing business cases e.g. restructuring and relocating of the highways 
service, sub-contracting of street lighting and Gully machine operations. The support and 
guidance received from Business Change is a helpful resource which helped Highways to 
make efficiency savings.   

JUDGEMENT

: 

Current Position: 
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Corporate 
Communication 
Team 
 

Highways have regular contact with Corporate Communication Team, with regards to 
emergency road closures, weather events and winter maintenance e.g. gritting. This is 
especially so in the winter where the Team updates the Council’s social media with the 
information Highways provide them with. Highways has a good working relationship with 
the Corporate Communications Team, and ensures that we present information 
professionally.  

Procurement 
 

Highways have regular contact with Procurement regarding the purchasing and procuring 
of services, including industrial products, materials and vehicles to ensure highways are 
compliant in running the service. Highways have a very good service from the 
Procurement team.   

Executive Support 
Team 

The Highways Manager as regular contact with Executive Support Team as they provide a 
range of executive support and administrative services to facilitate the delivery of 
business operations and to support Senior and Corporate officers achieve the 
organisational objectives.  

 
Generic Support Engagements: 

Customer Contact 
Centre 
 

Highways have a daily contact with the Council’s Customer Contact Centre, as they 
forward complaints and requests from the public and requests to us. Although Highways 
receive an adequate service from the Customer Contact Centre there are a number of 
complaints or requests that should be directed to other services and not to Highways.  If 
customer contact staff received extra training, they could provide a more efficient service 
and get customers issues dealt with more quickly.   

ICT & Print 
 

Highways have regular contact with ICT & Print regarding the purchase and upgrading of 
new computers, mobile telephones, and software systems. Highways is reliant on the ICT 
Team, in the setting up and maintenance of its ICT equipment.  Although I feel that ICT 
provide good support I think this service would be more efficient if they were to keep a 
stock of computers due to the long lead-time on receiving new computers.  

Payroll 
 

Highways have weekly contact with payroll to ensure weekly timesheets are processed 
and staff receive the correct overtime and payments on time. Also, Payroll supports 
Highways with staff work profiles, holidays and clock & sickness adjustments. Payroll is a 
mandatory function that all services require.  

Service Support 
 

Highways have daily contact with Service Support to ensure invoices are paid on time 
and mail is sent and received.   

  

 
DEVELOPMENT CONTROL 

Finance/accountancy 
 

Regular contact and monthly Budget Monitoring Meetings are held with the 
department’s accountant. Monthly budget statements are provided by the accountant 
which are scrutinised by the Group Leader and any anomalies or concerns are raised 
either via telephone calls or in the meetings. The meetings also enable all Group 
Leaders (i.e. Policy, Building Control and Development Control) to discuss the ‘whole’ 
budget for the department and whether projected income streams will be met. An early 
indication of whether projected income streams need to be re-assessed and/or 
amended is essential in order to ensure that the Councils overall budget is adjusted. 

ICT 
 

Without efficient and reliable IT, the section will fail to perform to the levels which are 
necessary to hit the national performance indicators and the needs of the 
residents/visitors/employers etc. of Merthyr Tydfil. Excellent IT is not only essential for 
officers but stakeholders who engage with the planning process. Unfortunately, the 
computers are slow and not fit for purpose. It is considered that each department of the 
Council should be assessed in terms of the quality/speed/spec. of their computers, 
monitors etc. depending of the nature of their needs. For example, the planning 
department because of the types of plans, documents, software etc. that are 
submitted/used would need a higher spec and more up-to-date PCs than perhaps a 
department that may only use standard computer software (e.g. word, excel etc.). The 
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inability to use on-line file sharing facilities (i.e. drop box) also hinders performance as 
well as working relationships with agents/applicants. The non-use of USB’s is equally 
problematic. The reliance on a single part-time IT officer who specialises in UNIFORM 
(the main planning database) is also a serious concern. 

Democratic Services 
 

The department has a positive working relationship with this team. A Planning 
Committee report is produced each month which is emailed to Democratic Services for 
publication. This team also provides good support in terms of Member Fact Finding Site 
Visits. The relatively recent introduction of a visual presentation which enables 
Members/the public to view plans, photographs and other information of applications 
being presented at Committee. This is prepared by planning officers and also emailed to 
Democratic Services to enable it to be arranged for display at Committee. 

Customer Services 
 

This team provide support in terms of scanning plans relating to planning and other 
applications. They are also a first point of contact at reception for our customers. Phone 
calls are also passed on by the call centre, although calls are often received which are 
not related to the functions of the department. Due to the nature of the business, the 
Development Control section would much prefer that a telephone number is provided 
which enables a direct line to the support service officers. There are often times when 
the department receives calls from really frustrated customers because they have been 
passed around different departments before reaching planning. 

Legal 
 

This department provides support in terms of checking planning committee reports, 
enforcement and other notices and drafting section 106 agreements. The Solicitor also 
represents the department at the Magistrates Court and/or Crown Court with respect 
to Enforcement matters. There is inconsistencies with regard to enforcement matters, 
notably one Solicitor scrutinises enforcement and other notices and another represents 
the department (on the same case) in court. The quality of section 106 drafts and the 
speed in completing them is often a concern. Finally, the quality of responses from the 
Solicitor in terms of a view on certain aspects of planning law is also varied. It would 
appear that the first option is to employ a Barrister rather than deal with the legal 
issues in house. This often results in further cost to the department. 

 
STREET CLEANSING 
As a Team we work well with a range of different support services within the Authority, however there are always 

improvements that could be made in order to improve the service. The ways in which we engage different support 

services are as follows;  

Finance and 
Accountancy 

We liaise with Finance and Accountancy on a regular basis to monitor the budget. We 
also liaise with them in relation to FPNs and prosecution costs.  

Business Change We currently work with colleagues within Business Change on projects that include 
mapping processes to try and make the department more efficient and improve work 
systems. Business Change also support with efficiency reports. 

Corporate 
Communications and 
Engagement 

We currently work quite closely with Corporate Communications. We liaise with them 
to promote successful enforcement action such as prosecutions or FPNs. We also 
liaise with them to post social media content to encourage residents to be more 
vigilant and report fly tipping incidents. Corporate Communications also contact us 
when they receive queries via their social media pages in relation to fly tipping or 
other environmental offences. 

Customer Contact 
Centre 

The Contact Centre field all calls and answer any queries where possible. They are a 
point of contact for our customers and also take payment for FPNs when an alleged 
offender attends the Council offices to pay. We have regular engagement with the 
team on a daily basis. 

Democratic Services We do not have much engagement with Democratic Services as Cllrs come directly to 
us with any complaints or queries they may have. 
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Executive Support Although we do not have a lot of direct working with Executive Support they take 
minutes during certain meetings, arrange meetings with senior managers and filter 
queries and complaints from MPs and Councillors.  

Health and Safety We have had limited opportunity to work with the Health and Safety Team in the last 
12 months, however we worked with them when a member of staff had an accident 
during working hours. We also contact them with any Health and Safety queries that 
arise including staff safety, PPE, safe ways of working, site regulations etc.   

Human Resources 
(HR)/ HR 
Admin/Occupational 
Health 

HR have assisted us in discrepancies with job descriptions within the last 12 months. 
HR Admin also assist us regarding leave queries and they communicate bulletins 
regularly to inform staff on job opportunities.   

ICT and Print Services ICT have worked with us to modernise our way of working by assisting us with 
changing our operational staff to mobile working by way of iPads. ICT have also 
worked with the team to build an online reporting form that automatically updates a 
complainant providing an email address has been provided. However we recognise 
that continual improvements are required as the form is fairly new and naturally there 
are areas for improvements. 
We work closely with Print Services to print signage that we distribute throughout the 
County Borough. They also assist us with any batch printing we require and helped in 
designing some communication documents we have required.  

Internal Audit We have had limited need to require the assistance of our Internal Audit Team. 

Legal We have a good working relationship with the Legal team and work closely with them 
on a regular basis. All prosecution files are submitted to our Legal Team in order for 
them to be taken through the Courts. Legal also assist with any queries the team have 
where the use of legislation or enforcement action is required.  
Legal assist in any tasks we undertake including Test Purchases, providing comments 
for Council/Cabinet/Scrutiny reports and liaising with alleged offenders when 
required. 

Payroll We communicate with Payroll on a weekly basis to submit operation staff timesheets. 

Performance/Scrutiny/ 
Partnerships 

Performance/Scrutiny/Partnerships assist us by providing templates for Scrutiny 
Reports and ensure we are meeting our objectives in relation to the five ways of 
working. However more work could be done to better understand what is required to 
comply with the five ways of working. 
Help is also given when reports are required for performance indicators.  

Procurement and 
Payments 

Procurement have assisted us when we are required to go out to Tender for contracts. 
They also help with any P2P queries and give regular updates on changes of suppliers 
regularly used.  

