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Oral Communications
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Approval of Agenda *
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Presenters: Paul Bucich, Engineering — Assistant Director,
Susan Fife-Ferris, Manager, Environmental Communications &
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e ESC Calendar/Council Calendar *
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e Solid Waste Contract Performance Audit & Customer Satisfaction
Survey Results
Presenter(s): Susan Fife-Ferris, Mgr., Environmental
Communications & Outreach, Stephanie Schwenger, Solid Waste
Contract Program Administrator and Jennifer Goodhart,
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e Utility CIP Update
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to consult multifamily and commercial properties on new services available under the new

Contract.

The City found that while many required tasks were completed on time, there were significant
issues with the development of promotional and outreach materials which required more City
resources to address than expected under the Contract. Key issues include:

e Republic did not provide the City with publication-ready materials for review.

)

Outreach materials submitted for review and approval contained erroneous
information and required extensive editing by the City to bring materials to an
acceptable, publishable level.

Republic’s staff, at times, lacked the expertise of Bellevue’s specific garbage,
recycling, .. 1 organics’ programs.

o

The Contract requires Republic staff to be well versed on the terms of the Contract
and fully knowledgeable of all collection and related services. nepublic
demonstrated, on several occasions, that its staff lacked adequate knowledge
and/or expertise of local solid waste handling requirements. For example, a draft
commercial recycling brochure was submitted for City review that included
instructions for household hazardous waste drop-off at the Factoria Transfer
Station, which does not accept materials from commercial customers.

Repubilic failed to proactively take on the primary responsibility for customer
promotion, education, outreach, recruitment, on-site technical assistance, and training.

o

The Contract requires Republic to take the lead for customer promotion, education,
outreach, recruitment, on-site technical assistance, and training. However, the City
had to spend significantly more effort than expected under the Contract in these
areas, particularly where specialized materials for embedded multifamily/
commercial organics recycling, on-site technical recycling assistance to multifamily
complexes and businesses, and customer recruitment for recycling and organics
services is concerned.

Next Steps

The City continues to work with Republic to address the issues identified above. Republic
should take the following actions to ensure full compliance with the Contract terms for future
promotion, education, outreach, recruitment, on-site technical assistance, and training

activities:

Hire experts or significantly improve in-house expertise capable of developing effective
outreach and education strategies and materials in order to create high-quality,
publication-ready materials for City review.

Demonstrate that  )ublic is proactively providing customer promotions, education,
outreach, recruitment, on-site technical assistance, and training.
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The City plans to take the following steps to ensure improved compliance with the Contract
terms for customer promotions, outreach, and related activities in the future:

e Re-enforce expectations to Republic concerning the delivery of promotional,
education, and outreach materials, recruitment, on-site technical assistance, and
training.

¢ Continue to hold regular meetings with Republic specifically on the topic of customer
outreach and education to ensure clear communications of expectation and direction
regarding customer promotions.

PART 2 - CUSTOMER SURVEY RESULTS _

The City hired Eilway Research, Inc., a professional market research firm, to conduct two
market research surveys to gauge customer satisfaction with services provided by Republic,
and to assess customers’ recycling practices and preferences, and their awareness of certain
recycling and organics services. Elway conducted one survey among single-family residential
customers, and another survey among multifamily/commercial customers in October-
November, 2015.

Customer Satisfaction

Methodology

Elway Research surveyed 521 randomly-selected Bellevue single-family head-of-household
residents between October 25 and November 2, 2015. Elway surveyed 200 heads-of-
household responsible for making solid waste decisions by telephone and 321 completed the
survey online. Results for the overall sampie of 521 are accurate to +/- 4.3% at the 95% level
of confidence. For smaller samples, the margin of error varies and is higher.

Elway Research also interviewed 203 randomly-selected commercial and multifamily
complex managers who are responsible for making decisions about solid waste services
provided to their business or complex. This survey took place October 22-23, 2015. The
results for the overall sample are accurate to +/-6.5% at the 95% level of confidence. For
smaller samples, the margin of error varies and is higher.

I::“'"'W.g§

I o comply with the minimum satisfaction levels established in the Contract, Republic must
score at least 80% satisfaction, less the relevant margin of error, for each customer
satisfaction question. The Contractor’s satisfaction ratings for each question are based on the
combined score of “very satisfied” and “somewhat satisfied.”

