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SUBJECT: 

CITY OF LOS ANGELES 
INTER-DEPARTMENTAL CORRESPONDENCE 

October 16, 2014 

The Honorable Felipe Fuentes, C11air 
The Honorable Bob Bhuncnfield Vice Chait 
The Honorable Tom LaBonge, Committee Member 
The Htmomblt~ Jose Hui?..ar, Committee Member 
The HoMn~ble Paul Koretz, Committee Member 
Energy & Environment Committe_.p ,- --~·-"\ 
Los Angeles City Com1cil / ) · \ 

' . t 

Enrique C. Zaldivar. Directo 1 '~' .• tl . ', 
LA Sanitation ~ 

ZERO WASTE LA COMMER<. ·ALAND MULTIFAMILY FRANCHISE 
SYSTEM: STAFF RESOURCES PLAN 

Recommendations; 

1. Approve the Zero Waste LA Resource Staffmg Pian request for LA Sanitation (LA SAN) 

as outlined in this letter. 

2. Authorize and direct the immediate creation of 16 new reso.iution ~u.ifuority positions for 

further development of the Zero Waste LA Commercial and Multifamily Franchise 

System, ~ith fuudi11g to be provided by the Cit}'\1\'ide. }{.m~.yciing Tre~r Fund No. 460. 
There is ~1u impact to the General Fund. 

Background 

In November, 2012, the Mayor and Ctty Council <lJopted a repo.t'i irom the Energy & 
Environment Committee, ~st~bHshing the Zero Waste LA Commercial and Multifamily 
Franchise System. At that "tim.e, LA SAN WaS directed, among ot.'ler ru..'lions, to return with a 
timei1ne and staffin.g requ.irements for t.."'1e new exclusive franchise system. Development of a 
plan that !nduded staffing requii·ements was difficult at that time, due to the many factors thlit 
still had to be decided regarding the overall program. 

LA SAN proceeded with the development of an Implementation Plan, which was adopted by the 
Mayor and City Council in April 2013. In addition, LA SAN completed the preparation, release, 
and certification of a Final Environ.'llenta1 Impact Report, along with the adoption of the 
accompanying or<!inaT1ce) in May; 2014. Fina!ly, en June l l, 2014, LA SAN requested a~id 
received permission from the Board of Public "'..Vorks to release a Request For Proposals (RFP) 
for the new system. Proposa.!s from po~entia! franchisees are due on October 29, 201 4. 

' ,. • • !! 

The development of the staffing requiiements and resources needed to implement a :mew program 
of this magnitude required a sigztificant effort to obtain benchmark information and calculate 
wor.ldot~ds to accomplish the many goa!s of tbe new system. LA SAN hired CH2M Hill to 
pn:pare a StaffRes<mrccs Plan, which was completed in AHgust 2014. 
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Among their findings were that inadequate staffing and training would creare consequences that 
would be lL'laccepl~0lc. These consequences include poor customer service with long wait times 
and inadequate staff coverage for 2417 operation; inadequate oontractor oversight leading to 
excessive c.oiJecthm issues and unsafe working conditiom at facilities; under reporting of fe.es 
due to the City and the failure of contractors to meet waste diversion requirements. 

Staffing resources in the new Zero Waste LA system will be deployed regionally as well as 
centrally. It is more cost effective to have field resources, such as inspectors, deployed in thr~e 
'regions'. Mm1agcmem of1h~ contracts will also oo rt~gionaL This allows the Regional Manage.r 
tu lel!ffi each contract they wi.ll manage. as well as b\100n:c faniliar with cwtomer sites and 
m~ior t:mployers in et!ch region. The Iand area and size of the City of Los Angeles creates the 
n~ed to subdivide areas ~o make sure that cx~Uent se..."·vice 1s prov:deci. 

h1 prepa."'2.tion for the notification of customers, the interac:ion ·w:ifu t.~e franchise holders upon 
the execution of the contracts, and the transition of the custcm~rs intc the new Zero Waste LA 
system, it is critical to achieve staffing levels and prepare program elements es soon as possible. 
In the Plan, timing js shov.n through the foHoV~<ing chart, illustrating that while th.e staffing needs 
are phased, the need for the first phase is immediate: 
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LA SAN carefully considered the :findings of the attached report, balancing the needs of the 
customers and our imperative to provide a well-functioning, extensive new system. Our 
conclusions are that we can, and have, made that balance between public and private functions. 
between budget considerations and resource needs, to provide the City \vith the most unique and 
comprehensive Zero Waste system in the naticn. 

Customer Service 

Customer Service is a keystone of the Zero Waste LA system. This aspect varies widely in the 
current open market system. Customers described poor interactions, problems being ignored, 
v.-:i.th the only recomse be.ing to go through a new procurement process to acquire service, 
m1.1l~i.p.k time.; if ne<~ssary. Tbe intent of the .Zero Waste LA system tor th~ commercial ~d 
nnlhil~n11y s~!ci•>!' is to hnve a simple,. comprdl:!:ns!ve system. At its co.re is LA SAN. We wilt 
answer b.> ~;ostomers, tnut:k ~~m.np!ianr.e by -t:o:rirt'tct.or:::, ;md levy .Hqlt!uatcd di:ml!!g~s .If stti~~t 
•' ll5tntuer servk.-:: metrks ~~ nor J eliv{:red. Ccntr~cton• 'Nlll iut"-:tlict with cm;to.m~r:io {or service 
h.wcl c-hanges ~nd hi1liug, but the LA SAN customt-r service smff ""m b~ the ;fi:~'lnt .l.ine' when 
tlu:-n: 1s m~ issue. The CU2M HiH :ep('lrt estimates that, dnr.ing thi." transition p~rit1'-i. uvcr VWO 
calls per day wi!! be gcm:rated, wit.it 760 calls per day during ·steady state' . l'hese c~Jculation..'l 
result iu a need for 17 mhJ..itivn.al Customer Service staff on an ongoing basis. with an addition<:i.\ 
41 temporary staff for tflansjtjon. 

Contract Management/Finance 

The staffing plan assumes that eighi contracts will be awarded under the system, irrcluding two 
·bundl.es'. LA SAN's ability to manage the contractors is directly related to staffing of this 
function. The Z.ero Wustt' LA system is unique in many aspects, primarily in the oversight of 
contractor performance m1d monitoring of the :many metrics of the new system, for example 
reporting on Vehicles Miles Traveled (VMT). This category in the CH2M Hill repott also 
includes staff to collect fees, assess liquidated damages, and audit contractors for both 
performance and financial reporting. A total of 12 staff arc recommended for these functions. 

Zero Waste/Communications 

These ftmctions require the monitoring of contractor e<)mpii<~uc~: with diversion objcctiv~s, the 
d~we!epme.!lt ;,)( ongoing unifonn outreach and education matt~ials, waste assessment minimum 
SUi!tdard~. and c~')Y'iiracior ddivery cmd 'ntplementafl'l"lU of blue bin and orgsnks recycling _per 
each uniqHc coutnu.\t, which will iavolvc som~ field duties and direct ~ustom~r interacti(1n for 
surveys or diversion compliance. The CH2M Hill report recommends the addition of 6 .full time 
staff to proYide :mp_port for this 1\mction. 

Facility Certifi\:ation and Inspection 

1bis uew function would include the development of a Certification program, approved by the 
Board of Public Works, and implementation of a program to provide inspection and annual 
certification of the estimated 50-70 facilities in the Zero Waste system. This process is required 
under the City's code before material can be delivered to facilities under the new system. The 
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requirements will include mmmmm standards for operation, compliance with all current 
regulations, as well as nuisance abatement measures. Staff wi!l prov3de scheduled and 
uns~heduled inspections. &nd facilities will have quarterly. and annual reporting requirements to 
maintain certifi-t:ation. A total of 8 full time staff are recommeuded for this function on an 
ongoing basis. with an additional 5 staff for initial certification during contract award. 

Field lnspedion 

.Related to customer ~.re and the delivel'y of service is the ability to respond quickly to any 
issues in the field. In addition, customer sitt!s must be inspected and compared to contractor 
billing to ensure that the appropriate level of service is provided in contracts. While the contract 
will require thd the franchise hauler have field supervisors in place to respond to customer 
complaints, it is expected that the City, as first point of contact, will have to monitor contract 
terms~ mediete disputes, and respond to incidents and accidents that occur during collection 
activities. The inability for the City to be on hand to provide the customer care needed for 
excellent service, 01 to regularly k.spect customer sites, will lead to more repeat customer 
complaints and billing/service related issues with franchise holders. This can only be done on 
site. With the assumption of inspecting each customer site t<Nice each year, CH2M Hill 
recommends a total of 48 fieJd inspection staft: with an additional 37 to handle the transition 
from multiple haulers to a single hauler in each zone. 

Information Technology 

Intensive~ ongoiug development and support of the staff providing customer services, diversion 
morutoring, field in~•v~~1ion, conttact management, and fhm .. 11c1a1 tracking will require a number 
of staff dedicated to the information techuotogy (lT) processes. La11nch of the Zero Was+.e LA 
sy~tcm cannot he jeopardized hy inach~quaic systems to manage and monitor tlle signi!icant level 
of data generated by both in:ernal aud contractor processes. Contractors must be able to 
intcriitcc wit{). the Ci!y•s systems, and extcnsjve reporting and analysis tools which do not 
cur,'!'eotly exist must be developed for the success of the transition phase. In addition. routing for 
inspections and VMT monitoring require the assistance of GIS specialists. The addition of this 
staff to develop and manage innovative technologies will more than offset the staff that would be 
needed if a more manual approach were to be taken. CH2M Hill assumes a total of 8 full time 
staff for these functions. 
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FinaJ recommendations from the CH2M Hill report are as follows: 
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I _,Stoll w .ui 

• A tottll of 112 full time staffwould be iK·edcd for ·steady stat.e'; m·ongoing support: 
• Au ndditiooal 85 staff would be needed for the 18 month Transitit)tl period. when 

(:Hstomer inteu~:.tj(>ll with tlw .nt~w sy:\!·em is f;st.H~'!ishcd; 

• The scope of rcspnn~;~hility would require the development of :1 new Division in 
Sanitation. 

St<1ff are nee.de ... i for tb,· following maj<u· functions: customer service (Call C~m~.r), contract 
management, wasre diversion mo!litoring :tnd ac..a!ysis, field operations (inspection), finance. and 
in1btmation technology. 

LA SAN's Analysis ofCH2M Hill Staff Resources Plan 

The analysis of current staffing and additional staff needs was conducted over the last year to 
prepare ior the needs of the new Zero Waste LA system. LA SAN agrees with both the scope 
<}t:d iutt:J,_sity of the tasks outlined in the CH2M Hill report, but has made the following 
m.odifications, which reduce the number of new City staff required for the system. 

First, SRCRD performed a staff workload analysis that included examination of each staff 
member and their daily tasks. In addition, there was a realistic assessment of what programs 
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could be assllllled under the new Zero Wru;te LA system, and what staff could be moved to the 
new system. The findings are that SRCRD will reallocate or combine tasks and functions for our 
existing pmgrarns with tht• tasks cmd functions tor the :new system using the synergies and 
creating efficiencies where possibl~~. In all, a reduction of .ll positiollS was calcuiatcd by 
·utilizing existing resonn-:cs in new ways to implt!ment the Zero Waste LA r:ranchise system. 

In addition, due to the uncertainty of ongoing staffing needs for these flmctions. LA SAN intends 
to culsMrce for the Call Center customer services operators needed tl)r the system, in addition to 
hiring part time exempt employees for the 2417 needs during the transition of the customers to 
the new sy!-ltem. For the first two years of the system, LA SAN will have the flexibility to add 
operators quickly> and will be able to assess the 'steady state' needs after the transition of sen-ice 
is completed, while recognizing that new programs such as organics recycling will conti.nue tc 
generate service requests and issues. LA SAN will also only request the addition {)f 24 
inspectors for field operations of the systerr., and outsource an additional 15 to 30 or more 
inspection staff during the transition period, until 'stea.dy state' is acrieved, and a final work!oad 
analysis can be perfonned to determine optimal ongoing staffing needs. 

During the development of the Infonnation Technology (IT) processes for the Zero Waste LA 
Franchise system, CH2M Hill has sought streamlined technology products to manage the data 
needs for the new system. These changes have resulted in a total request of 5 staff dedicated to 
IT management and maintenance, a :eduction from the 8 staff identified in the CH2M Hill 
Resource plan. 

In conclusion, LA SAN, ove.t the course of a 3~Phasc process, is requesting to add a to1aJ of 70 
staff for the operation of the i~crc W·~~e 1 .A Frart~hisc system, and to add a Solid Res~.mn.~cs 
Conunl;!n:ial Franchise Division to implement this complex, new system. Restricting resources 
during the development and implementation of the new system come with tim~line risks, short 
and kmg term cu~tom":o:r dis~atis!ac;:m:, and ongoing contract monitoring Md fee collect-ten 
issues. Providing the necessary resources will ensure a smooth transition during a system change 
ofthis magnitude. 

The following section outlines LA SAN's plan to deliver the Zero Waste system for the City of 
Los Angeles. 
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LA SAN's 3-Pbase Plan 

The resources :f{)r this :program must be in place to develop aud launch the system by early 2017. 
LA S.A.N has d$vcioped a 3~Phase ?ian t~)r a~quiring ihe critical staffing iG:frastructt;re. Each 
phase is dependent upon previous actions; if Phase I is delayed, for example, the project schedule 
must be modified to acconunodate those changes. The following timeline shows t.'le three 
phases. 

··- ·-·- ---- ........ .. - ... .. ----- --- --·-·-·----· · · - - - -·-·· ·-·" -·----·-·-·· . __ _ .. ______ ----·--- .. _ 

I ' .. "J>••I\. · 
. ~.~~. :'>-ru,.. ~, 

..... 
. · ~· ·~I...J..,..,.._alGCIKMflmo 
~! IIOI.YI.lQIIM(._I .. 
~ ~~'At' , ... two.,..>~'l 

• ~OWAl.•:vl!IOfJt<t~ 

·-•)J IIf'P(·"~ 

• ~411)~ .... ,.~ ...... ! 
I ....,...c:.~...._._ ~~~ , _..:u.Nt..,.• .,. , 
, , ~'ill· tt.-

"~··•c_..... 
~-~·'~~.. .... 
-~~~~.,.,....~~ 

O.C f-----
i.<; ~~f'l~ 

~~. ............. . ......,......,~, 

:.-........ ~~,llllt.-~~~·S# 

(4lfoH' .... f <-t' .• -.. 
ut ,.,..,~.,cM:t~b.c ·-... :­,., ~~•_,m ..,..~ 

·•l ~~;1--(t:r"<'~ 

.... ··~~dot.~ 

• (,."t'' ..... l"': •.I~ .. '-O.c.,~ · 

M ,.... .. ....._...., 

u " .. ~.,.. 
""' ... ~(lr#WNf', 

- - J 
J'IU 
h•1 -me~ ... .., 

Phase 1 Phase H 
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Phase Ill 
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P'L~~.;;~ J (October 2014) 

Phase I continues the development of the program. While current staffing has been adequate in 
developing the policy documents and LA SAN has shifted resources temporarily to evaluation 
and negotiati on of proposals, the ongoing needs and demanding timeframe for the 
implementation program do not allow LA SAN to hire all staff at one time, or after assessment of 
actua~ workload 1ndicators. Initially, LA SAN is requesting the immediate creation of 16 
res(>lution aut1mdties to fruthe.r the development oftJ1e Zeto Waste LA system. This is also when 
t11e Solid Resources Commercial Franchise Division will be established in LA SAN. The 11nct 
phase consists of the following uew staff, including classifications and their duties: 
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. ----·----··----------------- ------ -- --------, 
1. Solid Resources Manager 11 - Division Manager fur the new Solid Resources 

Commercial Franchise Division. Will hire Assistant Division Managers. assist in all 
phases of program development, and act a:, Hearing Officer for Facility Certification 
revocations or liquidated damages appeals. 

·---r-soHCi ':Resouroes.Manager r~· A~~istant Division Mwger,~ill developprocedures and IT 
r~}&tircm~u1..: 1(~r Vl\fr tcacl .. i:i:; ;;..'Ui Ait Qu.ilHty cmnplian~~ iti~·e f:1dlity ~rlitk~t:ion . 
lead a1~d st.tff. move t'1 Valley R..,"f,iou!it Maungcr during transition. mMm!~in~ three l.tliu~s · 
with 22;700 oocmHel''-lial ac~uutru:. 

J. E1lVll'Otllnt~n~1 ·Speciaiist Iif:-wii1'"ic2~fSie-~v;IQP.me~-an~: ci"istrlbUtton. of-Cit).\:id~ · 
mm~ach rotd ~ucatit)ll).al mater~als, whiclt. will be d1Sh·ibut~d during ·notification period 

1 
beginning Janual)' 2016. With assistance from existing Zero Waste staff, will conduct 

orkshop nnd meetings witb Neighborhood Councils, Community Groups, and Business 
Groups to educate about the upcoming Zero Waste LA system. 

- · - ·- -- ' --------~ 
enior Management Analyst I - is required for the Custom~· Care Center WJit to oversee 

I 
and supe.rvise staff handling increase in call volume. 

5. Senior Management Analyst I - wiU lead the Administrative and Financial unit in the 
new Division. Lead on division budget, personnel, training, liquidated dan:w.ges and 
other process payments in coordination with SRCRD. 

!,...----.. --- - ~· ··- ·----·-------
6. Management Analyst II- will assist Facility Certification lead in development ofmetrics 

and provide administrative support when certification of facilities begins in 2015. 

--- ··-- -·-·-·---··-·-·--·--.... -.- --··- - .. ·--.. ---.. -----------
7. Mam~gemcnt k!:!.iy~ot ti · win pmvid~ addi:~i~:m1tl su~..-t t\> Frmtchise T.:a.m in pret-.aring 

Hild execution oi>f muffl~k Fmnuhlse C<h1tracts. wm tlT.nsitiou r.n new Diviskm in Phase u l' 
o1 pt·(wirl~C SUP!IL'lrt for budg~r. ~u~~a.~irtg.. timekeeping, contract management. and 
liquidated damages. 

---------·----- -----~- .. ------ ..... 
8. l\llauat;em~~lf Analyst 1{ ·- vvm PI'O\'idc additimxal :ouppui"t to rml\dtis'-'l T~lll in 

preparation of contract management tools. Wm transition to new Divl!don in Phase II to 
Jlmvid~ SU)lport for hudgei, purchasing, timekClcping, contract management,. and 
liquidated damages. 

9. Management Analyst U- will provide support to the Franchise team in managing the 
project ~imeline, creating tools and assisting in development of outreach materials. 
During Phase II, this Riaffpm·son will provide support to the Chieflnsp~tor. 

10. Senior Clerk t;P'i~t ---This ~sidon will provide ongoing "'~rical supPort to the Fr8."ilcbi.se. 
team, including phones, scheduling including training and interviews, and preparation of 
packages for evaluation and negotiation. 

t
- ·- ---·- ---·-· ·------·----·---·-· 

11. Chi\;f Environmental Compliance Inspector - This position will be managing all field 
, inspection staff. lnitially this position will design the protocols for issue respon:!le and 
: regular inspec.:tions, procure necessa.ry equipment, and devclopn1ent a training program. 
I This manager will then hire thu team leads and field inspection staff so that they are in I 
I pia~ by January 2016. 

[-- _1 ~.--<ijf$J:~i.ag~(.-.. Wi'llc'reate~~~!P.S _<?.f..!!!L~o-~~tY~~ .~nda~~~~;:-~!!tc_l•riti~i-i 
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r- ... -·in~e;tion~"outes foi"""Facility Certifi~atilm and Inspection staff, and provide data support 
I to Franchise Team 

f
··-·-(i Industrial Hygieni~t - A member or".the ·Franchise Certificatio; ·· team, thl~ poii.tjoo 

specializes in health and safety aspects of inspection and will review and approve health 
and safety plans submitted by fac ilities as well as partner on routine inspections. 1 

!- - i 4. -Pwgrarnmer :\n;iyst v· - will' -~ct as fea_d .. and supervise pro.fC'c't'i~~-t;"" assist inl' 
J 

Franchise IT development and hnplemcnt.at\orl of systems. This includes internal 

1 
systems, wntractor inkrfact>; and customer sorvt(!C. 

t·--'i'I -~rogram·;~~}:·~~""iial_ystiV :-_-.. i';iii's ~~siii?n· \;ill"'icad' th~ .. devclopn~~~t of in·housc systems' I I tor financtal trackmg, faclht)' certification. und contract Ctlmphancc. I 
r---.. ·- .. -- -·· .. - -·------- --- - - ·-- ·-------- ---.. · - ·-·-·-·----·1 

16. Oat abase Architect - Will lead the deve Jopment and maintenance of in-house systems for : 

L-.- - -~-~~-~~~on trackjng._permit c-ompliance. and other re-late ... i Cit} systems. I 
Phase II (Fiscal Year 2015-16) 

The second phase of the staffing plan provides resources to begin customer service operations 
beginning in January 2016, when outreach and communication with aU commercial and lerg~ 
multifamily complexes begin. It is critical to note that this staffing must be on board and trained 
prior to customer notification, which is the initial phase ofthe transition to the Zero Waste LA 
system. LA SAN will be requesting the addition of 36 staff in fiscal year 15-16, along with the 
continuation of resolution authorities from Phase I. 

Phase III (Fiscal Year 2016-2017) 

Jn this fiscal year, the program will be impJemm'lted. an~i cusrumer tn1.nsiti~m to the new system 
begins. The remainder of the inspection, support staff, as well as financial staff will atl(lw .. upun 
cxt~(~nrion of the fl':mr-hisc <-.on~rat~l~ ior tht~ sy~h~m. t!H~ collection of F1 ~mch.isc Fe(~s m1d olher 
pnh:f::;;s payment:-: from tht~ contractors. LA SAN will request 18 additional staff during this 
ph~.sc -~o t·r;mplete the progrum staffnc::dcd for tb~ implementation of this major system. 

Funding for New LA SAN statl 

To the extent possible, all additional City Staff requested for the administration, outreach and 
education, contract management, administrative and technical support of this system wiH be 
funded through the <:xis'ling and ongoing revenue from the AB939 pennit fees that are currently 
deposited into th~ Citywide Recycling Trust Fund (CRTF). LA SAN's careful and prudent 
management of the CRTF, over the last 12 y~ars has allowed for a sufficient cash flow to fund 
new City staff through the implementation of the Zero Waste Franchise System, &s weB as 
ccHltinuc suppon oF ongoing AB939 compliance, Green Business, and other sustainability 
iuiti~tivcs. The movement of the current Commercial Multifamily Recycling program over to 
the franchise haulers will free up funds which will help pay for additional sta:fl The CRTF is 
weH positioned 1.0 remain fiscally healthy through implementation of the Zero Waste LA 
program. 
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Phase 11 and Phase HI positions will be requested as part of the Mayor's fiscal year U-!6 uud 
l6~17 pr·opos<::d budg~t pr(1ccss. There is sufticient ~xisting space for usc within LA SAN's 
controJ. with minor buiid ou1 required to a~~c.ommodaic the new sta11~ the new Division 
1mmager's o::'fice on the :5th tloor of the Public Works Building, aud for any build outs required 
for Phase ll and IH of the Plan. 

However, Phase I staffing needs for { 16) sixteen positions are immediate and critical to further 
the development of the Zero Waste LA system. Therefore, LA SAN is requesting that the 
Council, subject to the approval of the Mayor, authorize and direct the immediate creation of 
(16) sixteen resolution authority positions depicted in this report to be added to LA SAN. LA 
SAN anticipates that there win be a sufficient salary surplus in the current year's CRTF salary 
appropriation to cover the salary costs associated with these positions. LA SA..l\l's cu..rrent CRTF 
salary budget appropriation is $6,397,208. Based on current employee Jevel salary expenditures, 
it is anticipated that there will be an end of year surplus of nearly $I M. This anticipated s-urplus 
can absorb the salary costs associated with (6) six months funding for the (16) sixteen new 
resolution authority positions totaling $812,979, and as such, LA SAN is not requesting an 
additional CRTF appropriation. LA SAN will monitor the CRTF salary expenditures tb.roughout 
the remainder of this fiscal year, and if salary surplus projections do not materialize as 
anticipated, LA SAN wilJ address the need tor CRJr funded appropriations as part of the Year 
End report. 

Conclusion 

As directed by the Mayor and City Council, LA S.Ai"\1 is developing the largest and most 
ambitious Commercial and Multifamily Franchise system in the cowttry. The Zero Wsste LA 
system wm bring environmental benefits to its customers and businesses, simplify the process of 
recdv!ng waste services, require excel1ent customer service~ and provide for the i."lfrastructure 
development needed to reach Zero Waste. Given sufficient staff resources, LA SAN will strive 
to meet the ambitious goals and timeline of the new system, with implementation by 2017. 

KC/ECZ:kc 

Attachments 

1. Final Staff Resources Plan - August 2014 
2. Project Timeline and phases (llx17) 

c: Greg Good, Mayor's Office 
Board of Public Works 
John Carvalho, City Attorney's Office 
Alex 1 !elou, LA SAN 
Lisa Mowery, LA SAN 
Dan Mey~rs, LA SAN 
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Executive Summary 

ES.1 Background Information 
ES.1.1 History of the Project 
On April 24, 2013, the los Angeles City Council adopted the Bureau of Sanitation's Exclusive Franchise 
System Implementation Plan for Multi-family and Commercial Solid Waste Collection. 

The Council's action brought to conclusion over 10 years of analysis, discussion and debate over alternative 
strategies to increase diversion, increase the efficiency of the collection system, and improve customer 
service. The implementation of the new Franchise System will be the largest and most complex franchise 
implementation in US history. The new Franchise System will significantly improve customer service, 
increase service offerings to customers, improve conditions of workers at facilities, and increase the City's 

ability to achieve its Zero Waste goals. The new Franchise System is expected to start service in early 
January, 2017. 

