REPORT TO CITY COUNCIL

DATE: DECEMBER 14, 2011

TO: HONORABLE MAYOR AND MEMBERS OF THE CITY COUNCIL
FROM: GREG RAMIREZ, CITY MANAGER W

BY: LOUIS CELAYA, DEPUTY CITY MANAGER/

SUBJECT: GI INDUSTRIES/USA WASTE OF CA SERVICE PERFORMANCE
STANDARD REVIEW - 2011

In July 2007, the City Council approved a residential franchise agreement with GI Industries and
USA Waste of CA (Waste Management) for the provision of integrated residential waste
management services. The agreement was effective on July 1, 2007, and concluded on June 30,
2010. Within the agreement, there is an automatic extension provision that exiends the
agreement from June 30, 2010, to June 30, 2013, provided a request to avoid the extension
period is not delivered by either party. The automatic extension provision was placed into the
agreement to permit the City the option to terminate the agreement, prior to 2013, should the
City believe services being provided were not satisfactory or in compliance with the agreement.
On March 24, 2010, a performance review was presented to the City Council detailing Waste
Management’s compliance with the agreement to date. Subsequent to the findings of that
review, the City Council approved the aufomatic agreement extension {o June 30, 2013,

Also within the agreement, there exist particular Service Performance Standards that carry
liquidated damages for failure to comply. Again these standards were placed in the agreement as
a tool to demonstratc Waste Management’s continued compliance with the agreement and to
insure residents receive the best possible service. These Service Performance Standard areas
include: Collection Reliability, Collection Quality, Customer Responsiveness, Timely
Submissions to the City (Reports), and Accuracy of Billing.

Information was requested from Waste Management, and the City’s solid waste consultant, Solid
Waste Solution Inc., reviewed information received. Their summary report is attached.

Collection Reliability

Waste Management continues to remain compliant in the collection reliability arena, with no
reports received by the City for failure to established new accounts within the designated set up
date, or failure to collect refuse or recyclables properly set out.

While Waste Management demonstrated 182 internal reports of missed pickups, it did not exceed
the standard of 5 annual occurrences at the same address.



Collection Quality

Waste Management continues to remain compliant in collection quality, with no reports received
for failure to properly return containers, collection of materials during unauthorized times, failure
to clean up materials spilled, etc. The City did receive one report of a trash refuse vehicle
tracking debris in the City. This report was confirmed and was the result of a failure by the
County of Ventura to advise Waste Management of slurry sealed street activity. Waste
Management was unaware the vehicle had created an issue, however upon notification from the
City staff, immediately sent out street sweeping vehicles to the affected locations.

Customer Responsiveness

Waste Management continues it compliance with this area by providing same day customer
response as required. For 2011, the City has not received complaints from residents on Waste
Management failure to respond. Waste Management resolves a majority of issues within the
same business day, and route supervisors are within the City daily and ensure overall quality of
service.

Timeliness of Submissions to City/Accuracy of Billing

For 2011, all required reports were submitted on time to City’s solid waste consultant or City
staff by Waste Management. The City received no reports from residences concerning billing
inaccuracies.

City Complaints Received for 2011

2011 Note:
No. Complaints 1 Nature: Vehicle
debrig/tracking
Resolved 1
Complaints 0%

measured against
Total Percentage
of Residential
Accounts

Waste Management continues to demonstrate compliance with the residential franchise
agreement and has not been found to be in violation of the performance service standards since
the inception of the contract. Waste Management staff is consistently responsive to staff
inquiries and has demonstrated professionalism during this contact term.

RECOMMENDATION:

Staff is requesting the City Council receive and file the Waste Service Performance Standard
Review Report.

Attachment; Solid Waste Solutions In¢c. — (Report) Performance Review for GI Industries/Waste Management
Waste Management Customer Service Log




Agoura Hills Franchise Agreement - Service Performance Standard

REVIEWED

Collection Reliability

{(a) Provide a detailed list of new residential accounts
added in the last year.

A list has been provided {paper). Indicates that 410 new
clients have heen added.

{b) Provide a detailed list of complaints. This list shall
be provided in an Excel format. Any code references
must be identified with a key to assist staff with
interpretation. Also, identify resolutions to all issues.

Paper copy including key to the codes was provided.
Approximately 180 complaints have been received. 182 are
missed pick ups that are resolved, and 8 other issues with
resolutions are listed. No Excel spreadsheet was provided.

{c) Please identify any recurring set-out issues that
may have occurred, indicate how they were resolved.

Whispering Pines HOA had set out issues. The driver works
with the older clientele.

Cblléctfon Quality

(a) Indicate any specific issues pertaining to collection:
returning containers to proper location, spill clean-up,
after hour’s collections, roll-off delivery issues.

Only issue identified is tar from a paving job was transferred
on tires to another street. Waste Management worked with
Public Works to resolve the issue.

{b) list any additional program issues.

Scavengers persist, They go through the recycle bins and

also take the bulky items before the hauler can get there.

Customer Responsiveness

(a) Indicate your firm’s responsiveness to customer
complaints.

most are reselved the day they are reported. Route
supervisors are on site in Agoura Hills daily to ensure
guality.

(b} List any issues you have had with graffiti. How
were these issues resolved?

None to report.

Timeliness of Submissions to the City

(a) Indicate if your firm has submitted all required

All reports were submitted on time. City diversion log

reports on time

attached.

Accumcy of Biﬂing. |

your firms billings method.

Only one billing issue was reported. |t was resolved.

{b} Have any clients been over-billed more than cnce?

No reports of this have occurved.

Printed: 11/28/2011
Prepared by Solid Waste Solutions

Pape 1l
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