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Introduction

Background

The South Bayside Waste Management Authority (RethinkWaste) is a joint powers authority
of twelve Member Agencies (Atherton, Belmont, Burlingame, East Palo Alto, Foster City,
Hillsborough, Menlo Park, Redwood City, San Carlos, San Mateo, the County of San Mateo and
the West Bay Sanitary District) in San Mateo County. The twelve RethinkWaste Member
Agencies have exclusive franchise agreements with Recology San Mateo County (Recology) for
the collection of solid waste, recyclable materials and organic materials. Recology provides
collection services to approximately 93,000 households and 9,000 businesses in the
RethinkWaste service area.

RethinkWaste owns and manages the Shoreway Environmental Center which is operated by
South Bay Recycling (SBR). The Shoreway Environmental Center receives all of the recyclables,
organics and garbage collected by Recology under its franchise agreements with each of
RethinkWaste’s Member Agencies, as well as other self-haul and non-franchised material
delivered to that facility.

Recology and SBR are required to track, compile and report various data related to their
performance and develop various reports per the franchise agreements and operating
agreement. The primary nature of the quantitative data presented in the reports is self-
reported. Therefore, the goal for this review is to determine the accuracy of the information
contained in those reports.

Work Scope

RethinkWaste retained R3 Consulting Group (R3) to review, test and verify the accuracy of the
information contained in the reports, and provide any recommendations for improvement.
Our work scope included, but was not limited to the following tasks:

= Verify the completeness and mathematical accuracy of the Quarterly and Annual
Reports;

= Interview the contractors to determine the sources of the reported data;
= Verify the accuracy of the tonnage data reported quarterly by Recology;
= Verify the accuracy of Recology’s reported customer service data;

= Verify the accuracy of Recology’s reported liquidated damages, incentive and
disincentive payments;

= Verify the accuracy of SBR’s reported in-bound tonnage data; and

= Verify the accuracy of SBR’s reported liquidated damage payments.

Section 1

Introduction

R
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Section 2

Completeness and Mathematical Accuracy

Completeness The objectives of this task were to determine if the Quarterly and Annual Reports submitted
and by the Contractors:

Mathematical = Are complete and contain all of the reporting requirements specified in Article 9.06

Accuracy (Quarterly Reports) and 9.07 (Annual Reports) of Recology’s franchise agreements and
Article 9.05 (Quarterly Reporting Requirements) and 9.06 (Annual Reporting
Requirements) of SBR’s operating agreement; and

=  Are mathematically accurate and logically consistent (that the columns and rows add
correctly and tie to supporting schedules within the report).

Completeness of Reports - Recology

Quarterly Reports

To assess the completeness of Recology’s Quarterly Reports, R3 completed a review of the 4
quarter 2015 report as compared to the Quarterly Reporting requirements of Article 9.06 of
Recology’s franchise agreements. R3 then compared the contents of the 4™ quarter report to
the contents of Recology’s other 2015 Quarterly Reports in order to determine if the contents
of all of the Quarterly Reports are consistent.

Findings:

Appendix A includes the findings of our review of Recology’s 4™ quarter report. As shown, the
report satisfies the reporting requirements of Article 9.06 with the exception of the following
requirement that was not included:

= Call Center Data (Section 9.06.E) — The report does not specifically note the percentage
of calls answered in ninety (90) seconds as required in the Franchise Agreements;
however, the required data is included.

Additionally, R3 verified that the contents of all 2015 Quarterly Reports were consistent with
the findings of our review of the 4" quarter report.
Annual Report

To assess the accuracy of Recology’s Annual Report, R3 compared the contents of that report
to the requirements of Section 9.07 (Annual Reports) of Recology’s franchise agreement.

Findings:

Appendix A includes the findings of our review of Recology’s 2015 Annual Report. As shown,
the report satisfies the reporting requirements of Article 9.07 with the exception of the
following requirement that was not included, and was also identified as part of the prior 2014
review:

=  Customer Account Information (Section 9.07.B) — This detailed information is not
included in the Annual report but is included in the source files provided to

5 RethinkWaste. The “MSW Acccounts by Service Sector” table of the Operational
Information section of the Annual Report does, however, provide the number of

Page 2 of 36
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single-family, multi-family and commercial and Member Agency Facilities accounts in
each Member Agency. Additional account summary information by Member Agency is
also provided in the Annual Report supporting Excel spreadsheets and Recology
reported that the required detailed information is available upon request.

Completeness of Reports — SBR

Quarterly Reports

To assess the completeness of SBR’s Quarterly Reports, R3 completed a review of the
December 2015 4™ quarter report as compared to the Quarterly Reporting requirements of
Article 9.05 of the SBR Operating Agreement. R3 then compared the contents of the December
2015 report to the contents of SBR’s other 2015 reports to determine if the contents of all of
the Quarterly Reports are consistent.

Findings:

Appendix B includes the findings of our review of SBR’s December 2015 report. As shown, the
report satisfies all of the reporting requirements of Article 9.05 with the exception of the
following discrepancies noted by R3:

= Operational Changes (Section 9.05.E.5) and Hazardous Spills Reporting (Section
9.05.E.7) — In terms of “Operational Changes”, SBR’s report does not include some of
the Operating Agreement’s required information on equipment levels/changes;
however, SBR stated that the “Operational Changes” and “Hazardous Spills Reporting”
sections have been combined and changed into one “Facility Reporting” section at the
request of RethinkWaste.

= Programs and Summary Assessment (Sections 9.05.G and 9.05.H) — The report
provides a brief monthly summary of “MRF Recovery Effectiveness”. This summary
description could be interpreted as satisfying the requirements of Sections 9.05.G and
9.05.H, but only to a minimal extent.

Additionally, R3 verified that the contents of all 2015 SBR reports were consistent with the
findings of our review of the December 2015 report.
Annual Report

To assess the accuracy of SBR’s Annual Report, R3 compared the contents of that report to the
requirements of Section 9.06 (Annual Reporting Requirements) of SBR’s operating agreement.

Findings:

Appendix B includes the findings of our review of SBR’s 2015 Annual Report. As shown, the
report satisfies all of the reporting requirements of Article 9.06.1

1 It is noted that the Annual Report includes a quarterly mass balance, similar to that which was

previously provided in the Monthly Reports.

Section 2

Completeness
and

Mathematical
Accuracy

R
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Section2 | Mathematical Accuracy and Logical Consistency —
Recology

Completeness

and
Mathematical To test the mathematical accuracy and logical consistency of Recology’s Quarterly Reports, R3
compared Recology’s reported year-to-date 2015 tonnage figures for the 1% quarter report of
2015 to the values presented on the reports previously submitted for the months of January,
February, March (i.e., 1% quarter).

Findings:

v" R3 verified each subtotal, total and calculation was properly stated, including that the
quarterly data accurately reflects the sum of data from the previous three months.

Quarterly Reports

Accuracy

Annual Reports

To test the mathematical accuracy and logical consistency of Recology’s Annual Report, which
included data for the each of the twelve months of 2015, we compared the quarterly figures
reported in the Annual Report to the corresponding figures in the Quarterly Reports.

Findings:

v" R3 verified each subtotal, total and calculation was properly stated, including that the
annual data accurately reflects the sum of data from each of the four quarters.

Mathematical Accuracy and Logical Consistency - SBR

Quarterly Reports

SBR does not issue separate Quarterly Reports; rather, the data is rolled up into year-to-date
quarterly totals that are reported as part of the Monthly Reports (as an example, the March
2015 Monthly Reports includes the totals for the first quarter of 2015).

To test the mathematical accuracy and logical consistency of SBR’s reports, R3 compared SBR’s
reported year-to-date 2015 values (December 2015 report) to the values presented on the
reports previously submitted for the months of January, February and March (i.e., 1°* quarter).

Findings:

v" With the exception of some limited variances, on the order of a few tons, R3 verified
each subtotal, total and calculation was properly stated, including that the quarterly
data accurately reflects the sum of data from the previous three months.