In approving the Implementation Plan, the City Council recognized that in order for the Franchise System to 
be successful, Sanitation needs to provide a high level of oversight of Franchise Contractor performance, 
take specific steps to ensure a high and consistent level of customer service, and be resourced to do so. 
Specifically, the Implementation Plan states that: 

Q The City will serve as the first point of contact for customer complaints and other customer service 
matters; 

Q The City will establish a uniform set of performance measures that each Franchise Contractor will be 
held accountable to, and be subject to liquidated damages for poor performance; 

Q The City will require each Franchise Contractor to meet specific diversion targets over the life of its 
Franchise Agreement, and be subject to penalties for failing to meet its targets; 

e The City will regularly inspect all routes, and facilities used by the Franchise Contractors, to ensure 
compliance with the terms of Franchise Agreements 

The implementation of the franchise system means many changes that will require staff resources. 
Figure ES-1 below highlights key Council directives regarding the Franchise System and how the Franchise 
System differs from the previous solid resources collection system. 

FIGURE ES-1 - Key Council Directives and Changes to the Commercial Collection System 

. Cou~cil Directive c 'urrent Open Permit System" . . · F~ture_ Franchise System . . . ·1 
Provide responsiVe customer 
serw:e wrttl d1gital communications 

City oversees contracts and 
assures contract compliance 
providing a high level of 
accountability to customers 

Provide certified inspectors that 
support customer seJVice and 
enforce contract conditions 

ESOl03 1 ~13S017SCO 

Call Center serv1ces residential 
customers from 8am-5pm on week 
days 

Annual report with no contract 
compliance 

No Inspection program at customer 
sites 

2417 Call Center that records, d1spatches 
and responds to all customer complaints 
and requests 

Contract management staff to ensure all 
contractors are complying with Franchise 
Agreement 

Inspection staff that responds to on-site 
<:ustomer needs and conducts field audits 

ES-1 



t. EXECVTJVE SUMMARY 

FIGURE IES-1- Key Council Directives and Changes to the Commercial Collection System 

Certification program for all facilities Voluntary certification program only Annual certification process with routine 
for diversion inspections for 50- 70 facilities 

Achieve Zero Waste Goa!s by 2025 No diversion requirements Develop community outreach system to 
increase recycling and staff to monitor 
contractor diversion targets 

Administration of the new Franchise System requires significant staff resources to provide a high level of: 

o Customer Service, including Call Center resources and customer site inspection to respond to 
complaints and conduct audits 

" Inspection and certification of 50- 70 Contractor Facilities to Assure Safe Conditions 

• Compliance with Customer Billing and Payment Terms of Franchise Agreements 

" Management and Compliance with up to 11 Franchise Agreements 

o Community outreach and education to increase recycling and monitor compliance with diversion 
targets 

The Franchise System to be implemented by the City will be largest implementation of such a system in US 
history. Implementation ofthe Franchise System will require the delivery of up to 120,000 bins, the setup of 
new accounts for a significant number of customers, and a vast outreach and education effort. While there 
are many franchise systems in the US, systems that exist in other counties and cities have far fewer 
accounts. In fact, any one of eleven (11) collection zones the City will establish has the same number of 
accounts as most large franchise systems in the US. Figure ES-2 below provides a comparison of the Los 
Angeles Franchise System to benchmark cites. 

FIGURE ES-2- Los Angeles Franchise System is large in Comparison to Other Cities 

LosAngoles 

ES-2 
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1. EXECUTIVE SUMMARY 

ES. 1.2 Resources Plan Purpose 
The purpose of this Resource Plan is to provide estimates of the number and cost of City staff- by function 
and job title -that will be required to effectively implement and manage the Franchise System over a ten 
year period. This Resource Plan also provides an estimate of associated non-labor costs, such as equipment, 
mileage and training program costs. Training of new staff will be a challenging task and will require a well 
thought out strategy and adequate resources to carry out. 

ES. 1.3 Consequences of Inadequate Staffing 
The transition from an open market to the exclusive Franchise System requires proper planning and 
adequate staffing resources. Although staffing requirements will likely change over time, the City must be 
adequately staffed -with well trained staff- to ensure the effective implementation of the Franchise 
System and management of the System long term. 

The consequences of not adequately staffing key Franchise System program management functions will be 
significant, including: 

• Poor customer service during and after transition, including unacceptable call wait times for customer 
service assistance; 

• Inadequate contractor performance oversight, leading to excessive missed collections, unsafe working 
conditions at facilities, and excessive delivery times for containers; 

• Under reporting of fees due to the City; and 

• The failure of franchise haulers to meet their diversion plan commitments. 

ES.2 Staffing Requirements 
Estimates of the City's required staffing for the Franchise System provided in this report are based on 
relevant benchmarks from other jurisdictions, like functions already performed in the City, and informed 
estimates of requirements. 

ES.2.1 Los Angeles' High Standards Require Adequate Staffing Levels 
The City has set an aggressive zero waste goal and provides full public sector collection to single family 
residents, whereas other cities may have set lower diversion goals and/or delegate part or all of collection 
and customer service responsibilities to a contractor. 

ES.2.2 Transition Period Resource Requirements 
It is expected that once the Franchise Agreement are signed, and the public becomes fully aware that 
implementation is about to begin, that there will a period of up to 18 months where call volumes to the 
City's call center will be much greater than normal, and the demand for on-site customer service will be high 
as well. This 18-month "peak" period will require additional, though temporary, resources to effectively 

serve customers. 

It is increased call volumes during the transition period, and an increase in the volume of email and other 
customer contacts, that will drive the need for more CRSs and Inspectors in the short term. There are no 
readily available records to use as benchmarks to determine how much greater the demand for short term 
staffing will be, but jurisdictions that have implemented major changes to their collection systems (for 
example, Seattle in the early 1990s) experienced customer call volumes several times greater than normal, 
for extended periods of time. It is prudent to assume this will happen when the implementation of the 
Franchise System begins, and staff up using temporary staff and/or contractors to address peak needs. 

ES.2.3 Benchmarks 
In order to provide benchmarking of City staff requirements, we surveyed 12 jurisdictions that are known to 
have staff who perform some of the functions that Sanitation will need to implement and manage the City's 

ES0303141J5017SCO 



1. EXECUTIVE SUMMARY 

franchise agreements. Complete survey results are provided in Appendix B. All but one (City of New York) of 
the jurisdictions surveyed are much smaller that LA, and have far fewer collection zones, so extrapolating 
the findings to LA's situation requires some care. The cities surveyed provided some valuable information 
for selected functions, but for not all of the functions that the City plans to accomplish for the Franchise 
system. Figure ES-3 below shows some helpful information from benchmark cities, when used in context. 

FIGURE ES-3 - Benchmarking provides some useful data, but Is limited 

· Service Category 

Customer Service 
Reps 

Customer Field Inspections 

Diversion & Facilities Inspection 

Contract Mgmt & Financial 

;:.o;· ·~~~ ~epresentatlve'Benchrnark · .. ·- : ' . ~ -. . " ~ .. rc··· .. - • • L:..:..• ... ~. ·~- , ... ;.:: • 11es , .,... . - . . ••.~11;----~··'""""·~·~ . .:.., ~....._ ... ·- .. . • 
Vancouver 

41,000 res plus 4,000 
comm. accounts 

Seattle 
5,300 comm. accts 

New York 
54 facilities 

San Jose 
1 hauler 

12 FTEs 

3FTEs 

22 FTEs 

1 FfE 

ES.2.4 Customer Service 

Proposed for 
Zero Waste LA 

63,000 18 FTEs 
commercial 
accounts 

63,000 48 FTEs 
commercial 
accounts 

50-70 8 FTEs 
FaCilities 

8 - 11 haulers 12 FTEs 

Commercial customer service requirements are much more complex than residential requirements because 
commercial rates structures will be more complex than the City's residential rate structures. For example, 
the City of Los Angeles charges one flat rate to all single-family residents and the new commercial franchise 
will have rates based on one to six days of collection for 3 sizes of charts, at least 4 sizes of bins, several sizes 
of rofloff and compactors. In addition, there will be Sunday rates and fixed rates for extra services such as 
locking bins. 

Commercial businesses receive up to six pickups a week, and a few will require collection on Sundays. The 
City must be ready to receive calls seven days a week and respond to customers that expect collection 
multiple days per week. 

A high level of reliability is required for commercial collection, (for example, restaurants and hospitals need 
frequent and reliable collection to demonstrate cleanliness to their customers and comply with health 
codes) and commercial customers are highly conscious of cost. Resolving a missed pick up the next day may 
be far too late. Thus, it would be expected that the City's Franchise System would require at least as many 
CSRs as any of the bench marked jurisdictions. 

ES-4 ES030J14135017SCO 
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Figure ES-4-Customer Service Representative (CSR) Staffing Summary 
· ~':' ..... -·~'XIf'J·-- . j,-'"""'~;,.-.te~ . ·~H;lll~# - ... -:~-. .... . _,..., .. ·~ · : • ...., " ' .... ~.c.;.;::: ··~· 'i lh .. .~ ...... -t ....... ~..-J 
Key Assumptions 760.8 calls per day in steady state, 1,902 calls per day during transition 

Benchmarks 

Risks of Inadequate 
Staffing 

------
ES.2.5 inspections 

6.5 minutes per call in steady state, 8 minutes during transition 

6.5 hours seat time per CSR in both steady state and transition, accounting for 
all types of leave (sick, vacation, holiday, City meetings and break policy) 

Assumes 6% of customers call per week in steady state based on Bellevue WA 
experience 

Assumes 15% during transition (no reliable benchmarks available for the 
transition period, though Seattle was receiving 1,000-2,000 calls a day for 
months during the implementation of its new system in 1990-1991) 

Call duration in steady state based on benchmark survey 

long customer wait times resulting in poor customer service and negative 
public perceptions of the Franchise System (DWP currently at 18 minutes+) 

Delayed response to email, web and letter customer requests (DWP currently 
11 days behind) 

High call abandonment rates mean service requests/issues not addressed 
(DWP has 40% call abandonment rate currently) 

Customer Response and Diversion 
In order to benchmark the inspections envisioned in LA's Franchise System, we surveyed eight jurisdictions 
that utilize inspectors for various tasks, in some cases for recycling code compliance, customer response, 
and/or other code compliance requirements. Only Seattle utilizes inspectors for a similar mix of tasks as the 
City is planning to perform. 

Customer response inspectors will conduct on-site inspections related to customer service complaints and 
service issues that require a meeting with the customer and/or Franchise Hauler. Benchmark information 
does not exist for how many of these inspections the City can anticipate, so it has been assumed that 10% of 
customer calls to the 311 center will require an on-site visit (or more than 70 per day). 

Diversion inspectors will monitor Franchise Hauler compliance with the diversion related terms of Franchise 
agreements, such as bin distribution, tagging of contaminated bins, etc. Diversion inspectors will also 
distribute recycling information in the field, meet with customers to provide information on opportunities to 
recycle and reduce cost. They will also tag recycling containers that have been contaminated, and monitor 
locations with repeat contamination issues. 

E5030314135017SCO 



I . EXECliTIVE SUMMARY 

Figure ES-S- Regional Field Inspections Staffing Summary 
' ... + -

Key Assumptions 

Benchmarks 

,, 
Risks of Inadequate 
Staffing 

- . 10% of calls require on-site inspection (760.8 calls per day in steady state, 
1,902 calls per day during transition) 

Field inspectors responsible for 200 graffiti complaints per week 

Routine inspection of diversion program implementation at 5% of routes per 
week 

6.5 hours seat time per inspector in both steady state and transition, 
accounting for all types of leave (sick, vacation, holiday, City meetings and 
break policy} 

. ..... . . . ... 
Seattle has 3 multifamily inspectors for on-site customer service (for 5,300 
accounts); this implies that LA needs 37 inspectors for its 63,000 accounts 

San Jose has 2 diversion program inspectors for 9,600 accounts 

Benchmarking limited due to uniqueness of each City's program 

Delayed on-site response resulting in poor customer service and negative 
public perceptions of the Franchise System 

Infrequent enforcement of franchise requirements for diversion program 
implementation resulting in poor customer service, negative public 
perceptions of the Franchise System, or lack of zero waste goal attainment 

Inconsistent enforcement of graffiti removal franchise requirements resulting 
in negative public perceptions ofthe Franchise System 

ES.2.6 Inspections - Facilities 
As noted in section 2.2, Facilities Inspection staffing requirements are primarily driven by the number of 
inspections (per year) the City determines are necessary and the time required for each inspection. · 

The City plans to inspect each facility in the Franchise System on a quarterly basis and the inspections 
process will be modeled after the City's existing facilities inspection program. 
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I. EXECUTIVE SUMMARY 

figure ES-6 - Facilities Inspections Staffing Summary 

Key Assumptions 

Benchmarks 

Risks of Inadequate 
Staffing 

ES.2. 7 Finance 

. ':.', '. . ... .. . .... . 
4.5 inspections per week in steady state (1 per day); there are 58 facilities that 
will require periodic inspections 

1,980 minutes per inspection (33 hours) including travel, on-site inspection and 
report preparation 

6.5 hours seat time per Inspector in both steady state and transition, 
accounting for all types of leave (sick, vacation, holiday, City meetings and 
break policy) 

' 

Assumes 8 hour inspections based on New York's transfer station inspections 
(approximately 8 hour/month). 

LA City AB939 Processor Certification program provided quarterly frequency 
with 3:1 ratio of office:field time 

- . 
Facilities may not process or deliver materials as intended (i.e. overwhelmed 
MRFs fail to process all materials and dispose more materials than proposed), 
with potential media implications 

Facilities operate in an unsafe manner and City is unaware and unable to 
prevent/mitigate potential danger to labor 

City is unable to investigate and enforce Franchise System facility requirements 

Finance staff is critical in helping the City monitor Franchise Hauler performance, track and recover 
payments owed to the City by Franchise Contractors, and monitor, analyze and prepared reports regarding 
trends in service levels, revenue and fees due to the City. Each of the City's 11 zones contains 1,000 to 5,000 
accounts, which will be billed by the Franchise Contractors. If the City does not monitor Contractor billings, 
service level and revenue data on a regular basis, errors or under-reporting of revenues, could result in 
significant financial impacts to the City and its commercial customers. The City will also be receiving a large 
amount of Franchise Contractor performance data on a frequent basis and analysis of these data require 
capable staff, in particular to ensure that Franchise Haulers are held accountable for poor performance. 

ESOJ031413SOI7SCO 



1. EXECUTIVE SVMMARY 

Figure ES-7- Finance Staffing Summary 

Key Assumptions 

Benchmarks 

Risks of Inadequate 
Staffing 

. . .... . . : .• . . 
At least 6 Franchise Agreements (it is assumed there is at least one bundle) 

36 reports to prepare per month (6 weekly performance data reviews; 6 
monthly service level data reviews; and 6 monthly financial performance 
reviews) 

6 hours per report provided/ plus 12 hours per week in meetings, 6.5 hours 
seat time per staff member, accounting for all types of leave 

Assumes no additional financial staff needed during transition 

Benchmarking limited due to uniqueness of each City's program 
7 .' ' . . • . -. 

Inability to sort and analyze contractor and program data will compromise 
City's ability to monitor and enforce Franchise System requirements 

Program reporting expected by City Council and DWP Board may not be 
possible without skilled staff dedicated to this analysis, or would require on­
going significant consultant assistance 

City requires data in Franchise RFP, if data is held by the City, but not acted 
upon, it could create a liability for the City 

ES.2.8 Contract Management 
The Franchise System will result in no less than six and up to 11 franchise agreements potentially with a 
different contractor for each agreement. Contract management staff is needed for all franchise agreements. 
It is typical for questions regarding contract interpretation to arise throughout a franchise term, especially 
with a new franchise system. Contract management staff allows the City to work with its contractors and 
enforce the terms of their contracts when needed. The City's ability to manage its contractors is directly 
related to the resources in this functional area. Cities that work in partnership with their haulers tend to 
have a larger number of contract management staff, while cities that delegate more responsibilities to their 
contractors tend to have smaller numbers of contract management staff relative to their customer base. 

New tasks and staff are required for the Franchise System. Figure ES-8 shows the proposed staff overlaid on 
the Franchise System zone map. This shows how the staff would provide service throughout the City. 
Figure ES-9 shows the organizational chart of the staff recommended for the new Franchise System division. 

Figure ES-8- Contract Management Staffing Summary 

Key Assumptions 

F.S-8 

11 zones and at least 6 Franchise Agreements 

Extensive service, reporting and diversion requirements to be Included in 
Franchise contracts 

6 hours per report provided, plus 12 hours per week in meetings, 6.5 hours 
seat time per staff member, accounting for all types of leave 

Assumes no additional contract management staff needed during transition 
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Benchmarks 

Risks of Inadequate 
Staffing 

1. EXECUTIVE SUII..IMRY 

.. . . - · .. 
Benchmarking limited due to uniqueness of each City's program 

Contract management estimate may be low based on Seattle, San Jose and 
Sacramento County benchmarking 

Inability to monitor, enforce, and clarify Franchise System contract provisions 
that were created to protect the City, customers, labor and the environment 

Lack of contract oversight and enforcement may lead to precedent setting 
which could in turn make it difficult for the City to enforce contract provisions 
and collect liquidated damages later 

Negative public perceptions may result, if contractors do not perform to the 
standards set in the Franchise System implementation plan, RFP and contracts, 
and the City lacks contract management resources to correct problems 

ES.3 Staff Resource Cost Estimates 
The total annualized cost of steady-state staffing is estimated to be dose to $15.7 M. Up front equipment 
costs are estimated to be approximately $1.3 M. The cost of transition staffing is estimated to be $5.0 M 
annualized, or $7.5 Mover an 18-month transition period. Up front equipment costs are estimated to be 
approximately $900,000 for transition staff. 

ES.4 Schedule 
Initial training sessions for the first hires are required to begin in 2014 and resume again In 2016. 
Figure ES-10 illustrates the level of effort moving forward. 
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FIGURE E5-8- Franchise system Staff and Region Map 
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FIGURE E5-10- Estimated Level of Effort for Franchise System 
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1. Background Information 

1.1 History of the Project 
On April24, 2013, the los Angeles City Council adopted the Bureau of Sanitation's Exclusive Franchise 
System Implementation Plan for Multi-family and Commercial Solid Waste Collection. In so doing, the 
Council directed Sanitation to begin the implementation of the Franchise System, including the development 
of an RFP for solicitation of proposals to serve each of the Franchise System's eleven (11) collection zones. 
Implementation of the Franchise System will support the achievement of the following goals: 

• Meet the City's zero waste goals; 

• Meet and exceed State requirements for waste diversion and mandatory recycling; 

• Improve health and safety for solid waste workers; 

• Improve efficiency of the City's solid waste system; 

• Improve the City's air quality; 

• Provide the highest level of customer service; 

• Create a consistent, clearly defined system, fair and equitable rates, and contingency plans to ensure 
reliable service; 

• Create a system that ensures long term competition; and 

• Ensure reliable system infrastructure to provide uninterrupted service to Customers. 

The Council's action brought to conclusion over 10 years of analysis, discussion and debate over alternative 
strategies to increase diversion, increase the efficiency of the collection system, and improve customer 
service. The new Franchise System is expected to "go live" in early January, 2017. 

The Franchise System to be implemented by the City will be largest implementation of such a system in US 
history. Implementation of the Franchise System will require the delivery of up to 120,000 bins, the setup of 
new accounts for a significant number of customers, and a vast outreach and education effort. While there 
are many franchise systems in the US, systems that exist in other counties and cities have far fewer 
accounts. In fact, any one of eleven (11) collection zones the City will establish has the same number of 
accounts as most large franchise systems in the US (Figure 1-1). The City is particularly unique in that it is 
moving from an open market system with over 500 to 750 haulers and 63,000 commercial accounts {most 
franchise systems have less than 5,000), where rates differ- sometimes substantially - by hauler, where 
customer service quality varies from one company to the next, and recycling options are limited, to a system 
where efficiencies will be achieved by granting exclusive collection zones, where customer service quality 
wi II be high and consistent throughout the City, and customers will have the sa me service options regardless 
of where in the City they are located. 

In approving the Implementation Plan, the City Council recognized that in order for the Franchise System to 
be successful, Sanitation needs to provide a high level of oversight of the Franchise Contractor performance, 
take specific steps to ensure a high and consistent level customer service, and be resourced to do so. 
Specifically, the Implementation Plan states that: 

• The City wiU serve as the first point of contact for customer complaints and other customer service 
matters; 

• The City will establish a uniform set of performance measures that each Franchise Contractor will be 
held accountable to, and be subject to penalties for poor performance; 
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I. BACKGROUND INFORMATION 

• The City will require each Franchise Contractor to meet specific diversion targets over the life of its 
Franchise Agreement, and be subject to penalties for failing to meet its targets; 

• The City will regularly inspect all routes, and facilities used by the Franchise Contractors, to ensure 
compliance with the terms of Franchise Agreements 

1.2 Overview of the Existing and New Franchise System 
The City's existing multi-family and commercial solid waste collection is an open market system, where any 
hauler with a permit from the City can provide collection services in the City. There are currently 500 to 750 
active collection companies in the City, most of which only collect construction and land clearing debris. 
Five {5} firms provide solid waste (refuse) collection service to 89% of all known accounts, and 94% of all 
accounts are served by the ten (10) largest collection companies as measured by gross receipts. 

The new Franchise System will be comprised of eleven (11) collection zones, and each will be served by one 
hauler, who will have the exclusive right to provide solid waste, commingled recycling, and organics 
collection services in that zone. The Implementation Plan states that the City will provide thorough 
oversight of the activities and performance of Franchise Contractors, including but not limited to monitoring 
of critical performance metrics (e.g. missed collections), levying of liquidated damages for poor 
performance, inspection of routes to ensure that each Contractor is following the terms of its franchise 
agreement, inspection of commingled recycling bins to identify and correct contamination issues, and 
inspection of each Contractor's facilities ensure each complies with permits, safety requirements, etc. The 
City will also serve as the first point of contact, via its Bureau of Sanitation Call Center, for customer 
complaints calls, requests for service, and other customer service related issues. 

To effectively perform its oversight and customer service related roles, the City will require additional staff. 
These staff will need to be on board and trained by the middle of 2016, since customers will likely begin 
calling the City with many i.ssues, prior to "go live" in January, 2017. The Bureau of Sanitation plans to fund 
these additiona I staff with AB 939 fees, which along with a Franchise Fee, will be included in c'ommercia I and 
multifamily rates. 

1.3 Resources Plan Purpose 
Following the adoption of the policy by City Council of the Exclusive Franchise Model, the proposed goals of 
the City's Exclusive Franchise system include ensuring sufficient staffing to meet Program Goals. The 
development of an Exclusive Franchise system will require sufficient staff for contract development and 
management, customer service and enforcement of all franchise ~equirements. 

The purpose of this Resource Plan is to provide estimates of the number and cost of City staff- by function 
and job title- that will be required to effectively implement and manage the Franchise System over a ten 
year period. This Resource Plan also provides an estimate of associated non-labor costs, such as equipment, 
mileage and training program costs. Training of new staff will be a challenging task and will require a well 
thought out strategy and adequate resources to carry out. 

CH2M HILL and Shafer Consulting surveyed other jurisdictions and los Angeles city departments to identify 
benchmarks that would provide assistance in developing estimates of the number of staff- by function- that 
the City will require to implement and operate the Franchise System. All the counties and cities surveyed 
have far fewer commercia I and multi-family accounts than the City of los Angeles - typically 2,000-7,000 
compared to the City's 63,000. Therefore, staffing levels in other jurisdictions were examined and 
extrapolated to be used as benchmarks. Further discussion of benchmarks is presented in Section 3, and 
Appendix B provides completed detail regarding the results of the surveys. 
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1.4 Consequences of Inadequate Staffing 
The transition from an open market to the exclusive Franchise System requires proper planning and 
adequate staffing resources. Although staffing requirements will likely change overtime, the City must be 
adequately staffed- with well trained staff- to ensure the effective implementation of the Franchise 
System and management ofthe System long term. 

The consequences of not adequately staffing key Franchise System program management functions will be 
significant, Including: 

• Poor customer service during and after transition, including unacceptable call wait times for customer 
service assistance; 

o Inadequate contractor performance oversight, leading to excessive missed collections, unsafe working 
conditions at facilities, and excessive delivery times for containers; 

• Under reporting offees due to the City; and 

• The failure of franchise haulers to meet their diversion plan commitments. 

To effectively accomplish these tasks, the City must be adequately staffed and trained. Table 1-1 provides a 
list of the possible adverse consequence for inadequate staffing of the Franchise System. 

TABlE 1-1 
Possible Adverse Consequences for Inadequate Franchise System Program Management Staff 

Staff Category 

Program Manager 

Customer Service Representatives 

Contract Management 

Diversion 

Adverse Consequences 

Inadequate programmatic oversight and coordination 

Unclear and inconsistent messaging 

Confused customers 

Frustrated service providers 

Inadequate responsiveness 
·----------------·--------
Non-compliance with contractual requirements and Oty/State le.gislation 

Inadequate dispute resolution 

loss of revenue 

Inability to negotiate new services/pilot programs 

limited resources to measure performance and develop new 
services/programs 

----------~------

Field Inspection 

Finance 

Information Technology 

Training 
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Inadequate monitoring, compliance and enforcement 

Disconnect between contract requirements and field conditions 

Inadequate financial oversight 

Inability to verify over/under payments 

Inadequate technology platform development/operation 

limited reporting options 

Inability to support program administration 

Staff unprepared for new functions 
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2. Staffing Requirements by Function 

Figure 2-1 pr:-ovides a high level organizational chart for how Sanitation proposes to organize the functions 
and activities it will need to perform to implement and manage the Franchise System. 

Figure 2-1 Functlonal Organizational Chait 

r -------------~ 
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Manager i 
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~--~~=~-~.~--..~ .... ~~;;.."'T'"""...:::.~~ 

··~--· - ~.--" --· - 1 r--~----·--- ,. -· ··---.ll.-- -- - ~ - -- -· r.. Contract ·.: Diversion l Field Operations II Finance l Information j Management . Technology 
'--------' 

Table 2-1 provides a brief overview of the activities and tasks each section will perform and a summary of 
City Council directives associated with each of these functional areas under the Implementation Plan. 