Service Support 
(Business Services) 

We work closely with Business Services for any queries we have in relation to the 
Council’s complaints system, Tascomi. They provide support for any password 
changes, address issues and also forward any complaints that have been received via 
their team. Business Services also keep a central record of our needle database.  

Equalities, Risk and 
Welsh Language 

Any written correspondence that is sent out by our team must be sent out bilingually, 
therefore we send any written documents to the team to translate to Welsh in order 
to comply with the Welsh Language Act. 

 
WASTE SERVICES  

Accountancy and 

Insurance 

There is regular contact between ourselves and accountancy and Insurance in relation 
to budgets, benchmarking data, service change, projects and insurance claims for 
vehicles and operational sites. 

Business Change 
 

Business Change is consulted with on project updates, service changes and system 
improvements. 

Corporate 
Communications and 
Engagement 

Corporate Communications are consulted with prior to any communications being 
sent out via Social media, website, or any other form of media. Monthly meetings are 
in place to discuss relevant projects and Communication plans. 
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Customer Contact 
Centre/ Service 
Support (Business 
Services) 
 

The Customer Contact Centre is kept informed of any service changes or 
communications sent out. The service area is also consulted with and provide input to 
us when planning service changes. 

Democratic Services 
 

Democratic Services provide support occasionally through sharing electoral roll 
information so that a targeted approach to communication campaigns can be 
implemented. 

Executive Support 
 

There is infrequent working with Executive Support.  

Health and Safety 
 

We have a close working relationship with H&S. There is regular dialogue between 
both parties for any change in procedure, Depot/HWRC operational changes and 
service changes at planning through to implementation stages and when required. 
Decisions made can have significant impacts on the way we deliver the above. 

Human Resources/ HR 
Admin/ Occupational 
Health 
 

HR is consulted with on all service changes where there are staff implications. The 
Keeping up with the Joneses campaign is an example of this as the project required 
additional staff that were redeployed and seconded to the waste dept. Regular 
contact has been a recent requirement in relation to staff discipline and Occupational 
Health support for some staff members. 

ICT and Print Services 
 

Waste Services has a close working relationship with ICT and Print Services through 
design and printing of a variety of communications materials such as posters, leaflets, 
van permits, calling cards etc which enable us to provide information on our services 
to stakeholders. 

Internal Audit 
 

We have worked on a number of projects with audit over the past few years. We have 
been audited on our data recording and reporting and contractual arrangements. 
More recently audit were consulted with on the provision of a re-use shop. Although 
the audit requirements have been onerous the results of the exercises have been 
worthwhile and have improved our methods of working. 

Legal 
 

There is an ongoing arrangement with the Legal department for the prosecution of 
non-payment of FPNs for breach of our Side Waste policy. This has now been 
expanded to cover the Recyclable in the wheeled bin legal process. This support from 
the Legal dept helps us to continue to improve the way we deliver this process. 

Payroll 
 

There is infrequent working with Payroll. 

Performance/ 
Scrutiny/ Partnerships 
 

Liaison between Performance and Risk and us is ongoing and serves to keep a focus 
on the WG targets and PIs. 

Procurement and 
Payments 
 

The Procurement dept are involved with all of our Contract tenders, material 
purchases and contract management. Advice and support from Procurement has 
been beneficial. 

Equalities, Risk and 
Welsh Language 
 

This service area and the requirements are factored into all of our service areas and 
adhered to. 

 
ENGINEERING  

ICT  
 

We maintain a positive working relationship with ICT. The Engineering department has 
many specialist software packages that require installation of updates and without ICT 
support we would not be able to fulfil all our duties. We do have issues with I.T hardware 
due to the age of the Pc’s not being able to operate the requirements of the software 
efficiently therefore the service could be improved.   

Corporate 
Communications 

We maintain regular contact with corporate communications when weather warning 
messages are required to be communicated to the public or if emergency situations 
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leading to road closures take place. Within the last 12 months we have held numerous 
public consultations regarding proposed road safety schemes in Aberfan, Abercanaid, 
Gellideg and Twyn. The quality of the support has been good and without this we would 
not have been able to consult with the public on schemes.     

Finance and 
Accountancy 

Regular contact is made with Accountancy through monthly meetings to discuss all 
budget headings and ensure we do not overspend our revenue budget. Regular contact is 
also maintained when carrying out projects utilising funds from the Capital programme 
to ensure we do not overspend. Due to new legislation coming into force in January 2019 
where the department now receives income more meetings have been held recently to 
jointly work through the processes. The accountants are available for advice and the 
quality of the service is good.   

Legal The legal department provide legal advice on highway issues and provide a support role 
regarding the making of traffic regulation orders. In the last 12 months legal have also 
provided guidance on the setting up of the internal sustainable drainage approval body in 
accordance with Schedule 3 of the Flood and water Management Act. Without this legal 
advice we would have put ourselves at risk therefore the support has been good.   

Procurement  We maintain regular contact with Procurement to ensure procurement rules are 
followed when tendering construction projects. All projects over £75k are tendered via 
Etender Wales and procurement assist in the tender process by setting up the project, 
opening the tenders and awarding the contracts on our behalf. Without this assistance 
we would need further training on Etender Wales and it would be more time consuming 
to tender projects. The quality of this service has been good.      

Human Resources During the past 18 months we have recruited 3 new engineers and 1 apprentice 
therefore we have been supported by HR in terms of advertising the posts and assistance 
with the interview process. 1 member of staff recently retired and HR assisted in the 
leaving process. The quality of this service has been good.      

Customer Contact 
Centre 
 

The customer services team are the first point of contact for the public who have 
complaints or queries for the Engineering and Traffic department. Calls or emails are 
forwarded onto relevant officers for them to respond. The Engineering department does 
not have any administrative staff therefore the service is vital for the public who want to 
engage with officers. However on occasion incorrect phone calls are forwarded to the 
department when they should be passed onto other departments therefore the service 
could be improved.   

Business Change Contact with this department is minimal and has only occurred in the last few months 
when business cases were required to make budget savings for the department.   

Insurance  Contact with this department is minimal and has only occurred within the last 12 months 
when seeking advice in relation to liability issues of the Cyfarthfa furnaces. The quality of 
the service has been good.    

Health and Safety Regular contact has been made within the last 12 months to seek advice regarding 
measures to prevent unauthorised access to the Cyfarthfa furnaces. Engineering has also 
provided advice and guidance to the school health and safety officer in relation to road 
safety outside a number of schools. The engagement has been effective as schemes are 
being jointly developed to improve children’s safety.     

Internal Audit Contact with this department is minimal and has only occurred in the last few months 
where the Bridge maintenance section was audited. We have not yet received the 
outcome of the audit.  

Payroll We have had limited opportunity to work directly with this department during the past 
12 months. 

Equalities, Risk and 
Welsh Language 

We have had limited opportunity to work directly with this department during the past 
12 months. 

Executive Support Contact with this department is minimal but the quality of this service has been good. 
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BUILDING CONTROL  

ICT 
 
 
 
 
 

When required the service provided by the ICT department is generally good, and 
generally can be solved? however many of the issues encountered are either to do with 
the aging and unfit for purpose Pc’s or the restrictions and policies in place which not 
frustrate the user by actively reduces the efficiency of an already over capacity 
department. Pc’s currently are old and struggle to handle current requirements of 
essential software, The email system constantly freezes. The department needs to be 
efficient in electronic delivery to maintain a competitive edge and retain and win fee 
paying work, in the past the inability to access industry wide used software i.e dropbox 
has cost the department applications and revenue. We are forced to use our preferred 
cloud system which no one else uses? Further departments are all treated the same 
when it comes to Emails in that its assumed limited number with limited attachments, 
unfortunately this isn’t the case with Building Control having high numbers of emails and 
also large and often multiple attachments, takes up the allowance quite quickly, also 
email attachments are limited to a size many times a single picture is greater than the 
allowance. Each council department should be assessed in terms of quality speed and 
spec and ensure each pc is fit for purpose for the business requirement of that 
department. 
Lastly one area of real concern is the heavy reliance on a single ITC officer who is part 
time who specialises in the UNIFORM system (main BC data base) which is essential to 
the BC department. 

Customer services 
 
 
 
 
 
 
 
 
 
 
 
 

The Customer services team provide a number of services for the BC department they 
are  a first point of contact at reception for our customer at Unit 5 and this service is 
good with the receptionists understanding our business and how we work so aids the 
department, This are also carries out scanning of plans and this service is generally 
adequate, if any criticism it would be proofing of scans as sometimes plans require to be 
re scanned, however this may be down to resources This department also  acts a s a first 
point of contact for calls made to the department through the general contact number, 
and although there is a good working relationship with the staff there are occasions 
where calls are put through without screening first, as many times the call is not for the 
BC dept and in fact may not be for the Council at all. However, on a positive note this is 
improving as the understanding of the BC function is better understood. The BC dept also 
encourages direct contact with the officers as develops a business relationship with our 
customers and is far more efficient and effective.  

