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About Environmental Protection service
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The service is part of Salford City Council and
our role is to protect and promote health and
the environment within the local community
and business sector.

We enforce a wide range of environmental
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x  Industrial/commercial noise
x  Car alarms and burglar alarms
x  Dust and noise from construction sites
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x  Contaminated land surveys and
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Some of these duties are shared with other services within the city 0161 686 5862
council or external organisations such as the Environment Agency
(see also partnerships).
X Protecting occupiers of new development from contaminated
land, noise and odours



Our standards of customer services
We aim to provide an excellent service and have made a commitment to:

Respondto all requests for services within three working days .

Investigate serious or urgent matters immediately.

Did we treat you fairly at all times A 96% of service users were satisfied with the
standard of customer care.
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Provide easy accesstoourservice vd b > m “gg  mfd sn uhi
and businesses, out of hours if necessary, if users have difficulty coming to our
office. Our office is fully accessible by wheelchair, we have confidential interview
rooms available if users prefer. 90% of customers found it easy to access our

services.

Listento serviceusersA vd qgdft k> gkx bnmctbs rtqud
and analyse any comments we receive to make service improvements.949% of
customers found the advice helpful.

If things go wrongA put things right as quickly as possible, we will respond to
any complaints about the way in which we have provided any of our services
within five working days. Between 1 April 09 and 31 March 10 we receivedhree
official complaint s about the way we provide our services . 76% of customers
were satisfied with the overall level of service they received.

ResponseA 84% of customers who were surveyed said that they were satisfied
with the speed of the response.

Cost of our servicein 2010/11 per head of population (based on the census of
2001) is£3.24.
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Contaminated land

We have been long associated with many types of industrial

activity, contaminated land often occurs as a result of these

industrial activities. The service can provide information

regarding certain sites such as;

x Coal mining, steel working, bleach/dye manufacture,
engineering works

x Through the planning process, ensure that land is safe for
new developments

x Investigate and assess land

Partnerships

To help us provide the best possible service we work, where
necessary, with all those who have an interest in the
protection of the environment, including:

x Environment Agency

x Health Protection Agency

x City West Housing Trust

x Salix Homes Ltd.

x Community Safety Unit

x Licensing team

x Greater Manchester Police

x Neighbourhood Management teams
x Urban Vision

x  AGMA authorities




Our performance standards and achievements

Description

07/08
Results

08/09
Results

09/10
Results

10/11
Results BEI[EE

% of survey
respondents who
are satisfied with
the service

76%

79%

171%

76%

% of EPA
authorised
processes that
should have been
carried out and
that were carried

100%

100%

100%

100%

% Respond to
service request in
two days after day
of receipt.

97%

100%

98%

98%

% of customers
who were satisfied
with the speed we
responded to their
request

n/a

n/a

84%

84%




Compliments
x  Very impressed with the support given.

x  Very pleased with the service, liked the way
you can just ring in and not have to write.

x  Very happy with the service.

x  Would like to congratulate the council and
officer involved, thank you.

x  Service very good.

x  Service very professional, no improvements
necessary.

x  More than pleased with the service, it suited
my needs and was resolved very quickly.

x  Excellent service, satisfactory conclusion
for all concerned.

x | had an immediate response, the man |
spoke to was helpful, knowledgeable and
professional.

How can we help?

Statutory nuisance
If you are affected by noise, smoke, dust or odours

caused by someone else, we may be able to help;
X |nvestigate

x Take appropriate action

x Seize equipment if necessary

Local air quality
We continually monitor air quality at set locations
across the city, results are updated hourly,
information on air quality can be found at;
x  Free phone 0800 556677 (quick code 4, then 1)
x  Internet
www.greatairmanchester.org.uk
http://uk -air.defra.gov.uk/
x  Reports www.salford.gov.uk/airquality -
mgmt.htm

We have an input into the local transport plans and
advise on planning consultation with regards to air
quality.




Suggestions and comments from Environmental
Protection consultation surveys:

x | would have liked more time for the diary.

x  There should be a follow up, after a period of
time just to check to see if the problem has
been resolved.

x  When the trouble started | would have liked
an officer to come out straight away so they
could see what was going on.

x  Feedback on whether there are any
prosecutions would be appreciated when a
complaint has been made.

x  There should be a direct number rather than
be passed around.

Changes made

We currently ask for two weeks sheets initially
and if officer is to pursue we would give more
sheets to be completed.

If we have no contact from the complainant
within 21 days, then we send a closure letter. If a
complaint is ongoing then our policy is to ring or
write before closing the case.

We now respond immediately to burning
complaints and intruder alarms and complaints
about commercial premises.

A closure letter is sent to complainants outlining
actions taken to resolve the complaint.

Calls are passed straight from the call centre to
the Environmental Protection Team.