2.1 Roles and Responsibilities of Proposed Staff 
The six functional work groups shown in Figure 2-1 must work together to ensure the City's customer service 
and zero waste goals are met. The first staff to be hired will be the franchise manager, lead staff and trainer. 
During the process of hiring additional staff, contract resources will be required. The contract staff will not 
be needed once the Franchise System reaches its steady state. The following summarizes the duties of each 
permanent position in the Franchise Program Office: 

2.1.1 Franchise Program Manager 
A highly competent Program Manager will be required to oversee the Program Office. As noted before, the 
City's new Franchise System will be the largest hauler franchise system of its kind ever implemented in the 
US. Without a highly skilled Franchise Program Manager, the program will likely fail. The Franchise Program 
Manager will: 

., Oversee the implementation of the Franchise System 

., Provide policy and program implementation analysis and recommendations to the Board, the Mayor 
and the City Council 

., lead the efforts to expand future Franchise System services, including leading the negotiation of 
Franchise Agreement amendments 

c. Serve as the primary City spokesperson for the Franchise System 

., Oversee the lead staff for: 

Diversion 
Field inspection 
Finance 

o Work closely with the lead for franchise customer service (located in DWP's customer service division) 

e Work closely with the lead for franchise IT (located in the ICSD division) 
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2.1.2 Customer Service Representatives (CSRs) 
Sanitation has chosen to be the first point of customer contact. Sanitation will need to maintain the 
necessary staffing to respond to customer service issues and ensure compliance with contract requirements. 
If CSR staffing is inadequate, the impact on customers will be direct and immediate- increased call wait 
times, increase in the time needed to resolve customer issues, and increased dependence on franchise 
contractors to perform customer service functions. City Customer Service Representatives (CSRsj will: 

• In-take customer inquiries from over 63,000 new commercial.and multifamily accounts. Inquiries will be 
accepted via: 

Telephone 
Email 
Web-based applications 

- Traditional mail 

• Consistently apply franchise service policies and procedures 

• Gather the appropriate information to: 

Triage a customer's inquiry to one of several franchised haulers 
Code the inquiry type appropriately for performance monitoring and quality assurance 
Document and process customer inquiries in the City's Customer Relationship Management (CRM) 
software 

• Serve as the City's "front line face" for public relations and timely complaint resolution and service 
requests 

2.1.3 Contract Management Staff 
Contract Management staff will have overarching responsibility for ensuring that haulers meet the terms of 
their franchise agreements. Inadequate staffing for this role will result in poor City performance of its 
essential oversight tasks. Contract Management Staff will: 

• Serve as the City's point of contact for all issues relating to Franchise Agreement interpretation 

• Provide policy recommendations to BOS leadership, the Board, the Mayor and the City Council regarding 
issues related to Franchise Agreement language, interpretation, and potential amendments 

• Monitor haulers' contract compliance for other matters, including: 

Review and analyze reports regard ing haulers' Vehicle Miles Traveled (VMTsj 
Monitor compliance with City worker health and safety requirements: 

• Living Wage Ordinance (LWO) 
• Safety standards set forth in the RFP and resulting franchise agreements 

• Interface with: 

Z·2 

CSR leads 
Field inspection team lead 
Diversion team lead 
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z. STAFFING REQUIREMENTS 8Y FUNCTION 

• Refer matters to field inspection staff for field inspection, such as repeated or unresolved reports of: 

Graffiti 
Missed collections 

• Work with each hauler to resolve larger or systemic problems with hauler performance 

• Levee liquidated damages for non-performance per the terms of franchise agreements 

• Work closely with diversion staff to monitor and enforce the implementation of diversion pia ns 

2.1.4 Diversion Staff 
Diversion staff will prepare and disseminate City-wide messages for commercial and multi-family diversion 
programs, and ensure that contractors are meeting their pia nned disposal reduction targets. These staff are 
required to ensure diversion program messages and programs are consistent and effective, and that haulers 
are meeting their diversion plan commitments. Diversion staff will: 

• Monitor and enforce the recycling and organics portions of the franchise agreement, based on the 
Diversion Plans submitted by each proposer 

• Conduct field inspections of recycling and organics services in place, and random inspections to 
determine levels of contamination of bins 

• Assist haulers in implementing public private partnerships or other innovative solutions for: 

New programs 
Building new processing facilities 

• Review and analyze required hauler reports, including: 

Tonnages for each type of material 
Percentage of customers accept!ng blue bins 

• Monitor and evaluate progress toward the goals of AB 939, AB 341, and AB 32 

• Interface with lead CSRs and field staff to assist franchise customers 

• Provide technical assistance to franchise customers 

• Manage the creation of citywide franchise customer outreach 

2.1.5 Field Inspection Staff 
Field inspection staff was specifically called for in the Franchise System implementation plan adopted by the 
City. Adequate field inspection staffing is critical to ensuring that customer service issues that require an on­
site visit are effectively resolved in timely fa sh i9 n, that facilities are inspected regu Ia rly to ensure 
compliance with safety and other requirements, and that other customer driven issues (such as graffiti 
complaints) are resolved satisfactorily. Field Inspectors duties will include: 

• Respond to those customer inquiries that require an on-site visit (for example, disputes between an a 
customer and hauler regarding damage to containers) 

• Perform routine and as needed inspections to monitor haulers contract compliance (bin delivery times, 
etc.} 

• Conduct onpsite inspections resulting from graffiti complaints 

• Conduct periodic inspections of facilities used by haulers, to ensure that safety requirements are being 
met, that material is being properly handled, etc. 

• Monitor routes to track and report where recycling services are not being provided 
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2.1.6 Finance Staff 
Finance staff are needed to review and analyze hauler performance data, review and analyze customer 
service level and revenue data, calculated liquidated damages and other fees due to the·City, and review 
and analyze hauler financial performance information. These activities are best performed by individuals 
with training and experience in data analysis, finance, utiltty rate setting and accounting. Finance staff will: 

• Review and analyze hauler operational performance data for the purposes of monitoring performance 
and calculation of liquidated damages 

• Review hauler service level data to assess trends and to calculate fees due to the City for recycling 
service not performed 

• Review and audit monthly quarterly financial reports and payments to the City made by at least six 
haulers for: 

AB 939 fees 

Franchise fees 
Outreach fees 

Hauler's revenue received for any recycling service that was in fact not delivered 

• Calculate and recommend annual rate adjustments per the rate escalation terms of the franchise 
agreements 

2.1.7 IT Staff 
The City's adopted Franchise System implementation plan calls for the extensive use of technology to 
support customer service and hauler reporting requirements. Without adequate IT systems and support, the 
City and haulers will not be able to respond to customer complaints and other service inquiries in a timely 
manner, the City will not be able to efficiently monitor hauler performance, and the City will not be able to 
adequately monitor progress towards Zero Waste goals. IT staff and resources will: 

• Maintain servers that will host the software and databases required ofthe Franchise System 

• Maintain the software and databases required to support the Franchise System 

• Establish and maintain data transfer protocols and processes for the transfer of data between the City 
and haulers 

• Provide desktop (pc) support for all Program Office staff 

• Work with haulers to support integration of their IT systems with the City's system 

• Write queries and reports related to: 

Customer service information 

Financial data 

- Tonnage information 

Detailed real-time on-route information from haulers 

• Present information graphically using maps and other tools to display information 

2.1.8 Training Staff 
Proper training of Program Office employees is essential. During the early stages of the Franchise System 
this will be a large undertaking requiring staff and consultants. As the program matures, training resource 
requirements will decline, but support will still be needed for training of new staff, training related to new 
software, and training driven by changes in policies and procedures. Inadequate training resources may 
result in poor program performance. Training staff will: 
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• Establish policies and procedures for the Franchise System, including detailed instructions to cover a 
variety of situations encountered by: 

CSRs 
Diversion staff 
Field staff 
Hauler staff 

• Train all staff, including hauler staff, prior to and during the transition period 

• Provide training of new staff, and for staff impacted by new software implementation, and changes to 
policies and procedures 

• Develop changes to policies and procedures as needed 

2.2 Drivers and Determinants of Staffing Levels 
It is important to note that some activities and tasks to be performed by LA staff will be driven by customer 
behavior (for example, the number of customer complaint calls will be the major driver of the number of 
customer service representatives (CSRs) City needs to hire), while other activities and tasks require the City 
to make business/policy decisions regarding the level of service or level of effort tt believes the activity 
warrants (for example, the number inspectors required for facility inspections will be driven by the number 
of times per year the City determines that each facility needs to be inspected). Table 2-2 identifies the 
major drivers or determinants of staffing for each of activities and functions that the City will require staff 
for. 
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TABLE 2-2 
Primary Workload Drivers 

Position Primary Workload Drivers 

Customer Service Representatives (CSR) • # of Customer Calls/Day 

• Minutes Required Per Call 

• Number of Email, Postal Mail and Other Contacts/Day 

• Minutes Required to Respond to Email, Postal Mail and Other Contacts 

• Available Hours/Day Per CSR 

• Absentee Rate (for Vacations, Sick Leave, etc.) - - - ................................................................................................................................................... __ _ ______________ ............................................................................................................ __________ _ 
Facility Inspections • Number of Facility Inspections Required/Week 

• Minutes Required/Inspection (including Drive Time, Inspections Time, and Report Preparation Time) 

• Ava'alable Hours/Oay Per Inspector 

• Absentee Rate (for Vacations, Sick Leave, etc.} -- ----............. - ... - ........ _________ ,. ___________________ .. ______ _ 
Diversion Inspections • Number of Diversion lnspeqipns Required/Week 

• Minutes Required/Inspection (including Drive Time, Inspections Time, and Report Preparation Time) 

• Available Hours/Day Per Inspector 

• Absentee Rate (for Vacations, Sick Leave, etc.} - ----- --- -------------··-··-··-................................................................... _ .......... ______________ ..................... ............................. _ 
Inspectors -On Site Customer Assistance • Number of Customer Calls/Week 

• Percentage of Calls Requiring an On Site visit 

• Minutes Required/Inspection (including Drive Time, Inspections Time, and Report Preparation Tame) 

• Available Hours/Day Per Inspector 

• Absentee Rate (for Vaciltions, Sick Leave, etc.) 

Inspector~- Graffiti Complaints, Other Complaints • Number of Calls/Week 

• Number of Calls Requiring an On Site visit 

• Minutes Required/Inspection (including Drive Time, Inspections nme, and Report Preparation Time) 

• Available Hours/Day Per Inspector 

• Absentee Rate (for Vacations, Sick Leave, etc.) 
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TABLE 2-2 
Primary Workload Drivers 

Position Primary Workload Drivers 

Finance Staff • Number and frequency of hauler reports/data sets to review and analyze 

• Frequency of review and analysis of reports/data analysis required 

• Minutes/Review 

• Available Hours/Day Per Inspector 

• Absentee Rate (for Vacations, Sick leave, etc.) 

Contract Management • Number of Franchise Agree ments 

• Estimated Time/Month Required for Contract Management tasks 
....................................... ..._ ... ___ .................. ~ ................. ., ............... ""'"" '"' ......................................................... ,., .. , __ .. ___ __ .. _. __ ............... - -... --....... ..,. ____ ..... _________ .................................................................... , ............. .... .,,., .. , ...................................................................... -............. _. 

IT • Number of servers to maintain 

• Number and complexity of software and database applications to maintain 

• Number of users requiring desktop support 

• Number and complexity of query and reports to develop and maintain 
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3. Detailed Staffing Requirements 

Estimates of the City's required staffing for the Franchise System should be based on relevant benchmarks 
from other jurisdictions, like functions already performed in the City, and informed estimates of 
requirements. Section 3.1 provides an overview of benchmarks from other jurisdictions, by functional area. 
Section 3.2 combines benchmark information from other jurisdictions, benchmarks from other City 
departments, and the experience of City staff and CH2MHILL to estimate detailed staffing requirements. 

3.1 Benchmarks · 
Shafer Consulting surveyed 12 jurisdictions that are known to have staff who perform some of the functions 
that Sanitation will need to implement and manage the City's franchise agreements. Complete survey 
results are provided in Appendix B. All but one (City of New York) of the jurisdictions surveyed are much 
smaller that LA, and have far fewer collection zones, so extrapolating the findings to LA's situation requires 

some care. The cities surveyed provided some valuable information for selected functions, but for not all 
ofthe functions that the City plans to accomplish for the Franchise system. The followjng tables (Table 3-1 
through 3-6) summarize the survey findings and its implications for the City's Franchise staffing. 

The last column of each table- "implications for LA Franchise"- is an extrapolation of the benchmarked 
jurisdiction's staffing level based on the fact that LA has 63,000 accounts. This methodology should be 
viewed cautiously, since the benchmarked jurisdictions differ a great deal in customer mix (some have a 
large residentia I customer base). some delegate most or all duties to their franchise haulers, and the duties 
of staff vary based on expectations/business practices of the jurisdiction. 

3.1.1 Customer Service 
Table 3-1 presents customer service staffing benchmarks from seven jurisdictions, including the City's 
residential solid waste program. Excluding LA's program, all other jurisdictions staff at minimal levels, 
because they delegate call center responsibilities to their franchise haulers. Nonetheless, they maintain 
some in house staff to take calls that have been escalated to the City, and to respond to inquiries regarding 
recycling programs and other matters. All jurisdictions surveyed have franchise systems that encompass 
both residential and commercial solid waste services. 

Commercial customer service requirements are much more complex than residential requirements because 
commercial rates structures will be more complex th:m the City's residential rate structures. For example, 
the City of Los Angeles charges one flat rate to all single-family residents and the new commercial franchise 
will have rates based on one to six days of collection for 3 sizes of charts, at least 4 sizes of bins, several sizes 
of rolloff and compactors. In addition, there will be Sunday rates and fixed rates for extra services such as 
locking bins. 

Commercial businesses receive up to six pickups a week, and a few will require collection on Sundays. The 
City must be ready to receive calls seven days a week and respond to customers that expect collection 
multiple days per week. 

A high level of reliability is required for commercial collection, (for example, restaurants and hospitals need 
frequent and reliable collection to demonstrate cleanliness to their customers and comply with health 
codes) and commercial customers are highly conscious of cost. Resolving a missed pick up the next day may 
be far too late. Thus, it would be expected that the City's Franchise System would require at least as many · 
CSRs as any of the bench marked jurisdictions. 
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TABLf 3- 1 
Benchmarks: Customer Service 

Jurisdiction 

Fresno 

Los Angeles 

Sacramento County 

San Diego 

San Jose 

Stockton 

Vancouver 

Number of Accounts 

107,500 

750,000 

150,000 

2.85,000 

297,000 

75,829 

44,450 

Number of CSRs 

20 

43 

20 

8 

15 

6 

12.4 

3.1.2 Inspections - Customer Response and Diversion 

Implications for LA Staffing 
{63,000 accounts) 

12 

4 

8 

2 

3 

5 

18 

Table 3-2 presents benchmarks for inspections staffing required for customer response, code enforcement 
and diversion compliance: The eight jurisdictions benchmarked utilize inspectors for various tasks, in some 
cases for recycling code compliance, customer response, and/or other code compliance requirements. Only 
Seattle utilizes inspectors for a similar mix of tasks as the City is planning to perform. As the table shows, 
Seattle's inspectors per account ratio would suggest that the City will require 35 inspectors. 

Customer response inspectors will conduct on-site inspections related to customer service complaints and 
service issues that require a meeting with the customer and/or Franchise Hauler. Benchmark information 
does exist for how many of these inspections the City can anticipate, so it has been assumed that 10% of 
customer calls to the 311 center will require an on-site visit (or more than 70 per day). 

Diversion inspectors will monitor Franchise Hauler compliance with the diversion related terms of Franchise 
agreements, such as bin distribution, tagging of contaminated bins, etc. Diversion inspectors will also 
distribute recycling information in the field, meet with customers to provide information on opportunities to 
recycle and reduce cost. They will also tag recycling containers that have been contaminated, and monitor 
locations with repeat contamination issues. 

TABlE 3-2 

Benchmarks: Customer Inspections 

Jurisdiction 

Los Angeles 

New York 

Philadelphia 

San Diego 

3-2 

Number of 
Accounts 

750,000 

200,000 

540,000 

292,600 

Number of 
Staff Duties Performed · 

5 "Residential Ambassadors" examines 
green and recycling bins for 
contamination and 4 field audit ors 

9 respond to billing complaints 

4 

54 

14 

Enforcement officers respond to 
complaints on private haulers (140) for 

commercial accounts 

Inspections and enforcement for 
compliance with the Streets Department 
rules and regulations 

Responds to complaints, enforces 
municipal codes and waste management 

Implications for LA staffing 
(63,000 accounts) 

1 

1 

6 



TABLE 3-2 

Benchmarks: Customer Inspections 

Jurisdiction 

San Jose 

Seattle 

Vancouver 

City of lA Single 
Use Bag Ban 
Ordinance 

City of lA 
Watershed 
Protection 

LA County 
Industrial Waste 

Number of 
Accounts 

297,000 

5,300 

44,450 

7,500 

38,000 

10,620 

Number of 
Staff 

3 

3 

4 

4 

18 

25 

3:1.3 Inspections - Facilities 

Duties Performed 

regulat ions 

Handles code inspections for residential 
accounts 

Provides customer assistance (65%), 
contractor performance monitoring 
{15%), recycling ban monitoring (10%), 
and contractor support (10%) 

Enforces the solid waste code along with 
all other code issues 

Retailers Inspected annually for 
compliance with ordinance 

Public officers inspect and respond to 
public and commercial facility 
requirements (water quality, health and 
safety, ill ega I dumping, emergency spills, 
industrial storm water compliance, etc.) 

Inspections of industrial waste water 
dischargers (1 hr inspections) 

3. DETAILED STAFFING REQUIREMENTS 

Implications for LA staffing 
(63,000 ac.counts) 

1 

36 

6 

34 

148 

Table 3-3 presents benchmarks for facility inspection staffing from New York and three programs 
local to the City (including the City's AB 939 inspections program). The detailed calculation of facility 
inspector needs presented in section 3.2 is consistent with benchmarks provided by the two local 
programs. As noted in section 2.2 staffing requirements are primarily driven by the number of 
inspections (per year) the City determines are necessary and the time required for each inspection. 

The City plans to inspect each facility in the Franchise System on a quarterly basis and the 
inspections process will be modeled after the City's existing facilities inspection program. There are 
over 58 facilities that will be used by the Franchise Haulers, and based on the City's existing 
program, each inspection includes a 3:1 office to field time ratio. 

TABLE 3-3 
Benchmarks: Facility Inspections 

Jurisdiction 

City of lA AB939 
Processor 
Certification 
Program 

City of lA Local 
Enforcement 
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Number of 
Facilities 

14 

149 

Number of 
Staff 

1 

4 

Duties Performed 

Inspections for compliance with AB 939 
Diversion Requirements 

Inspections of transfer stations, MRFs, 
truck yards and landfills for compliance 

Implications for LA Staffing 
(58 Facilities 

4 

2 
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TABLE 3-3 
Benchmarks: facility Inspections 

Jurisdiction 

Agency 

LA County local 
Enforcement 
Agency 

New York 

3. 1.4 Finance 

Number of 
Facilities 

475 

54 

Number of 
Staff 

24 

22 

Duties Performed 

with Title 14 and ntle 27 

Monthly full-day facility inspections of 
landfills and transfer stations 

Inspections examine transfer station 
management procedure, cleanliness, 
noise, machine maintenance and general 
operation (1-2 hrs) 

Implications for LA Staffing 
(58 Facilities 

3 

24 

Table 3-4 presents benchmarks for finance staffing. Finance staff is critical in helping the City monitor 
Franchise Hauler performance, track and recover payments owed to the City by Franchise Haulers, and 
monitor, analyze and prepared reports regarding trends in service levels, revenue and fees due to the City 
Each ofthe City's 11 zones contains 1,000 to 5,000 accounts, which will be billed by the Franchise Haulers. If 
the City does not monitor Hauler billings, service level and revenue data on a regular basis, errors or under­
reporting of revenues, could result in significant financial impacts to the City and its commercial customers. 
The City will also be receiving a large amount of Franchise Hauler performance data on a frequent basis and 
analysis of these data require capable staff, in particular to ensure that Franchise Haulers are held 
accountable for poor performance. 

TABLE 3-4 
Ben.:hmarks: Finance 

Jurisdiction Number of Accounts Number of Finance Staff Implications for LA Staffing 

Fresno 115,400 6 3 

Oakland 97,695 1 1 

San Diego 292,600 3 1 

San Jose 9,600 1 7 

Seattle 189,000 2 1 

3.1.5 Contract Management 
Table 3-5 presents benchmarks for contract management staffing. The Franchise System will result in no less 
than six and up to 11 franchise agreements potentially with a different contractor for each agreement. 
Contract management staff is needed for all franchise agreements. It is typical for questions regarding 
contract interpretation to arise throughout a franchise term, especially with a new franchise system. 
Contract management staff allows the City to work with its contractors and enforce the terms of their 
contracts when needed. The City's ability to manage its contractors is directly related to the resources in this 
functional area. Cities that work in partnership with their haulers service tend to have a larger number of 
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contract management staff, while cities that delegate more responsibilities to their contractors tend to have 
smaller numbers of contract management staff relative to their customer base. 

TABLE 3-5 

Benchmarks: Contract Management 

Jurisdiction Number of Haulers 
Number of Contract Management Implications for LA Staffing 

Staff (6 haulers) 

Sacramento County 16 3 1 

San Jose 8 16 12 

Seattle 2 1 3 

3.1.6 Different Programs and Collection Models May Require Different 
Staffing Levels 

Table 3-6 shows benchmark cities, their collection model and diversion rate. The type of collection model 
and programs selected by a city will affect the staffing required. The City has set an aggressive zero waste 
goal and provides full public sector collection to single family residents, whereas other cities may have set 
lower diversion goals and/or delegate part or all of collection and customer service responsibilities to a 
contractor. Below is a summary ofthe various collection models and how they affect city staffing 
requirements: 

1. Full public sector collection, in which collection operations are performed by City employees. 

Often, cities that operate their own collection systems also conduct their own customer service 
operations as well. 

2. Full privatization with one hauler, is a collection model in which one private company is selected to 
provide collection services throughout the city. 

large private collection companies often employ regional customer service centers for economies of 
scale. 

3. Full Privatization, multiple haulers in exclusive geographic zones. This is the collection model City 
Council chose for LA's commercial collection. Multiple collection zones are established within the 
jurisdiction, but only one hauler collects from each geographic zone. 

With multiple private haulers collecting within a city, cities may choose to operate customer service call 
centers or allow haulers to provide this service. Many jurisdictions allow the haulers to be the f irst point 
of contact, and the city plays the customer service oversight and dispute resolution role. Cities that have 
adopted this model generally have haulers perform billing and payment collection functions, as will be 
the case will LA's Franchise System. 

4. Mixed Service- Managed Competition. In the mixed service model, city crews collect in one or more 
zones within a city, and other zones are collected by one or more private firms. In this collection model, 
cities may choose to operate customer service call centers or allow haulers to provide this service. 

5. Different providers for different materials. In this model, different providers collect different materials 
within the same zones or throughout the city. One of these collectors might be public sector and the 
other two might be private. Cities may choose to be the firSt point of contact for all customers, or 
customers may need to determine which company to call before getting resolution of their issue. 
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TABLE 3-6 
Summary Characteristics of Service Provider Survey Jurisdictions 

Full One Multiple Different 
Public Private Private Mixed by Dlvers.ion Estimated Square 

Jurisdiction Sector Hauler Haulers Service Material Rate Population Area 

cmcaso,IL ./ 45% 2,714,856 234 

Fresno, CA 74% 508,453 112 

Los Angeles 72% 3,857,799 469 

Monterey County 58% 421,494 3,280 

New York, NY 1S'J6 8,336,697 303 

Oakland,CA 66% 399,326 56 

Philadelphia, PA 77% 1,547,607 134 

San Diego, CA. 68% 1,307,402 325 

San Francisco, CA ./ 75% 825,111 232 

San Jose,CA ./ 73% 984,299 176 

Seattle, WA ./ 55% 621,000 84 

Stockton, CA ./ 70% 297,984 62 

Chicago employs the full public sector collection model for its residential garbage collection, which includes organic materials. 
However, in October 2013, Chicago implemented curbside recycling for all residents, using the managed competition collection 

service delivery model. 

Fresno has four exclusive collection areas for commercial and multi-family; residential RFP included tvJo zones that were awarded to 

one firm. 

Philadelphia has a single franchise for citywide garbage and organics; including single family, multi-family, commercial, bulky waste, 
and event pickups. Single! franchise for citywide residential recycling collection and processing. Non-exclusive franchise system to 
regulate C&D hauling, recycling, and disposal 

San Diego has public sector collection for all single family residential homes; multifamily and commerdal are collected via open 

competition among non-exclusive franchisees. 

San Jose recently bid two commercial zones and gave extra points to a bidder that proposed cost savings if it was allowed to collect 
both zones. Residential zones are current ly collected by many different haulers, and will likely t ransition to one hauler in future if a 

single bid is less expensive. 

3.2 Detailed Staffing Requirements 
3.2. 1 Steady-State Staffing Requirements 
Tables 3-7 and 3-8 present detailed staffing requirements. Table 3-7 presents program management 
requirements. Table 3-8 presents estimates of direct service and support staffing requirements, including 
customer service, diversion and inspections, finance support, contract management, audit support and IT. 
Table 3-8 presents estimates of staffing for the steady state, when workload stabilizes, and for the transition 
period, which can be expected to last about 18 months beginning the date of Franchise Agreement signing. 
Transition period staffing and resource needs, and how to address them, are discussed in Section 3.2.2. The 
assumptions used for the calculation of steady-state resource requirements are based on the experiences of 
the jurisdictions, similar functions already performed by the City, benchmarking information compiled by 
Schafer Consulting, prior experiences of CH2M HILl's project team, and judgments by Sanitation of what are 
acceptable levels of service or effort. 



3. DETAILED STAFFING REQUIREMENTS 

The staffing requirements in Table 3-8 and 3-9 are slightly lower than the estimates shown ·in the 
organization chart and Franchise System staff map shown in the Executive Summary of this document. The 
figures in the Executive Summary include additional staff to meet the City's span of control requirements, as 
well as a small number of additional contract management, management and administrative staff needed to 

perform functions in 3 geographically dispersed operating div,sions. 