Legal 
 
 

The legal department is only usually dealt with when enforcement action is required and 
normally requires court action or legal advice is sort, The quality of the support can vary 
greatly depending on the legal officer involved and its generally found that a detailed 
knowledge of the legislation is not known, this affects the quality of advice provided 
although generally the support in the Courts is good. Unfortunately, and this may be 
down to resources and priorities within the Legal dept when contacted for legal advice 
and guidance the timescales on providing the advice are usually long and this causes 
problems as all enforcement is subject to timescales and lack of response may 
compromise ant enforcement.  

Accountancy  The BC department is a fee earing department and therefore regular contact is 
maintained with this section with a single accountant being assigned to the department. 
This allows for the accountant to fully understand the function of the BC dept and also 
how fees are set and its position with a competitive environment. Monthly meetings are 
held and for the most part monthly budget sheets on income and expenditure are 
provided. The accountants are available for advice or queries and the quality of the 
service is good.  

Business Change  Contact with this department is minimal and only occurs when a work stream is required 
by them to be completed; when this has been done there is very little if any feedback. 
Also, when ideas are provided to them on how the department along with Planning can 
be made more efficient but needs the required investment and support, the ideas are 
taken but there is no feedback support or help. This can be frustrating.  
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FLY-TIPPING  
As a Team we work well with a range of different support services within the Authority, however there are always 
improvements that could be made in order to improve the service. The ways in which we engage different support 
services are as follows. 
 

Finance and 
Accountancy 

We liaise with Finance and Accountancy on a regular basis to monitor the budget. We 
also liaise with them in relation to FPNs and prosecution costs.  

Business Change We currently work with colleagues within Business Change on projects that include 
mapping processes to try and make the department more efficient and improve work 
systems. Business Change also support with efficiency reports. 

Corporate 
Communications and 
Engagement 

We currently work quite closely with Corporate Communications. We liaise with them 
to promote successful enforcement action such as prosecutions or FPNs. We also 
liaise with them to post social media content to encourage residents to be more 
vigilant and report fly tipping incidents. Corporate Communications also contact us 
when they receive queries via their social media pages in relation to fly tipping or 
other environmental offences. 

Customer Contact 
Centre 

The Contact Centre field all calls and answer any queries where possible. They are a 
point of contact for our customers and also take payment for FPNs when an alleged 
offender attends the Council offices to pay. We have regular engagement with the 
team on a daily basis. 

Democratic Services We do not have much engagement with Democratic Services as Cllrs come directly to 
us with any complaints or queries they may have. 

Executive Support Although we do not have a lot of direct working with Executive Support they take 
minutes during certain meetings, arrange meetings with senior managers and filter 
queries and complaints from MPs and Councillors.  

Health and Safety We have had limited opportunity to work with the Health and Safety Team in the last 
12 months, however we worked with them when a member of staff had an accident 
during working hours. We also contact them with any Health and Safety queries that 
arise including staff safety, PPE, safe ways of working, site regulations etc.   

Human Resources 
(HR)/ HR 
Admin/Occupational 
Health 

HR have assisted us in discrepancies with job descriptions within the last 12 months. 
HR Admin also assist us regarding leave queries and they communicate bulletins 
regularly to inform staff on job opportunities.   

ICT and Print Services ICT have worked with us to modernise our way of working by assisting us with 
changing our operational staff to mobile working by way of iPads. ICT have also 
worked with the team to build an online reporting form that automatically updates a 
complainant providing an email address has been provided. However we recognise 
that continual improvements are required as the form is fairly new and naturally there 
are areas for improvements. 
We work closely with Print Services to print signage that we distribute throughout the 
County Borough. They also assist us with any batch printing we require and helped in 
designing some communication documents we have required.  

Internal Audit We have had limited need to require the assistance of our Internal Audit Team. 

Legal We have a good working relationship with the Legal team and work closely with them 
on a regular basis. All prosecution files are submitted to our Legal Team in order for 
them to be taken through the Courts. Legal also assist with any queries the team have 
where the use of legislation or enforcement action is required.  
Legal assist in any tasks we undertake including Test Purchases, providing comments 
for Council/Cabinet/Scrutiny reports and liaising with alleged offenders when 
required. 

Payroll We communicate with Payroll on a weekly basis to submit operation staff timesheets. 

Performance/Scrutiny/ 
Partnerships 

Performance/Scrutiny/Partnerships assist us by providing templates for Scrutiny 
Reports and ensure we are meeting our objectives in relation to the five ways of 
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working. However more work could be done to better understand what is required to 
comply with the five ways of working. 
Help is also given when reports are required for performance indicators.  

Procurement and 
Payments 

Procurement have assisted us when we are required to go out to Tender for contracts. 
They also help with any P2P queries and give regular updates on changes of suppliers 
regularly used.  

Service Support 
(Business Services) 

We work closely with Business Services for any queries we have in relation to the 
Council’s complaints system, Tascomi. They provide support for any password 
changes, address issues and also forward any complaints that have been received via 
their team. Business Services also keep a central record of our needle database.  

Equalities, Risk and 
Welsh Language 

Any written correspondence that is sent out by our team must be sent out bilingually, 
therefore we send any written documents to the team to translate to Welsh in order 
to comply with the Welsh Language Act. 

 
PARKS & BEREAVEMENT  

Accountancy and 
Insurance 

Scheduled monthly meetings take place to scrutinise effective use of budgets and to 
ensure budgets are not exceeded.  Ad hoc meetings also take place to work on business 
cases or to carry out financial analysis of income generation on cemeteries for example. 
Dealings with the insurance section is usually related to insurance claims from members 
of the public.  As a front line service which provides outdoor facilities such as parks, 
playgrounds and playing fields accidents are inevitable and so are the related claims.  
Meetings take place to discuss individual claims and advice on insurance premium 
reduction is also discussed.  Vehicle damage claims by council staff are investigated and 
the insurance department are represented on the neighbourhood services accident 
avoidance meetings.  Evaluation- Two way communication takes place on a regular basis 
which has a positive effect on the efficiency and operations of the department and the 
risk to the council. 

Business Change Infrequent contact but worked with the section to help produce business cases for the 
budget reduction exercise in august 2019.   Evaluation.  Infrequent contact unless 
working on a specific item like business cases.  Some guidance available but very little 
contact usually, minimal effect on operational work. 

Corporate 
Communications 
and Engagement 

Regular contact concerning social media posts by the public and responses to perceived 
public issues. 
Evaluation.  Becoming more and more useful in today’s digital age.  Essential channel for 
communication back to the public on a range of issues. 

Customer Contact 
Centre 

Dealing with daily complaints which are put through via phone line or entered onto the 
council’s complaint system Tascomi.  Evaluation.  Frequent interaction due to phone calls 
from the public put through to the department.  The new phone system has hindered the 
efficient working of bereavement services department as a lot of the callers use the 
department as a rare “person to talk to”  to get their call transferred to the correct 
department!    

Democratic 
Services 

Contact at senior level via SLT meetings, works requests such as for parks to provide 
some of the polling stations and grounds maintenance of areas affecting polling stations.  
Cross departmental assistance is also provided when requested in white out situations 
affecting polling.   
Regular meetings with portfolio member.   Evaluation.  Very infrequent interaction but 
provide good advice and support when required 

Executive Support Regular contact, queries and complaints from MP are logged by this section with 
correspondence to and from the chief executive going via here.  . Evaluation.   Good 
service and interaction. 

Health and Safety Regular dealings, as parks and bereavement services are front line operational units 
utilising a large range of mechanical equipment and machinery safe working practices are 
crucial.  Evaluation. A healthy two way communication is common with industry safety 
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updates shared and help and support offered if there are specific issues.  Essential that 
this relationship is working well to help reduce risk to the council. 

Human Resources/ 
HR Admin/ 
Occupational 
Health 

Regular fortnightly meeting with Street Scene Manager as well as HR involvement in ASD 
meetings.  Evaluation.  Support is given to managers during disciplinary investigations 
and hearings and telephone advice is usually prompt and helpful.  Complicated 
employment law means advice is sought on a regular basis and prompt and sound advice 
is essential. 
 

ICT and Print 
Services 

Regular use with the print team supporting the production and supply of signage. All mail 
requirements, management of stationary, printed reports, operational books like van 
permits, wide format printing for large plans etc.  Roundabout sponsorship, confidential 
shred, archiving of the departments modern records.  Evaluation.  Prompt professional 
service providing quality signage and mail facilities. 

Internal Audit Occasional audit reports done of various aspects of the department such as playgrounds, 
action plans produced and followed.  Generally helpful in tightening up of procedures.  
Evaluation. Infrequent interaction but valuable when required.  Provides a ‘critical eye’ 
over procedures.  

Legal Occasional advice on legal matters, joint training such as RIPA training.  Evaluation.  
Essential resource when required for legal advice.  Usually quick to respond and valuable 
to front line services.  

Payroll Occasional payment query or HR21 query no regular contact.  Evaluation. Provides a 
valuable service but as background support rather than frequently required. 