In both surveys, Republic Services achieved sufficient ratings in 6 of 7 areas of customer
satisfaction tested. However, Republic fell short of achieving the minimum customer
satisfaction ratings for response time following a missed collection in both the single-family
and the multifamily/commercial surveys.

The following table shows 2015 results of the single-family and multifamily/commercial

satisfaction questions relative to the minimum allowable customer satisfaction rating based
on the margin of error for a given question.
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2015 Single-family and Multifamily/Commercial Satisfaction Ratings

Minimum Minimum
Single- i i Allowable | Multifamily/ q ¢ Allowable
Question family Satléf::ltlon Single- Commercial Satlcs;f:aclﬂon Multifamily/
Ratings family Ratings Commercial
Rating# Rating?

Over the past year, would you
say you have been generally

[satisfied/unsatisfied] with 88% 80% 75.7% 91% 80% 73.5%
Republic Services?

How satisfied have you been
with the collection crew that
picks up at your home? 81% 80% 75.7% 80% 80% 73.5%

How satisfied were you with the
response time following a
missed collection?* 63% 80% 69.2% 59% 80% 64%

Were you [satisfied/unsatisfied]
about the response time

following a request foranewor  80% 80% 70.2% 73% 80% 63%
replacement cart?**

How satisfied are you with the

telephone courtesy you get from - ¥ 4 i X ;
Republic Services? 80% 80% 72.2% 87% 80% 68.3%

How about the knowledge of

customer service staff on the 77% 80% 72.2% 82% 80% 68.3%
phone?

How satisfied are you with the

handling of phone requests by g0, 80% 72.2% 86% 80% 68.3%
customer service?

*Asked only of customers that had a missed collection in the past year.

**Asked only of customers that had requested a new or replacement cart in the past year.

**Asked only of customers that had reason to call Republic Services in the past year.

# Minimum allowable rating is 80% satisfaction, less the relevant margin of error. Margins of error increase as sample size decreases.

Next Steps
The customer satisfaction survey results have been communicated to Republic. Because

Republic did not meet the minimum customer satisfaction ratings for response time following
a missed collection among both single-family and multifamily/commercial customers, per the
Contract, Republic must now develop and implement an action plan to improve response
times to missed collections. The action plan must include scheduled milestones for
implementing changes that address response times to missed collections. Republic is
required to work with City staff to develop the required action plan, and Republic and the City
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must mutually agree on scheduled milestones for implementing changes to improve response
times to missed collections.

If Republic fails to score the minimum Customer satisfaction rating or higher for two
consecutive years on any of the questions identified in the annual customer survey, Republic
will pay performance fees of $50,000 as outlined in Section 5.1.2 Performance Fees of the
Contract, and will continue to pay applicable fees every year thereafter until it has achieved
the required minimum customer satisfaction rating or higher on all survey questions.

Customer Awareness of and Practices and Preferences around Recycling and
Organics

Single-family customers were also asked about their recycling practices, awareness and use
of recycling resources, and information needs relative to recycling in the survey. Businesses
and housing complex managers were also asked about single-stream and organics recycling
at their location and their interest in City recycling assistance.

Findings

Customer awareness of non-routine collection services, such as scheduling special pick-ups,
identifying items that require special pick-ups, and knowing where to take unusual items for
recycling was significantly lower than customer awareness of regular household collection
procedures. This suggests that more public information in these areas would be beneficial.
Mailed brochures and information stickers on the carts were cited as the most useful means
of providing that information to customers, followed by Republic’s and the City's websites.

Another key take away from the survey was the need for the City to collaborate with Republic
Services to ensure that information is readily available and easy to find on both Republic’s
and the City's website.

Next Steps
Based on the findings the City plans to prioritize the following activities in the coming year:

e Outreach to increase Single-family customers’ awareness and use of Republic’s
Customer Resource Center.
General customer education around procedures for non-routine collection.
Outreach and education to increase Commercial and Multifamily recycling, including
increasing participation in the new embedded organics program.

Each of the activities should help increase the City’s diversion rate since high customer

engagement and awareness of best recycling practices have shown to increases customer
participate in recycling programs.
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