TABLE 3-7 
Program Management 

Civil Service 
Code 

Management 

4126-2 

9171-2 

9171·2 

9171-l 

7304-2 

4289 

1409-2 

Managerial and Support Positions 

Program Director 

Regional Manager 

Customer SeNice Manager 

Contract Management Manager 

Diversion (Zero Waste) Manager 

Field Inspector Manager 

IT Manager 

Immediate Support Staff 

1368-3 

1368-3 

1368-3 

1368-3 

Program Administrative Assistant 

Regional Mgr Admin Assistants 

Customer Service Administrative Assistant 

Diversion Administrative Assistant 

Other Support Staff 

9184-2 Training Coordinator 

2330 Industrial Hygienist 
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No. of Positions 

1 

3 

1 

1 

1 

1 

1 

1 

3 

1 

1 

1 

1 
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TABLE 3-8 
Steady-State Workload Assumptions 

Function 

Operations 

Number of Accounts 

Percentage of Customers calling per week 

Number of Calls/Day 

Number of Calls/Hour 

Average Minutes/Call 

Number of Email, Postal Mail Contacts/day 

Number of minutes to prepare correspondence 
response 

Working Days/Week 

Length of Work day 

Seat time hour/days 

Absentee% 

Total required on-phone Call Center M inutes/Day 

Total required Correspondence Response· 

Minutes/Day 

3·8 

Steady-State , 
Requirements 

63,400 

6% 

760.8 

95 

6.5 

100 

10 

5 

8 

6.5 

20% 

4,945 

1,000 

Assumptions for Steady State 

City Data - Updated Jan 2014 

Steady state- based on Oty of Bellevue WA data 
(provided by project consultant who has worked 
with Bellevue) 

Calculated 

Calculated 

A few surveyed jurisdictions stare that their CSRs 
take 50-125 calls/day, implying approximately 

3-8 minutes/call; BOS data indicate that CSRs 
currently spend approx 6.5 minutes on the 
phone/call 

Estimate; no good benchmark data available 

Estimate; no good benchmark data available; 
these response are likely to be more complex than 
calls to the Call Center 

Standard City work week 

Standard City work day 

Allows for 2 half hour breaks and a half hour for 
meetings, etc. 

Based on City data 

Calculated 

Calculated 

Benchmark Jurisdiction (s) 

City data, updated January 2014 

City of Bellevue, WA- Republic Customer 

Service Data; data not available for other 
jurisdictions 

Calculated cells 

Calculated cells 

Clty of LA BOS Call Center 

Estimate 

Estimate 

City standard 

City standard 

Based on City policy (need to verify) 

City data 

Calculated cells 

Calculated cells 



TABLE 3-8 
Steady-State Workload Assumptions 

Function 

Staffing Calculations 

CSRs - Call Center 

CSRs - Correspondence Handling {Email, Postal Mail, 
!!tt.) 

CSRs- Supervisors 

Diversion and Inspections 

Number of Accounts 

Percentage of customers calling/week 

Percentage of calls requiring site visit/week 

Number of site visits/day (for customer service issue 
resolution) ' 

Average time/site visit (minutes) 

Route inspections/week (for. contract enforcement, 
random inspections of recycling bin contents, etc.} 

Route inspections/day 

Average t ime/route Inspection (minutes) 

Number of Facilities 
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Steady-State 
Requirements 

16 

3 

1 

63,400 

6% 

10% 

76 

90 

96 

19.2 

150 

58 

Assumptions for Steady State 

Calculated 

Calculat!!d 

Assumes approximately 1:10 • 1:12 ratio 

3. DETAil.EO STAFFING REQUIREMENTS 

Benchmark Jurisdiction (s) 

Within the range of surveyed 

jurisdictions. Benchmark results: 2 to 18 
CSRs total 

Assumes approximately 1:10- 1:12. ratio; 
consistent with private sector ratios; In 

the low end of surveyed jurisdictions 

Oty Data- Updated Jan 2014 City data, updated January 2014 

Steady state- based on City of Bellevue WA data City of Bellevue; estimate of volume 
during transition 

Estimate- no good benchmarks available Estimate 

Calculated Calculated cells 

Assumes 30-min drive time on each end and City staff have confirmed 

30 minutes w/customer 

Assumes 1920 routes/week (320 trucks x 6 Estimate 
days/wk) ; Assumes 5% are inspected/week 

Calculated Calculated cells 

Assumes 30-min drive time on each end and City staff have confirmed 
90 minutes to complete a route inspection 
minutes w/customer 

Assumes 47 Fadllties plus 11 Hauler Base Yards. Will need to refine 
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TABLE 3-8 
Steady-State Workload Assumptions 

Functlon 

Facility inspections/week 

Facility inspections/day 

Average time/facility inspection (minutes) 

Other inspections/week (graffiti, etc.) 

Other inspections/day (graffiti, etc.) 

Average time/other Inspection (minutes) 

Working Days/Week 

length of work day (hours) 

Seat time hour/days 

Absentee% 

Total required Inspection minutes/day (customer 
response) 

Total required Inspection minutes/day (route 
inspections) 

Total required Inspection minutes/day {facility} 

3·10 

Steady-State 
Requirements 

4.S 

0.9 

1980 

200 

40 

90 

5 

8 

6.5 

20% 

6,847 

2,880 

1,766.8 

Assumptions for Steady State 

Calculated; assumes all 40 facilities 

Calculated 

Assumes 30-mln drive time on each end and 
8 hours for inspection. Additional 24 hours to 
prepare for inspection and develop a report 

Estimate - no good benchmarks available 

Calculated 

Assumes 30-min drive time on each end and 
30 minutes w/customer 

Standard City work week 

Standard City work clay 

Allows for 2 half hour breaks and a half hour for 
meetings, etc. 

Based on City data 

Calculated 

Calculated 

Calculated 

Benchmark Jurisdiction (s) 

Assumes quarterly inspections at steady 
state and twice that rate at transition 
per City's AB 939 Processor Certification 
program 

Calculated cells 

Assumes 8-hr inspections based on New 
York's transfer station inspections 
{approx 8 hr/month). City AB 939 
Processor Certification program 
provided quarterly frequency with 3:1 
ratio of office:field time 

Estimate 

Calculated cells 

City staff have confirmed 

City standard 

City standard 

Estimate 

City data 

Calculated cells 

Calculated cells 

Calculated cells 



TABLE 3-8 
Steady-State Workload Assumptions 

Function 

Total required Inspection minutes/day (other 
inspections) 

Staffing Colcvlotions 

Inspectors- customer response 

Inspectors- routes (diversion inspections) 

Inspectors - facilities 

I nsp ecto rs - others (graff! ti, etc.) 

Inspectors - total 

Inspectors - Su pervlsors 

Outreach and Education Specialists 

Environmental Specialists 

Finance 

Number of Franchise Agreements 

Number of performance data reviews/week 

Average time required for performance data review 
and report development (minutes per review} 

Number of service level data reviews/month 

ES0303141 350l7SCO 

Steady-State 
Requin~ments 

3,600 

22 

9 

5.7 

12 

48.4 

4.8 

3 

2 

8 

8 

360 

8 

Assumptions for Steady State 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Assumes at least one bundle will be negotiated 

Assumes one review per week 

Estimate - no good benchmarks available 

Assumes one review per month 
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3. DETAILED STAFFING REQUIREMENTS 

Senc:hmarl< Jurisdiction {s} 

Calculated cells 

There is a wide disparity in# of 
Inspectors by jurisdiction; Seattle has 3 
for 5300 MF and Condo accounts, which 
would suggest the need for 36 in LA. 

Benchmark results: 1 to 36 inspectors 
total (routes and customer response} 

Calculated cells; other jurisdictions have 
different standards for the number of 
inspections conducted per year; this wm 
allow for quarterly inspections per City's 
AB 939 Processor Certification program 

Calculated cells 

Calculated cells 

Assume approximately 1:10 ratio 

Assumes 1 for every 3-4 zones 

Assumes 1 for every 5· 6 zones 

Assumes some bundles will be 
negotiated 

Based on reviews performed for the City 
of Bellevue, WAi 6 hours/review 

Will depend on #of final awards 



J. DETAILED STAFFING REQUIREMENTS 

TABLE 3-8 
Steady-State Workload Assumptions 

Function 

Average time required for service level data review 
and report development (minutes per review) 

Number of financial performance reviews/month 

Average time required for financial performance 

review and report development (minutes per review) 

Meetings, breaks (lunch, communicating results of 
analyses, etc.) 

Working Cays/Week 

Length of Work day 

Absentee% 

Total required on Ananee minutes/month 

(performance data) 

Total required on Finance minutes/month (service 
level data) 

Total required on Finance minutes/month (financial 

performance data) 

Total required on Finance minutes/month (meetings) 

Total Required Finance Minutes/Month 

Total Required Finance Hours/Month 

Staffing Calculations 

Total required Finance Staff (;malysts) 

HZ 

Steady-State 
Requireme.nts 

360 

8 

360 

720 

5 

8 

20% 

9,353 

2,160 

2,160 

3,118 

16,790 

280 

4 

Assumptions for Steady State 

Estimate-no good benchmarks available 

Assumes one review per month 

Estimate - no good benchmarks available 

Estimate- no good benchmarks available; 
assumes 12 hours/week for meetings and breaks 

Standard City work week 

Standard City work day 

Based on City data 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Calculated 

Benchmark Jurisdiction {s} 

Based on reviews performed for the City 

of Bellevue, WA; 6 hours/review 

Will depend on # of final awards 

Based on reviews performed for the City 
of Bellevue, WA; 6 hours/review 

Assumes 12 hours/week for meetings 
and breaks 

City standard 

City standard 

City data 

Calculated cells 

Calculated cells 

Calculated cells 

Calculated cells 

Calculated cells 

Calculated cells 

Calculated cells; consistent with range of 

surveyed jurisdictions (Seattle, Fresno, 
San Diego, Oakland, Santa Clara County) 

Benchmark resutts: 1 to 7 staff 



TABLE 3-8 
Steady-State Workload Assumptions 

Function 

Contract Management 

Number of Franchise Zones 

Number of contracts 

Hours required per contract/week 

Meetings, break~ {hours per week} 

Working Days/Week 

Length of Work day 

Absentee% 

Total Hours/Month 

Staffing Colculotions 

Total required Contract Management Staff 

Contract Management- Managers/Supervisors 

CPAs 

Annual Reviews of Hauler Financial Statements, 

Billings and Performance 

ES030314135017SCO 

Steady-State 

Requirements 

11 

8 

20 

12 

5 

8 

20% 

571.56 

6 

1 

8 

Assumptions for Steady State 

Per Implementation Plan 

Assumes at least one bundle will be negotiated 

Estimate- no good benchmarks available 

Estimate - no good benchmarks available 

Standard City work week 

Standard City work day 

Based on City data 

Calculated 

Calculated 

Estimate - this Is a complex function and requires 

senior experienced supervisor or manager 

Assumes 8 franchise agreements are signed 
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Benchmark Jurisdiction (s) 

Assumes some bundles are negotiated 

No good benchmarks; this time is for 

contract Issue resolution including 

contract interpretation; oversight of 
program implementation, etc. Could be 

low based on Seattle benchmarks 

Estimate 

City standard 

City standard 

City data 

Calculated cells 

Could be low based on Seattle, San Jose 
and Sacramento CountyBenchmark 

results: 1 to 12 staff 

Estimate 

Based on reviews performed for the City 

of Bellevue, WA and various cities In 

Oregon 



J. DETAILED ST.a.FFING REQUIREMENTS 

TABLE 3-8 
Steady-State Workload Assumptions 

Function 

Cost/rf!View 

Toto/Cost 

IT Support 

Number of network administrators 

Number of system administrators 

Number of Business Analysts 

Number of database administrators 

Number of GIS specialists 

Staffing Calculations 

Total number of IT ~taff 

Number of supervisors 

Number of Contract Developers 

3·14 

Steady-State 
Requirements 

$10,000 

$60,000 

0.5 

1 

1 

1 

3 

6.5 

1 

0 

Assumptions for Steady State Benchmark Jurisdiction (s) 

Based on reviews performed for tile City 
of Bellevue, WA and various cities in 
Oregon 

Calculated cells 

Based on analysis conducted by Bob lrvin/ICSD Director 

One per region 

Based on analysis conducted by Bob lrvin/ICSD 
Director 

Calculated cells 

This is a highly technical business 
function and requires a full time 
supervisor; recommended by Bob 
lrvin/ICSO Director 

Short term; needed to develop queries 
and reports for Fra nch is e staff 



3. DETAILED STAFFING REQUIREMENTS 

3.2.2 Transit;on Period Resource Requirements 
Table 3-9 presents an estimate of the additional staff resources required during transition to full 
implementation of the Franchise System. It is expected that once t he Franch ise Agreement are signed, and 
the public becomes fully aware that implementation is about to begin, that there will a period of up to 
18 months where call volumes to the City's call center will be much greater than normal, and the demand 
for on-site customer service will be high as well. This 18-month "peak" period will require additional, though 
temporary, resources to effectively serve customers. 

It is increased call volumes during the transition period, and an increase in the volume of email and other 
customer contacts, that will drive the need for more CRSs and Inspectors in the short term. There are no 
readily available records to use as benchmarks to determine how much greater the demand for short 
staffing will be, but jurisdictions that have implemented major changes to their collection systems (for 
example, Seattle in the early 1990s} experienced customer call volumes several times greater than normal, 
for extended periods of time. It is prudent to assume this will happen when the implementation of the 
Franchise System begins, and staff up using temporaries and/or contractors to address peak needs. 
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3. DETAII.£0 STAFfiNG REQUIREMENTS 

TABLE 3-9 
Transition Period Workload Assumptions 

Transition Period Steady-State A {Transition -
Function Requirements Requirements Steady State} Assumptions/Explanation 

Operations 

Number of Accounts 63,400 63,400 

Percentage of Customers calling per week 15% 6% 9% 

Number of Calls/Day 1,902 760.8 1141.2 

Number of Calls/Hour 237.75 95 143 It is assumed that call volumes will 

Average Minutes/Call 8 6.5 1.5 increase during the transition period. 
and the length of an average call will 

Number of Email, Postal Mall Contacts/day 300 100 200 Increase; CH2M HILL has not been able 

Number of minutes to prepare correspondence 10 10 0 
to find reliable benchmarks for either of 

response these varit~bles, but Seattle experienced 
a large increase In call volumes and call 

Working Days/Week 5 s 0 length that conti~ued for several months 

length of Work day 8 8 0 
when it implemented its residential and 
multifamily recycling programs in 1990-

Seat t ime hour/days 6.5 6.5 0 1991; it Is also anticipated that the 

Absentee% 20% 20% 0% 
volume of email and postal mail will 
increase substantially as well. 

Total required on-phone Call Center 15,216 4,945 10,271 
Minutes/Day 

Total required Correspondence Response 3,000 1,000 2,000 
Minutes/Day 

Staffing Ca/culotlons 

CSRs - Call Center 49 16 33 

CSRs- Correspondence Handling (Email, Postal 8 3 5 
Mail, etc.) 

CSRs - Supervisors 4 1 3 
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J , DETAilED STAFFING REQUIREMENTS 

TABLE 3-9 

Transition Period Workload Assumptions 

Transition Period Steady-State 4 (Transition • 

Function Requirements R~ulremenu Steady State) Assumptions/Explanation 

Diversion and Inspections 

Number of Accounts 63,400 63,400 

Percentage of customers calling/week 15% 6% 9% 

Percentage of calls requiring site visit/week 10% 10% 

Number of site visits/day (for customer service 190 76 114 
issue resolution) 

Average time/site visit (minutes) 90 90 
Route inspections/week (for contract 96 96 
enforcement, random Inspections of recycling 
bin contents, etc.) 

Route inspections/day 19.2 19.2 
Average time/route Inspection {minutes) 150 150 
Number of Facilities 58 58 

Facility inspections/week 8.9 4.5 4.5 

Facility inspections/day 1.8 0.9 0.9 It is assumed that call volumes will 

Average time/facility inspection (minutes) 1980 1980 - increase substantially during transition, 

Other inspections/week (graffiti, etc.) 200 200 
which will drive an increase in the need - for onslte visits with customers 

Other inspections/day (graffiti, etc.) 40 40 
Average time/other inspection (minutes) 90 90 

Working Days/Week 5 5 
Length of work day (hours) 8 8 

Seat time hour/days 6.5 6.5 

Absentee% 20% 20% 

Total required Inspection minutes/day 17,118 6,847 10,271 
(customer response) 

Total required Inspection minutes/day (route 2,880 2,880 
i nsp ectio ns) 

Total required Inspection minutes/day (facility) 3,533.5 1,766.8 1,766.8 

Total required Inspection minutes/day (other 3,600 3,600 
inspections) 

Staffing Calculations 

Inspectors- customer response 55 22 33 

Inspectors- routes (diversion inspections) 9 9 
Inspectors - fa clllti e s 11.3 5.7 5.7 

Inspectors -others (graffiti, etc.) 12 12 

Inspectors- total 87 48.4 38.6 
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3. DETAILED STAFFING REQUIREMENTS 

TABLE 3-9 
Transition Period Workload Assumptions 

Function 

Inspectors- Supervisors 

Outreach and Education Specialists 

Environmental Specialists 

Finanoo 
Number of Franchise Agreements 

Number of performance data reviews/week 

Average time required for performance data 
review and report development (minutes per 
review) 

Number of service level data reviews/month 

Average time required for service level data 
review and report development (minutes per 
review) 

Number of financial performance 
reviews/month 

Average time required for financial performance 
review and report development (minutes per 
review) 

Meeti ngs, breaks (lunch, communicating results 
of analyses, etc.) 

Working Days/Week 

Length of Wofi( day 

Absentee% 

Total required on Finance minutes/month 
(performance data) 

Total required on Finance minutes/month 
(service level data) 

Total required on Finance minutes/month 

(financial performance data) 

Total required on Finance minutes/month 
(meetings) 

Total Required Finance Minutes/Month 

Total Required Anance Hours/Month 

Staffing Calculations 

Total required Finance Staff (analysts) 
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Transition Period 
Requirements 

8 

3 

2 

8 

8 
360 

8 

360 

8 

360 

720 

5 

8 
20% 

9,353 

2,160 

2,160 

3,118 

16,790 

280 

4 

Steady-State 
Requirements 

4.8 

3 
2 

8 

8 

360 

8 

360 

8 

360 

720 

5 

8 
20% 

9,353 

2,160 

2,160 

3,118 

16,790 

280 

4 

A (Transition -
Steady State} 

3.5 

Assumptions/Explanation 

It is not expected that additional Finance 
staff will be needed during transition 



3. DETAILED STAFFING ~E.QUIIIEMENTS 

TABLE 3-9 
Transition Period Workload Assumptions 

Transition Period Steady-State 11 (Transition -

F\lnction Requirements Requirements Steady State) Assumptions/Explanation 

Contract Management 

Number of Franchise Zones 11 11 

Number of contracts 8 8 

Hours required per contract/week 20 20 

Meetings, breaks (hours per week) 12 12 - It is not expected that additional 

Working Days/Week 5 5 
contract management staff will be - needed during transition 

Length of Work day 8 8 

Absentee% 20% 20% 

Total Hours/Month 572 572 

Staffing Calculations 

Total required Contract Management Staff 6 6 

Contract Management- Managers/Supervisors 1 1 

CPAs 

Annual Reviews of Hauler Financial Statements, 8 8 
Billings and Performance No additional resources will be needed 

Cost/review $10,000 $10,000 $ - during transition 

Total Cost $60,000 $60,000 $ 

IT Support 

Number of network administrators 0.5 0.5 . Based on analysis by 1CSD and 

Number of system administrators 1 1 CH2M HILL, it is expected that there will 

Number of Business Analysts 1 1 - be a need for 1 additional database 

Number of database administrators z 1 1 
administrator to develop new queries, 
reports, mapping applications and MAPs 

Number of GIS specialists 4 3 1 to support the work of other Franchise 
Program staff 

Staffing Cafculations 

Total number of IT staff 8.5 6.5 1 

Number of supervisors 1 1 

Total 181.5 96.7 84.8 
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3. OETAJLED STAFFING REQUIRfM EIIITS 

3.3 Summary of Required Resources 
Table 3-10 and Figure 3-1 summarizes the 'steady-state' staffing projections for the Franchise System, which 
includes the number of required staff for each job classification and required number of managers and/or 
supervisors. A total of 112 City staff positions are required to manage and operate the Franchise System at 
steady-state conditions. Table 3-11 summarizes the additional staff resources required during transition. 
Figure 3-2 illustrates the staff resources required during proposal evaluations, contract negotiations, and 
transition period. 

TABLE 3-10 

Franchise Staff Summary - Steady-State Requirements 

Civil Service Code 

4126-2 

9171-Z 

1368-3 

9171-2 

1368-3 

9171-Z 

1229 

1229 

7304-2 

1368-3 

7310-3 

7310-3 

7872 

7310-3 

9171-Z 

918~2 

4289 

4293 

2330 

4292 

9184-1 

1513-2 

9184-2 

1409-2 

1456 

1456 

3-20 

Working Title 

Program Director 

Regional Manager 

Admin Assistant 

Cust omer Service Manager 

Customer Service Admin Asst 

CSR Supervisors 

CSRs 

CSRs- Correspondence Handling 

Diversion Manager 

Diversion Admin Assistant 

Community Outreach Specialists 

Environmental Specialist 

Environmental Engineer 

Facility Inspectors 

Contract MA Manager 

Contract MA Specialists 

Field Inspector Manager 

Field Inspector Supervisors 

Industrial Hygienist- Facilities Inspection 

Field Inspectors 

Financial Analyst 

Accountant 

Training Coordinator 

IT Supervisor 

IT- Network Admin 

IT-System Admin 

No. of Positions at 
Steadv State 

1 

3 

4 

1 

1 

1 

16 

3 

1 

1 

3 

1 

1 

6 

1 

6 

1 

5 

1 

42 

4 

0.25 

1 

1 

0.5 

1 



TABLE 3-10 
Franchise Staff Summary- Steady-State Requirements 

Civil Service Code Working Title 

1431-5 IT- Business Analyst 

1456 IT-DBAdmin 

7213 GIS Specialist 

Total 

TABLE 3-11 

Transition Staff Requirements 

Civil Service Code 

9171-2 

1229 

1229 

7310-3 

4293 

4292 

1456 

7213 

ES0303141350l7SCO 

Working Title 

CSR Supervisors 

CSRs 

CSRs - Correspondence Handling 

Facility Inspectors 

Field Inspection Supervisor 

Field Inspectors 

IT Technician- DB Admin 

GIS Specialist 

Total 

3. DETNLED STAFFING REQUIREMENTS 

No. of Positions at 
Steady State 

1 

1 

3 

112 

No. of Additional Positions 
at Transition Period 

3 

33 

s 

5 

3 

34 

1 

1 

8S 

l - 21 



l. DETAil.EO STAFFII>!G REQUIREMENTS 

Figure 3-1 Franchise System Organization Chart 

~ 
! 

Figure 3-2 Staff Requirements Time line 

200 • swtGf.Senfpe: Janary .2017 

18D ~ 
;. 
rt 

160 ... 
! 
$:-' 

140 :5: 

l'e~rary Slaff 

:::. ~ 
.5120 ~ fl) 

'0 100 
~ 
;J ... w 

1 or.; 
E 89 ~ ::J 0.. z Q 

] 
-'-~ 

60 r ... 
40 

20 

FY 201412015 FY 201512016 FY 211&12017 FY 201712018 



ESOJOJ1413S017SCO 3-1 



4. Staff Resource Cost Estimates 

Cost estimates of the labor and non-labor costs required to implement the Franchise system are included in 
the tables below. These estimates include salaries, benefits, vehicles, field equipment, and office 
equipment. Table 4-1 provides cost estimates for the steady-state period and Table 4-2 lists the additional 
costs for resources during the transition period. Assumptions used to develop these estimates include: 

• Salaries for each position are calculated using the Maximum Annual Salary listed in CITYPAV 

• The steady-state costs includes the overhea.d cost of 86.83% for each salary (CAP rate listed in 
Enforcement Cost of the Single Use Bag Ban Ordinance Report) 

• Office equipment cost estimate of approximately $3,600 per employee include costs for office 
workspace essentials (computer, standard software, telephone, furniture, etc.) 

• Cost estimates do not include office space cost 

• Field equipment ($1,300) and vehicle cost ($20,000} were included in non-labor cost estimates for field 
inspection and diversion staff. 