Performance/ 
Scrutiny/ 
Partnerships 

Valuable interaction with the department offering help and advice on performance and 
scrutiny.  Training of managers in corporate goals, the council’s vision and governance.  
Helps to keep departments focus on delivering against the themes in the Corporate Plan 
and the five ways of working within the ‘The Wellbeing of Future Generations Act 
(Wales) 2015’.  Evaluation.  Valuable resource, helpful and provides ‘critical friend’ type 
help and analysis. 

Procurement and 
Payments 

Regular contact with day to day issues such as P2P ordering.  More infrequent with larger 
issues such as tendering or purchasing frameworks.  Evaluation.   Essential to keep 
managers within purchasing guidelines.  Very useful for advice on vehicle procurement 
and the various purchasing consortiums.  

Service Support 
(Business Services) 

Infrequent use but they carry out invoicing for the department. occasional help with 
invoicing and taking of bookings etc.  Evaluation. Usually timely and helpful. 

Equalities, Risk and 
Welsh Language 

High level meetings at SLT etc.  More frequent specific questions are dealt with as and 
when required. Evaluation.  Provides a supportive role only. 

 
 

 
 
 
HIGHWAYS 

 There are several core support services that Highways meet with on regular a basis, as stated above. The main 
ones that Highways relies on for their support and input are Human Resources (HR) who guides the service to 
operate within Council Policy and legislation. Regularly monthly meetings with my accountant ensures that 
the Department runs within the projected budgets and prevents overspend. The Department is currently 
engaging regularly with Business Change who provides advice and support in the completion of business cases 
and managing changes effectively. Finally, the Performance and Scrutiny Team assists Highway on the 
completion of Self-Evaluation and Scrutiny Reports. All of these services helps Highways to run efficiently and 
effectively and add value to the Highways. 

Good Practice: 
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 Highways works collaboratively with HR as part of the succession planning for the service. Highways also 
works collaboratively with the Service Accountant who contributes with development of the capital-funding 
plan. Also the accountant helps to works out cost savings for longer term investments when looking at major 
projects which incorporate more sustainable and preventative ways of working, that have a positive impact on 
the environment and reduces future spend e.g. third party claims, less complaints and safer roads. 

 The work of Highways contributes to several goals of the Council’s 4 objective’s, including ‘Best start to life’ as 
the Service, as part of our succession planning as employed 7 apprentices in the last 5 years. Therefore, this 
helps to equip local people with skills to improve their potential in life. We also work towards ‘Environmental 
Wellbeing’, ‘Communities Resilience and Wellbeing’ and ‘Economy and Infrastructure’ as well maintained 
roads and sustainable practices insures local communities are able to access local services and get where they 
need to be, which helps their wellbeing, and builds community assets. Highways also helps to build well-
maintained infrastructure, which encourages local people to get out-and-about and enjoy a lifestyle. 

 
DEVELOPMENT CONTROL 

 Planning Committee Reporting System: Specific Deadlines are set to enable the Planning Committee Report 
to be published on time each month. The preparation process and electronic submission to Democratic 
Services, enables them to publish and distribute the report with minimal input. 

 Performance: In 2018-19 performance in terms of the speed of determining planning and other applications 
was well above the Welsh Average, and in three out of the four quarters we were first in the Welsh 
Government Development Management Quarterly Survey (joint second in the other quarter). 

 
STREET CLEANSING 

 Recycling at source assists waste services in relation to tonnage recycled and income. 

 Via councillors and KWT – we assist community groups with collecting waste and recycling. 

 Cleansing of trunk roads – Highways collaborate with SWTRA 

 Cleansing and fly tipping teams work with waste services on amnesty days. 

 Our Tidy Towns team work with Regen i.e. bio diversity team planting trees etc. 

 Winter Maintenance – All neighbourhood services work together to open highways/roads, streets, paths etc. 
 

WASTE SERVICES  

 In order to implement behavioural change interventions to our customers Corporate Communications are 
consulted with on a regular basis to ensure that the communication is as effective as possible. This includes 
ongoing dialogue on a weekly basis to provide information and jointly develop an effective approach. 

 Monthly meetings are arranged between us and Corporate Communications to monitor previous projects and 
develop future ones. 

 Business Change and Service Support had an input on providing the most efficient way of issuing the HWRC 
van permits when the decision to improve the system was decided. 

 For any changes to our services we have recognised the need to involve and consult with core support 
services as early as possible. These departments are included in the project planning discussions as soon as a 
service change is decided. 

 Financial planning is key to delivering efficient/cost effective services. When identifying service improvements 
a business case may be developed through which an investment option/s will be investigated. Bringing the 
HWRCs in-house and the provision of a Re-use shop are examples of this investing to save principle. 

 The recently implemented campaign (Keeping up with the Joneses) to increase the amount of recycling we 
can extract from the wheeled bin has involved a number of Support Service departments such as; HR, Service 
Support, Corporate Communications, Legal and ICT and Print. 

 
ENGINEERING  

 Finance and Accountancy - Monthly meetings are held with Accountancy to ensure proper financial 

management and governance of budgets both revenue and capital. The meetings also allow for the new 

income stream to be assessed and managed.   

 Corporate Communications - Within the last 12 months we have held numerous public consultations 

regarding proposed road safety schemes in Aberfan, Abercanaid, Gellideg and Twyn. Feedback from the public 
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consultations have been extremely valuable in preparing final designs and have allowed us to progress the 

schemes with public support. 

 
BUILDING CONTROL  

 Monthly meetings with Accountancy to ensure proper financial management and governance, which allows 
for income streams to be assessed and ensure targets are met and expenditure to be managed.   

 
FLY-TIPPING  

 Report it Form – Within the last 12 months the team has worked closely with ICT to develop the online 
reporting form for fly tipping which has meant that we have improved communication with not only members 
of the public but also with Councillors and members of staff. This project has meant that we have improved 
our working relationship with ICT due to the time spend building the form but also with Councillors as they 
now get regular updates when reporting fly tipping incidents.  

 
PARKS & BEREAVEMENT  

 Regular meetings with HR. and their inclusion into ASD meetings.  Helps drive down sickness rates within the 
authority.  Helps to promote initiatives such as speed reduction within neighbourhood services. 

 Good working relationship with the Health and Safety section, involving them throughout the health and 
safety life cycle not just when an accident occurs.  

 
 

 

 
 
 
HIGHWAYS 

 Minutes of meeting  

 Regular email trails 

 Calendar appointments 

 Scrutiny Reports 

 Self-Evaluation Reports 

 Business Plans 

 Budget Reports 

 Correspondents/Letters/Complaints 

 Succession Plan 
 
DEVELOPMENT CONTROL 

 Annual Performance Report 2018-19. 

 Welsh Government – Development Management Quarterly Surveys 
 
STREET CLEANSING 

 SOAP 

 Tascomi 

 Winter maintenance plan 

 Highway/SWTRA Records 

 Bio diversity operational plan 

 
WASTE SERVICES  

 Meeting/briefing notes. 

 E-mails. 

 Contracts. 

 Publicity materials/Communication/media pages and posts. 

 Excel and Word documents. 

Evidence: 
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ENGINEERING  

 Monthly Budget reports  

 Consultation feedback and scheme designs 

 Traffic regulation orders 

 Pre and post tender forms, Etender Wales records  

 Businesses cases 
 
BUILDING CONTROL  

 Monthly Budget sheets, documents monthly meetings  
 
FLY-TIPPING  

 Report it form; 

 SOAPs; 

 Waste Data Flow; 

 Scrutiny Reports; 

 Court updates and outcomes; 

 Social Media Posts; 
 
PARKS & BEREAVEMENT  

 SOAPs 

 Scrutiny reports 

 SLT involvement/minutes 

 Regular meetings with portfolio member. 

 Cross departmental managers meetings (weekly). 

 Emails/correspondence. 
 

  



Page 16 of 30 
 

QUESTION 2:  PROVISION & SERVICE DELIVERY 

 
     
     

Question 2.1:  How well does the service engage with corporate support services to help improve service 
provision and delivery? 

 

 
 
 

HIGHWAYS 

 The only core support service that I feel could help be efficient is of Customer Contact Centre, who could 
improve the filtering of customer complaints and public requests in relation to Highways Services. Having to 
deal with inappropriate complaints and queries is time-consuming for the Service and frustration for the 
public, who get annoyed from being passed-on to different departments.  This does not help the Council’s 
reputation and generates more complaints.  If the Customer Contact Team were to be trained in developing a 
better understanding of departments, they would not only help services by saving them time, enabling them 
in being more productive, they would also be presenting the Council in being more efficient. 

 In addition, it would be more cost effective for Highways if they were to have administrative support e.g. 
someone who could answer routine queries, deal with general requests and applications and update 
completed work orders.  This would allow technical staff to focus on actual Highway activities that they are 
paid to do, rather than paying them to carrying out admin tasks. 

