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Business Objectives: 

� Delivering consistently brilliant customer service 

� Supporting vibrant neighbourhoods 

� Building one great organisation 

Impact for Customer: 

Satisfaction with grounds maintenance measured by Kwest has increased over the 
last three years with 86% of residents rating the service as excellent/good/fair in 

2011/12 compared to 89% in 12/13. Satisfaction for 13/14 was 90%. The target for 
2014/15 is 80% of residents rating the service as excellent/good and 94% 
excellent/good/fair. 

Diversity Impact: 

The grounds maintenance service impacts on all sections of the community. The in-

house team will deliver greatly improved services following two years of 
underperformance by an external contractor. It is the ambition of the service longer 

term to greatly enhance the visual benefit for all residents through replanting all sites 
with low-maintenance, low height species, delivering year-round colour. 

Cost and Income Implications: 

The budget for the grounds maintenance service in 2014/15 is £712,900 with an 
expected average cost per property of £38. 

Risk Management:  

3 – Making a difference – ensuring that achievements recognised internally or 

externally make a difference to residents. 
5 – Organisational Coherence – ensuring what we say should happen actually does 

happen. 

Summary: 

This report provides an update on the Grounds Maintenance service which was 
brought in-house on 1 October 2013 with the termination of the contract with 
Glendale due to performance issues. A full service review to cover resourcing, team 

structure, work programmes and monitoring, customer satisfaction, KPI framework, 
and evaluating the success of the service was completed in December 2013.  

Recommendations: 

That the Board note the contents of this report.   
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Introduction 

 
On 1st October 2013 the grounds maintenance service was brought in-house 
and is now managed within the Environmental Services Team. That resulted 

in thirteen staff being TUPEd over from the previous contractor, Glendale, 
consisting of twelve operatives and a team manager. To support and 

strengthen the existing management structures a specialist manager – with 
extensive experience of green space management and development, contract 
management, undertaking strategic reviews, and cost reduction planning - 

was brought in. 
 

The service review was carried out between November and December 2013 
and the assessment of the quality and delivery of the grounds maintenance 
service included series of site visits and inspections, meetings with the Head 

of Service, the grounds maintenance team manager and staff, discussions 
with residents, and observing the grounds maintenance staff at work. 

 
Resourcing 

 
The budget for the grounds maintenance service in 2014/15 is £712,900 
which includes provision for new planting, improvements, seasonal staff and 

tree maintenance. This compares to £665,000 for 12/13 where standards 
were below the acceptable level and £883,000 for 11/12 when a full service 

was last provided by an external contractor.  
 
The average cost per property for the service in 2011/12 was £48 and £36 in 

12/13. It is expected that the average cost will be between these figures in 
2014/15. 

 

 2014/15 2012/13 2011/12 

Operating costs £712,900 £665,000 £883,000 
Average cost per 

property 
£38 £36 £48 

New planting £20,000 £9,291 £25,204 
 
The twelve operatives are paid London Living Wage which has increased from 

£8.55 to £8.80 per hour since the service came in-house adding £6,240 (not 
including on-costs) to the annual salary costs.  

 
Our Approach to Service Delivery 
 

The service review found the management structure to be appropriate for the 
range of services being provided, the number of staff being managed and the 

number of sites being maintained. Extensive work has been carried out by 
the Environmental Services team to improve service delivery by: 
 

� developing enhanced work schedules,  
� introducing performance indicators, 

� strengthening the management and monitoring of the team, 
� providing modern, good quality equipment, 
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� raising the profile of the service and motivating the staff. 
 

In March 2014 the team achieved two grass cuts on every site - the first time 
in two years this has been done, and this frequency will continue during the 
grass growing season to ensure all grass sites are suitably maintained. The 

service review found the maintenance of shrubs to be variable, however the 
current range of plants used does not aid the maintenance process with the 

selection of plant material typically urban and municipal in its design and 
layout, with species being unsuitable for their location and thereby leading to 
maintenance difficulties. Twenty four new planting schemes for completion by 

the second week of May 2014 are in place and longer term it is proposed that 
a three to five-year replanting plan across all sites is introduced to 

replace/upgrade beds and increase year-round-colour and reduce 
maintenance costs. Any new plantings will be designed around low-
maintenance, low height species but with greatly enhanced visual benefit for 

residents.  
 

The grounds maintenance team is being monitored on a monthly basis using 
the following performance indicators: 

 
� 80% residents rating the service as Excellent/Good 
� 100% of grass square meterage cut 

� 100% of mapsite tasks for the month completed 
� 10% of completed sites spot checked 

� 100% of residents rating the service as Poor/Terrible in Kwest 
Survey visited by the team manager with remedial action plan put 
in place where necessary 

� 100% of complaints receiving a site visit by the team manager with 
remedial action plan put in place where necessary 

 
 