• Use of personal vehicle is assumed for field inspectors and their supervisors. Mileage reimbursement 
cost is estimated to be approximately $12,200 per inspector annually 

• Field equipment cost estimate includes costs for GPS, camera, laptop and personal protective 
equipment 

The total annualized cost of steady-state staffing is estimated to be close to $17.7 M. Up front equipment 
costs are estimated to be approximately $1.3 M. The cost of transition staffing is estimated to be $5.5 M 
annualized, or $8.2 M over an 18-month transition period. Up front equipment costs are estimated to be 
approximately $900,000 for transition staff. 
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.., .,,_~, .uouRCt cosr c .,IMTe& 

TABLE 4·1 
~oun:e R!!julr.,.,enu Co<t EJtim- - Stu!!):•Shte Period 

Total.__, Co,... Toto I NooH1bor 
No. of Po.stt.lons.e Annual Sal•rv Toul.hltrles llntluduCAP) Vehldts Fteld Equlpmen\ Office tqulpm•nt O:o.sts 

WorlclnKntle Study Stlllt Job Clountle and level 1$1 IS) IS! lSI lSI lSI ($) 

ft'Qt;ratrl Orrte'lOf I Soond 1\etcurce$ M~ni~r II 158,208 tsa.:zoa z~s:sao 3,600 3,600 

Mmln Asd.unt I Sr CleR lVP!st 70.Sl2 70,512 131,7)8 . 3,600 3,600 

Regional MJN~cer 3 Sf Mgmt Anal\rst II 121,•n 3!2,416 714,468 1.0,800 10,800 

Admin .AsJistant 3 SI'Cietl< Typin 70,512 211.536 39S,21i 10.SOO lO,WO 

cu- S.nlfo:e ""'""'"' I !>'111111111 A110lyst a 127,472 121,412 231,156 a.6CO 3 ,600 

CtJ~o-mtr St rvic-e Adm'n Aut 1 Sr Clork Typllt 70,512 70,512 131,.738 3,600 3,600 

CSA SU~Jo~~rvlsors 1 Sr M.gmt Anitty~ II 127,472 U7.472 2~, 156 3,600 3.600 

CSRs 16 Cust Se:IY Specr.alt:st 64,614 1,033,978 1,931,781 $7,600 57,600 

CSRs ... Cofraspondett<» liandlins: l CUstS<!rvSpomllst 64,624 19-ljl71 362,209 1D,SOO 10,800 

Diversion Manager I EnvlronM• ntal Supvr II 115,27! 115,278 215,374 3,600 3,600 

Dtverslcn Actm•n Assi~Ynt 1 SrCiorkTypot 59,&33 59,633 111,412 5,600 3,600 

Co111111mty OUtreach Sc>mallsu 3 En~!llflltol S!l« Ill 1C6.0S0 318,149 594,393 60,000 3,901) 10,800 74,700 

Environmental Specfal~ ! En\'ironmental Spee Ill 106.050 106,050 198,133 20,000 1.300 3,600 24,900 

Envltonmentol Enclneer l Environmental ~ncineer llS,278 115,278 21U74 20,000 1,300 9,600 24,900 

fecill!y lns~cton 6 En_n,...,tal Spec Ill 106,050 636,297 l.lU,794 120,000 ) ,800 21,6(10 143,400 

Corrtl"i-tt MA Manase.r l Sr Mgmt A"alyst II 121,472 U7,C72 zn.tss 31600 3,600 

Contr.>o:t MA Specialists 6 Monigomont Analy>t 11 87,132 522792 97&,732 21,600 21,600 

Fietd lnJptttor M1nase-r 1 Chief ErMranmenta1 Compll•nce lmpcctor 11.&,715 114,715 214, 322 20,000 1,300 3,1>00 24,900 

Foeld IMpoctor SuiJ"Msor 5 St- ! nv Cbmpllanetlnsp 88,322 441,612 815,064 61.000 6,500 18,000 85,500 

lndu•triol HVJ!Ielll.t. F•ditlos Inspection 1 fnduttrl•l 4-lygleoftt 110,455 110,455 206,36! 20,000 1,300 3,600 24.900 

~laid lhspe.:.on 42 Erw ComptlanGG Inspector 79,219 3,327,186 6,216.182 511.400 54,600 151,200 718.200 

Flnoncl&l .-...tv1t 4 Mon.acotl!ent Anoly<t 1 73,1S3 295412 551,518 14,400 14.AOO 

Atc.ount~nt o.zs AccoununtU 68,361 17,090 31,929 900 900 

Trafr~lns COO•dln.ator 1 M:;:m~~..gemtntAtlafvJtll 87,132 97,132 162,799 5,600 3,600 

IT 5up•rvltor I l'foSystem Mgr II 158,1.08 158, 10~ 295,580 5,600 3,~00 

IT· NetW<>r\Adnrin 0.5 Info S.CS Speclliiit 75,7S3 37,876 70,764 1.&00 l,&lO 

IT· System Admon l '"to Sves Specialist 75,753 75,753 14!,52S . 3,600 3,600 

fT- Bu$ineu Al'la1yst 1 P~mmcr/Analy$t V 11!1,650 113,650 214332 !1,600 3,600 

IT· OBA<Inoln 1 b>foS"<SSpecloll<t 7S.753 7S,7S3 141>:19 !1,600 3,600 

GIS Spt<loliot 3 G•oc lnl<> Spe<l•list 7S,0&4 225,252 410,838 10,900 10,800 

Tote! 112 17,m,sso 833,400 78.000 401,300 1,313,700 

e&OtOJI41UO"ftCO 



4,. ,!ITAr.C: MtoU'ICE o:>ST ~MA11:!1 

TABL£ 4-l 
Addltlo11al Costs· Tranolllon Perlod 

W<nidl\J1111o 
No, of lodd'l Positions 

Ttansftlon 
Job tlow Tlllo and l..,.l """"'' Salary 1$] Totti Se!arios ($) 

Total Labor CGsU 
(lntludd CAP) ($) 

CS~ Supervisors 

CSR$ 

CSRs ·Correspondence HandHrws: 

Fatilit:y lnspcttor.s 

F-t.ld ln_soe:ctlon Sup~trvlsor 

Field ln~pec.tor-.s 

IT Technlct!lln -08 Admin 

GIS~Iollst 

Toto! 

Notes: 

33 

s 

34 

&S 

Annu>l S•lerles ore b.ued ott 2~13 :S.Iancs CITYPAY 

Sr Mgmt An>IV•t II 

Part Time Clerk Typl51' 

P11 rt Time Cterk T'Vplst• 

fnvironl'nenta1 Spac Ill 

5I' f,.. Compll.a ntlliUp 

Patt T•m~ Oert Typist • 

lnl'll Svcs SPetlallst 

G<O( Info Specialr.t 

ClYII Sorvlc:o Codes obtoinod from http-,//oaoncy.govornmelrtjobs.com,llttity/dt!faolt.dm?ac:tlon:;osentV•P•ts 

127,472 382,417 

35,3S9 1.166,847 

3.S,.359 ~76,71>5 

106,050 S!0,248 

88,31~ 2£4,967 

35,359 1,202,206 

75,753 75,753 

70.,084 75,0114 

'Al4U<n., two (2) Port Time Cl"'k Typl>l (9SO ~rt eo<h annually) to mt on• (l) Fullllino posltjO<l for transklon !!off CSRs. Assumes no CAP eosts for Part Ttm .. t•fl. 

Non-hbor Costs a"umes $20JOOO per vehicle, $1~3(10 per peuon for field eqvfl)ment and $3,600 per penon for office essl!ntlall [computer. desk, otc.) 

U~ofpeno~alvdliclo ls .. sume.lfortronsltlonperlodsuff(&!tlmJ"'d•..,ogarollol:&er~of$U.2110per~porye•rj 

714,470 

1,1&6,847 

176,7515 

990,662 

495,()38 

1.202,206 

141,529 

140.280 

5,0%7,127 

Petsonal Vohlcle t.~neap 
lltlmburw...,nt ($) 

61,2.30 

36,738 

416.364 

~14,332 

l'leld Equlpmont l$) 

6,500 

3,900 

44,200 

so~.•oo 

Olflce 
Tmol N.....Ubor tens($) Equfpmont ($) 

----
10,800 10,800 

11!,800 118,800 

18,000 18,000 

18,000 85,730 

10,800 Sl,4.!t 

12t400 582,964 

3,600 3,~00 

MOO 3,600 

~000 874.!1ll 

UMO tf41l!:)INCQ 



5. Schedule 

Initial training sessions for the first hires are required to begin in 2014 and continue into FY2016/2017. 

Key assumptions used to estimate timeline dates and periods include: 

Program Start Date Early 2017 
..... - ............. _. . ......... -. ............ . , ... _, ...... ·····- ·····-······ .. ..................... _ ... _ . .., ..... __ ··-·-··········-······---······- -- ------··· ·-... -... -.... ---.. ·· -·-··· ........ -~·- ····- ··~· -· ·- ···--···-·········--····-······ 

Rates Announcement Date July 2016 

Winning Proposers 
Announcement Date 

Proposal £valuations Date 

Onboard Schedule 

50% of CSRs and Inspectors ready by the time rates are announced 

September 2014 
50% of CSRs trained and ready to respond to calls as soon as winning 
proposers are announced 

August 2014 

AU positions must be hired no later than 90 days before the program 
start date. 

Staff Resources required for proposal evaluations (beginning in August 2014) include the following: 

• Customer Service Manager (1) 

• Contract Management Manager (1) 

• Diversion Manager (1) 

• Environmental Specialist (1) 

• Environmental Engineer (1) 

• .Training Coordinator (1) 

• Industrial Hygienist (1) 

• Financial Analysts (2} 

• IT Manager (1) 
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Appendix A 
Franchise System Staff Roles 



Program Director/Manager 
Duties 
Oversees the entire Exclusive Solid Waste Franchise program. leads the Transition Team during the 
transition period (from Franchise Agreement execution date until9 months after implementation start date) 

Essential Functions 
Essential functions of the Program Director/Manager will include: 

• .lead the planning and execution of the Franchise System Implementation 

• Oversee the day to day to management and execution of the Franchise System Program 
responsibilities 

• Ensure the effective coordination of all work performed by the franchise System Program Office 

• Develop and deliver reports and briefings to senior City Officials regarding the progress toward 
Franchise System implementation and achievement of goals 

• Provide strategic advice senior City Officia Is regarding emerging Franchise Program matters, such as 
new facility needs, emerging collection technologies, and opportunities to increase the efficiency 
and effectiveness of the System 

• Monitor and identify Franchise Hauler performance to identify problematic trends that require 
correction 

• lead negotiations with Franchise Haulers regarding contract amendments and other matters 
requiring City intervention 

• Supervise Program Office managers, including conducting performance reviews, providing direction 
regarding hiring and disciplinary matters, and other supervisory matters 

• Supervise the Program Office Administrative Assistant 

Administrative Assistant 
Duties 
Provides clerical and administrative support to the Program Director/Manager, and assists in coordinating all 
aspects of-daily operations, including recording and reporting data. 

Essential Functions 
Essential functions of the Administrative Assistant will include: 

• Assists in routing cails from customers and City officials 

• Assists in troubleshooting and resolving service and operational issues 

• Ma!ntains and distributes department-related information on a daily basis 

• Communicates with supervisors and managers about operations and/or dispatch issues 

• Completes and maintains a variety of reports as directed by the department managers/supervisors 

• Uses software tools to manage a variety of tasks, such as procurement, time and attendance, safety 
incidents, and contract labor 

• Assists with data collection and reporting 
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• Assists in the implementation of operational projects as needed 

• Communicates with customers about service issues as needed 

• Communicates with employees about scheduling and work assignments as needed 

• Performs other duties as assigned 

Customer Service Manager 
Duties 
The Customer Service Manager receives and processes calls from customers, serves as the end-to-end point 
of contact for customers, and resolves customer issues. Supervises customer service supervisors to meet 
overall call center objectives and enhance the customer service function to exceed all customers' 
expectations. Assists with the handling of non-routine calls that require deviation from standard screens, 
scripts, and procedures and other situations that may require adaptation of response or extensive research 
according to customer response. 

Essential Functions 
Essential functions of the Customer Service Manager will include: 

• Manages the customer service team for the Franchise System Program 

• Applies sound supervisory principles and techniques in building and maintaining an effective 
workforce 

• Fulfills equal employment opportunity responsibilities 

• Participates in internal and external meetings as necessary 

• Participates in special projects as assigned 

• Responds to unresolved issues when necessary 

• Responsible for the development of customer service-related reports, including the creation of 
reports as requested 

Customer Service Administrative Assistant 
Duties 
Provides clerical and administrative support to the Customer Service Manager and assists in coordinating all 
aspects of daily operations, including recording and reporting data. 

Essential Functions 
Essential functions ofthe Customer Service Administrative Assistant will include: 

• Assists in routing calls from customers, City officials, and Franchise Haulers 

• Assists in troubleshooting and resolving service, and operational issues 

• Maintains and distributes department-related Information on a daily basis 

• Communicates with supervisors and managers about operations and dispatch issues 

• Completes and maintains a variety of reports as directed by the department managers/supervisors 
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• Uses software tools to manage a variety of tasks, such as procurement, time and attendance, safety 
incidents, and contract labor 

• Assists with data collection and reporting 

• Communicates with employees about scheduling and work assignments as needed 

• Performs other duties as assigned 

Customer Service Supervisor 
Duties 
The Customer Supervisor supervises a team of Customer Service Representatives (CSR) to meet overall call 
center objectives and enhance the customer service function to exceed all customers' expectations. Assists 
with the handling of non-routine calls that require deviation from standard screens, scripts, procedures, and 
other situations that may require adaptation of response or extensive research, according to customer 
response. 

Essential Functions 
Essentia I functions of the Customer Service Supervisor will include: 

• Providing ongoing and daily assistance to Customer Service Representatives 

• Serving as primary contact in assisting a team of quality service providers 

• Handling escalated calls that may require deviation from standard screens, scripts, and other 
procedures 

• Monitoring calls and providing coaching and feedback as necessary to ensure call center 
performanceO 

• Maintaining, as required, routine customer service-related reports and creating reports as 
requested 

• Conducting performance reviews and addressing other personnel matters related to Customer 
Service Representatives 

Customer Service Representatives (CSR) 
Duties 
Field live calls from customers with service inquiries, account set·up and closing needs, service information, 
questions, and complaints; record customer call information to assist with monitoring Contractor 
performance; route customer calls to appropriate Franchise Hauler for immediate resolution 

Essential Functions 
Essential functions of the Customer Service Representative will include: 

• Responding to calls/online/text complaints, service requests and informational inquiries from 
commercial customers 

• Providing bilingual or English~as-a·second-language services to customers 

• Communicating concise and accurate information 

• Confirming that customer needs, issues, and requests are understood 

• Escalating unresolvable issues to supervisor or manager of correct department 
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• Utilizing the City's authorized system to gather information, provide information, and update 
customer records 

• Maintaining routine customer service-related reports, as required by management, and creating 
reports as requested 

Diversion Manager 
Duties 
Diversion Manager manages the Community Outreach, Environmental Specialists, Industrial Hygienist, and 
Contract Management Functions. 

Essential Functions 
Essential functions of the Diversion Manager will include: 

• Managing the community outreach and environmental and contract management team for the 
franchise program 

• Conducting performance reviews of direct reports and other personnel responsibilities related to 
the Diversion work section 

• Fulfilling equal employment opportunity responsibilities 

• Participating in internal and external meetings as necessary 

• Participating in special projects as assigned 

• Responding to unresolved issues when necessary 

• Developing franchise program-related reports, including the creation of reports as requested 

Diversion Administrative Assistant 
Duties 
Provides clerical and administrative support to Diversion Manager and assists in coordinating all aspects of 
daily operations, including recording and reporting data. 

Essential Functions 
Essentia I functions of the Diversion Administrative Assistant will include: 

• Assisting in routing calls from customers, City officials, and Franchise Haulers 

• Assisting in troubleshooting and resolving service, and in operational issues 

• Maintaining and distributing department-related information on a daily basis 

• Communicating with supervisors and managers about operations and dispatch issues 

• Completing and maintaining a variety of reports as directed by the department 
managers/supervisors 

• Using software tools to manage a variety of tasks, such as procurement, time and attendance, safety 
incidents, and contract labor 

• Assisting with data collection and reporting 

• Assisting in the implementation of operational projects as needed 
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• Communicating with customers about service issues as needed 

• Communicating with employees about scheduling and work assignments as needed 

• Performing other duties as assigned 

Community Outreach Specialists 
Duties 
Oversee the-Contractor's outreach and educational programs and other outreach efforts as needed. 

Essential Functions 
Essential functions of the Community Outreach Specialists will include: 

• Educating the public about the transition process 

• Educating the public to reduce waste 

• Educating the public to increase recycling 

• Creating incentives for those customers that exceed the established goals 

• Educating the public on the City's Green Business Certification program 

• Educating the public on waste diversion programs 

• Obtaining community input regarding waste management topics 

• Developing outreach materials 

• Developing outreach metrics used to analyze the effectiveness of the outreach efforts 

• Participating in transition activities 

Environmental Specialists/Environmental Engineer 
Duties 
Environmental Specialists perform complex technical monitoring, inspection, documentation, and 
administrative functions associated with the daily operation of Contractors to ensure compliance with 
federal, state, and local codes and regulations, including dealing with the proper collection, storage, and 
disposal of hazardous, medical, and infectious waste. This is accomplished by planning, organizing and 
coordinating contract environmental provisions compliance activities of the Contractors. Technical duties 
include monitoring and documenting regulatory compliance of Contractors. Environmental Specialists will 
conduct inspection of Contractors' facilities. In addition to the technical duties, this position performs 
administrative work providing direction to Contractors and staff, and performs activities to ensure 
regulatory compliance. 

Essential Functions 
Essential functions of the Environmental Specialists will include: 

• Reviewing reports, laws, and regulations to develop policies and procedures related to 
environmental compliance of Contractor's operations 

• Developing implementing, and provide quality assurance of environmental monitoring systems, and 
overseeing field operations for environmental monitoring and investigation 
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• Overseeing the collection of environmental monitoring samples and preparing related reports for 
regulatory agencies and the public 

• Conducting environmental audits to ensure adherence to environmental regulations 

• Conducting an overall review of the Contractor's performance in the fifth year (diversion targets and 
other measurable elements) 

• Participating in Team meetings for discussion and review of regulatory compliance 

• Performing other special environmental regulatory compliance as necessary 

• Enforcing franchise agreement terms pertaining to all environmental issues 

• Reviewing Franchise Haulers' operational practices, routing efficiency, vehicle tracking methods 

• Inspecting Franchise Haulers' facilities (including transfer stations) to ensure compliance with 
appropriate rules and regulations 

• Monitoring franchise Haulers' compliance with franchise Agreement requirements for use of low 
emission, dean fuel vehicles 

• Monitoring Franchise Haulers' progress toward meeting the goals and targets of their diversion 
plans 

• Conducting site visits of transfe r, disposal and processing facilities to verify compliance with 
Contractor agreements 

• Participating in transition activities 

Industrial Hygienist 
Duties 
Industrial Hygienist coordinates, plans, and conducts programs to ensure the Contractors' cleanliness, 
safety, and sanitation in their hauler facilities/trucks. Industrial Hygienist conducts inspections at 
Contractors' facilities and provides advice on methods and procedures to reduce occupational health risks. 

Essential Functions 
Essential functions of the Industrial Hygienist will include: 

• Enforcing franchise agreement terms pertaining to all environmental issues 

• Inspecting Contractor's facilities to ensure compliance with appropriate rules and regulations 

• Reviewing for contaminated air, water and disease-carrying vectors that can spread illness 

• Reviewing proper handling of hazardous materials 

• Ensuring measures for control .of nuisances (dust, odor, fitter, noise or visual/aesthetic degradation) 
are in place 

• Ensuring measures for control of disease·causing agents are in place 

• Ensuring that the Contractor provides a safe and healthy environment for its workers and that the 
facilities are in compliance with OSHA and other regu latory agencies 

• Participating in Team meetings for discussion and review of regulatory compliance 
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Contract Management (MA) Specialists 
Duties 
Act as the interface between the City and the hauler in addressing contractual issues. Include contract 
interpretation and compliance issues that arise between Contractors and the City. 

Essential Functions 
The essential functions of the Contract Management Specialist wilt include: 

• Advising and assisting City leadership in strategy development and negotiations related to revisions 
of franchise agreements 

• Investigating complaints of noncompliance of waste disposal franchise agreements 

• Supporting any matters requiring negotiation with Franchise Haulers 

• Coordinating with internal staff to ensure consistent interpretation of and implementation of 
Franchise Agreements 

• Providing information to interested parties related to franchise Agreements 

• Assisting in the completion of annual audits of Franchise Hauler performance 

• Preparing and attending necessary meetings related to contractual issues 

• Ensuring Contractors are in compliance with contract terms and conditions 

• Ensuring that Contractors develop contingency plans to avoid disruption of services 

• Reviewing customer service reports, including records of service complaints, response time, wait 
time for incoming calls, dropped calls, complaint resolution and other established performance 
benchmarks (such as missed collections, repeat misses, or container not delivered on time); 
determine if liquidated damages should be imposed due to performance failures. 

• Ensuring Contractor has dedicated staff to assist businesses with waste assessment, recycling 
programs, and organics 

• Ensuring Contractors effectively perform urgent unscheduled pickup services (such as for hospitals 
or movie studios) 

• Ensuring employees of the Contractor are properly trained each year to handle emergencies that 
may cause interruptions in service 

Field Inspection Manager 
Duties 
Supervises a team of Field Inspection Supervisors engaged in inspecting and investigating customer sites. 

Essential Functions 
The essential functions of the Field Inspection Manager will include: 

• Coordinating with other Franchise Program staff to ensure effective oversight of Franchise Hauler 
performance 

• Supervising Field Inspections Supervisors, including conducting performance reviews and other 
personnel related activities 
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• Performing more difficult inspections and investigations 

• Attending meetings and prepares required reports 

• Conducting Route Inspections 

• Preparing work orders for the field staff 

Field Inspectors (Customer Response) 
Duties 
The primary function of the field inspector will be to provide a variety of technical and field inspection work 
in order to monitor the franchise compliance with franchise agreements; conduct onsite inspections with 
customers to assist in resolving customer service issues. The inspector will be responsible for issuing 
violation notices and make recommendation for gaining compliance and other related tasks. 

Essential Functions 
The essential functions of the Field Inspector will include: 

• Investigating complaints of noncompliance of waste disposal franchise agreements 

• Issuing violation notices, and, if necessary, preparing follow-up reports concerning which violations 
have not been corrected 

• Maintaining inspection records and preparing reports for supervisors and regulatory agencies 

• Testifying at hearings regarding violations and compliance activities, if necessary 

• Traveling to inspection sites and preparing supporting documentation and reports relevant to 
inspections, prior to and following inspections 

• Conducting scheduled and random inspections of Contractor services to assess opportunities for 
increased recycling 

• Conducting inspections to ensure Contractor compliance with container specification requirements 
and other terms of franchise agreements 

• Meeting customers onsite to assist in resolution of customer service issues (such as repeated missed 
collections or graffiti complaints} 

• Monitoring routes to track and report where recycling services are not being provided 

• Participating in meetings, as required 

Field Inspectors (Facilities) 
Duties 
The primary function of the Field Inspector will be to provide a variety of technical and field inspection work 
in order to monitor the franchise compliance with franchise agreements; conduct site visits of transfer, 
disposal and processing facilities to verify compliance with franchise agreements. The inspector will be 
responsible for issuing violation notices and making recommendation for gaining compliance and other 
related tasks. 

Essential Functions 
The essential functions of the Field Inspector will include: 
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• Inspecting Contractor facilities to ensure compliance with Franchise Agreement terms, specifically 
regarding diversion requirements {AB 939 Certified Processor Certification) and health and safety 
requirements 

• Issuing violation notices and if necessary prepare follow-up reports concerning which violations 
have not been corrected 

• Maintaining inspection records and preparing reports for supervisors and regulatory agencies. 

• Testifying at hearings regarding violations and compliance activities, as needed 

• Traveling to inspection sites and prepare supporting documentation and reports relevant to 
inspections, prior to and following inspections 

• Conducting scheduled and random inspections of Contractor services to assess opportunities for 
increased recycling 

• Conducting inspections of Contractor base yards and vehicles to verify compliance with franchise 
agreements 

• Participating in meetings, as required 

Financial Manager 
Duties 
The primary function of the Financial Manager is to supervisor the Financial Analysts, Auditors, and 
Accounting staff. 

Essential Functions 
Essential Functions ofthe financial Manager will include: 

• Supervising finance staff, including conducting performance reviews and other personnel related 
activities 

e Managing or assisting in managing financial administration and planning or accounting activities for 
the franchise program 

• Analyzing and making recommendations on significant financial matters 

• Participating in the development of business management reporting, accounting, or cash flow 
projection systems 

• Participating in internal and external meetings as necessary 

• Participating in special projects as assigned 

Financial Analysts 
Duties 
The primary function of the Financial Analyst is to provide detailed analytical information to ensure that 
haulers are in compliance with franchise agreements, monitor service level and financial data provided 
Franchise Haulers, and ensure the correct calculation of liquated damages owed to the City. This would 
include the responsibility to coordinate, prepare documents, and perform research analyses, whenever 
necessary. 
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Essential Functions 
The essential functions of the Financial Analyst will.include: 

• Monitoring and analyzing weekly and monthly performance data provided by the Franchise Haulers 

• Monitoring and analyzing monthly service level, revenue, and financial performance data provided 
by the Franchise Haulers 

• Preparing and presenting reports, presentations and briefing to Franchise Program staff and senior 
officials regarding Franchise Hauler performance, service level, and revenue trends; trends in AB 939 
and Franchise Fees; and Franchise Hauler financial performance 

• Calculating quarterly Contractor's fees due to the City, per the terms of Franchise Agreements 

Accountant 

Duties 
The primary function of the accountant is to ensure that AB 939, franchise fees, and other monies due to the 
City are properly calculated and accounted for. 

Essential Functions 
Essential Functions of the Accountant will include: 

• Preparing, reviewing, analyzing, and interpreting financial and statistical data to ensure accuracy of 
Contractors' quarterly payments and reports 

• Overseeing production of automated internal financial/operational reports 

• Participating in Team meetings for discussion and review of generated financial reports 

• Assisting with the preparation of annual budgets, updates, and strategic plans 

• Reviewing quarterly Contractor payments and reports 

• Preparing accrual entries, at year end, for proper revenue recognition 

• Assisting Contract Management and Financial Analysts with calculating liquidated damages 

• Preparing liquidated damage billings 

• Preparing billing to the Contactor's for City's Outreach efforts (for example, to fund direct mail, web­
hosted materials and other outreach and education media) 

Training Coordinator 
Duties 
The primary function of the Training Coordinator is to be responsible for training of the franchise program 
staff, which includes curriculum development, policies and procedures, and a staff training schedule. 

Essential Functions 
Essential Functions ofthe Training Coordinator will include: 

• Organizing internal training programs 

• Designing, coordinating, and conduct end-user training programs 

• Preparing curriculum and tools needed for staff training 
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• Reviewing the list of training participants, distribution of materials and training, support trainer in 
training 

• Organizing external training programs as needed 

• Preparing policies and procedures for franchise program staff 

• Assisting managers/supervisors in developing training schedule and material 

• Participating in Team meetings for discussion and review oftraining schedule and curriculum 

IT Manager 
Duties 
IT Manager will supervise the IT staff that will be supporting the franchise technology applications, servers, 
databases, user desktops, phone system and mobile applications. 