Annual Reports

To test the mathematical accuracy and logical consistency of SBR’s Annual Report, which
includes data for the each of the four quarters of 2015, we compared the quarterly Inbound
(Attachment 2) and Outbound (Attachment 3) figures reported in the Annual Report to the

corresponding figures in the Quarterly Reports. We identified a number of minor discrepancies
R5 that are show in Table 1 (Inbound) and Table 2 (Outbound) below.

Page 4 of 36
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SEC Quarterly and Annual Report Inbound Tonnage Comparison

TABLE 1

SEC Quarterly and Annual Report Outbound Tonnage Comparison

OVERALL TOTAL
Quarter Quarterly Annual &i?j;cj
Report Report Quarterly)
1 115,928.82 | 115,929.86 1.04
2 115,600.65 | 115,601.36 0.71
3 117,920.49 | 117,909.98 (10.51)
4 122,440.49 | 122,449.26 8.77
Total 471,890.45 | 471,890.46 0.01
TABLE 2

OVERALL TOTAL
Variance
Quarterly Annual
Quarter Report Report (Annual v.
. . Quarterly)
1 115,929.38 115,929.86 0.48
2 115,601.55 115,601.36 (0.19)
3 117,920.90 117,909.98 (10.92)
4 122,438.63 122,449.26 10.63
Total 471,890.46 471,890.46 -

Section 2

Completeness
and

Mathematical
Accuracy

R
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Section 3

Review of Recology Tonnage Data

Review of The objectives of this task were to verify the accuracy of the:
Recology .
Tonnage Data

Tonnage data reported by Recology; and

= The allocation of tonnages among each of the Member Agencies.

Background

Recology’s Monthly Reports include a Monthly Tonnage Report (M1. Tonnage Summary of the
supporting Excel workbook) that allocates franchised tonnages among each of the member
agencies for the following categories:

= Residential;

= Multi-Family Dwelling (MFD);
=  Commercial; and

= Roll-Off.

The Monthly Tonnage Report figures are electronically linked to the data reported in the
following supporting workbook spreadsheets, all of which contain hard coded inputs (i.e., are
not electronically linked to the supporting data source):

= Mla. Solid Waste;
=  Milb. Targeted Recycled Tonnage; and
= Mlc. Organic Materials Tonnage.
Each of the above spreadsheets reports tonnages for the following categories:
=  Single-Family (categorized as Residential);
= Multi-Family (categorized as MFD);
= Commercial (categorized as Commercial);
= Agency Facilities (categorized as Commercial);
= Drop Box (categorized as Commercial);
= Venues and Events (categorized as Commercial);
=  On-Call Single-Family (categorized as Residential);
=  On-Call Multi-Family (categorized as MFD);
=  On-Call Agency Facilities (categorized as Commercial); and
=  On-Call Agency Facilities (categorized as Commercial)

The methods used by Recology to allocate tons to the above categories for each Member

Agency are as follows:
R > Single-Family, Multi-Family and Commercial — Recology allocates the tonnage collected from

Single-Family, Multi-Family and Commercial regularly scheduled cart and bin customers based
Page 6 of 36
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on subscribed service volume. For each route, the customers serviced are identified by
Member Agency and assigned a unique rate code. Services for Member Agency facilities are
also assigned a unique rate code. Using this data, the percentage of the total service volume
(cubic yards) of each load collected within each Member Agency, which is assumed to
represent the percentage of the total tons of each daily route assigned to each Member
Agency, is calculated quarterly and reported in Recology’s Split Table Listing.? This data is then
applied to the load weights of the applicable routes to allocate that tonnage among the
Member Agencies.

Agency Facilities — Recology uses the same methodology to allocate scheduled collections
from Member Agency facilities as it does to allocate Single-Family, Multi-Family and
Commercial tonnages as described above. Each Member Agency account is assigned a unique
code that is included in the quarterly Split Table Listing and used to allocate those tons to the
appropriate Member Agency.

Drop-Box — Drop box and compactor loads are specific to a single location and therefore 100%
of the tons for each drop box and compactor load is directly assigned to the associated
Member Agency.

Bulky Item On-Call Collections & Abandoned Waste/lllegal Dumping — Recology runs two
separate on-call bulky item routes, one for solid waste and one for recyclables. The bulky-item
solid waste route also collects abandoned waste/illegal dumping tonnages. Recology maintains
a log of reported abandoned waste, by Member Agency, that includes estimated weight. This
estimated abandoned waste tonnage is subtracted from the total weight of tonnage of the on-
call collections. Recology tracks the requests for bulky item/on-call collections by Member
Agency and allocates the total on-call collection tonnage to each Member Agency in proportion
to the percentage of total collections for each load by Member Agency.

Venues and Events — With the exception of roll-off bins from venues and events, which are
weighed, tracked and recorded in SBR’s PC Scales system, material from individual venues and
events are collected by dedicated vehicles (e.g., supervisor vehicles) and delivered to
Recology’s maintenance facility where they are weighed consolidated in bins. Those bins are
then weighed and recorded in SBR’s PC Scales system as Recology Maintenance Box Tons. The
tonnages for each venue and event are specifically tracked and those figures manually assigned
to the associated Member Agency on the “Events” workbook of each monthly query excel file.3

Review of Member Agency Tonnage Allocations

Based on the above stated methods Recology uses to allocate tons among the Member
Agencies, R3 gathered applicable supporting documentation to test the calculation of and
application of Recology’s tonnage allocation methodology. That review included at one month
of data for each Member Agency covering all twelve months during the year.

Single-Family, Multi-Family and Commercial / Agency Facilities — To test the allocation of
regularly scheduled cart and bin customers, R3 selected a sample of routes and calculated the

The Split Table Listing provides an accounting of the percentage of the total accounts by member
agency for each route.

YT

Recology’s “monthly query files” provide a download of its internal tonnage data base that allocates
tonnages to each Member Agency based on the Split Table Listings and other supporting
documentation.

Section 3

Review of

Recology
Tonnage Data

R
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Member Agency allocation percentages associated with Recology’s allocated Member Agency
tonnages that were generated from Recology’s monthly tonnage queries. Those allocated
tonnage percentages were then compared to the quarterly split table percentages for each
applicable Member Agency to determine the accuracy of Recology’s tonnage allocations.

Section 3

Review of
Drop Box — R3 tied the reported Drop-Box tons on Recology’s Monthly Tonnage Reports for

samples covering each Member Agency and each month of 2015 to the supporting data
generated by Recology’s monthly queries.

Recology
Tonnage Data

Bulky Item On-Call Collections — R3 tied Recology’s on-call bulky item solid waste and
recyclables collection tonnages reported on its Monthly Tonnage Report to the supporting
documentation for a sample covering all Member Agencies and months.

Abandoned Waste/lllegal Dumping — R3 tied Recology’s abandoned waste/illegal dumping
tonnages reported on its Monthly Tonnage Report to the supporting documentation for a
sample covering all Member Agencies and months.

Venues and Events — R3 tied Recology’s venues and events tonnages reported on its Monthly
Tonnage Report to the supporting documentation for a sample covering various Member
Agencies and months.

Findings:
v" R3 found Recology’s tonnage allocation methodology to be logical and reasonable, and
consistently applied.

v" R3 confirmed that the quarterly allocations of Single-Family, Multi-Family and
Commercial and Agency Facilities were consistent with the sampled quarterly split
table percentages.

v" R3 traced the data reported on Recology’s Tonnage Report (M1) to the supporting
spreadsheets (M1a, M1b and M1c) without exception.

v" R3 traced the data reported on Recology’s supporting spreadsheets (M1a, M1b and
M1c) to the supporting monthly queries and other supporting documentation. That
testing documented the supporting basis for all allocations with the exception of
various minor tonnage differences.