 Highways had its last 9001 audit three years ago, which confirm that the Section was compliant to 
requirements, confirming quality management processes were in place.  Highways was last audited by 
Internally audit seven years ago, were by they made 25 minor recommendations all which were implemented 
within 6 months of the review. Highways are due another audit soon.  

 
DEVELOPMENT CONTROL 

 Explore the possibility of the same Solicitor scrutinising all enforcement notices and then undertaking any 
subsequent court cases. 

 Explore the possibility of scanning being carried out by planning support service officers. 

 Creation of section 106 templates. 

 Provision of fit for purpose ICT equipment and processes (e.g. drop box provision) 
 
STREET CLEANSING 

 Ongoing meetings with Highways to improve winter maintenance plan. 

 Monthly meetings with Caru Cymru – develop plans for litter, dog fouling and fly tipping prevention. 

 Recycling at skip sites – Waste services have requested Cleansing recycle bin waste and all landfill is inspected 
accordingly.  

 Ongoing training with KWT i.e. prevention 3 year plan. 

 Sweeper rounds – reviewing operational plan – most roads/streets attended are full of cars – prioritise in a 
mapping system. 

  
WASTE SERVICES  

 Improvements to our data recording/reporting to NRW for WDF and permitted site returns. 

 Behavioural change projects to increase recycling and reduce residual waste. 

 Behavioural change projects that are being developed at a National, Regional and local level will require the 
help of support services. 

 Recent feedback to date from auditors and regulators include: 

 Internal audit of data recording/reporting. 

 WAO audit of our food waste service provision. 

 WLGA waste benchmarking reports. 
 
 
 

Areas for Development: 
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ENGINEERING  

 Closer working with ICT to develop an understanding of the software packages we use and what their 

requirements in terms of I.T hardware. 

 Develop better understanding with Customer Services to help screen out incorrect phone calls.  

 Engage further with Corporate Communications to advertise our land drainage service and the sustainable 

drainage design service.  

 
BUILDING CONTROL  

 Closer working with ICT to develop an understanding of the BC departments business and operational 
requirements, this will lead to fit for purpose IT equipment and software. 

 Legal training for both BC officers and Solicitors to understand more fully BC legislation 

 Develop better understanding with Customer services to help screen out incorrect phone calls  
 
FLY-TIPPING  

 Promote more work through Corporate Communications to ensure the public and Councillors are aware of 
enforcement action being taken to tackle fly tipping. 

 Continue to work with ICT to improve the report it form to ensure it is working to its full capacity. 

 Work with ICT to develop new technology to make our office more efficient. 

 Communicate more regularly support services to allow them to help us improve our services by telling them 
what we require to improve our service which in turn means they can inform us what services they can 
provide.  

 Better understand the five ways of working to incorporate into the work we do. 
 
PARKS & BEREAVEMENT  

 Better use of corporate communications to help inform the public of new initiatives such as the ‘Grassland 
Management initiative’ 

 Evaluate current position of department’s web site and look at ways to resource the work required to update. 

 Upskill managers via collaboration with corporate support services to raise our understanding of the Future 
Generations Act and the 5 ways of working. 

 Defining outcomes in terms of sustainable economic, social, cultural and environmental benefits. 

 Develop the department’s capacity and capability of its leadership and the individuals within it. 
 
 
 

 
 
 

HIGHWAYS 

 These are the priority areas that need immediate improvement in order to have an impact on outcomes.  
Consider the judgements- this should be about moving from unsatisfactory to adequate, or from adequate to 
good.  

 To provide more training for Customer Contact Centre staff, in order for them to direct complaints and 
request to relevant departments.   

 For HR to work with Highways to make its Succession Plan more robust by demonstrating the need for 
increased Street lighting capacity to deal with demand more efficiently.  

 
DEVELOPMENT CONTROL 

 Provision of fit for purpose ICT equipment and processes (e.g. drop box provision) 

 Look at ways of working with the Councils Solicitors. 
 
STREET CLEANSING 

 Review the potential to integrate Fly Tipping and Street Cleansing into Grounds Maintenance & Parks – 
Business Plan. 

Priorities for Improvement: 
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 Introduce clear bags to ensure staff safety when recycling at skip sites.  

 Younger workforce. 

 Reconfigure weekly operational rounds – remove enhanced payments for weekend working. All staff to 
accommodate a 7 day working routine. 

 Sweepers – Reconfigure weekly rounds – Prioritise areas. 
 
WASTE SERVICES  

 Behavioural change projects that are being developed at a National, Regional and local level will require the 
help of support services. There has been significant change in this area recently with the implementation of 
the Keeping up with the Joneses campaign and a structured Communications campaign. 

 In order to achieve good outcomes in this area with limited resources we need to explore more effective and 
innovative ways of working, utilising the skills and knowledge of Corporate Communications and Service 
Support. 

 Recommendations from Internal Auditors on our data systems was: 

 Improvements were required to be made to our data recording system to ensure that the potential to make 
mistakes were limited/alleviated. This included alerts built in and limited access to the data. 

 Recommendations from WAO on our food waste service were: 

 Improvements to the way in which we communicated our requirements to residents were required. 

 Improvements to the way we distributed food bags was required. 

 All of the areas for development above would benefit from a more collaborative way of working  that would 
prevent problems rather than re-act to them. 

 
ENGINEERING  

 Fit for purpose IT equipment to operate specialist software packages.  

 Engage further with Corporate Communications to advertise our land drainage service and the sustainable 
drainage design service.  

 
BUILDING CONTROL  

 Fit for purpose IT equipment and access to industry used software  
 
FLY-TIPPING  

 Continue to work with ICT to improve the online reporting form using feedback that has been given to us by 
the public and Councillors. 

 Develop better communications with all relevant support services to streamline our team. 
 
PARKS & BEREAVEMENT  

 Look at how work with support services affects corporate governance.  Start the long process of embedding 
the recognised good practices i.e. Cipfa Solace model ensuring the changes are well defined and understood. 

 Pick up and progress the development of knowledge and understanding of the Future Generations Act and the 
5 ways of working within the Act.  Use this knowledge to shape how we engage with corporate support staff. 

 Better access to ICT for front line staff.  Their communication ability is reduced  when compared with office 
based more digitally aware employees.  

 
 
 
 

  



Page 19 of 30 
 

QUESTION 2:  PROVISION & SERVICE DELIVERY 

 
     
     

Question 2.2:  How well does the service understand and take advantage of opportunities for collaboration and  
                           partnership working? 
 
 
 

 
Highways – ADEQUATE 
Development Control - GOOD 
Street Cleansing – ADEQUATE 
Waste Services –  
Engineering – GOOD 
Building Control – GOOD 
Fly-tipping – ADEQUATE  
Parks & Bereavement – ADEQUATE  
 

EVALUATION: When answering the question, consider the following: 
 

 Contribution to existing strategic partnership plans 

 Joint outcomes with other services 

 Existing regional collaborations 

 Partnership with the private or third sectors 

 Partnership with public agencies 

 Support for school improvement (2.2a – only Education to consider) 

 Support for vulnerable learners (2.2b – only Education to consider) 
 

 
 
 

HIGHWAYS 

 Within Highways we have undertaken partnership working and collaboration with other Councils for the last 
15 years. Originally partnership working with South Wales Trunk Road Agency (S.W.T.R.A.) and more recently 
with Rhondda Cynon Taff County Borough Council to generate additional income and subsidise the staffing 
budget. We currently share a Depot with R.C.T.C.B.C. at Abercynon, where we share offices, operational 
facilities and equipment this has enabled Highways to make cost efficiencies to retain staffing structures.  The 
Service also works in collaboration with Caerphilly County Borough Council by subcontracting the gully 
cleansing operations for Merthyr Tydfil. 

 Highways also work in collaboration with Redstart who are a third sector organisation who provides and 
administer the Highways traffic light maintenance SLA contract. The purpose of this partnership is to employ 
industry specialists to enable the Council to standardise traffic light systems and to be an efficient and cost 
effective service.  

 Highways are also a part of a national County Surveys Society Wales (C.S.S.W.) Group, made up of all 22 Welsh 
Unitary Councils who meet quarterly to discuss new developments within the civil engineering field and share 
best practice, such as, developing standardised asset management procedures. The Council will shortly be 
adopting an all Wales Code of Practice, which will help Merthyr defend future third party insurance claims, in 
line with all other Councils. Joint power sharing will help Highways to implement more robust third party 
insurance processes that should be more efficient and help the Council save money in the future. 

 
DEVELOPMENT CONTROL 

 Officers are well aware of the need for efficiencies and of the benefits that arise from knowledge sharing, best 
practice, collaborative working, and shared services. The Development Control Section has a Service Level 
Agreement with Carmarthen CBC which enables a minerals planning officer from this LPA to determine 
minerals applications and provide advice on such matters.  

 A number of mechanisms also exist where practitioners are able to meet and discuss current issues on a 
regular basis. These mechanisms include strategic interest groups and common interest groups such as the 

JUDGEMENT

: 

Current Position: 
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South East Wales (and wider) Development Management Managers Group and Planning Officers Society for 
Wales (POSW). 