Essential Functions 
Essentia I Functions of the IT Manager will include: 

• Supervising IT staff, including conducting performance reviews and other personnel-related 
activities 

• Preparing reports, presentations, and briefings for senior officials regarding technology issues, 
including budget needs, emerging technologies, and other matters requiring management attention 

• Assisting in the design, implementation and maintenance of databases to store, extract and analyze 
Contractor provided data 

• Supporting the IT team in the design, coordination of, and execution of end-user training programs 

• Participating in internal and external meetings as necessary 

• Participating in special projects as assigned 

IT Technicians 
Duties 
IT Technicians act as a departmental resource, providing technical and analytical expertise in supporting the 
City's customer service technology applications, which will include the software, phone technology, and 
interfaces to franchise haulers detail systems. IT Support Staff perform analysis, planning, development, 
training, and support activities for automated, computer-based information systems used by the Franchise 
System staff. 

Essential Functions 
Essential Functions of the IT Technician will include: 

• Developing and managing the interfaces bet-.veen the Franchise Haulers' customer service 
applications to the City's CRM application 

• ln·sta !ling and maintaining all software and database applications necessary to support the Franchise 
Program 

• Installing and maintaining the IT infrastructure that supports the databases and applications 
required for the Franchise Program 
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• Developing statistica I reports and queries used for financial analysis, Franchise Hauler performance 
monitoring, and other Franchise Program oversight activities 

• Providing desktop support for all Franchise Program staff 

• Participating in transition activities 

GIS Specialist 
Duties 
The primary function of an employee in this class is to operate a computerized mapping system and perform 
technical geographic information system (GIS) input, including editing and system analysis, to produce a 
wide variety of maps and reports for staff and the public. The GIS specialist provides and integrates GIS data 
from a variety of existing sources into the Franchise System database on a regular basis to ensure complete 
and accurate data is available for the map display and use by Franchise System staff. 

Essential Functions 
Essential Functions intended for GIS Specialist will include: 

• Utilizing GIS and associated software to produce, display, and analyze geographic information, 
including VMT data 

• Integrating GIS base rriap data from existing City and other systems into the Franchise System GIS 
database 

• Creating maps for field staff 

• Creating and maintaining field data collection GIS mapping applications for use by staff 

• Preparing, updating, and maintaining GIS databases, reports, statistical information and maps as 
requested by Franchise System staff 

• Assisting Franchise Program staff with map production and analysis of spatial database information 

• Providing technical support to train and assist system users in new and existing GIS applications, 
including mobile applications for field staff 
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Appendix B 
Benchmark Surveys (Schafer Consulting) 



Fresno, CA ........................................................................................................................................................ B-3 
Monterey County ............................................................................................................................................. B-5 
New York City ................................................................................................................................................... B-6 
Oakland, CA ...................................................................................................................................................... B-9 

Roseville, CA ................................................................................................................................................... B-11 

Sacramento County ........................................................................................................................................ B-13 

San Bernardino County .................................................................................................................................. B-16 
San Diego ....................................................................................................................................................... B-17 

San Jose .......................................................................................................................................................... B-20 

Santa Clara County ......................................................................................................... : ............................... B-22 

Stockton .......................................................................................................................................................... B-24 

Vancouver, WA .............................................................................................................................................. 6·27 
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Survey Responses by City and County 
Contact for Benchmarking - Fresno, CA 
Contact Information: 

Name: Jerry Schuber Sr. 
Title: Assistant Director of Public Utilities- Solid Waste Division Management 
Phone and email: 559 621-1801 
Jerrv. Sch ube r@fresno .gov 

Questions/Needed information from agencies that have franchise agreements 

General Background 

1. How many total accounts do you service? 

SWMD handles 107,000+ residential accounts 

2. What is the breakdown of accounts (residential, commercial/multifamily)? 

Exclusive franchise for collecting and hauling commercial and multi-family solid waste and recycling 
materials, which included about 7,900 multi-family, commercial and industrial accounts, was awarded to 
Mid Valley Disposal and Republic Services (formerly Allied Waste). 

3. What is your toto/ service area (acres or square miles)? 

109 Square Miles of the 6009 Square miles of Fresno County 

4. What is the total annual disposal tonnage processed? 

230,500 FY13 for all city contractors 

5. What is your current diversion rate? 

Down this yearto 58%. In years past we have been as high as 71% 

Customer Service 

1. What are the hours for your call center? 

24/7 for the one call answering service, but our office hours are 8 to 4 M-F 

2. How do you handle 'after hour calfs' if needed? 

They are routed to the AD for handling when trucks are back up and running. Emergencies can be handled 
by vendor or by city staff who work on weekends. 

3. How many customer service representatives do you have in the department? How many of those are 
clerical support? 

20+ (6 are Customer facing people who handle the public customers direct, however, everyone we deal with 
is a customer internal or external) 

4. How many calls does each customer service representative handle a day? 

<100 

5. How many supervisors da you have? 

2 

6. What is the supervisor/representative ratio? 

3/1 ratio (one is a lead and then there is a supervisor) 
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7. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

Service issues and customer needs. Billing problems or angry customers who are unhappy with the service 
answers will escalate so the customer gets satisfaction. 

8. Do you monitor customer service performance? If so, what is your current measure of performance? 

Yes. We use call volume. We have recently switched our phones to a Voice Over Internet Protocol system 
which allows us to monitor and record conversations. 

9. Of the customer service requests how many are received via on email, voicemail and snail mail per day? 

5 to 20 voice mails and maybe an email once or twice a week. Snail mail is once a month if at all. 

Franchise Operations (if inspections are outsourced, can we contact consultants) 

1. How do you handle field/haulers inspections? 

On staff/Consultants. Consultants and in house. 

2. How many sites does each inspector need to visit - daily, weekly, monthly? 

Not Specified. 

3. What is the inspection frequency of waste hauler operations? 

As needed. 

4. How many environmental specialists are on staff? Industrial hygienists? Investigators? Other staff? 

1 Safety Specialist. 1 program compliance officer. We used to have 4 code enforcement officers but budget 
cuts killed the program. 

5. For the field Inspectors: 

a. What are the duties and types of work performed each day? 

Compliance with Large pile regulations 

b. How many work orders or stops per day does each inspector perform? 

Not specified 

Contract Management 

1. How many resources do you have to manage the franchise agreements? 

3 

2. What types of resources are these? 

AD, Internal audit staff, Outside Consultants 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

None right now. 

Financial 
1. Are you responsible for billing haulers for service? 

No 

2. If not, how is billing handled? 

The haulers bill for services 
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3. What is the total gross revenue for solid waste disposal? 

29m for residential. 

4. How many accountants, accounting clerks, auditors, management analysts are on staff? 

6 

5. Do you perform rate analysis? If so, how often is that done and how many people in your organization 
are supporting this function? 

Every 5 years we consult on this with an outside consultant. 

Other 

1. Who is responsible for report preparation, clean-up events preparation, and event staffing? 

Community Sanitations staff (also a division in Solid Waste) 

2. Do you handle any IT support? GIS Support? 

No IT but we are adding a GIS specialist this year. 

3. Other Duties 

Recycling outreach is done in house as well. 

4 staff for this operation. 

Monterey County 
Contact Information: 

Mark Diaz 
Monterey County 
831-755-4617 
"Feel free to call back" 

1. What geographic area is your organization responsible for? 

Monterey County 

2. How many commercial customers do you have? 

Was not sure 

3. How many fu/Hime waste inspectors do you employ? 

2.5 full time inspectors 
2 senior inspectors (level3) and level2 inspector 

4. Do you require bi-lingual inspectors? 

No 

5. How are the field inspectors assigned? (zones, demographics, type of business) 

Each hauler is responsible for the entire geographic county 
Tasks are divided up fairly evenly in terms of hours, geography, number of facilities 

6. On average, how many inspections a day does your organization conduct? 

1,100 annual inspections 

- LEA inspections (local enforcement agencies) 288, Medical Waste 240, Waste Hire Facilities 230, 
liquid Waste Hauler Inspections 60 vehicles, Solid Waste Vehicle Inspections 170 
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7. On overage, how much time does an inspector spend on a site or how many inspections a day? 

2-3 inspections a day on average 

8. Percentage of time spent of/site (i.e. reporting time, meeting time, travel time, etc.) 

40% time spent off-site 
Respond to complaints 
Body Art Inspections 
Recycling duties are also shared: mostly cross-training 

9. Do you have out-source to commercial waste haulers? 

East jurisdiction bids separately for their hauling 
12 total cities 7 haulers 

10. Do you perform inspections on private haulers? 

local county ordinance requires annual inspections on all vehicles for the so lid waste haulers. 

Contact for Benchmarking - New York City 
Contact Information: 

Bridget Anderson 
Director, Recycling Unit at DSNY Bureau of Waste Prevention, Reuse, & Recycling 

Questions/Needed information from agencies that have franchise agreements 

General Background 

1. Do you have exclusive residential and/or commercial/multifamily franchises? 

230 Haulers provide service for commercial accounts 

2. What collection services {i.e., solid waste, recycling, food waste, yard trash, etc.) are provided under the 
residential and/or commercial/multifamily franchises? 

3. How many total accounts do you service? 

4. What is the breakdown of accounts (residential, commercial/multifamily)? 

Residential service is based on property taxes (institutional)- there aren't really accounts; Commercial 
accounts are serviced by 230 licensed haulers- there are approximately 150,000-200,000 accounts 

5. What is your total service area (acres or square miles)? 

6. What is the total annual disposal tonnage processed? 

3 million tons collected a year 

7. What is your current diversion rate? 

DSNY -for 2013 -15.1% 

Customer Service 

1. Is the m unicipa/ity or the service provider the first point of contact for customer service 7 

Residential yes - Commercial accounts - no- are serviced by haulers/ lnitia I point of contact is the 311 
system 
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2. How are customer service issues communicated to the service providers? 

3. What are the hours for your call center? 

Any calls and online requests are routed to automated 311 system. 

4. How do you handle 'after hour calls' if needed? 

5. How many customer service representatives do you hove in the deportment? How many of those ore 
clerical support? 

The CSR's handle service calls for residences and institutions. There are 4 reps that handle recycling specific 
issues and 4 that handle materials request- again they are handled by exception. 

6. How many calls does each customer service representative typically handle a day? 

7. How many supervisors do you hove? 

8. What is the supervisor/representative ratio? 

9. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

10. Do you monitor customer service performance? If so, what is your current measure of performance? 

11. Of the customer service requests how many are received via on email, voicemaif and snail mail per day? 

Any calls are processed through 311 system- calls/online requests may be forwarded to different bureaus 
within sanitation -depending 

Franchise Operations 

1. How do you handle field/haulers inspections? On staff/Consultants? 

Another division- Business Integrity Commission regulate the haulers -they have a small team that 
investigate issues with the haulers 

2. How many sites does each inspector need to visit- doily, weekly, monthly? 

3. What is the inspection frequency of waste hauler operations? 

4. How many environmental specialists are on staff? Industrial hygienists ?Investigators? Other staff? 
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Contract Management 

1. How many resources do you hove to manage the franchise agreements? 

2. What types of resources are these? 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

Financial 

1. Are you responsible for biJ/ing haulers for service? 

2. if not, how is billing handfed? 

3. What is the total gross revenue for solid waste disposal/collection? 

4. How many accountants, accounting clerks, auditors, management analysts are on staff? 

5. Do you perform rote analysis? If so, how often is that done and how many people in your organization 
are supporting this function? 

Other 

1. Who is responsible for report preparation, clean-up events preparation and event staffing? 

2. Do you handle any IT support? GIS Support? 

Other Duties Field Inspectors 

1. How many field inspectors do you currently have on staff? 

For the Commercial accounts- there are 2 enforcement officers-sometimes there have been 4 officers­
the respond to issues- correspondence. Their inspections aren't done on a proactive basis. 

2. What are the duties and types of work performed each day? 

Inspectors investigate issues or exceptions- inspectors use handheld devices connected to online system­
they can even issue tickets using the device- system is NOVAS/ For the residences/institutions- there are 
permit inspections, transfer stations, enforcement officers or outreach officers (currently there are 6 
outreach officers -there have been as many as 40) -outreach is also part of the job for others in the 
department- there is also a Supervisor in the field on an ad hoc basis to perform inspections 

3. How many work orders or stops per day does each inspector perform? 
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Contact for Benchmarking - Oakland, CA 
A management level who is in charge of waste management (solid waste, trash collection, etc.) 

Contact Information: 

Name: Mark Gagliardi 
Title: Acting Solid Waste & Recycli ng Program Supervisor 
City of Oakland I Public Works Agency 
250 Frank H Ogawa Plaza, Ste. 5301 I Oakland, CA 94612 
Phone and email: (510) 238-6262 
mgagliardi@oaklandnet.com 

Needed information from agencies that have franchise agreements 

Customer Service 

1. What are the hours for your call center? 

The City operates a Recycling Hotline Monday through Friday from 8:30am to 5:00 pm. It is closed from 
12:00 pm to 1:00pm daily and all City observed holidays. 

2. How do you handle 'after hour calls' if needed? 

After hours calls are routed to voicemail for response the following business day. Callers are also directed to 
report service collection related ca lis and com pia ints directly to the hauler customer service. 

3. How many customer service representatives do you have in the department? 

Our division utilizes one intern for live call handling & customer support. That position is assisted by all 
remaining recycling staff of which there normally 7 excluding the Recycling Supervisor position. 

4. How many of those are clerical support? 

None. 

5. How many calls does each customer service representative handle o day? 

In January we averaged 11 calls per day which includes emailed service requests. 

6. How many supervisors do you have? 

One position directly supervises the hot line intern who is not the Recycling Supervisor which supervises the 
entire work unit. 

7. What is the supervisor/representative ratio? 

There is one staff allocated to supervise one intern. 

8. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

The intern addresses all typical service requests such as missed collection, general complaints, requests for 
service and recycling information. The intern flags calls for escalation when there is a complaint about a 
franchise violation such as collection before 6 am, a complaint has been lodged for a second time (missed 
collection or other general complaint), or when a different division staff person or city agency must become 
involved such as with a public records request or complaint about illegal dumping. 

Franchise Operations 

1. How do you handle field/haulers inspections? On staff (in house)/Consultants. 

There are currently no field or hauler inspections. 
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2. How many sites do each inspectors need to visit- daily, weekly, monthly? Time spent for inspections? 

N/A 

3. How many environmental specialists are on· staff? 

0 

4. Industrial hygienists? Investigators? 

0 

5. Other staff? 

Recycling Supervisor -1 

Sr, Recycling Specialist- 2 
Recycling Specialist- 3 
Program Analyst 1 - 2 

Contract Management 

Who manages the franchise agreement? 

1. How many resources do you have to manage the franchise agreements? 

1 Recycling Supervisor 

2 Sr. Recycling Specialists 

1 Program Analyst 

2. What types of resources ore these? 

City staff employed in the Public Works Agency, Environmental Services Division. 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

N/A 

Financial 

1. Are you responsible for billing haulers for service? 

Sharon confirmed that this questions refers to remittance offranchise fees from hauler to City, not payment 
for collection services provided to customers. In this case, No, the city does not bill the hauler. The amount 
of the monthly franchise and other city fees is established annually according to contract provisions, and the 
hauler sends the payments monthly. 

2. If not, how is billing handled? 

Specific hauler financia I obligations are detailed in the franchise agreement. The agreement requires the 
hauler to remit those funds to the city each month. 

3. How many accountants, accounting clerks, auditors, management analysts ore on staff? 

One Sr. Recycling Specialist conducts the annual adjustment to franchise and other city fees (as well as 
annual adjustments to customer rates for service}. Additionally, a team of two Recycling Specialists plus one 
Program Analyst conducts monthly contract compliance meetings with each of the two franchised haulers, 
and does follow-up activities as needed. 

4. Do you perform rate analysis? If so, how often is that done and how many people in your organization 
are supporting this function? 

No, we do not perform rate analysis. 
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Other 

1. Who is responsible for report preparation, clean-up events preparation, and event staffing? 

Recycling Specialists & Recycling Supervisor prepare reports for the City Council. The franchise agreement 
provides a limited number of debris boxes for clean-up events that are a !located to the City Council for 
distribution. City staff does not staff clean-up events. 

2. Do you have any IT support staff? 

Both IT and GIS is supported through the Public Works Agency (PWA) staff of 3 at an agency-wide level and 
supplemented by City of Oakland IT support staff. 

3. And GIS Support? 

1 of the 3 staff previously mentioned was specifically hired to handle PWA GIS at an agency-wide level. 

4. Other Duties 

Contact for Benchmarking - Roseville, CA 
A management level who is in charge of waste management (solid waste, trash collection, etc.} 

Contact Information: 

Name: Shelly Tilley 
Title: Refuse Superintendent 
Phone and email: 916-774-5785 
stilley@roseville.ca.us 

They have 12 non-exclusive haulers. Shelly handles the agreements. All12 are commercial haulers. The 
only time a resident would use a hauler is if they need additional bins for construction work. Other than 
that it is all residential through the City of Roseville. 

Customer Service 

1. What ore the hours for your call center? 

8to5 

2. How do you handle 'after hour calls' if needed? 

Voice mail (not a lot of emergencies) 

3. How many customer service representatives do you hove in the department? 

2 CSR, 1 Clerk, 1 billing technician (supervisor) 

4. How many of those are clerical support? 

1 clerk 

5. How many calls does each customer service representative handle a day? 

80 to 100 calls per day. 

6. How many supervisors do you have? 

1 billing technician 

7. Whot is the supervisor/representative ratio? 

2 CSR and 1 Clerk answer to the billing technician. Billing technician to the utility manager then Shelly the 
s u perinte n dent. 
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8. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

Rep handles more questions if it needs to be escalated then the supervisor or superintendent gets involved. 

Franchise Operations 

1. How do you handle field/haulers inspections? 

On staff (in house)/Consultants. In house. They are a full service city. 

2. How many sites do each inspectors need to visit- daily, weekly, monthly? Time spent for inspections? 

Only one time. Unless there are issues. They are city haulers so no inspectors. 

3. How many environmental specialists are on staff? 

None on staff. 

4. Industrial hygienists? Investigators? 

No 

5. Other staff? 

Engineers but they are in other departments. 

Contract Management 

Who manages the franchise agreement? 

1. How many resources do you have to manage the franchise agreements? 

Full service a non-exclusive franchise. 

2. What types of resources are these? 

Roseville has full services including their own water treatment facility. 

3. Which responsibilities hove you given to your franchisee that you wished you could have kept in·house? 

All in·house. 

Financial 

1. Are you responsible for billing haulers for service? 

No, they are the hauling services 

2. if not, how is billing handled? 

3. How many accountants, accounting clerks, auditors, management analysts are on staff? 

City.derk office has their division. 

4. Do you perform rate analysis? If so, how often is that done and how many people in your organization 
are supporting tMs function? 

Every 3 to 5 years. 3 business analyst in business service but not all are in solid waste. 

Other 

1. Who is responsible for report preparation, clean-up events preparation, and event staffing? 

Clean up is the trash haulers but other departments handle the preparations. 
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2. Do you have any IT support staff? 

Not in their division but in the IT department. 

3. And GIS Support? 

Environmental utility department. 4 support people. 

4. Other Duties? 

Water waste and solid waste. 

Sacramento County 
A management level who is in charge of waste management (solid waste, trash collection, etc.) 

Contact Information: 

Name: Doug Sloan; Helen Broadnexs; Kelli Sequest 
Title: Division Chief for Waste Management and Recycling & Manager 
Phone and email: Helen 916-876-7300/ 
Kelli Sequest emair- seguestk@SacCounty.net 

General Background 

1. Do you have exclusive residential and/or commercial/multifamily franchises? 

According to the current database -155,000 customers in the unincorporated area of Sacramento County, 
17,215 (15,500 business facilities and 1,715 multi-family facilities that are serviced by our franchised haulers 
either for trash, recycling or both) 

2. What colfection services (i.e., solid waste, recycling, food waste, yard trash etc.) are provided under the 
residential and/or commercial/multifamily franchises? 

3. How many toto/ accounts do you service? 

4. What is the breakdown of accounts (residential, commercial/multifamily)? 

See above 

5. What is your total service area (acres or square miles}? 

6. What is the toto/ annual disposal tonnage processed? 

340,000 tons of disposal reported by the franchised haulers 

7. What is your current diversion rate? 

Currently 24.5% 

Needed information from agencies that have franchise agreements 

1. What are the hours for your call center? 

7:30 to 5:45 every day except holidays. 

2. How do you handle 'after hour calls' if needed? 

If it's an emergency the calls rollover to the county operations. Each department leaves a contact person to 
be available. Example: If the Sacramento river is overflowing they would open up the call center for the 
overflow calls. 
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3. How many customer service representatives do you have in the department? 

20 

4. How many of those ore clerical support? 

All20. 

5. How many calls does each customer service representative handle a day? 

About 70 to 75 

6. How many supervisors do you have? 

3 

7. What is the supervisor/representative ratio? 

1 to 20, 1 to 10 in accounts and 1 to 8 in Support services {new home owners, move in and move out) 

8. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

The customer service reps can handle all calls from billing to flooding except for commercial. It's sent to the 
commercial queue. 

9. Do you monitor customer service performance? If so, what is your current measure of performance? 

Our system is non-exclusive. There are requirements placed on the hauler in SWA Code that speak to 
customer service agreement requirements, performance standards, etc. 

10. Of the customer service requests how many are received via on email, voicemai/ and snail mail per day? 

N/A 

Franchise Operations 

1. How do you handle field/haulers inspections? 

On staff (in house)/Consultants. 

2. How many sites does each inspector need to visit - daily, weekly, m onthly? 

Time spent for inspections? 

3. What is the Inspection frequency of waste hauler operations? 

Our audit schedule generally calls for an audit of one farge hauler and one medium hauler each year 
conducted by a t hird party auditor. 

4. How many environmental specialists are on staff? 

None 

5. Industrial hygienists? Investigators? 

None 

6. Other staff? 

Contract Management 

Who manages the franchise agreement? 

1. How many resources do you have to manage the franchise agreements? 

3 people handle it on a part t ime basis. One to collect application information and one to calculate the 
county recycle rate and one more person. 
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2. What types of resources are these? 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

No regrets. They are constantly reevaluating the program. Mandatory 30% of their must be diverted. 

Financial 

1. Are you responsible for billing haulers for service? 

Haulers must submit franchise fees. 

2. If not, how is billing handled? 

3. What is the total gross revenue for solid waste disposal/collection? 

Total annual gross revenue subject to the franchise fee Is about $40M. 

4. How many accountants, accounting clerks, auditors, management analysts are on staff? 

250 employees and $90 million. Pieces are scattered no one person has that as a full time job. 

5. . Do you perform rate analysis? 

No, Haulers are free to set their own rate. 

6. If so, how often is that done and how many people in your organization are supporting this function? 

7. Who is responsible for report preparation, clean-up events preparation, and event staffing? 

They do not handle any community events. It's all for residential. They are delivered a 5 x 5 bin once a year 
for free then the second time $25. 

8. Do you have any IT support staff? 

2 IT staff does everything. 

9. And GIS Support? 

1 for residential. 

10. Other Duties Field Inspectors 

Field Inspectors 

1. How many field inspe<;tors do you currently have on staff? 

2. What are the duties and types of work performed each day? 

The County Environmental Management Department is the SWA enforcement agent. One oftheir tasks is to 
conduct business recycling and multi-family recycling inspections to determine compliance with SWA Code 
and AB341. For efficiency, these inspections have also been included in the regular restaurant inspection 
schedule, etc. All have an inspection checklist they use to verify compliance. 

3. How many work orders or stops per day does each inspector perform? 

There were about 1,000 inspections performed in 2013. 
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San Bernardino County 
1. What geographic area is your organization responsible for? 

San Bernardino County 

2. How many commercial customers do you have? 

Was not sure 
- Total population is -z.OM 

3. How many full-time waste inspectors do you employ? 

S full time inspectors are employed 

4. Do you require bi-lingual inspectors? 

Not a requirement by the county, however ailS of their current employed inspectors happen to be bi­
lingual. ·It has proven to be extremely helpful when the inspectors need to speak with on-site 
Ia borers/workers 

5. How are the field inspectors assigned? (zones, demographics, type of business) 

Each inspector can do any type of inspection they provide: Landfills (open and closed), transfer stations, 
medical waste facilities, composting facilities. Also inspect places like body art facilities 

6. What is the typical timeline for procurement- (laptops, software, mobile device)? 

Not asked 

7. On average, how many inspections a day does your organization conduct? 

Depends on what type of inspection they are doing. Typically they try to be as efficient as possible 
and schedule an inspector's daily inspections around geographical and time considerations. For 
example, if an inspector has to inspect a landfill, they may later assign that person to a nearby 
Waste Medical Facility which may not take as much time. 

- Landfills: 2-3 hours 

- Transfer Stations 1-2 hours 

- Other time estimates depend on the size/scope of that job 

Below, they estimate an inspector might perform 2-3 a day so that would imply 10-15 inspections a 
day total 

8. On average, how much time does an inspector spend on a site or how many inspections o day? 

Again, this depends on the size and types of the inspections they are doing. An average day might consist of 
2-3 inspections total 

9. Percentage of time spent offsite (i.e. reporting time, meeting time, travel time, etc.) 

Because the county ties to be as efficient as possible, they attempt to minimize the number of hours their 
inspectors are off-site. Estimate time was less than 40%. 

10. Do you have out-source to commercial waste haulers? 

Yes, there are contracted private haulers 

11. Do you perform inspections on private haulers? 

No, state is responsible for that (specifically the vehicles). The County only inspects the landfills where the 
waste is dumped. 
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Agencies to Contact for Benchmarking - San Diego 
Contact Information 

Questions/Needed information from agencies that have franchise agreements 

General Background 

1. Do you have exclusive residential and/or commercial/multifamily franchises? 

The City of San Diego has Non-Exclusive Franchise Agreements for Solid Waste Collection. The franchisees 
provide services to multifamily residences, as well as commercial and industrial customers. 

2. What collection services (I.e., solid waste, recycling, food waste, yard trash, etc.) are provided under the 
residential and/or commercial/multifamily franchises? 