R2

Page 8 of 36
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Review of Recology Reported Customer
Service Data

The objectives of this task were to:

= Test at least two separate months (covering all twelve months during the year) of the
reported customer service data for each Member Agency and verify it ties to the
supporting documents;

= Test the accuracy of customer service representative (CSR) reported statistics; and

= Test the accuracy of CSR’s coding calls.

Review of Reported Customer Service Data

In Section D of the Quarterly and Annual Reports, Recology reports customer service data (i.e.,
“Inquiry, Service Request and Complaint Data”) in the following categories:

= Single-Family Missed Pick-Up Initial Complaints
= Single-Family Missed Pick-Up Collection Events*
= Excessive Noise*

= Discourteous Behavior*

=  Property Damage*

= Spills*

= On-Call Bulky Item Collection

=  Extra/Overage Requests

=  Recycling Tote-Bag Requests

= Information Requests

= Billing Concerns

* The accuracy of these reporting items has been reviewed as part of R3’s Review of Recology
Liquidated Damages/Performance Incentive and Disincentive payments.

For all customer service items above with associated Liquidated Damages and/or Performance
Incentives and Disincentives, R3 tested Recology’s reported number of “occurrences” for each
item for all months of 2015. The results of that review are provided in the Section 5 of this
report titled “Review of Recology Liquidated Damages / Performance Incentive and
Disincentive Payments.”

For the remaining items above with no associated Liquidated Damages or Performance
Incentives and Disincentives, R3 tested two months of data for each Member Agency
(covering all months of the year) to verify that the reported number of “occurrences” ties to
the supporting documents.

Section 4

Review of
Recology

Reported
Customer
Service Data

R
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Section 4 Findings:

Our review identified a number of instances where the reported occurrences varied from the
source documentation. Specifically:

Review of v' 106 of 156 tested data points (68%) were equal to the source documentation;
Recology

v' 38 of 156 tested data points (24%) varied from the source documentation by less than
Reported 10%; and

Customer
] v' 12 of 156 tested data points (8%) varied from the source documentation by greater
Service Data than 10%.

The items most which were most likely to vary from the source documentation included:

=  Single-Family Initial Missed Pick-Up Complaints — Over-reported by 7% on average as
compared to the source documentation, likely due to the inclusion of commercial
account information;* and

= On-Call Bulky Item Collection — Consistently varied from source documentation, but
by less than 1% on average.

We also noted that the reported occurrences of each event were less likely to tie to the source
documentation in the first half of calendar year 2015. Specifically:

= Q1 and Q2 of 2015 — 44 of 72 tested data points (61%) were equal to the source
documentation; and

= Q3 and Q4 of 2015 — 62 of 84 tested data points (74%) were equal to the source
documentation.

Recommendation #1 — Request that Recology omit commercial account information
next year in an effort to definitely explain the cause of R3’s observed differences in
customer service data accuracy between the first and second half of calendar year 2015
(i.e., assist in explaining the increased accuracy in the second half of 2015 as compared
to the first half). Understanding the cause of this change may help to identify successful
methods for improving the quality of reported data going forward.

Review of Reported CSR Statistics

On a quarterly and annual basis, Recology reports customer service representatives (CSR)
statistics which are based on data generated by Recology’s Shoretel phone system. Statistics
generated by the phone system include:

=  Number of calls received;
=  Number of calls answered;
=  Number of calls answered within 15, 30, 45, 60, and 90 seconds; and
4 Approval by Member Agencies of contract amendments has eliminated “Single-Family Missed Pick-
Up Complaints” an item subject to Performance Incentive/Disincentive payments. However, this
item continues to be reported by Recology as a customer service statistic on the “M2” sheet of their
quarterly and annual reports.

Page 10 of 36
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= Cumulative wait time before answered. (The average wait/hold time (i.e., average
speed of answer) is calculated based on the cumulative wait time and the total number
of calls answered.)

Section 4

The phone statistics for each month are input into Section E (“Call Center Data and Quality Review of

Assurance Calls Made”) of the Quarterly and Annual Reports, and are also used for the Recology

Incentive/Disincentive forms for “Ninety Second Hold Time” and “Average Speed of Answer”.

Recology also reports the total number of quality assurance calls made during each month in Reported

Section E. Customer
o Service Data

Findings:

v" Without exception, R3 verified that the phone statistics provided in Recology’s 2015
Quarterly and Annual Reports matched the phone statistics generated by the Shoretel
phone system for each month of 2015.

Review of CSR’s Coding Calls

To test the accuracy of CSR’s coding calls, R3 randomly sampled 400 CSR tickets created in both
May and October of 2015.

Findings:

Of the 800 tickets sampled, we found that a total of 14 (1.8%) were coded incorrectly. The
incorrectly coded tickets included:

= 11 pertaining to single-family missed pick-up initial complaints;
= One (1) pertaining to a property damage claim;
= One (1) pertaining to an excessive noise complaint; and

= One (1) pertaining to unacceptable employee behavior, specifically a customer stating
that the “driver is speeding through her property and yelling at residents to get out of
the way.”

Table 3 provides a listing of the above incorrectly coded tickets along with the extrapolation of
that data for the entire calendar year of 2015.

Table 3
CSR Coding Call Errors
Incorrect Samples Identified Liqui Additional
. Total Annual LRI Liquidated
Actual Ticket Type All Damages per Damages Due
May |October Total Extrapolation | Extrapolated owance Occurrence J 1
2015 | 2015 Factor 2015 Total to SBWMA
Missed Pickup Complaints 2 9 11 75.7 833 No applicable Liquidated Damages
Property Damage Claims 1 1 75.7 76 372 $150 $0
Excessive Noise Complaints 1 1 75.7 76 708 S50 S0
Total 4 9 13 985 S0

! Additional Liquidated Damages are due to SBWMA only in cases where the annual "allowance" has been exceeded.
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As shown, none of the incorrectly coded tickets warrant the assessment of additional

Section 4 > >
Liquidated Damages.

In order to extrapolate our results, we multiplied the total identified incorrect samples for May
Review of and October by six (6) in order to extrapolate those two months to the full calendar year of

Recology 2015, and then multiplied that result by 12.62 in order to extrapolate our sample count of 800
tickets to the entire sample base of 10,099 from which those samples were drawn (i.e., 10,099
divided by 800 equals 12.62). This method was used for each ticket type category shown in

Reported

Customer Table 3 above.
Service Data

The Single-Family Missed Pick-Up Initial Complaints, Property Damage Claim, and Excessive
Noise Complaint tickets identified in Table 3 above would not result in additional Liquidated
Damages due to the fact that Attachment J of the Agreement provides for monthly
“allowances” for each item, and the total corresponding annual allowances would not be
exceeded with the addition of the extrapolated values above. In addition, there are no longer
any Performance Incentives/Disincentives associated with Missed Pick-Up Initial Complaint
tickets.> Nearly all of the identified incorrectly coded tickets were coded as “Attention
Operations” or “Reminder to Service.”

Recommended Adjustment — None

Recommendation #2 — Recology’s Dispatch Supervisors should continue to review all
Supervisor tickets weekly to ensure that procedures are being followed and tickets are
being closed with detailed resolutions. “Attention Operations” and “Reminder to
Service” and any other similarly coded tickets should be reviewed weekly by the Route
Supervisors to ensure they were coded correctly as missed pick-up complaints or as
items subject to liquidated damages. [A similar recommendation was also presented
as part of our 2013 and 2014 Reviews.]

R2
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Review of Recology Liquidated Damages
and Performance Incentive/Disincentive
Payments

The objectives of this task were to:

= Verify the liquidated damages, incentive, and disincentive payments reported by
Recology have been properly calculated and tie to the events reported; and

= Verify and explain Recology’s procedures to identify and report events which would
trigger liquidated damages and performance incentives/disincentives.