 Collaboration also take place between local planning authorities and specific organisations with respect to 
major development proposals (e.g. The South Wales Metro Project (SWMP) and the duelling of the A465)  

 A recent meeting was set up to consider specific Licensing issues (called the Responsible Authorities meeting). 
The principal planning officer, along with the Police, Environmental Health and others attend. 

 Collaboration with Regeneration on various projects (e.g. YMCA, General Hospital, Bus Station, St. Tydfil’s 
Hospital, The Cyfarthfa Plan, Pontmorlais developments, The Town Centre Master Plan, Synagogue etc). 

 Collaboration with Estates to consider potential developments on land owned by the Council. 

 Collaboration with all stakeholders to deliver a new school (Ysgol Y Graig) in Cefn Coed. 

 Collaboration with Social Services concerning the planning aspects of the provision of accommodation for 
children who require care and support. 

 Collaboration with Drainage Engineers in setting up and being part of the Sustainable Drainage Approval Body 
(SAB). 

 
STREET CLEANSING 

 Regular meetings with Regen in relation to strategic town centre plans; 

 Monthly meetings with Caru Cymru regional officer to discuss LEQ projects; 

 Weekly collection of recycled waste collected from community groups; 

 Regular meetings with Community Safety Partnership – SWP, MTCBC, RSL’s, etc; 

 Represented on Bid Board; 

 Regular meetings with Dawsons to discuss sweepers; 

 Attend community group meetings when required; 

 Attend regular meetings with the Commoners Association and Ranger to discuss ways to tackle littering and 
fly tipping on the Common. 

 Share drug litter intelligence with Barod. 

 Liaise with SWTRA to arrange trunk road cleansing; 
 
WASTE SERVICES  

 The waste Services dept has worked collaboratively with numerous partners for a number of years and will 
continue to do so wherever the opportunity arises. 

 Since April 2016, we have been in contract, as part of a hub of authorities (Rhondda Cynon Taf, Blaenau 
Gwent and Torfaen) lead by Rhondda Cynon Taf with Viridor Waste Management LTD to dispose of our 
residual waste through Energy from Waste (EFW). This is a 25 year contract that expires in March 2041 

 Since June 2015, we have been in contract, as part of a hub of authorities (Rhondda Cynon Taf and Newport) 
lead by Rhondda Cynon Taf with Biogen LTD to treat our food waste through anaerobic digestion. 

 We are currently in 2 SE Wales Regional contracts for textiles and WEEE. 

 We are collaborating with local housing associations on Community Recycling events. 

 In partnership with BGCBC and WRAP we have recently implemented the keeping up with the Joneses 
campaign to increase the amount of recycling that residents put out for collection using education and 
enforcement processes. 

 To date all of the above have or are proving to be successful examples of collaborative working. 
 
ENGINEERING  
In general the department has performed well by engaging and collaborating with external bodies. The 
department covers a number of service areas; Structures, Highways Development Control, Land Drainage, Flood 
Risk Management, Sustainable Drainage Approval Body, Traffic Management and Road Safety. Each service area 
involves engagement or collaboration with other organisations. Examples are below.    

Capita Redstart   
 

The Joint Venture Agreement with Capita Restart enables the department to access a 
range of experts in Engineering and other related disciplines (e.g. Traffic and Transport) 
that the Council is unable to sustain within the departmental structure. This facility is 
utilised as and when required. There have been many problems over the years with the 
JV however the relationship is improving together with the service they provide. 
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Blaenau Gwent 
CBC 
 

Since January 2019 the department has been working in collaboration with Blaenau 
Gwent CBC by providing a drainage design service for new developments within their 
borough. To date BGCBC have requested us to carry out detailed design on 10 schemes 
and we have currently completed 2. The collaboration is working well and is generating 
income for the Engineering department.   

Reservoir Panel 
Engineer 

In accordance with Section 10 and 12 of the Reservoirs Act 1975 we have a duty to 
appoint an independent Reservoir Panel Engineer to check our operation and 
management of the 4 council owned reservoirs. We meet annually with the Reservoir 
Engineer and provide regular information and data for his approval. We also carry out all 
recommendations contained within his reports. The partnership is working well.    

Road Safety and 
Traffic Schemes 
 

Safe routes “to school” or “in community” schemes are always done in partnership with 
the school and the community. These schemes are developed in accordance with the 
Wales Active Travel Act 2013 to encourage learners to walk or cycle to and from schools. 
All new or proposed alterations to existing traffic orders and road safety schemes involve 
extensive consultation with affected groups and partners including the emergency 
services and the public. All traffic regulation orders are also publicised in the local press. 
Officers also work in partnership with other agencies such as Sustrans, South Wales 
Police, Fire and Rescue Service and Road Safety Wales when required for any road safety 
schemes. Collaboration with SWP needs to improve.  

Engineering 
Working Groups 

The South East Wales Flood Risk Management Group contains representation from 9 
Local Authorities, Natural Resources Wales, Welsh Local Government Association, Welsh 
Government and Dwr Cymru. The Group addresses issues that are being encountered in 
the delivery of the Flood Risk Management Plans and other generic flood management 
related problems affecting its members. 
The County Surveyors Society for Wales operate a number of engineering related groups 
such as the Bridge group for the 22 authorities in Wales. Information within the groups is 
shared to assist each authority. Individually each of the Councils within the groups have 
limited resources and capacity therefore by sharing information it assists in developing 
improved ways of working. 
The road safety section also takes its lead from the Welsh Government Road Safety for 
Wales Framework in determining the priority areas. A key priority area in the framework 
by Welsh Government is to address the needs of children and young people. Funding for 
20113/14 focused on providing educational tools for child pedestrians and cyclists. 
Officers attend the Road Safety Working Group meetings on a regular basis to identify 
new emerging trends and best practice. 

Contractors  
 

The authority has a long term fencing contract with Francis Walters for all fencing and 
other minor works within the borough. This partnership enables a quick and effective 
service and reduces officer time in procuring work. The quality of the service is good.   
For any project the department is required to collaborate and maintain a positive working 
relationship with all contractors to ensure the scheme is built on time and within budget. 
For every project a pre contract meeting is always held with the successful contractor 
followed by regular meetings during the construction period. We generally have good 
working relationships with contractors but there are exceptions.  

Consultants On occasion where specialist work is required and Capita do not have the necessary 
expertise, we appoint consultants to undertake design or inspection work such as 
concrete testing, underwater or roped access inspections.      

Merthyr Valley 
Homes 

The department has a service level agreement with MVH to unblock toilets or drains to 
MVH properties during normal working hours and emergency out of hours. The SLA is 
working well with no issues.   

 
There is further close working between the Authority’s Property, Estates, Economic Development, transport, 
Planning and Environmental Health departments. There is a variety of collaboration between the departments in 
relation to technical advice and training events.   
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BUILDING CONTROL  

 The Building Control Department not only operate in business environment with the Building Regulation 
function and direct competition with the private sector but also has an enforcement duty and therefore 
cooperation and collaboration with internal and external is essential to ensure an efficient and effective 
department. 

 The BC department is a member of Local Authority Building Control (LABC) which consists of all Local 
Authorities in Wales and England. LABC operate a partnership scheme where an application can be made to 
any of the members, the vetting Authority and accepted by the inspecting authority. This allows retention of 
work and provides a consistent approach. There are also agreements where BC departments can approach 
each other to seek out specialist help if it’s not available in that LA, examples are Fire Engineering, Acoustics, 
structural and energy. This is probably one of the largest formal partnerships in the country.  

 Regular meetings are also attended with other mangers of BC departments as a South Wales group and also 
as all Wales.  

 There are also close working ties with other organisations such as South Wales Fire and Rescue, and Dwr 
Cymru Welsh Water where legislation crosses over and consultation and joint inspections are required.  
Enforcement and inspections are also carried out jointly.  

 Externally department also works closely with construction professionals who general act as agents, the BC 
officers regularly update agents on legislation changes and methods of achieving compliance. 

 The BC department with its professionally qualified officers and expert technical construction knowledge 
provide support and advice to a number of internal departments. 

 Internally there is close working and collaboration with the Authorities drainage department who are 
responsible for implementing the new SAB legislation. The technical aspects of the SAB legislation cross over 
with Building Regulations but also the administration function of the SAB is carried out by the BC technical 
admin officer with a SLA between both departments.   

 There is further close working between the Authority’s Property, Estates, Regeneration, trading standards and 
Environmental Health departments. There is a variety of corporation and collaboration between the 
departments from technical advice and training to Property officers, support to Estates officers on Council 
owner property, technical and other support to Regeneration, specialist technical advice and knowledge to 
support actual and possible trading standards action and joint visits and technical advice to Environmental 
Health 

 
FLY-TIPPING  

 We have worked more closely with NRW in recent months as a certain offence needed a joint approach from 
both us and them. We approach NRW for advice and also pass on any relevant cases to them for investigation. 