The franchisees have agreements for solid waste collection and must also adhere to the rules and guidelines 
contained in the City's Recycling Ordinance. 

3. How many total accounts do you service? 

Refuse- 285,000 households 

Recycling- 285,000 households 

Yard Waste- 190,000 households 

4. What is the breakdown of accounts (residential, commercial/multifamily)? 

All residential except for approximately 22,000 multifamily. Most mult ifamily and small business collected 
by private haulers. 

5. What is your total service area (acres or square miles)? 

342.5 square miles 

6. What is the total annual disposal tonnage processed? 

418,500 in FY 2013 

7. What is your current diversion rate? 

68% 

Customer Service 

1. Js the municipality or the service provider the first point of contact for customer service? 

We are the first contact for municipal service only, non-exclusive franchise providers have individual 
contracts with their customers 

2. How are customer service issues communicated to the service providers? 

We use a custom customer relations management software, work orders are sent electronically to our 
Collection Service Division 

3. What are the hours for your ca/1 center? 

Hours are from 06:30 to 17:00 Monday through Friday 

4. How do you handle 'after hour calls' if needed? 

There i.s a message system for after hour calls with an option to be forwarded to an emergency dispatch. 
There is an emergency callback list depending on the nature of the call. 
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5. How many customer service representatives do you have in the department? How many of those are 
clerical support? 

We have 8 Public Information Clerks with 1 customer Service Supervisor. 1 Public Information clerk is SO% 
clerical/administrative 

6. How many calls does each customer service representative typically handle a day? 

Ca II volume varies between 60 and 125 ca lis per representative with an average of approximately 85 ca lis 
per representative. 

7. How many supervisors do you have? 

1 

8. What is the supervisor/representative ratio? 

1/8 

9. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

Typical calls such as missed service container repairs etc. are usually handled routinely, irate customers, and 
exceptions to policies can be escalated. 

10. Do you monitor customer service performance? If so, what is your current measure of performance? 

Measures that are monitored include equitable call distribution, random call monitoring and adherence to 

proper work order policies. 

11. Of the customer service requests how many ore received via on email, voicemai/ and snail mail per day? 

We receive approximately 20 to 30 voicemail and online service request, 15 to 20 emails, and about 5 to 10 

postal requests daily. 

Franchise Operations 

1. How do you handle field/haulers inspections? On staff/Consultants? 

N/A 

2. How many sites does each inspector need to visit-daily, weekly, monthly? 

N/A 

3. What is the inspection frequency of waste hauler operations? 

Franchisees are audited by our Revenue Audit Manager from our City Treasurer Office; each hauler gets 

audited every 3 years. 

4. How many environmental specialists are on staff? Industrial hygienists? Investigators? Other staff? 

None for Franchise Operations 

Contract Management 

1. How many resources do you have to manage the franchise agreements? 

(1) Full-Time Franchise Administrator, {1) Full-Time Sr. Account Clerk, {1) Full-Time Account Clerk 

2. What types of resources are these? 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

None 
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financial 

1. Are you responsible for billing haulers for service? 

No 

2. If not, how is billing handled? 

Franchisees bill their own customers. The haulers pay franchise, AB 939, and Disposal (at the City landfall) 
fees to the City of San Diego. 

3. What is the total gross revenue for solid waste disposal/collection? 

Fiscal Year 2013: 

Franchise Fee Revenue= $9.6 million (General Fund) 
AB 939 Fee Revenue= $6.5 million (Recycling Fund) 

4. How many accountants, accounting clerks, auditors, management analysts ore on staff? 

(1) Full-Time Franchise Administrator, (1) Full-Time Sr. Account Clerk, (1) Full-nme Account Clerk, (1). 

Revenue Auditor (works for City Treasurer Department) provides auditing services on a periodic basis, Code 
Enforcement staff provide enforcement services city wide, I have one point of contact to deal specifically 
with franchise issues as needed. 

5. Do you perform rate analysis? If so, how often is that done and how many people in your organization 
are supporting this function? 

N/A 

Other 

1. Who is responsible for report preparation, clean-up events preparation and event staffing? 

We have a Code Enforcement section that supports clean-up events. 

2. Do you handle any IT support? GIS Support? 

N/A 

3. Other Duties 

Special Projects 

Field Inspectors 

1. How many field inspectors do you currently have on staff? 

14 FTE: One position operates as the lead Franchise Code Officer (FCO), logging approximately 3/4 of his 
time to franchise enforcement. Nine other field staff log 2·3 hours per pay period of franchise patrols, 
passing on any noted violations to the FCO. 

2. What are the duties and types of work performed each day? 

Respond to complaints of, and actively patrol for, non-franchised haulers operating inside City limits; Noise 
complaints related to early collection; Encroachment violations; Dumpster conditions (excessive/vulgar 
graffiti, leaking, missing lids, severely damaged or broken); Uncovered loads. Duties include enforcement of 
the municipal codes and waste management regulations, related to franchise; issue Notices of Violation and 
misdemeanor citations to franchise and non-franchised haulers according to established guidelines. Actively 
monitor websites and perform other research to make notifications of franchise requirements under city 
codes to operate legally within dty limits. Prepare case reports to city attorney for chronic or repeat 
violators. Document all complaints, contacts, violations and actions in the departments' database. 
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3. How many work orders or stops f!er day does each inspector perform? 

Inspections average approximately 5-6 stops per day, (this includes patrols, looking for violations). 

Contact for Benchmarking - San Jose 
Contact Information: 

Name: Kristina McCaffrey 
Title: (in charge of commercial waste collection) 
Phone and email: Kristina.McCaffrey@sanjoseca.gov 

Name: Cecilia Rios 
Title: (in charge of residential waste collection) 
Phone and email: Cecilia.Rios@sanjoseca.gov 

General Background 

1. Do you have exclusive residential and/or commercial/multifamily franchises? 

200,000 single family, 100,000 multi-family, 6000-8000 commercial accounts handled by Republic 

2. What collection services (i.e., solid waste, recycling, food waste, yard trash, etc.) are provided under the 
residential and/or commercial/multifamily franchises? 

Exclusive commercial hauler -Republic, non-exclusive - residential - (includes- green, recyclers) 

3. How many total accounts do you service? 

See response above 

4. What Is the breakdown of accounts (residential, commerciaVmultifamily)? 

5. What is your total service area (acres or square miles)? 

180 

6. What is the total annual disposal tonnage processed? 

Overall disposal-535,851 covered, 706,708 w/o cover 

7. What is your current diversion rate? 

71% 

Customer Service 

1. What ore the hours for your call center? 

8:00am to 5:00pm for city. Haulers have their own separate call centers. 

2. How do you handle 'after hour calls' if needed? 

Automated phone service 

3. How many customer service representatives do you have in the department? 

15 (Slowly reducing staff of 33, because billing will be transitioned from city responsibility on July 1. Bills will 
then be part of tax bills.) 

4. How many of those are clerical support? 

All of them 

5. How many calls does each customer service representative handle a day? 

While transitioning- 270 calls a day/ now About 50 calls per day. 
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6. How many supervisors do you have? 

11 managers total. 5 of the supervisors manage the CSR's 

7. What is the supervisor/representative ratio? 

Now it is 1:3 

8. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

All types of issues are handled by CSRs. Email support and online chat are other service options for 
customers. 

Franchise Operations 

1. How do you handle field/haulers inspections? 

Local Enforcement Agency (LEA) handles, contract managers handles any inspections for commercial 
accounts that are done because issues can't be resolved- rarely inspected 

2. How many sites do each inspectors need to visit- daily, weekly, monthly? Time spent for inspections? 

For the residential -there are 3 inspectors that handle code inspections 

3. How many environmental specialists ore on staff? 

N/A 

4. Industrial hygienists? Investigators? 

No 

5. Other staff7 

IT 

Contract Management 

Who manages the franchise agreement? 

1. How many resources do you have to manage the franchise agreements? 

2 contract managers per contract (8 total) 

2. What types of resources are these? 

Contract managers 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

Financial 
1. Are you responsible for billing haulers for service? 

The city bills residential customers 

2. If not, how is billing handled? 

Haulers handle all commercial billing 

3. How many accountants, accounting clerks, auditors, management analysts are on staff? 

This is the first year so the total gross revenue is not collected yet -looking at bring in external 
support/consultants if needed. 

4. Do you perform rote analysis? 

Each year, the hauler sends in their rate to the city. Contract Managers are responsible for making sure bills 
are calculated correctly. 
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Other 
1. Who is responsible for report preparation, clean-up events prepara.tion, and event staffing? 

2. Do you have any IT support staff? 

Share support staff/ .5 {shared) resource for GIS 

3. Other Duties? 

8 contract manager, 2 supervisors, 1 program manager 

Field Inspectors 
1. How many field inspectors do you currently hove on staff? 

For the residential accounts -have 3 inspectors 

2. What are the duties and types of work performed each day? 

3. How many work orders or stops per day does each inspector perform? 

Santa Clara County 
A management level who is In charge of waste management (solid waste, trash collection, etc.) 

Contact Information: 

County of Santa Clara 
Name: lisa Rose 
Title: Senior Management Analyst 
Phone and email: 408-282-3166; lisa.rose@aem.sccgov.org 

Needed information from agencies that have franchise agreements - (8 franchises) 

Customer Service 

1. What are the hours for your call center? 

Our Franchise Agreements require that customer service call centers are open from 8:00a.m.- 4:30p.m. 
Monday through Friday, excluding holidays. 

2. How do you handle 'after hour calls' if needed? 

Haulers are required to maintain an emergency line and have a representative available at all times to 
respond to calls; for non-emergency, constituents leave a name and number and the haulers' customer 
service representative will return phone call is made the next day. 

3. How many customer service representatives do you have in the department? 

Franchisees do their own customer service- and depends on the agreement and how many other 
agreements they hold out ofthe same office. 

4. How many of those ore clerical support? 

It depends on the hauler/franchisee 

5. How many coils does each customer service representative handle a day? 

Would need to ask each hauler/franchisee 
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6. How many supervisors do you hove? 

Franchisees typically have one Customer Service Supervisor 

7. What is the supervisor/representative ratio? 

Approximately 1:4 or 1:6 

8. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

Billing, non-collection trucks leaving litter on the road 

Franchlse Operations 

1. How do you handle field/haulers inspections? On staff (in house)/Consu/tants. 

County Department of Environmental Health requires all refuse collection vehicles be registered, inspected 
and stickered every year. The haulers must complete forms and be inspected for health and safety 
considerations. Our entire LEA program is primarily funded by the fees for these inspections, in lieu of 
tipping fees. Only Integrated Waste and other agencies receive tipping fees . We usually go the fleet yards 
often unannounced. Violations are noted and corrections required. 

2. How many sites do each inspectors need to visit- daily, weekly, monthly? 

We have a staff of 6 that do these inspections, usually in teams of 2 or three. We get there at the end of the 
day around 2:30 and by 5:30, we can inspect and sticker 30 trucks, since they are all lined up. Reports and 
discussions follow. This occurs annually. Complaint inspections can occur at any time necessary. Some 
companies have 1 truck (roll-offs) and others over 30. We have 30 companies registered in our jurisdiction 
that does not include San Jose, but all other county and 10 other cities. 

3. How much time is spent on inspections? 

Inspections take about 10 to 15 minutes. We just started field inspections on tablets. 

4. How many environmental specialists are on staff? 

like I said, our program is a staff of 6. This inspection is just one sma II piece of all the programs that we are 
the inspectors for. If you just had one person doing veh ide inspections, it would be a bout 3' of a FTE staff to 
do inspections. The registration and paperwork take a bout the same time as the field inspections. We 
currently do not inspect the recycling vehicles. 

5. Industrial hygienists? Investigators? 

We are all REHS health inspectors. 

6. Other staff? 

Clerical support one person. Half time program manager. 

Contract Management 

1. How many resources do you have to manage the franchise agreements? 

4 

2. What types of resources are these? 

A portion of these positions has some role in the management of Franchise Agreements but not the sole 
responsibility of any one position. 1 RWRD manager, 1 senior management analyst, 2 management analysts 
in RWRD. 
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3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

Perhaps outreach -but we have oversight now and also limited resources 

Financial 

1. Are you responsible for billing haulers for service? 

No 

2. If not, how is billing_ handled? 

Billing is handled by the hauler/franchisee. 

3. How many accountants, accounting clerks, auditors, management analysts are on staff? 

RWRD has 1 accountant, 1 manager, 1 senior management analyst and 2 management analysts (one 
vacancy) 

4. Do you perform rate analysis? If so, how often is that done and how many people in your organization 
are supporting this function? 

We currently do an annual rate adjustment for each Franchise Agreement which is done by one 
Man age me nt Analyst 

Other 

1. Who is responsible for report preparation, clean-up events preparation, and event staffing? 

RWRD staff work with hauler on clean-up events and review promotional materials before they are sent out 
to residents; RWRD provides staff at clean-up events, as does the hauler/franchisee. 

2. Do you handle any IT support? 

No. 

3. And GIS Support? 

GIS assists RWRD with developing garbage district maps. 

4. Other Duties 

Benchmarking Questions - Stockton 
General Background 

1. Do you have exclusive residential and/or commercial/multifamily franchises? 

Yes, two haulers 

2. What collection services (i.e., solid waste, recycling, food waste, yard trash, etc.) are provided under the 
residential and/or commercial/multifamily franchises? 

Solid waste, recycling, and yard waste 

3. How many total accounts do you service? 

75,829 

4. What is the breakdown of accounts (residential, commercial/multifamily)? 

72,567 residential; 3,262 commercial 

5. What is your total service area (acres or square miles)? 

62 square miles 
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6. What is the total annual disposal tonnage processed? 

7. What is your current diversion rate? 

70% 

Customer Service 

1. Is the municipality or the service provider the first point of contact for customer service? 

Both. The city & hauler does customer service for residential; Commercial customer service is entirely 
franchise responsibility. 

2. How are customer service issues communicated to the service providers? 

3. What are the hours for your call center? 

8:00AM-5:00PM 

4. How do you handle 'after hour calls' if needed? 

5. How many customer service representatives do you hove in the department? How many of those are 
clerical support? 

6; 1 CSRs are also responsible for billing. 

6. How many calls does each customer service representative typically handle a day? 

Not sure 

7. How many supervisors do you have? 

2 

8. What is the supervisor/representative ratio? 

2:6 

9. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

All can be reported. Supervisor escalates to haulers 

10. Do you monitor customer service performance? If so, what is your current measure of performance? 

Unsure 

11. Of the customer service requests how many are received via an email, voicemail and snail mail per day? 

Unsure 

Franchise Operations 

1. How do you handle field/haulers inspections? 

On staff/Consultants? As needed. Code Enforcement team has some respon'sibility for solid waste, and also 
does building Inspections. 

2 How many sites does each inspector need to visit - daily, weekly, monthly? 

No requirement 
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3. What is the inspection frequency of waste hauler operations? 

Annual 

4. How many environmental specialists are on staff? Industrial hygienists? Investigators? Other staff? 

5 Code Enforcement 

Contract Management 

1. How many resources do you have to manage the franchise agreements? 

2. What types of resources are these? 

3. Which responsibilities have you given to your franchisee that you wished you could have kept in-house? 

Financial 

1. Are you responsible for billing haulers for service? 

City bills customers on behalf of haulers for residential. Haulers get money from rate payer. City sends out 
bills, then the city transfers money owed to haulers. Takes out franchise fee before giving them money. 

2. If not, how is billing handled? 

CSRs handle billing. City bills residential, takes out franchise fee before wiring money to hauler. The city's 
franchise has been in place for 10 years, so the operation runs smoothly today. 

3. What is the total gross revenue for solid waste disposaVcollection? 

4. How many accountants, accounting clerks, auditors, management analysts are on staff? 

5. Do you perform rote analysis? If so, how often is that done and how many people in your organization 
are supporting this function? 

15-yea r term: 50% of CPJ- built into the contract so the board doesn't need to review/vote this every year. 
(Highly encouraged from Stockton.) The city determines the rate. 

Other 

1. Who is responsible for report preparation, clean-up events preparation and event staffing? 

2. Do you handle any IT support? GIS Support? 

3. Other Duties 

Field Inspectors 

1. How many field inspectors do you currently have on st:off? 

Has code enforcement team, some responsibility for solid waste. 4-6, but also do building inspections. 
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2. What are the duties and types of work performed each day? 

Respond to calls as needed. 

3. How many work orders or stops per day does each inspector perform? 

Unsure 

Contact for Benchmarking - Vancouver, WA 
A management level who is in charge of waste management (solid waste, trash collection, etc.) 

Contact Information: 

Name: Tanya Gray 
Title: 
Phone and email: 360-619-4123 
Tanya.Gray@cityofvancouver.ys 

General Background 

1. Do you have exclusive residential and/or commercial/multifamily franchises? 

1 exclusive franchise hauler 

2. What collection services (i.e., solid waste, recycling, food waste, yard trash, etc.) ore provided under the 
residential and/or commercial/multifamily franchises? 

Solid waste and recycling 

3. How many total accounts do you service? 

44,450 

4. What is the breakdown of accounts (residential, commerciol/multifami/y)? 

41,000 residential accounts; 2,500 commercial accounts; 450 multifamily complexes containing 24,500 units; 
and roughly 500 roll off/drop box customers each month 

5. What is your total service area (acres or square miles)? 

6. What is the total annual disposal tonnage processed? 

7. What is your cu"ent diversion rate? 

65% in 2012 

Customer Service 

1. What are the hours for your call center? 

Waste Connections maintains a customer service call center with 31 employees. This call center provides 
services for all of Clark County, which includes the City of Vancouver. 

2. How do you handle 'after hour calfs' if needed? 

Specifically related to garbage and recycling, we have a subscription with Recollect to provide a widget that 
will link a customer's address to their service level so they can have online access to their collection 
schedule, download the schedule to their calendar, and subscribe to a reminder service ifthey wish. This 
service is $13,000 per year and costs are shared between Clark Countv, City of Vancouver, the hauling 
company and the transfer/processing company - Waste Connections. It serves all customers in Clark County. 
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3. How many customer service representatives do you have in the department? 

31 

4. How many of those are clerical support? 

5. How many calls does each customer service representative handle a day? 

6. How many supervisors do you have? 

7. What is' the supervisor/representative ratio? 

B. What types of issues can be addressed by the customer service representative and what types of issues 
need to be escalated? 

Franchise Operations 

1. How do you handle field/haulers inspections? 

We have four Code Compliance officers in the City of Vancouver. They enforce the solid waste code along 
with all other code issues. 

2. How many sites do each inspectors need to visit- daily, weekly, monthly? Time spent for inspections? 

3. How many environmental specialists are on staff? 

4. Industrial hygienists? Investigators? 

5. Other staff? 

Contract Management 

Who manages the franchise agreement? 

1. How many resources do you have to manage the franchise agreements? 

2. What types of resources ore these? 

3. Which responsibilities hove you given to your franchisee that you wished you could have kept in-house? 

Financial 

1. Are you responsible for biffing haulers for service? 
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2. If not, how is billing handled? 

3. How many accountants, accounting clerks, auditors, management analysts are on staff? 

Regarding accountants, auditors, etcetera, these costs are included in the city-wide allocation plan. 

4. Do you perform rate analysis? 

Other 

1. Who is responsible for report preparation, c/eon-up events preparation, and event staffing? 

2. Do you have any IT support staff? 

3. Other Duties? 

The County GIS services tracks collection day schedules in the parcel information. 

4. Diversion information: 

Clark County calculates the regional recycling/diversion rate. The most recent calculations indicate 
Clark County's recycling rate for 2012 is 44% and the diversion rate is 65%. 

In the city of Vancouver, there are roughly 41,000 residential accounts; 2,500 commercial accounts; 
450 multifamily complexes containing 24,500 units; and roughly 500 roll off/drop box customers 
each month. 
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DEPARTMENT OF PUBLIC WORKS 

BUREAU OF SANfTATION 
BOARD REPORT NO. XX 
XXXXXXXX XX, 2014 

CD: ALl 

revised 12/4/14 5:34 

ZERO WASTE LA COMMERCIAL AND MULTIFAMILY FRANCHISE SYSTEM: STAFF 
RESOURCES PLAN 

RECOMMENDATIONS 

1. Support LASAN's Zero Waste LA Commercial and Multrfamily Franchise System 
3-Phase Staffing Resources Plan, as detai!ed in this Board Report. 

2. Recommend that the Mayor and City Council authorize and direct the immediate 
creation of 16 new resolution authority positions for further development of the 
Zero Waste LA Commercial and Multifamily Franchise System. 

3. Send forthwith to the City Clerk for Council File #14-1422 

TRANSMITTALS _., fr~J l1 t:t12ft1 /l,t/ 
1. Final C.lo:I2M--HiJI.Staff Resources Plan"- li§eptember 2014 
2. Project Timeline and phases ( i 1 x17) 

DISCUSSION 

In November, 2012, the Mayor and City Council adopted a report from the Energy & 
Environment Committee, establishing the Zero Waste LA Commercial and Multifamily 
Franchise System (Zero Waste LA). At that time, LASAN was directed, among other 
actions, to return with a timeline and staffing requirements for the new exclusive 
franchise system. Development of a plan that included staffing requirements was 
difficult at that time, due to the many factors that still had to be decided regarding the 
overall program. ~It, 

LASAN proceeded with the development of an Implementation Plan'l~s adopted 
by the Mayor and City Council in April 2013. In addition, LASA completed the 
preparation, release, and certification of a Final Environmental Imp Report, along 
with the adoption of the accompanying o~~~n.,May, 2014. ~ ~on June 11, 
2014, LASAN requested and received ~fr'orn the Board of Public Works to 
release a Request For Proposals (RFP) for the new system. Proposals from potential 
franchisees were received on October 29, 2014. 
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The development of the staffing requirements and resources needed to implement a 
new program of this magnitude required a significant effort to obtai.n benchmark 
information and calculate workloads to accomplish the many goals of the new system. 
LASAN hired CH2M Hill to prepare a Staff Resources Plan, which was completed in 
August 2014 (Transmittal 1). AIIIJfd 
Among their findings were that inadequate staffing and training Co'"utd create 
consequences that would be unacceptable. These consequences include poor 
customer service with long wait times and inadequate staff coverage for 24fl operation; 
inadequate contractor oversight leading to excessive collection issues and unsafe 
working conditions at facilities; under reporting of f~es due to the City and the failure o~ 

1 
coptraCf.!ors t9 m~et waste diversion requirement% i~ • ~ ld fk 1~, tvre 

-r; '"'v,C.. fU. ~~>""~ ~~~., ~~.k .. -r-
Staffing resources in the new Zero Waste LA system will be deployed regionally as well 
as centrally. It is more cost effective to have field resources, such as inspectors, 
deployed in three 'regions'. Management of the contracts will also be regional. This 
allows the Regional Manager to learn each contract they will manage, as well as 
become familiar with customer sites and major employers in each region. The land 
area and size of the City of Los Angeles creates the need to subdivide areas to make 
sure that excellent service is provided. 

In preparation for the notification of customers, the interaction with the franchise holders 
upon the execution of the contracts, and the transition of the customers into the new 
Zero Waste LA system, it is critical to achieve staffing levels and prepare program 
elements as soon as possible. In the Plan, timing is shown through the following chart, 
illustrating that while the staffing needs are phased, the need for the first phase is 
immediate: 
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Contract Management/Finance 

The staffing plan assumes that eight contracts will be awarded under the system, 
including two 'bundles'. LASAN's ability to manage the contractors is directly related to 
staffing of this function. The Zero Waste LA system is unique in many aspects, primarily 
in the oversight of contractor performance and monitoring of the many metrics of the 
new system, for example reporting on Vehicles Miles Traveled (VMT). This category in 
the CH2M Hill report also includes staff to collect fees, assess liquidated damages, and 
audit contractors for both performance and financial reporting. A total of 12 staff are 
recommended for these functions. 

Zero Waste/Communications 

These functions require the monitoring of contractor compliance with diversion 
objectives, the development of ongoing uniform outreach and education materials, 
waste assessment minimum standards, and contractor delivery and implementation of 
blue bin and organics recycling per each unique contract, which will involve some field 
duties and direct customer interaction for surveys or diversion compliance. The CH2M 
Hill report recommends the addition of 6 full time staff to provide support for this 
function. 

Facility Certification and Inspection 

This new function would include the development of a Certification program, approved 
by the Board of Public Works, and implementation of a program to provide inspection 
and annual certification of the estimated 50-70 facilities in the Zero Waste system. This 
process is required under the City's code before material can be delivered to facilities 
under the new system. The requirements will include minimum standards for operation, 
compliance with all current regulations, as well as nuisance abatement measures. Staff 
will provide scheduled and unscheduled inspections, and facilities will have quarterly 
and annual reporting requirements to maintain certification. A total of 8 full time staff are 
recommended for this function on an ongoing basis, with an additional 5 staff for initial 
certification during contract award. 

Field Inspection 

Related to customer care and the delivery of service is the ability to respond quickly to 
any issues in the field. In addition, customer sites must be inspected and compared to 
contractor billing to ensure that the appropriate level of service is provided in contracts. 
While the contract will require that the franchise hauler have field supervisors in place to 
respond to customer complaints, it is expected that the City, as first point of contact, will 
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LASAN carefully considered the findings of the attached report, balancing the needs of 
the customers and our imperative to provide a well-functioning, extensive new system. 
Our conclusions are that we can, and have, made that balance between public and 
private functions, between budget considerations and resource needs, to provide the 
City with the most unique and comprehensive Zero Waste system in the nation. 