Background

Provisions for Liquidated Damages and Performance Incentives/Disincentives are provided in
Attachment J and Attachment I° of Recology’s franchise agreements, respectively. Calculations
of each Liquidated Damage and Performance Incentive/Disincentive item are provided as part
of Recology’s Quarterly and Annual Reports, with the exception of the Incentive/Disincentive
for diversion, which is only calculated as part of the Annual Report.

R3 requested and reviewed Recology’s source documentation for Liquidated Damages and
Incentives/Disincentives occurrences for all months of 2015. Table 4 and Table 6 below provide
listings of Liquidated Damage and Incentive/Disincentive items, respectively, as well as the
source documentation for each item as identified during our review. As shown, many of these
items represent customer complaints, which are tracked through Recology’s internal ticketing
software (“TQR4 Reports”).

The adjustments noted in Table 4 and Table 6 below reflect R3’s review of the accuracy of the
reported quantities of occurrences (i.e., number of complaints in each category) as compared
to Recology’s source documentation (i.e., TQR4 Reports).

The adjustments shown in Tables 4 and 6 do not account for whether the reported complaints
have been properly coded by the customer service representative (CSR). A separate review of
CSR call coding accuracy, as well as separate recommended adjustments based on that review,
may be found in Section 4 of this report under the subsection titled “Review of CSR’s Coding
Calls”.

Review of Liquidated Damages Payments

Attachment J (Liguidated Damages) of Recology’s franchise agreement lists the events that
constitute breaches of the Agreement’s standard of performance warranting the imposition of
liguidated damages; the acceptable performance level; the definition of the complaint,
incident or event; the method by which occurrences will be principally tracked and the amount
of liquidated damages for failure to meet the contractually-required standard of performance.
Recology is required to maintain records of customer complaints which show for each
complaint: date and time received; name, address and telephone number of the caller; nature

6 Asamended per the administrative changes and amendments.
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of complaint (e.g., missed pick-up, excessive noise, property damage, etc.); name of employee
receiving complaint; action taken by Recology to respond to complaint; and date complaint
was resolved.

Section 5

Review of Recology is to submit to the Member Agencies a liquidated damages report with its Quarterly
Recology Report that summarizes the number of complaints in each category and computes the amount
Liquidated (if any) of liquidated damages accrued by month during the preceding quarter.

Damages and Liquidated Damages specified in Attachment J of the Agreement are as follows:

Performance
Incentive /
Disincentive
Payments

Collection Quality
=  Unauthorized Collection Hours

=  Damage to Private Property

= Failure to Resolve Property Damage Claim

= Failure to Provide New Service or Initiate Change in Service

= |mproper Container Placement

=  Failure to Effectively Distribute Non-Collection Notices

= Excessive Noise Complaints

= Unacceptable Employee Behavior

= Complaints of Spills of Discarded Materials

=  Complaints of Failure to Clean Up Spills of Discarded Materials

= Spills of Vehicle Fluids

Customer Service Quality

=  Untimely Resolution of Complaints and Inquires

Reporting
= Late Submittal or Reports
=  Submittal of Inaccurate Reports, etc.

= Failure to Perform and Report on Billing Review

Other
= Disposal of Diversion Program Materials
= Use of Unauthorized Facilities

Findings:

Overall

Table 4 on the following page provides a full list of 2015 Liquidated Damages payments as
reported by Recology and as calculated by R3. As shown, R3 is recommending an overall
adjustment of $3,146 to the amount reported by Recology. R3’s findings specific to each

Liquidated Damage category are discussed in additional detail below.

Page 14 of 36
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Table 4
2015 Liquidated Damages Payments
Total 2015 Liquidated Damages Payments
Item Description Company Source
P Documentation Company Recommended
R3 Calculated k
Reported Adjustment
Collection Quality
Eompla_lnt; regatrdlng uniuthgrlzed cotllect_lont TQRA Reports
1 ours,rtlna egt;a'le caie ol orI amage rto Zrlva e (Reason Codes: 31086, | $ 300 | $ 450 | $ 150
pro.pe y,.arT ailure to resolve property damage 31093, 03CPD, 03CUH)
claims within 30 days
Additional Adjustment based on ESA and SCS Call Monitoring:
See Table 5 Results - 58.3% addl. occurrences of Unauthorized Collection Hours complaints and S 659
5.3% addl. occurrences of Property Damage complaints
Complaints regarding failure to provide new TQR4 Reports
2 | service or change existing service level within (Reason Codes: 31120, | S - S - S -
five (5) business days 03CFC)
. L . TQR4 Reports
Complaints regarding improper container
3 (Reason Codes: 31071, | S - S - S -
placement
03CCP)
Distribution of less than 50% of required non- TQR4 Reports
4 . . (Reason Codes: 31010, S - $ - S -
collection notices
03CNN)
TQR4 Reports
5 | Excessive noise complaints (Reason Codes: 31084, S - $ - S -
03CEN)
Additional Adjustment based on ESA and SCS Call Monitoring: S
See Table 5 Results - 6.7% addl. occurrences of Excessive Noise complaints -
Complaints regarding unacceptable employee TQR4 Reports
6 p' g g 4 ploy (Reason Codes: 31053, $ 2,000 S 2,500 $ 500
behavior
03CDB)
Additional Adjustment based on ESA and SCS Call Monitoring: $ 962
See Table 5 Results - 38.5% addl. occurrences of Discourteous Behavior complaints
Complaints regarding spills of discarded TQR4 Reports
7 . . . (Reason Codes: 31098, $ - $ - $ -
materials and failure to clean up those spills
03CSG, 03CSR, 03CSO)
Additional Adjustment based on ESA and SCS Call Monitoring: $
See Table 5 Results - 38.5% add|. occurrences of Spill After Collection (Garbage) complaints -
. " TQR4 Reports
Complaints regarding unreasonable leaks or
8 A Pl ) € I4 gu (Reason Codes: 31116, | S 7,000 | S 7,000 | $ -
spills of vehicle fluids
03CVF)
Additional Adjustment based on ESA and SCS Call Monitoring: $ 875
See Table 5 Results - 12.5% addl. occurrences of Vehicle Fluid Spill complaints
Customer Service Quality
Resolution or remedy of complaints or inquiries TQR4 Reports
1 | beyond 10 business days of receipt of the (Reason Codes: 31123, $ - $ - S -
complaint or inquiry 03CNR)
Reporting
1 Late submittal of reports, applications, proposals S s S
or other submittals Submittal dates shown
Accuracy of submittals: corrections or on report covers and
2 | restatements submitted more than two (2) cover letters, and also $ - $ - $ -
business after notification tracked via email
3 | Late submittal of billing review report S - S - S -
Other
Disposal of recyclable materials without written S s S
1 approval
Disposal of organic materials without written The Company stated that $ $ $
approval all materials are ) - -
Recyclable materials not delivered to the delivered to the s s s
) designated transfer and processing facility Shoreway SBR facility.
Solid waste or organic materials not delivered to s s $
the designated transfer and processing facility
Total Liquidated Damages Due to / (from) SBWMA|$ 9,300 ($ 9,950 | S 650
Additional Adjustments based on ESA and SCS Call Center Monitoring | $ 2,496
Total Recommended Adjustment Due to / (from) SBWMA| $ 3,146

Section 5

Review of
Recology
Liquidated
Damages and

Performance
Incentive /
Disincentive
Payments
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ESA and SCS 2015 Call Monitoring Extrapolation

Section 5

In addition to the customer call center auditing covered by R3, RethinkWaste also retained ESA
and SCS to conduct call center monitoring during calendar year 2015. As part of that