 We have worked with SWP regularly over the past few years to carry out stop and search exercises and to 
share intelligence. 

 We liaise with FtAW on a regular basis to work on a joint approach to reducing fly tipping. We attend two 
enforcement working groups each year that is arranged and hosted by FtAW where numerous authorities and 
organisations attend to discuss a range of issues including legislation, joint approaches and consistency. 

 KWT host forums as a way to bring local authorities together to try and agree different approaches to reduce 
fly tipping, littering and dog fouling throughout Wales.  

 We attend regular meetings with the Commoners Association and Ranger to discuss ways to tackle fly tipping 
on the Common. 

 We have carried out two cross border exercises with CCBC, SWP and Gwent Police. 

 WG has recently set up a fly tipping improvement group to data accuracy, improve consistency in recording 
data, update guidance and discuss fly tipping PIs. 

 Within the past 2 years we have significantly improved our working relationship with MVH which allows us to 
share intelligence and work jointly on enforcement in problematic areas. 

 
PARKS & BEREAVEMENT  
The benefits of collaboration are well understood and wherever possible we endeavour to build on existing 
partnerships and look for new opportunities. 
 
Existing partnerships: - 
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 Between Neighbouring local authorities. An active participation in the Greenspace Wales forum whereby 
best practice is shared.  Where available training opportunities are shared as is information on studies such as 
Japanese Knotweed eradication or wildflower development and pollinator action plan. 

 Training collaboration with other local authorities. As part of the Green Space Wales forum collaboration on 
things like training, benchmarking and exchange of ideas are practiced.   

 Apprenticeship scheme in collaboration with Rhondda Cynon Taff Council. Merthyr parks have joined an 
initiative with Rhondda Cynon Taff whereby they will arrange initial induction, apprentice training free of 
charge, monitoring personal attainment and we will pay the two staff and allow one day a week college 
instruction.   

 Bereavement Services forum.- Legal updates from ICCM (institute of Cemetery and Crematorium 
management)  

 
External organisations: - 

 Welsh Government. Collaboration on the implementation of free child burials. Work on provision of the Cefn 
Cemetery extension project. 

 Interdepartmental- e.g. White out plan. Close links with the highways department have produced very good 
results and feedback during our last collaboration on emergency snow conditions (White Out Plan).  Highways 
provided the funds for two tractor mounted snow ploughs and salt spreaders allowing much greater coverage 
and flexibility on response to the adverse weather.  Feedback was very positive in the debrief meetings with 
emergency planning. Carry out work for the education department offering advice and inspection services on 
trees and play areas equipped with fixed play items. 

 ASD work. Started in April 2014 the Alternate Service Delivery Model is the council’s project aimed at bringing 
closer collaboration between Parks, highways, waste services, street cleansing and cemeteries.  Regular 
weekly meetings are held where managers can look at priorities and if necessary commit resources outside of 
their normal departmental limits.  It is hoped that this will deliver greater efficiency and reduced costs over 
the long term of the project. 

 Merthyr Valley Homes.  The parks section currently carries out tree works for Merthyr Valley homes which is 
a private sector social housing provider.  The works include inspection and arboricultural work to their tree 
stock. 

 Keep Wales Tidy. We have close working links with KWT.   They provide us with LEAMS training and advice 
and also participate in park related initiatives e.g. Public awareness of the risks of dog faeces.  

 Private businesses e.g.  cafe at Park Taff Bargoed. Scoops have provided catering at the park for a number of 
years.  The partnership enables the parks building to be used for this purpose for a small rent and in return 
the park gets a much needed food outlet whilst providing local employment. 

 Cyfarthfa Model Railway. A lease agreement between the council and the Merthyr Model Engineering Society 
has allowed the organisation to use a prime site in Cyfarthfa park to show off their engineering skills whilst 
make a small business employing local people. 

 Merthyr angling. Partnership working to ensure best use of the Lake at Cyfarthfa Park.  Mutually beneficial 
projects such as cray fish trapping and weed clearance are a small sample of the benefits of this collaboration. 

 Environmental Wellbeing EW 1 Communities protect, enhance and promote our natural environment and 
countryside. 

 Welsh water to develop a broader SLA with the council.  Carrying out tree inspections along their land along 
the Taff Trail. 

 Friends of Cyfarthfa Park, Friends of Taff Bargoed Park,  Aberfan disaster charity. 
 
 

 
 
 
 

HIGHWAYS 

 Highways updated their new Speaker, Occasion, Audience, Purpose and Subject strategy in line with two of 
MTCBC 4 objectives, in contributing to ‘Environmental Wellbeing’ as the Service is helping to reduce 
greenhouse gases by reducing the carbon from streetlights by converting to LED, and recycling waste from 

Good Practice: 
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landfill.   Also, Highways contributes to the ‘Working Life’ objective by collaborating with Redstart, RCT, 
Caerphilly and Bridgend Councils in carrying out a statutory duty of maintaining the highway network to 
provide a safe infrastructure for people living and working in Merthyr Tydfil.   This also links to ‘Economy and 
Infrastructure’ objective by providing a well-maintained highway to accommodate a strong, local and 
sustainable transport structure. 

 
DEVELOPMENT CONTROL 

 SWMP - Collaboration with Transport for Wales (and developers Amey Keolis), Cardiff, Vale of Glamorgan, 
Caerphilly and Rhondda Cynon Taff to ensure consistency in terms of screening opinions (EIA) and to produce 
an agreed document concerning permitted development rights. 

 As a result of collaboration with estates a number of sites have been sold and have either gained planning 
permission or applications are currently being considered. 

 Early in house collaboration to ensure the smooth and efficient determination of applications. 

 Partnership working to ensure, as far as possible, there is consistency across the region in terms of planning 
and other decisions. 

 
STREET CLEANSING 

 We have built good working relationships with numerous partners and other local authorities over the past 

few years. This has meant that we have been able to work on new initiatives as well as try and establish a 

more consistent approach to enforcement across the board. 

 We have established a good relationship with South Wales Police which has allowed us to have assistance 

with exercises like stop and search days and allowed us to seek advice when required.  

 
WASTE SERVICES  

 Collection of needle sticks supplied by Barod to ensure they’re disposed of correctly; 

 Collection of recycled waste from community groups; 

 Cleansing of road network (trunk roads) recycled waste; 

 Daily cleansing of town centre – Enhances appearance & attracts new businesses; 
 
ENGINEERING  

 The County Surveyors Society for Wales’ engineering groups bring together all Local Authorities in Wales to 
discuss best working practices. 

 Public consultation events regarding road safety schemes ensure the public have an input into projects by 
allowing them to request measures.    

 
BUILDING CONTROL  

 LABC Partnership scheme bring together all Local Authorities in Wales and England  

 Regular LABC managers’ meetings to ensure consistency throughout all regions and to discuss legislation and 
policies   

 Regular meetings with South Wales Fire officers to ensure consistency between BC departments and 
continuing enforcement by SWFR to ensure consistency of approach interpretation and enforcement 

 
FLY-TIPPING  

 We have built good working relationships with numerous partners and other local authorities over the past 
few years. This has meant that we have been able to work on new initiatives as well as try and establish a 
more consistent approach to enforcement across the board. 

 We have established a good relationship with South Wales Police which has allowed us to have assistance 
with exercises like stop and search days and allowed us to seek advice when required.  

 
PARKS & BEREAVEMENT  

 Community groups such as the Ponsticill volunteers are a proactive voluntary organisation who have worked 
with the council to take forward community led projects.  Examples are the Ponsticill public Toilet which was 
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due for closure in 2014 as part of a wider council led efficiency programme.  Working with the group the asset 
was taken over and is now opened during the summer months totally funded by the group.   

 Similarly, with the help of parks and the regeneration team Sport Lot funding was successfully obtained which 
provided the community with a £100,000 project providing a new playground and muga Facility. 
INVOLVEMENT- MAKING OUR COMMUNITIES BETTER- Community Cohesion (equality objective 2), Inclusive 
engagement and participation (equality objective 1) 

 Council assets such as the bowling greens were transferred to the various organisations that used the facility 
helping the communities help themselves while meeting the council’s long term financial goals.  Inclusive 
engagement and participation (equality objective 1) 

 Taff Bargoed Friends of group with the aid of the council successfully procured and set up a micro hydro 
electricity generating scheme.  This is gradually paying for the initial development and will eventually be used 
for the good of the community within the park.   

 
 

 
CSS Minutes 
 
HIGHWAYS 

 Highways Strategy – SOAPS 

 Joint SLA with RCTCBC, Caerphilly CBC, Bridgend CBC, Redstart and CSSW 
 
DEVELOPMENT CONTROL 

 Minutes from meetings. 

 Letters to Transport to Wales (from LPAs) 

 Permitted Development Document (Core Valley Lines) 

 Planning permissions. 
 
