Proactive approach taken to managing the impact of charging for public toilets
Summary of issues and complaints received and resulting action and changes to policies and procedures 
	Issues 
	Response 
	Findings   
	Immediate  Action taken 
	Changes of policy procedure 

	Complaints from people objecting to the new 20p charge for use of the toilet  
	Staff were encouraged to log down any complaints and listen to any concerns and complaints received to allow monitoring of the new charge.

All complaints received to investigated immediately and acted on as quickly as possible   
	Most people have accepted and some welcomed the charge over possible closure or change to other providers.

The most important concern being the cleanliness and not the charge. The toilets are continually cleaned and have staff have been retained on site to ensure a high standard of service is maintained.   
	Explain why the charge has been introduced 70% of people surveyed in advance of the change voted for a 20p charge rather than the adoption of a community toilet scheme or closure of toilets   
	Currently this in not considered necessary in first 20,000 users only 2 complaints registered on new charge  

	Several people getting hit or struck or trapped with paddle gates when going into the toilets. 
	Immediate action required 

Interview those people  affected immediately to see why this is happening  and continue to monitor  usage 
	People were breaking the sensor beam that controls the paddle gate with their trolley or pushchairs causing the gate to shut on them, it appears that they have already passed. 
	Paddle gate providers consulted and brought on site the next day to slow down the gates to ensure that they were at the softest setting.
New signage put up that day to direct people not to take pushchairs through paddle gates and to use the baby changing room as an alternative, thus avoiding the paddle gates. 
People contacted to explain what had happened and why they had been hit 

Staff instructed to assist people and help educate people in correct usage of gates.

Paddle gates meet industry standard (BS7036)and suppliers Healthmatic are the leading designers and installers of public toilets 

The company is one of 3 that is approved by the British Toilet association 

    
	The baby changing room was quickly allocated as a family room and new signage put up to reflect this change of policy.

Staff have been instructed to direct people with push chairs and young families to use the family room to avoid taking pushchairs through or young children having to navigate the paddle gates.

	
	
	Children following parents through gates
	New signage put up that day to stop any tailgating 


	Staff to direct people with young families to use the baby changing toilet as this does not have a paddle

	
	
	Adults trying to tailgate 
	Staff instructed to point out the new signage and warn people who try to tailgate that they could be hit with the paddle gate as the gates are designed to let only one person through at once.
	Staffing review underway to increase the staff hours to ensure staff are on site more to assist customer

	
	
	When staff are not on site people  continue to tailgate or try to take push chairs or trolleys through and don’t read the signs 
	Additional staffing hours to be allocated to ensure staff are on hand when toilets are open to continue to educate users. 
	Staffing review underway to increase the staff hours to ensure staff are on site more to assist customer

	Complaints received by people with disabilities re reduction of opening hours to Biggin Street Toilets   
	Interview and monitor situation 


	Those people with a mobility problem did not feel it was appropriate to use the market place toilet even though it is only a few minutes walk away due to their mobility problem.
	On investigation and discussion with people concerned they did not have radar keys as they did not consider their mobility a problem when the toilets at Biggin street were open 7 days a week. It was agreed that access to a radar key will allow them to continue to use the Biggin Street toilets even when closed.


	Relaxation of policy to have to produce evidence of disability badge and anyone with mobility problems to be allowed a key resulting in  4 new keys  issued within one week  

	
	
	
	
	