Review of monitoring, both companies placed test calls into the Recology call center and monitored
Recology whether the calls were: (a) coded as expected, (b) not coded as expected (i.e., mis-coded), or
Liquidated (c) not entered into the system at all. We have extrapolated our Liquidated Damages findings
Iquidate in Table 4 on the previous page to account for the impact of the ESA and SCS 2015 auditing
Damages and results provided to RethinkWaste. Table 5 below provides the 2015 ESA/SCS results for test
Performance calls which were either coded incorrectly or not entered into Recology’s system, as well as R3’s
Incentive / calculated extrapolation factor for those ticket types.
Disincentive TABLE 5
Payments Extrapolation of ESA and SCS 2015 Call Center Monitoring Results
ESA / SCS Test Calls Estimated Occurrences
Customer Call Liquidated In Addition to the
Type of Complaint Center Reason 'quidate Amount Coded in
Code Damage Item Coded Not Coded |Not Entered Recology's System
Correctly Correctly | Into System | (gytrapolation Factor)
Unauthorized Collection
03CUH LD #1 12 6 1 58.3%
Hours
Property Damage 03CPD LD #1 19 1 0 5.3%
Excessive Noise 03CEN LD #5 15 0 1 6.7%
Discourteous Behavior 03CDB LD #6 13 3 2 38.5%
Spill after Collection
03CSG LD #7 13 3 2 38.5%
(Garbage)
Vehicle Fluid Spill 03CVF LD #8 16 2 0 12.5%
Due to the “monthly allowances” established for certain liquidated damages related events,
the only complaint types above that result in any additional liquidated damages payable are
“Unauthorized Collection Hours”, “Discourteous Behavior”, and Vehicle Fluid Spill”. Liquidated
damage adjustments for the extrapolation of these items are shown in Table 4 on the previous
page.
Collection Quality
As shown in Table 4, Recology reports on several Liquidated Damages items related to
Collection Quality. R3 checked the number of occurrences for each Liquidated Damage item
for each month of 2015 against the source documentation (TQR4 Reports) provided by
Recology and made adjustments as appropriate. R3 identified various instances of variances
between the reported occurrences and the source documentation, although the only
adjustments which had a material impact on the amount of Liquidated Damages due to the
R5 Member Agencies were related to the following two items:
Page 16 of 36
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= Complaints regarding unauthorized collection hours, inadequate care of or damage
to private property, and failure to resolve property damage claims within 30 days —
R3 identified one (1) additional occurrence ($150 per occurrence = $150
recommended adjustment); and

= Complaints regarding unacceptable employee behavior — R3 identified two (2)
additional occurrences ($250 per occurrence = $500 recommended adjustment).

= Additional adjustments based on ESA and SCS call center monitoring — R3 made an
additional adjustment to both of the items above based on the results shown in Table
5. These adjusments totaled: $659 for unauthorized collection hours and property
damage complaints; $962 for unacceptable / discourteous employee behavior; and
$875 for vehicle fluid spills.

Recommended Adjustment — Increase the Liquidated Damages due to the
RethinkWaste Member Agencies by $3,146 for Liquidated Damages related to
Collection Quality.

Customer Service Quality

The one Liquidated Damage item related to Customer Service Quality is “Resolution or remedy
of complaints or inquiries beyond 10 business days of receipt of the complaint or inquiry.” R3
identified no instances of the Reason Code corresponding to this Liquidated Damage item in
Recology’s TQR4 Reports in all months of 2015.

Recommended Adjustment — None

Reporting

For the Reporting category of Liquidated Damages, report submittal dates are recorded by the
email transmittal, but no Liquidated Damages for lateness are assessed unless they are notified
of the late submittal by RethinkWaste and the Member Agencies. During our review, we noted
that:

= All 2015 Monthly Reports displayed their submittal date on the cover and cover letter
of the report, and with the exception of the Monthly Report for May 2015, all were
submitted within 15 days of the end of the month as required by Section 9.04.C. The
May 2015 Monthly Report was submitted 15 days later than the due date (i.e., June
30" submittal vs. June 15" due date) delineated in the Franchise Agreements.
However, it is important to note that an improvement in submittal of the reports due
in June was agreed to by the RethinkWaste. The May Monthly Report due date was
changed from June 15 to June 30™ to accommodate an earlier submittal date of the
company’s annual Compensation Application on June 15™ (which had previously been
due on June 30%);

= Al 2015 Quarterly Reports displayed their submittal date on the cover and cover letter
of the report, and all were submitted within 30 days of the end of the end of the
quarter as required by Section 9.04.C;

Section 5

Review of
Recology
Liquidated
Damages and

Performance
Incentive /
Disincentive
Payments
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= The 2015 Annual Report displayed the submittal date on the cover and cover letter of
the report, and was submitted within 45 days of the end of the year as required by
Section 9.04.C;

Section 5

Review of = RethinkWaste did not notify Recology of any required corrections or restatements for
Recology any of the 2015 reports; and

Liquidated = The billing review report was included in the 2015 Annual Report, and was therefore
Damages and submitted within 45 days of the end of the year as required by Section 7.01.E.

Performance
Incentive /
Disincentive
Payments

Recommended Adjustment — None

Other

In regards to the “Other” subcategory of Liquidated Damages listed in Table 4 above, Recology
has stated that all collected materials are delivered to the SBR facility on Shoreway Road, as
required by the franchise agreements (i.e., “the designated transfer and processing facility”).

Recommended Adjustment — None

Review of Incentives/Disincentives Payments

Attachment | (Performance Incentives and Disincentives) of Recology’s franchise agreement
specifies that the Member Agencies shall provide incentive payment to Recology for exceeding
the following three (3) performance standards:

= Qverall Diversion Level;
= Single-Family Missed Pick-Up Initial Complaints;* and
= Average Speed of Answer.*

Disincentive payments are to be assessed from not meeting the following eleven (11)
performance standards:

= Minimum Single-Family Diversion Level;

=  Minimum Commercial Diversion Level;

=  Maximum Contamination Level — Single-Family Targeted Recyclable Materials;
=  Maximum Contamination Level — Single-Family Organic Materials;

=  Maximum Contamination Level — Commercial Source Separated and Targeted
Recyclable Materials;

=  Maximum Contamination Level — Commercial Organic Materials;
=  Maximum Contamination Level — MFD and Commercial Plant Materials;

R5 =  Single-Family Missed Pick-Up Initial Complaints;*

=  Single-Family Missed Pick-Up Collection Events;
Page 18 of 36

SBWMA BOD PACKET 07/28/2016 AGENDA ITEM: 6B EXHIBIT A - p22



SBWMA | 2015 Annual Report Audit | FINAL REPORT

= Average Speed of Answer;* and

= Ninety (90) Second Maximum Hold Time.

* Items for which there is both an Incentive and Disincentive Payment

Findings:

Table 6 below provides a full list of 2015 Performance Incentive/Disincentive payments as
reported by Recology and as calculated by R3. As shown, R3 is recommending a decrease of
$50 to the Disincentive payment associated with Single-Family Missed Pick-Up Collection
Events. Findings specific to each Incentive/Disincentive category are discussed below.

Table 6
2015 Performance Incentive/Disincentive Payments

Item Description

Company Source
Documentation

Total 2015 Incentive/Disincentive Payments

Company
Reported

R3 Calculated

Recommended
Adjustment

Single-Family Missed Pick-Up
Initial Complaints

TQR4 Reports
(Reason Codes: 32014,
03CMG, 03CMR,
03CMO)

Incentive/Disincentive has been eliminated.

Single-Family Missed Pick-Up

TQR4 Reports
(Reason Codes: 32014,

Collection Events 03CMG, 03CMR, ? 2,050 | 5 2,000 | 5 (50)
03CMO)
Average Speed of Answer at Shoretel Phone System
Customer Service Center Statistics Report ? (4,560)| 3 (4,560)| 3
Ninety (90) Second Maximum | Shoretel Phone System g g g
Hold Time Statistics Report
Maximum Contamination gua:ter!y Sl?an;Vasqrez S S S
Levels ontamination Sampling - - -
Results
'M1d. Diversion Level'
Minimum Diversion Levels sheet of the Quarterly | $ 14,215 | $ 14,215 | S -
Report
Total Incentive/Disincentive Payments| $ 11,705 | $ 11,655 | S (50)
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Section 5 Single-Family Missed Pick-Up Initial Complaints

Recology stated in its reports that the Incentive/Disincentive for “Single-Family Missed Pick-
Up Initial Complaints” was eliminated.” This has been confirmed with RethinkWaste, and we
Review of recommend no further action with regards to this item.