STREET CLEANSING 

 Recycling figures; 

 SOAP; 

 LEAMS; 

 Minutes of meetings; 

 Tascomi; 

 Reports 
 
WASTE SERVICES  

 Meeting/briefing notes. 

 Project plans. 

 Excel spreadsheets. 

 Contracts. 

 Publicity materials/Communication/media pages and posts. 

 Photographs. 

 E-mails. 

 Monthly reports. 
 
ENGINEERING  

 Minutes from meetings 

 Consultation feedback 
 
BUILDING CONTROL  

 Partnership applications and approvals 

 Monthly meeting agendas and minutes  
 
FLY-TIPPING  

Evidence: 
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 SOAPs; 

 Minutes from meetings with external partners; 

 Social Media Posts; 
 
PARKS & BEREAVEMENT  

 Case studies- Bowling Green asset transfer, Ponsticill new play facility. 

 Green Flag Action plans 

 Focus on the Future/ Statement of Wellbeing 

 Annual Performance Report 

 SOAPs 

 Self-Evaluation documents 

 White Out Plan 

 Alternate Service Delivery Model 

 Ponsticill public Toilet 
 
 

 
 
 

QUESTION 2:  PROVISION & SERVICE DELIVERY 

 
     
     

Question 2.2:  How well does the service understand and take advantage of opportunities for collaboration 
and partnership working? 

 

 
 
 

HIGHWAYS 

 Ongoing collaborative working with all partners 

 Are you involved in any partnership arrangements which you feel could be improved or refocused? 

 Highways need to work with Caerphilly Council to improve the planning of gully cleansing operations for it to 
become more efficient.  Current practice does not inform the public of when cleansing will take place, which 
results in many of the gully’s not being cleaned.  If resident were to be given prior notice to more vehicles 
then gully cleansing operations would be more productive. 

 
DEVELOPMENT CONTROL 

 Greater collaboration with the Councils Housing department, developers and Housing Associations to ensure 
the delivery of affordable housing in the correct locations. 

 Work with others to provide developments with the aid of Self Build Wales. 

 Enhance working relationships with the SAB. 
 
STREET CLEANSING 

 Create street/ward champions in conjunction with KWT; 

 Create closer working links with Barod; 
 
WASTE SERVICES  

 The service does understand the importance of collaborative working and takes advantage of this at any given 
opportunity. 

 All service changes are implemented with some degree of collaboration whether with Welsh Government, 
Welsh Government supported organisations, contractors, other Third sector or private organisations or 
internal departments. 

Areas for Development: 
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 Waste Services service provision, quality and cost are benchmarked through the All Wales Benchmarking and 
All Wales Commercial Recycling and Residual Waste Benchmarking groups. This sharing of this data can 
provide relevant information on potential collaborative working for service provision and procurement. 

 The department would benefit from improvements in communicating with our residents. 

 There is always room for improvement in the way we collaboratively work with our partners. Each project is 
continually monitored and where necessary and practicable any lessons learned are implemented. 

 
ENGINEERING  

 Regular meetings with the South Wales Police in relation to parking issues and enforcement throughout 
Merthyr.  

 Improve working relationship with Capita.  
 
BUILDING CONTROL  

 Develop further partnership schemes with agents and national companies 

 Explore more regional working to allow a greater flexibility and efficient use of staff, expertise and resources.  

 Greater sharing of information between departments on access to GIS maps and information already held to 
avoid duplication of work and costs.  

 
FLY-TIPPING  

 Develop better working relationships with other Local Authorities to widen the joint exercises carried out with 
CCBC and the Police.  

 Create a stronger relationship with external organisation such as SWP and Fire Service to carry out multi-
organisational operations to tackle specific problematic areas such as the Common. 

 Work more closely with FtAW and NRW to close gaps in Enforcement where responsibilities overlap. 
 
PARKS & BEREAVEMENT  

 Better links with the countryside team to ensure the council’s aims are being met and contributed to by both 
sections working together not in isolation and sometimes at odds with each other. 

 
 
 
 

 
 
  
 

 

HIGHWAYS 

 These are the priority areas that need immediate improvement in order to have an impact on outcomes.  
Consider the judgements - this should be about moving from unsatisfactory to adequate, or from adequate to 
good.  

 To meet with Caerphilly Highways to negotiate improved planning of gully cleansing operations. 

 To continue to monitor the Councils and wider agenda relating to shared services and regional working, which 
would enable future cost savings through shared resources and expertise.  Joint working would also enable a 
more responsive service as pooled resources provides more flexibility and sustainable services. 

 
DEVELOPMENT CONTROL 
None 
 
STREET CLEANSING 

 Create better links with SWTRA to utilise as many planned road closures as possible; 

 Create better links with the Police and Barod to share drug litter intelligence; 

 Liaise more with RSLs to ensure areas are getting litter picked together to improve overall cleanliness; 

Priorities for Improvement: 
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WASTE SERVICES  

 Improvements in communication with residents are required in order to achieve our desired outcomes. This 
involves a better understanding of their needs and priorities as well as about us delivering the most effective 
means of communication as possible. 

 This can also be applied to our partnership arrangements.  
 
ENGINEERING  

 Regular meetings with the South Wales Police to form a joined up approach to solve parking issues.  

BUILDING CONTROL  

 Greater cooperation with internal department to share information already held 
 
FLY-TIPPING  

 Liaise more with joint border local authorities to share intelligence and to agree a more consistent approach 
to enforcement to try and collectively reduce fly tipping. 

 Create better links with police to carry out more enforcement activities. 

 Create better working relationships with internal departments, such as Trading Standards, to assist one 
another in enforcement where strengths can be called upon from each team. 

 
PARKS & BEREAVEMENT  

 Better links with the countryside team to ensure the council’s aims are being met and contributed to by both 
sections working together not in isolation and sometimes at odds with each other. 
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QUESTION 2:  PROVISION & SERVICE DELIVERY 

 
     
     

Question 2.3:  How well does the service understand and use the sustainable development principle (the five 
ways of working)? 

NB:  Only complete the objective relevant to your area- leave the Corporate AREAS BLANK 

Ensure that you place a score in each of the 5 boxes: 0=no evidence; 0.5=some evidence but much to do; 1.0=good 

evidence but with development needs; 1.5 good evidence and embedded practice; 2.0 evidence of being an 

exemplar for others in this regard. See the Guidance document for a descriptor for each score. 

 
  Highways – ADEQUATE 
 Development Control - 

GOOD 
 Street Cleansing –  
 Waste Services –  
 Engineering – 

ADEQUATE 
 Building Control – 

ADEQUATE 
 Fly-tipping –  
 Parks & Bereavement 

–  
 
 
 

 Objectives and Corporate Areas of Change 
 

W
ay

s 
o

f 
W

o
rk

in
g 

 
Best 

Start to 
Life  

Working Life 

Only put your score 
in this column 
Environmental 

wellbeing 

Living 
Well 

Corporate 
Support 
Services 

Aggregated 
Score (/8) 

Long term   

Highways - 1 
Development Control 

- 1.5 
Street Cleansing – 1 
Waste Services – 1.5 

Engineering – 1 
Building Control – 1 

Fly-tipping – 1 
Parks & Bereavement 

- 1 

  
1 

(1.13) 

Prevention   

Highways - 1 
Development Control 

- 1.5 
Street Cleansing – 1 
Waste Services – 1 

Engineering – 1 
Building Control – 1.5 

Fly-tipping – 1 
Parks & Bereavement 

- 1 

  
1 

(1.13) 

JUDGEMENT

: 
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Involvement   

Highways - 1 
Development Control 

- 1 
Street Cleansing – 1 
Waste Services – 1.5 

Engineering – 1 
Building Control – 1 

Fly-tipping – 1 
Parks & Bereavement 

- 1 

  
1 

(1.06) 

Collaboration   

Highways – 1.5 
Development Control 

- 1.5 
Street Cleansing – 1 
Waste Services – 1 
Engineering – 1.5 

Building Control – 1.5 
Fly-tipping – 1 

Parks & Bereavement 
- 1 

  
1 

(1.25) 

Integration   

Highways – 1.5 
Development Control 

- 1 
Street Cleansing – 0.5 

Waste Services – 1 
Engineering – 1.5 

Building Control – 1 
Fly-tipping – 0.5 

Parks & Bereavement 
- 1 

  
1 

(1) 

 

JUDGEMENT:   

Once you have assigned a score for each of the 5 ways of working RELEVANT to the Wellbeing objective that the 

service is accountable for (in question 2.3 above), use the performance key below to provide a judgement.  For 

example, Long Term is scored 1.5 in the matrix the judgement is GOOD. 

Ways of working  Judgement 

Long term Adequate 

Prevention Adequate 

Involvement Adequate 

Collaboration Adequate 

Integration Adequate 

 

SCORE JUDGEMENT  

2 EXCELLENT  

1.5 GOOD 

1 ADEQUATE and needs improvement  

0-0.5 UNSATISFACTORY and needs urgent improvement  

 