Customer Service 

Customer Service is a keystone of the Zero Waste LA system. This aspect varies 
widely in the current open market system. Customers described poor interactions, 
problems being ignored, with the only recourse being to go through a new procurement 
process to acquire service, multiple times if necessary. The intent of the Zero V\faste LA 
system for the commercial and multifamily sector is to have a simple, comprehensive 
system. At its core is LASAN. We will answer to customers, track compliance by 
contractors, and levy liquidated damages if strict customer service metrics are not 
delivered. Contractors will interact with customers for service level changes and billing, 
but the LASAN customer service staff will be the 'front Hne' when there is an issue. The 
CH2M Hill report estimates that, during the transition period, over 1,900 calls per day 
will be generated, with 760 calls per day during 'steady state'. These calculations result 
in a need for 17 additional Customer Service staff on an ongoing basis, with an 
additional41 temporary staff for transition. 
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have to monitor contract terms, mediate disputes, and respond to incidents and 
accidents that occur during collection activities. The inability for the City to be on hand 
to provide the customer care needed for excellent service, or to regularly inspect 
customer sites, will lead to more repeat customer complaints and billing/service related 
issues with franchise holders. This can only be done on site. With the assumption of 
inspecting each customer site twice each year, CH2M Hill recommends a total of 48 
field inspection staff, with an additional 37 to handle the transition from multiple haulers 
to a single hauler in each zone. 

Information Technology 

Intensive, ongoing development and support of the staff providing customer services, 
diversion monitoring, field inspection, contract management, and financial tracking will 
require a number of staff dedicated to the information technology (IT) processes. 
Launch of the Zero Waste lA system cannot be jeopardized by inadequate systems to 
manage and monitor the significant level of · data generated by both internal and 
contractor processes. Contractors must be able to interface with the City's systems, 
and extensive reporting and analysis tools which do not currently exist must be 
developed- for the success of -tile-tr-ansition-phase. In addition, routin~ -for· insf'eetffins 
ancrVMrmcmitoring requirethe assistance of GIS specialists. The addition of this·sraff 
to develop and manage innovative technologies will more than ·offset the staff that would 
be needed if a more manual approach were to be taken. CH2M Hill assumes a total of 
8 full time staff for these functions. 

Consequences of inadequate staffing and delays 

The transition from an open market to the exclusive Franchise System requires proper 
planning and adequate staffing resources. Although staffing requirements will likely 
change over time, the City must be adequately staffed -with well trained staff- to 
ensure the effective implementation of the Franchise System and management of the 
System long term. 

The consequences of not adequately staffing key Franchise System program 
management functions will be significant, including: 

• Poor customer service during and after transition, including unacceptable call 
wait times for customer service assistance; 

• Inadequate contractor performance oversight, leading to excessive missed 
collections, unsafe working conditions at facilities, and excessive delivery times 
for containers; 

• Under reporting of fees due to the City; and 
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o The failure of franchise haulers to meet their diversion plan commitments. 
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e A total of 112 full time staff would be needed for 'steady state', or ongoing 
support; 

• An additional 85 staff would be needed for the 18 month Transition period, when 
customer interaction with the new system is established; 

e The scope of responsibility would require the development of a new Division in 
Sanitation. 

Staff are needed for the following major functions: customer service (Call Center), 
contract management, waste diversion monitoring and analysis, field operations 
(inspection), finance, and information technology. 
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LASAN's Analysis of CH2M Hill Staff Resources Plan 

The analysis of current staffing and additional staff needs was conducted over the last 
year to prepare for the needs of the new Zero Waste LA system. LASAN agrees with 
both the scope and intensity of the tasks outlined in the CH2M Hill report, but has made 
the following modifications, which reduce the number of new City staff required for the 
system. 

First, SRCRD perfonned a staff workload analysis that included examination of each 
staff member and their daily tasks. In addition, there was a realistic assessment of what 
programs could be assumed under the new Zero Waste LA system, and what staff 
could be moved to the new system. The findings are that SRCRD will reallocate or 
combine tasks and functions for our existing programs with the tasks and funct1ons for 
the new system using the synergies and creating efficiencies where possible. In all, a 
reduction of 11 positions was calculated by utilizing existing resources in new ways to 
implement the Zero Waste LA Franchise system. 

In addition, due to the uncertainty of ongoing staffing needs for these functions, LASAN 
intends to outsource for the Call Center customer services operators needed for the 
system, in addition to hiring part time exempt employees for the 24/7 needs during the 
transition of the customers to the new system. For the first two years of the system, 
LASAN will .have the flexibility to add operators quickly, and will be able to assess the 
'steady state' needs after the transition of service is completed, while recognizing that 
new programs such as organics recycling will continue to generate service requests and 
issues. LASAN will also only request the addition of 24 Inspectors for field operations of 
the system, and outsource an additional 15 to 30 or more inspection staff during the 
transition period, until 'steady state' is achieved, and a final workload analysis can be 
performed to determine optimal ongoing staffing needs. 

During the development of the Information Technology (IT) processes for the Zero 
Waste LA Franchise system, CH2M Hill has sought streamlined technology products to 
manage the data needs for the new system. These changes have resulted in a total 
request of 5 staff dedicated to IT management and maintenance, a reduction from the 8 
staff identified in the CH2M Hill Resource plan. 

In conclusion, LASAN, over the course of a 3-Phase process, is requesting to add a 
total of 70 staff for the operation of the Zero Waste LA Franchise system, and to add a 
Solid Resources Commercial Franchise Division to implement this complex, new 
system. Restricting resources during the development and implementation of the new 
system come with timeline risks, short ahd long term customer dissatisfaction, and 
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ongoing contract monitoring and fee collection issues. Providing the necessary 
resources will ensure a smooth transition during a system change of this magnitude. 

LASAN cannot properly implement the Zero Waste LA system until the necessary 
support components are in place. The consequences in delaying the staffing 
implementation schedule will result in delays in implementing the new franchise system 
and franchise components, including: 

• Delay in development of the Facility Certification program; 
• Delay in development of the necessary Information Technologies systems 

necessary to support the Franchise system; 
• Delay in development of customer support functions including field support for 

customers; 
• Delay in development of the contract compliance and tracking systems; 
• Delay in implementation of the franchise system; 
• Delay in transition of customers into the new system; and 
• Loss of franchise fees due to delay in transition of customers. 

The following section outlines LASAN's plan to deliver the Zero Waste system for the 
City of Los Angeles. 

LASAN's 3~Phase Plan 

The resources for this program must be in place to develop and launch the system by 
early 2017. LASAN has developed a 3-Phase Plan for acquiring the critical staffing 
infrastructure. Each phase is dependent upon previous actions; if Phase I is delayed, 
for example, the project schedule must be modified to accommodate those changes. 
The following timeline shows the three phases (also depicted in Transmittal2). 
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Phase II Phase Ill 

Phase I continues the development of the program. While current staffing has been 
adequate in developing the policy documents and LASAN has shifted resources 
temporarily to evaluation and negotiation of proposals, the ongoing needs and 
demanding timeframe for the implementation program do not allow LASAN to hire all 
staff at one time, or after assessment of actual workload indicators. Initially, LASAN is 
requesting the immediate creation of 16 resolution authorities to further the 
development of the Zero Waste LA system. This is also when the Solid Resources 
Commercial Franchise Division will be established in LASAN. The first phase consists 
of the following new staff, including classifications and their duties: 

1. Solid Resources Manager II - Division Manager for the new Solid Resources 
Commercial Franchise Division. Responsible for contract compliance, regulatory 
compliance, facility certification, liquidated damages, customer service, and 
administrative duties such as annual budget. Will hire Assistant Division 
Managers, assist in all phases of program development, and act as Hearing 
Officer for Facility Certification revocations or liquidated damages appeals. 

2. Solid Resources ManaQer I -Assistant Division Manager will develop procedures 
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and IT requirements including contract staff, develop liquidated damage 
protocols and procedures, and will move to Central Regional Manager during 
transition, managing three Zones with 23,700 commercial accounts. Oversee 
administrative staff for Division. 

3. Environmental Specialist Ill - Will lead the development and distribution of 
Citywide outreach and educational materials, which will be distributed during 
notification period beginning January 2016. With assistance from existing Zero 
Waste staff, will conduct workshop and meetings with Neighborhood Councils, 
Community Groups, and Business Groups to educate about the upcoming Zero 
Waste LA system. Will develop customer database. 

4. Senior Management Analyst I - is required for the Customer Care Center unit to 
oversee and supervise staff handling increase in call volume, which will include 
two Sr Clerk Typists, 16 full time, and 40 part time call center operators. 

5. Senior Management Analyst I- will lead the Administrative and Financial unit in 
the new Division. Lead on division budget, personnel, training, liquidated 
damages and other process payments in coordination with SRCRD. Wifllead on 
the preparation and administration of franchise contracts before transition. 

6. Management Analyst II - will assist FaciHty Certification lead in development of 
metrics and provide administrative support when certification of facilities begins 
in 2015. 

7. Management Analyst II - will provide additional support to Franchise Team in 
preparing and execution of multiple Franchise contracts. Will transition to new 
Division to provide support for budget, purchasing, timekeeping, contract 
management, and liquidated damages. 

8. Management Analyst II - will provide additional support to Franchise Team in 
preparation of contract management tools. Will transition to new Division in 
Phase II to provide support for budget, purchasing, timekeeping, contract 
management, and liquidated damages. 

9. Management Analyst II - will provide support to the Franchise team in managing 
the project timeline,. creating tools and assisting in development of outreach 
materials. During Phase II, this staff person will provide support to the Chief 
Inspector. 

10. Senior Clerk typist - This position will provide ongoing clerical support to the 
Franchise team, including phones, scheduling including training and interviews, 
and preparation of packages for evaluation and negotiation. 

11. Chief Environmental Compliance Inspector - This position will be managing all 
field inspection staff. Initially this position will design the protocols for issue 
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response and regular inspections, procure necessary equipment, and 
development a training program. This manager will then hire the team leads and 
field inspection staff so that they are in place by January 2016. 

12. GIS Specialist - Will create maps of all customer locations and attributes, create 
initial inspection routes for Facility Certification and Inspection staff, and provide 
data support to Franchise Team. 

13. Industrial Hygienist - A member of the Franchise Certification team, this position 
specializes in health and safety aspects of inspection and will review and 
approve health and safety plans submitted by facilities as well as partner on 
routine inspections. 

14. Programmer Analyst V- Will act as lead and supervise project team to assist in 
Franchise IT development and implementation of systems. This includes internal 
systems, contractor interface and customer service. 

15. Programmer Analyst IV - This position will lead the development of in-house 
systems for financial tracking, facility certification, and contract compliance. 

16. Database Architect - Will lead the development and maintenance of in-house 
systems for diversion tracking, permit compliance, and other related City 
systems. 

Phase II (Fiscal Year 2015-16) 

The second phase of the staffing plan provides resources to begin customer service 
operations beginning in January 2016, when outreach and communication with all 
commercial and large multifamily complexes begin. It is critical to note that this staffing 
must be on board and trained prior to customer notification, which is the initial phase of 
the transition to the Zero Waste LA system. LASAN will be requesting the addition of 36 
staff in fiscal year 15-16, along with the continuation of resolution authorities from Phase 
I. 

Phase Ill (Fiscal Year 2016-2017) 

In this fiscal year, the program will be implemented, and customer transition to the new 
system begins. The remainder of the inspection, support staff, as well as financial staff 
will allow, upon execution of the franchise contracts for the system, the collection of 
Franchise Fees and other process payments from the contractors. LASAN will request 
18 additional staff during this phase to complete the program staff needed for the 
implementation of this major system. 
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Funding for New LASAN staff 

To the extent pbssible, all additional City Staff requested for the administration, 
outreach and education, contract management, administrative and technical support of 
this system will be funded through the existing and ongoing revenue from the AB939 
permit fees that are currently deposited into the Citywide Recycling Trust Fund (CRTF). 
LASAN's careful and prudent management of the CRTF, over the last 12 years has 
allowed for a sufficient cash flow to fund new City staff through the implementation of 
the Zero Waste Franchise System, as well as continue support of ongoing AB939 
compliance, Green Business, and other sustainability initiatives. The movement of the 
current Commercial Multifamily Recycling program over to the franchise haulers will free 
up funds which will help pay for additional staff. The CRTF is well positioned to remain 
fiscally healthy through implementation of the Zero Waste LA program. 

Phase II and Phase Ill positions will be requested as part of the Mayor's fiscal year 15-
16 and 16-17 proposed budget process. There is sufficient existing space for use within 
LASAN's control, with minor build out required to accommodate the new staff, the new 
Division manager's office on the 5th floor of the Public Works Building, and for any build 
outs required for Phase II and Ill of the Plan. 

However, Phase I staffing needs for (16) s!xteen positions are immediate and critical to 
further the development of the Zero Waste LA system. Therefore, LASAN is requesting 
that the Council, subject to the approval of the Mayor, authorize and direct the 
immediate creation of (16) sixteen resolution authority positions depicted in this report to 
be added to l..ASAN. LASAN anticipates that there will be a sufficient salary surplus in 
the current year's CRTF salary appropriation to cover the salary costs associated with 
these positions. l..ASAN's current CRTF salary budget appropriation is $6,397,208. 
Based on current employee level salary expenditures, it is anticipated that there will be 
an end of year surplus of nearly $1M. This anticipated surplus can absorb the salary 
costs associated with (6) six months fundir:Jg for the (16) sixteen new resolution 
authority positions totaling $812,979, and as such, LASAN is not requesting an 
additional CRTF appropriation. LASAN will monitor the CRTF salary expenditures 
throughout the remainder of this fiscal year, and if salary surplus projections do not 
materialize as anticipated, l..ASAN will address the need tor CRTF funded 
appropriations as part of the Year End report. 
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Status of Financing 

The Zero Waste LA system will be funded through a combination of the Citywide 
Recycling Trust Fund (CRTF) and Franchise Fees. The new system will generate new 
revenue for the City in the form of Franchise Fees paid by contractors under the 
franchise agreement; Franchise Fees will be in addition to the existing AB939 
Compliance Fees paid by the contractors and are anticipated to be $25 million annually. 
Existing AB939 compliance fees that are deposited into the CRTF will be sufficient to 
fund new staff through the implementation of the Zero Waste LA system, and future 
incoming franchise fees will augment the costs associated with administering the new 
system. There is no impact to the General Fund. 

Conclusion 

As directed by the Mayor and City Council, LASAN is developing the largest and most 
ambitious Commercial and Multifamily Franchise system in the country. The Zero 
Waste LA system will bring environmental benefits to its customers and businesses, 
simplify the process of receiving waste services, require excellent customer service, and 
provide for the infrastructure development needed to reach Zero Waste. Given 
sufficient staff resources, LASAN will strive to meet the ambitious goals and timeline of 
the new system, with implementation by 2017. 

Prepared by: 
Karen A. Coca, SRCRD 
(213) 485-3905 

(KAC AEH) 

Respectfully submitted, 

ENRIQUE C. ZALDIVAR, Director 
Bureau of Sanitation 
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Exclusive Franchise- Major Milestones 

• November 14, 2012 City Council approved 
Exclusive Franchise System 

• April 24, 2013 Council directed Sanitation to 
prepare an RFP for 11 zones 

• April· 15, 2014 Los Angeles Mayor Eric 
Garcetti signed i.nto law the City solid 
resources collection program for businesses 
and large apartment buildings. 

• October 29, 2014 Sanitation receives 15 
~ proposals in response to the RFP. 

CITY OF LOS AM81LI' 
2 



Zero Waste Goats 
As directed by the City Council and Mayor, the Franchise· 
program needs to address the following goals: 
• Meet the environmental goals of the City 

- Meet City's Zero Waste Goals and State requirements for waste diversion 
and mandatory recycling · 

- Improve the City .. s air quality by improve efficiency of the City1s solid waste 
system and ensuring clear air vehicles 

- Develop a Facility Certification Program 

• Provide the highest level of Customer Service 

• Create a consistent, clearly defined system, with fair and equitable rates 
• Create a system that ensures long term competition 

• Ensure reliable system infrastructure to provide uninterrupted service to 
customers 

• Improve health and safety for solid waste workers 
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LA's Franch~se System is the Largest i 
US History 

No C·ity in the US has ever implemented an exclusive Franchise 
System of this scale- 11 collection zones, 63,000 accounts, and the 
potential for up to 11 separate Franchi$eAgreements 

Administration of the System requires significant staff 
resources to provide a high level of: 

• Customer Service- staff required at downtown Call Center and 
Field Inspections at Customer Sites 

• Inspection of Contractor Facilities to Assure Safe Conditions and 
Compliance with Diversion Requirements of Franchise 
Agreements 

~.:Compliance with Customer Billing and Payment Terms of 
<tranchise Agreements 

4 
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City of LA in Comparison To Other Cities 

- Milwaukee 
St. Louis 
Cleveland 

- Minneapolis 
- Boston 

- San Francisco 
- Pittsburgh 

Harlem 
- Manhattan 
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LA's Franchise System is the Largest in US 
History 

No City in the US has ever implemented an exclusive Franchise System of this scale - 11 
collection zones, 63,000 accounts, and up to 11 separate Franchise Agreements 

Los Angeles 

~ t~9 square m1les 
P;.lpUI<tllon 3,867,000 
""•Jnltlt!l ot Commeretal Accounts. 63.00() 
tJ,vc:r ::.ion Rale 72% 

• * 1,000 Accounts 

Seattle 
142:~re rnile:i 
Population! ~.500 
~- of CorM'Ie«::aa Aocount8: 11,000 
Oivet'81on Rate· 55% 

.·~. -

U~--- --
•. ' 
~ 

San Jose 

177 8qume mttee 
Population: 984,000 
Number of COmmel'dal Accounts: 9.600 
Divet$10n Rate: 13% 

~v., 

{,~~ 

San Francisco 

.rJ.'I squaN miles 
: :Popul~ 826,000 
.· Number ol Comtnereial ~ts: 18.800 
Oive(siot'l Rate. 16% 

Free no 
Tit 8quare tmlu 
Population: 605,900 
Number cf Commercial Aeeounts· 7.900 
O~RaM:~ 

~t .. 
~~:; 

Vancouver, BC 

47 square Mites 
Population: 165,500 
Number of Commercial A<:couniB; 2;500 
Ol~an P'late: ~..& 
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Zero Waste LA Resources Pia 

• The City Council directed Sanitation to prepare a 
Staff Resources Plan to manage the requirements of 
the new exclusive franchise system. 

• Development of the staffing requirements and 

resources needed to implement a new program of 
this magnitude required a significant effort to obtain 
benchmark information and calculate workloads. 

• LASAN hired CH2M HILL to prepare a Staff Resources 
Plan, Which was completed in August 2014e 
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Independent Analysis of Staffing Needs 

• CH2M HILL performed an analysis of the resources required 
to implement the franchise to support: 
- Superior Customer Service- Including Call Center and Field 

Inspections at Customer Sites 

- Facility Certification - Inspection of Contractor Facilities to 
Assure Safe Conditions 

- Compliance with Diversion Requirements of Franchise 
Agreements 

- Compliance with Customer Billing and Payment Terms of 
Franchise Agreements 

• CH2M HILL surveyed and bench marked against 12 other cities 
• CH2M HILL prepared detailed workload assumptions for each 

major function 

CITY OF LOS ANOlLII 
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Differences between Residential and Commercial Service 

l 
:1 

~{1:.· 

Operoflon ttou"': 
8 AM-4:45PM Daily 

Collection Ser~lces 
•Once perweek 
• 3 bins ( black:, blue and green} 
•Bulky items & special collection 

Rate Schedule: 
• $36.32 tor Single Family Dwelling 

• $24.33 tor Multi-Family Dwelling 
• Plus charges for extra fees 

CITY OF LOS AMOl~($ 

Operution Hours: 
24 htS Dolly 

Cotleefton SeM<:es 
• Up to 14 container sizes 
• Up to 6 days per week 

urgent and Scheduled 
PSck-vps for Crttk:al 
Cusiomers, e.g •• Hoapltah• 

Rate Schedule: 
84 different rates that vary based on: 
• Container site aM type 
• Days per week of setvice (up to 6) 
• Number of bins on·site 
• Compacted vs. not~·compocted material 
• Type of materiol (solid waste/recycling 

ond orgonics) 

10 



Customer Service Representatives 
(CSR) 

Key 
Assumptions 

760.8 calls per day in steady state, 1,902 calls per day 
during transition 

6.5 minutes per call in steady state, 8 minutes during 
transition 

6.5 hours seat time per CSR in both steady state and 
transition, accounting for all types of leave (sick, vacation, 
~oliday, City_meetings an~ -~reak policy) 

Benchmarks Assumes 6% of customers call per week in 
steadv state based on Bellevue WA exoerience . . 
Assumes 15% during transition (no reliable benchmarks available for 
the transition period, though Seattle was receiving 1,000- 2,000 calls a 
day for months during the implementation of its new system in 1990-
1991) 

Call duration in steady state based on benchmark survey 

11 
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Customer Service Representatives 
{ CSR) Continued 

Staff Request 

Risks of 
Inadequate 
Staffing 

17 regular FTEs 

41 additional (temporary) FTEs duringtransition 

1 Manager and 1 Administrative Assistant 

Long customer wait times resulting in poor customer service and 
negative public perceptions· of the Franchise System {DWP currently 
at 18-28 minutes average) 

Delayed response to email, web and letter customer requests (DWP 
currently 11 days behind) 

,.. High call abandonment rates mean service requests/issues not 
,, addressed (DWP has 40% call abandonment rate currently) 
~ -· -
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Key 
Assumptions 

Facilit Certijfication 

4.5 inspections per week in steady state (1 per day); 58 facilities 
that will require periodic inspections; each facility inspected 3- 4 
times/yr 

1,980 minutes per inspection (33 hours) including travel, on-site 
inspection and report preparation 

6.5 hours seat time per Inspector in both steady state and 
transition, accounting for all types of leave (sick, vacation, holiday, 
City meetings and break policy) 

Benchmarks Assumes 8 hour inspections based on New York's transfer 
station inspections (approximately 8 hour/month). 

LA City AB939 Processor Certification program provided 
quarterly frequency with 3:1 ratio of office:field time 

13 
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acHity Certification Continued 

Staff Request 

Risks of 
Inadequate 
Staffing · 

t iT Y OF LOf. AMeii.EI 

8 regular FTEs (7 1nspectors and llndustrial Hygienist) 

5 additional (temporary) FTEs during transition 

1 Manager and 1 Administrative Assistant 

Facilities may not process or deliver materials as intended (i.e. 
overwhelmed MRFs fail to process all materials. and dispose more 
materials than proposed), with potential media implications 

Facilities operate in an unsafe manner and City is unaware and 
unable to prevent/mitigate potential danger to labor 

City is unable to investigate and enforce Franchise System facility 
requirements 



-· 

Customer Field spectors 

Key 
Assum.ptions 

Benchmarks 

Assumes 10% of calls require inspe.ctor on-site follow up for complaints regarding 
collection, graffiti, service, property damage, etc. 

Assumes Inspectors needed for diversion/route review; Assumes 1,320 routes per 
week; Assumes 5% are inspected ·per week 

Assumes 30 min drive time on each end of inspection, and 30 minutes speaking 
with the customer 

6.5 hours seat time per CSR in both steady state and transition, accounting for all 
types of leave (sick, vacation, holiday, City meetings and break policy) 

There is a wide disparity in the number of inspectors required by jurisdiction 

Seattle has 3 inspectors for 5,300 Multi-family and Condominium accounts, which 
would suggest the need for 36 in LA 

15 
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Custo 

Staff Request 

Risks of 
Inadequate 
Staffing 

er Field I spectors Continued 

48 regular FTEs 

37 additional (temporary) FTEs during transition 

3 Regional Managers and 3 Administrative Assistants 

Reduced number of Inspectors reduces the City's ability to respond to resident 
and customer complaints that require on-site attention 

Delayed on-site inspection and complaint response significantly reduces City's 
ability to provide effective customer service 

Delayed or reduced on-site inspection significantly reduces City's ability to ensure 
and enforce Franchise System requirements (i.e. how will we know that the 
contractor has delivered recycling bins to every customer?) 
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Benchmarking Provides So 
Data 

e Helpful 

.... Service 

Cate ory 

Customer 
Service 
Reps 

Customer 
Field 
Inspections 

Diversion & 
Facilities 
Inspection 

Contract 
Mgmt& 

Financial 

Representative Benchmark 
Ci . 

Proposed for · ~ .. ; 
Zero Wa te LA · · ·. : 

Vancouver 12 FTEs 63,000 18 FTEs 
41,000 res. plus 4,000 commercial 

comm. accounts accounts 

Seattle 3 FTEs 63,000 48 FTEs 
5,300 comm. accts commercial 

accounts 

New York 22 FTEs SO - 70 8 FTEs 
54 facilities Facilities 

San Jose 1 FTE 8-11 12 FTEs 
1 hauler haulers 
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CH2M HILL- Franchise System Staff 
Recommendations 
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Immediate rogram Tasks 
There are a number of concurrent tasks that must be 
started now to meet the Zero Waste LA timeline goals. 

• Development of Facility Certification Program 
• Development of Information Technologies systems to support: 

- Customer Service, Contract Compliance, Inspections, and Financial 
• Development of a plan and execution of community outreach with all 

education material 
• Development of contract compliance procedures and protocols including 

liquidated damages assessment procedures 
• Development of training materials for inspectors, auditors, and other staff 

Current Franchise staff, with assistance from other LASAN staff and CH2M 
Hill, will be evaluating, negotiating, developing and awarding franchise 
contracts until/ate 2016 
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. Zero Waste LA Staffing Summary 

Existing .Positions 

New Positions 

Contract Positions 

Total 

·.;Franchise Staffing (Short Term Transition) 
I . • ~ . ' • -· - -- " 

Call Center as-needed 

Field staff as-needed 

Other as-needed 

Total 

Number 

11 

70 

31 

112 

---'- - ~ •;-- _ ._ ~-~- --

41 

37 

7 

85. 
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LASAN's 3-Phase Plan 
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FY 201412015 

Phase I Uanuarv 2015) 
(Current Fiscal Year Request) 

• 16 Resolution Authorities 

!t·stlrt of Strvp: January 201.7 
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Regular & Contra~ St11ff 

CRl'liF''Piua 
Frttncfita•r:~eu 

FV 201612016 FY 201612017 

Phase II (Fiscal Year 2015-16) 
(Requested in 15-16 budget) 

• 36 Additional St~ff 

I 

FV 201712018 

Phase Ill (Fiscal Year 2016-17) 
(Requested in 16-17 budget) 

• 18 Additional Staff 
• Continuation of Resolution • Continuation of Resolution 

Authorities Authorities 

Note: ~~Temporary Staff 11Will be utilized as needed 22 
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