Recology
Liquidated
Damages and

Single-Family Missed Pick-Up Collection Events

R3 checked the number of Single-Family Missed Pick-Up Collection Events for each month of
2015 against the source documentation (TQR4 Reports) provided by Recology and made
adjustments as appropriate. This involved reviewing Recology’s notes for each month
Incentive / regarding the quantity of Single-Family Missed Pick-Up Complaints which were not resolved by
Disincentive the end of the next business day (per Section 8.02.B.2 of the Agreement). Our review identified
Payments an annual total of 40 Single-Family Missed Pick-Up Collection Events for all Member Agencies,

as compared to Recology’s reported annual total of 41 Single-Family Missed Pick-Up Collection

Performance

Events.
Recommended Adjustment — Decrease Disincentive Payment due to the Member
Agencies by a total of $50 (i.e., S50 per event x 1 less event than reported). A summary
of the amount due to (from) each individual Member Agency is provided in Table 7
below.
Table 7
2015 Single-Family Missed Pick-Up Collection Events by Member Agency
Recology . Amount due to
R3 Review .
Member Agency | Reported Variance |(from) Member
2015 Total
2015 Total Agency
Atherton 1 1 0 S -
Belmont 2 1 (1) S (50)
Burlingame 1 2 1 S 50
East Palo Alto 5 5 0 S -
Foster City 4 3 (1) S (50)
Hillsborough 1 1 0 S -
Menlo Park 1 1 0 S -
North Fair Oaks 0 0 0 S -
Redwood City 7 7 0 S -
San Carlos 5 5 0 S -
San Mateo 9 9 0 S -
San Mateo County 2 2 0 S -
West Bay 3 3 0 S -
R 5 Total a1 40 (1) $ (50)
7 Asamended per the administrative changes and amendments.
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Average Speed of Answer at Customer Service Center

R3 verified that the phone statistics provided in Recology’s 2015 Quarterly and Annual Reports
matched the phone statistics generated by the Shoretel phone system for each month of 2015.
Recology receives an Incentive payment for a calculated average speed of answer below 15
seconds, and a Disincentive payment for a calculated average speed of answer greater than 30
seconds. Recology calculated an Incentive Payment of $4,560, which resulted from average
answer speeds of below 15 seconds for 6 of 12 months during the 2015 calendar year. The
average speed of answer was not below 15 seconds for the months of January, June, July,
August, November, and December, and the average never exceeded 30 seconds.

Recommended Adjustment — None

Ninety (90) Second Maximum Hold Time

R3 verified that the phone statistics provided in Recology’s 2015 Quarterly and Annual Reports
matched the phone statistics generated by the Shoretel phone system for each month of 2015.
Specifically, Recology receives a Disincentive payment of $5.00 per call when the number of
calls exceeding the 90-second threshold exceeds of 5% of all incoming calls in the quarter. The
number of calls exceeding the 90-second threshold did not exceed 5% of all calls in any quarter
of 2015.

Recommended Adjustment — None

Maximum Contamination Levels

Attachment 1B of the franchise agreement establishes the following Maximum Contamination
Levels:

= Commercial Source Separated or Targeted Recyclable Materials — 10%
= MFD and Commercial Plant Materials — 5%

= Single-Family Organic Materials — 5%

=  Commercial Organic Materials — 10%

= Single-Family Targeted Recyclable Materials — 8.5%

R3 found that the reported contamination amounts used for the Incentive/Disincentive
calculations were consistent with the contamination figures presented in the Quarterly and
Annual Reports, and were also consistent with the “Contamination Sampling Results” for 2015
provided by Sloan-Vazquez.

8 As amended per the administrative changes and amendments.
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Recology maintained contamination levels below the maximums listed above for each quarter

Section 5
of 2015.

Review of Recommended Adjustment — None
Recology
Liquidated
Damages and

Minimum Diversion Levels

Performance R3 found that the diversion amounts used for the “Minimum Diversion Levels”
Incentive/Disincentive calculations were consistent with the figures presented in the Quarterly
and Annual Reports. Specifically, Recology calculated an overall 2015 diversion rate of 46.67%,
as compared to the target diversion rate of 46.87% (i.e., the overall 2014 diversion rate).
Payments Because the overall diversion target was not met, this means that no Incentive payment is due
to Recology from the Member Agencies. In addition, R3 confirmed that Recology correctly
calculated Disincentive amounts due to the Member Agencies for single-family and
commercial sector minimum diversion levels. Specifically:

Incentive /
Disincentive

= Recology achieved a single-family sector diversion rate of 62.52%, as compared to the
target diversion level of 62.64%. This resulted in total Disincentive payments of
$14,215; and

= Recology achieved a commercial sector diversion rate of 31.28%, as compared to the
target diversion level of 24.75%, resulting in no Disincentive payment.

Recommended Adjustment — None

Liquidated Damages and Performance
Incentives/Disincentives Tracking and Reporting
Procedures

Liquidated Damages Procedures

In general, Recology tracks and reports “occurrences” related to the franchise agreement’s
specified Liquidated Damage items, and Liquidated Damage payments are assessed on any
occurrences in excess of the occurrence limits specified by the franchise agreement. Many of
the Liquidated Damage items are related to customer complaints, with additional Liquidated
Damages related to late submittal of reports, and proper processing and delivery of collected
material types.

Collection Quality

Complaints are received by phone through Recology’s call center, and may also be submitted
by customers online via Recology’s website. When a complaint is received through the call

R5 center, the responding customer service representative (CSR) creates a complaint ticket with

a “Reason Code” that describes the nature of the complaint. Each ticket is maintained in
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Recology’s internal software and is shown as a line-item entry on Recology’s internal monthly
TQR4 Report.

It is important that each incoming complaint be assigned the correct Reason Code, because
Recology determines monthly Liquidated Damage occurrence amounts, as well as other
information, using the quantity of Reason Codes shown on the TQR4 Report for each complaint
type. In other words, if a complaint is entered into the system with an incorrect Reason Code,
the associated Liquidated Damage quantity for that month will not account for the complaint.

All complaints submitted via Recology website produce a ticket with a generic “Complaint”
Reason Code that is not specific to the type of complaint received. Recology reported that each
generic complaint submitted through the website, if handled properly, should be accompanied
by a follow-up complaint ticket with a more specific Reason Code corresponding to the
associated Liquidated Damage item. During our review of CS call coding, R3 observed several
website “Complaint” tickets and confirmed that follow-up complaint tickets with more specific
Reason Codes were created for complaints submitted via the website.

Customer Service Quality

Recology tracks occurrences of the one Liquidated Damage item related to Customer Service
Quality (“Resolution or remedy of complaints or inquiries beyond 10 business days of receipt
of the complaint or inquiry”) using a specific Reason Code in the same manner as those items
in the “Collection Quality” category above. Recology determines monthly Liquidated Damage
occurrence amounts for this item using the quantity of Reason Codes shown on the TQR4
Report for this item.

Reporting

For the “Reporting” category of Liquidated Damages, report submittal dates are recorded by
the email transmittal, but no Liquidated Damages for lateness are assessed unless they are
notified of the late submittal by RethinkWaste. During our review, we noted that:

= All 2015 Monthly Reports displayed their submittal date on the cover and cover letter
of the report, and with the exception of the Monthly Report for May 2015, all were
submitted within 15 days of the end of the month as required by Section 9.04.C. The
May 2015 Monthly Report was submitted 15 days later than the due date (i.e., June
30" submittal vs. June 15" due date) delineated in the Franchise Agreements.
However, it is important to note that an improvement in submittal of the reports due
in June was agreed to by the RethinkWaste. The May Monthly Report due date was
changed from June 15" to June 30" to accommodate an earlier submittal date of the
company’s annual Compensation Application on June 15" (which had previously been
due on June 30%);

= All 2015 Quarterly Reports displayed their submittal date on the cover and cover letter
of the report, and all were submitted within 30 days of the end of the quarter as
required by Section 9.04.C;

= The 2015 Annual Report displayed the submittal date on the cover and cover letter of
the report, and was submitted within 45 days of the end of the year as required by
Section 9.04.C;

= RethinkWaste did not notify Recology of any required corrections or restatements for
any of the 2015 reports; and
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= The billing review report was included in the 2015 Annual Report, and was therefore

Section 5 ) o - ;
submitted within 45 days of the end of the year as required by Section 7.01.E.

Other

For the “Other” subcategory of Liquidated Damages, Recology stated that all collected
materials are delivered to the SBR facility on Shoreway Road (i.e., “the designated transfer and
processing facility”).

Review of
Recology
Liquidated
Damages and

Performance Performance Incentives/Disincentives Procedures

Incentive / Single-Family Missed Pick-Up Initial Complaints

Disincentive The Incentive/Disincentive for “Single-Family Missed Pick-Up Initial Complaints” was
Payments eliminated and is no longer included in Recology’s reports.’

Single-Family Missed Pick-Up Collection Events

Recology calculates the total number of “Single-Family Missed Pick-Up Collection Events” for
each month by determining which instances of “Single-Family Missed Pick-Up Complaints”
(i.e., TQR4 Report Reason Code 32014) are not resolved by the end of the next business day.
Single-Family Missed Pick-Up Complaints are received at the call center in the same manner as
described in the “Collection Quality” subsection above.

Average Speed of Answer at Customer Service Center & Ninety (90) Second
Maximum Hold Time

The calculated Incentive/Disincentive amounts for “Average Speed of Answer at Customer
Service Center” and “Ninety (90) Second Maximum Hold Time” are based on phone statistics
generated by Recology’s Shoretel phone system. As discussed previously, statistics generated
by the system include:

=  Number of calls received;
=  Number of calls answered;
=  Number of calls answered within 15, 30, 45, 60, and 90 seconds; and

=  Cumulative wait time before answered. (The average wait/hold time (i.e., average
speed of answer) is calculated based on the cumulative wait time and the total number
of calls answered.)

The Shoretel phone statistics from each month are input into the applicable
Incentive/Disincentive forms that are provided in reports to RethinkWaste.

Maximum Contamination Levels

Recology’s contamination levels are based on third party “Contamination Sampling Results”
provided by Sloan-Vazquez, under contract to RethinkWaste. These contamination levels are
determined twice per year, and the resulting contamination percentages are input into the
applicable quarterly Incentive/Disincentive forms in the Quarterly Reports that are provided
to RethinkWaste.

R2
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Minimum Diversion Levels

For purposes of calculating the Performance Incentive/ Disincentive, annual diversion levels
are set equal to the overall annual diversion levels after accounting for contamination, as
provided on sheet M1d of Recology’s Annual Report source documentation provided to
RethinkWaste and available to the Member Agencies upon request.

Section 5

Review of
Recology
Liquidated
Damages and

Performance
Incentive /
Disincentive
Payments
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Section 6

Review of SBR Reported In-Bound Tonnage

Review of Data
SBR Reported

In-Bound The objectives of this task were to:
Tonnage Data = Verify Accuracy of SBR’s reported In-Bound Tonnage Data;

= Verify SBR’s reported data (from franchised services) is consistent with Recology’s
reports; and

= Verify all other SBR tonnage is also accurate.

Background

All incoming franchised vehicles (Recology) and Member Agency Vehicles, as well as self-haul
C&D/Inert loads are weighed on SBR’s scales when those loads enter the facility. All other self-
haul loads are not weighed and are charged based on estimated volume and material type.

Comparison of Recology Tons to SBR Tons

Recology drivers enter information about each load into SBR’s PC Scales system through the
driver automated attendant (DAT) terminal located at the scales. Each driver receives a hard
copy of each ticket. SBR reviews Recology’s weight tickets on a daily basis for discrepancies
such as duplicate loads and zero-weight loads and any inaccuracies to identify any potential
errors and electronically uploads all data to Recology on a daily basis. At the end of each month
SBR submits a monthly aggregate data upload to Recology.

To determine if SBR’s reported data for Recology’s franchised service is consistent with that
data reported by Recology, R3 compared SBR’s monthly data from franchise services, as
reported in their 2015 December Report (Attachment 3 — Franchised Inbound Tons (Recology))
to the monthly data reported by Recology in its monthly tonnage reports as reported in its
Tonnage Summary and Cumulative Comparison worksheets of its Quarterly Reports.

Findings:

Table 8 below provides a comparison of the total tons diverted and disposed as reported by
Recology to those reported by SBR. As, shown there are some minor discrepancies in both the
reported diversion and disposal data. Relative discrepancies from our 2013 and 2014 Annual
Report Reviews are also shown.

R32
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Table 8
Comparison of Recology and SBR Monthly Tonnages

Section 6

Tons Disposed Tons Diverted Review of
Month Recology SBR Variance Recology SBR Variance SBR Re ported
Report Report (Recology vs. SBR) Report Report (Recology vs. SBR) In_Bound
@ @ Tons | % “’ @ Tons | % Tonnage Data

January 14,736.65 14,736.65 - 0.00% 14,876.34 14,880.27 (3.93)] -0.03%
February 13,824.91 13,824.91 - 0.00% 13,303.06 13,304.60 (1.54)| -0.01%
March 14,942.63 14,942.07 0.56 0.00% 14,172.28 14,176.03 (3.75)] -0.03%
April 14,705.29 |  14,704.62 0.67| 0.00%| 14,182.50| 14,184.55 (2.05)| -0.01%
May 14,076.24 14,075.90 0.34 0.00% 13,268.93 13,270.06 (1.13)] -0.01%
June 15,354.86 15,353.90 0.96 0.01% 14,181.52 14,181.64 (0.12) 0.00%
July 15,570.09 15,569.19 0.90 0.01% 14,262.54 14,265.22 (2.68)| -0.02%
August 14,599.37 14,598.95 0.42 0.00% 13,235.41 13,237.77 (2.36)| -0.02%
September 14,578.13 14,577.52 0.61 0.00% 13,828.48 13,831.66 (3.18)| -0.02%
October 14,757.36 14,756.74 0.62 0.00% 14,177.98 14,178.70 (0.72)] -0.01%
November 14,488.46 14,488.25 0.21 0.00% 14,758.08 14,759.78 (1.70)] -0.01%
December 15,957.02 15,956.92 0.10 0.00% 17,488.71 17,491.68 (2.97)] -0.02%

2015 Total| 177,591.01 | 177,585.62 5.39 0.00%|( 171,735.83 | 171,761.96 (26.13)| -0.02%

Prior Years Data
2014 Total| 177,106.09 | 177,098.36 7.73 0.00%( 169,503.18 | 169,527.89 (24.71)| -0.01%
2013 Total| 177,001.51 | 176,979.89 21.62 0.01%( 168,930.40 | 168,929.28 1.12 0.00%

’(1) Source: Annual Report Tonnage Report supporting detail: (4) RSMC Annual Reports 2015 part 1/ M1. Rolling
13 Month

F,

() Source: SBR's 2015 December Report; Attachment 2; Shoreway Facility Inbound Summary Report

Tracking Inbound Tonnage Data

SBR tracks the following seven (7) major categories of Inbound Tons as reported in the Inbound
Summary Report (Attachment 2) of their monthly, Quarterly and Annual Reports:

=  Franchised Inbound Tons (Recology);

= Member Agency Vehicles Inbound Tons;
= Recology Maintenance Box Trucks;

= Self-Haul Tons;

= Buyback & Drop-Off Tons;

>

= South Bay Internal Tons; and .
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= Non-Franchised Tons.

Section 6

Non Self-Haul Tons

Review of With the exception of self-haul tons (other than self-haul C&D and inerts) which are not

SBR Reported weighed, all of SBR’s reported line item tonnages for each of the above major categories of

Inbound Tons are weighed and recorded in the monthly PC Scales data input sheet

In-Bound (Attachment AA — Data Entry Form 1 from PCS) that supports SBR’s Monthly Inbound Tons

Tonnage Data Report. The line item tonnages listed in the Monthly Inbound Reports are electronically linked

to Attachment AA. The data in Attachment AA is manually inputted largely from reports
generated from the PC Scales data base.

Findings:

To verify the accuracy of the reported input tonnages R3:

v' Tied the line item tonnage figures reported on the Monthly Inbound Tonnage Report
for a sample month to Attachment AA without exception (all values are linked); and

v' Tied the data reported on Attachment AA for that same sample month to the
supporting PC Scales generated reports and other supporting documents, with a
number of minor exceptions.

Self-Haul Tons

Inbound self-haul tons are calculated by subtracting the Total MSW Inbound Tons from the
Total MSW Outbound Tons (Attachment AB) (e.g., in October 2015 there was total of 18,180.20
outbound tons MSW and 15,813.52 tons of inbound MSW recorded in the PC Scales system,
the difference of which (2,366.68 tons) is assumed to be the tonnage associated with self-haul
material entering the facility, which was recorded on a volume (cubic yard basis).

Self-haul PC Scale recorded volumes (cubic yards) for self-haul material are then converted
into tons by:

= (Calculating the percentage of the total volume of self-haul solid waste associated with
each Member Agency (e.g., Atherton had 75 cubic yards of self-haul solid waste
recorded in January 2015 out of a total of 4,779.50 total self-haul solid waste yardage
or 1.57% of the total self-haul volume of solid waste); and

=  Multiplying that percentage by the calculated self-haul tonnage of 1,621.19 tons,
(which, for example, in the case of Atherton results in a total of 25.44 tons of self-haul
material allocated Atherton for January 2015).

Findings:

v" R3 confirmed the accuracy of the calculated Self-Haul tonnage.

Review of Inbound Member Agency Tonnage Data

Member Agency Vehicles

Tonnages for inbound Member Agency vehicles are reported on SBR’s Inbound Tons Report
5 for the following four (4) categories:

= Municipal Solid Waste;
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= Recyclables;
= Green/Organics; and
=  |nert/C&D.

Findings:

v' For a sample month, R3 tied the overall Member Agency reported tonnages for each
of the above categories to the PC Scales Data Entry Form (Attachment A of the Monthly
Report supporting Excel file). We also tied the tonnage on the PC Scales Data Entry
Form to the Member Agency Tonnage Report by Material data download from the PC
Scales data base. We identified the following case where data recorded on the PC
Scales reports did not get reported on Attachment A:

o 0.66 tons of mattresses (MATT — Mattress Per Ton).

This item should have been reported as bulky recyclables.

Transfer Station & Third Party Tonnages

SBR also reports Transfer Station & Third Party Tonnages for tonnages by Member Agency for
the following sources:

= Self-Haul Solid Waste;

=  MRF Residue;

= Transfer Station & Other Recycling;
= Self-Haul Green Waste; and

= Self-Haul Inert/C&D.

Self-Haul Solid Waste

As discussed above, inbound self-haul tons are calculated by subtracting the Total MSW
Inbound Tons from the Total MSW Outbound Tons (Attachment AB “Yardage Data by Origin
for MSW” of the Monthly Report supporting Excel file).

Findings:

v R3 tied the reported MSW yards by Member Agency on Attachment AB for a sample
month to the supporting PC Scales data base and confirmed the accuracy of the
associated conversion of yardage to tons without exception.

MRF Residue?®

MREF residue ties to Attachment AD (“Data Entry Residual Allocation by Origin” of the Monthly
Report supporting Excel file), which is generated using Member Agency allocation data
provided by Recology in its monthly MIS Report.

Findings:

v" We tied the reported MRF Residue tonnage for a sample month to the supporting PC
Scales data base.

10 MREF residue from the sort line that goes over the Thayer Belt Scale that is calibrated every shift.

Section 6

Review of
SBR Reported

In-Bound
Tonnage Data

R
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Transfer Station & Other Recycling

Section 6

This category is a comprised of Appliances, Mattresses, Refrigerators and Tires. Transfer
Station & Other Recycling is calculated in a manner similar to MSW above on Attachment AC

Review of (“Self Haul and Yardage Allocation by Origin” of the Monthly Report supporting Excel file),
SBR Reported which ties directly to PC Scales volume inputs.

In-Bound Findings:

Tonnage Data We tied the reported Transfer Station & Other Recycling tonnage for a test sample to the
supporting PC Scales data base.

Self-Haul Green Waste

Self-Haul Green Waste is calculated in a manner similar to MSW above on Attachment AC (Self
Haul and Yardage Allocation by Origin).

Findings:
v We tied the reported Self-Haul Green Waste tonnage for a test sample to the
supporting PC Scales data base without exception.
Self-Haul Inert/C&D

Self-Haul Inert/C&D is calculated in a manner similar to MSW above on Attachment AC (Self
Haul and Yardage Allocation by Origin), which ties directly to PC Scales volume inputs.

Findings:

v" We tied the reported Self-Haul Inert/C&D tonnage for a test sample to the supporting
PC Scales data base without exception.

R2
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Section 7

Review of SBR Liquidated Damages

The objectives of this task were to: Review of

= Verify Liquidated Damages payments have been properly calculated in accordance SBR
with the Operating Agreement and tie to the reported events; and Liquidated

= Verify and explain SBR’s procedures to identify and report events which would trigger Damages
Liquidated Damages.

Review of Liquidated Damages Payments

Background

Attachment 10 of SBR’s operating agreement specifies the following Liquidated Damage
events:

=  Failure to meet Vehicle Turnaround Guarantee;

= Failure to receive vehicles during Operating Hours;

=  Failure to remedy a litter complaint within 5 hours of notification;
=  Failure to provide excellent customer service;

=  Timeliness of submission of reports to RethinkWaste;

=  Failure to make records available upon request; and

= Failure to notify RethinkWaste of intent to use subcontractors.

Attachment 10 of SBR’s 2015 Quarterly and Annual Reports included only one reported
instance of service issues that would trigger the payment of Liquidated Damages, with the one
instance specifically related to timeliness of submission of reports to RethinkWaste.

Findings:

v' We verified that the Liquidated Damage amounts reported in Attachment 10 of its
December Monthly Reported tied to those listed in Attachment 10 of its Operating
Agreement.

v" SBR reported one instance of Liquidated Damages for late submittal of reports in
March 2015 (i.e., the February 2015 Monthly Report was submitted one day late, on
March 16%).

v"In addition, while SBR reported no Liquidated Damages associated with “Failure to
Meet Vehicle Turnaround Guarantees,” we noted that it has not actively tracked the
data that would support that finding (see Review of Liquidated Damage Reporting
Procedures below).

Recommended Adjustment — None.

R
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Section7 | Review of Liquidated Damage Reporting Procedures

As part of our review of SBR’s Liquidated Damages, R3 met with SBR management staff and
Review of RethinkWaste’s Facility Operations Contract Manager. SBR reported among other things that,
while it has the capabilities to track various data related to Liquidated Damages (e.g., Vehicle

SBR Turnaround Guarantee), that data is not actively tracked. RethinkWaste’s Facilities Operations
Liquidated Contract Manager reported that RethinkWaste was aware of the fact that the data was not
Damages actively being tracked but also reported that RethinkWaste is not aware of any issues related
to those items for which Liquidated Damages apply. The Facility Operations Contract Manager
also reported that should RethinkWaste become aware of any potential issues in the future it
would require SBR to actively track any associated data for purposes of assessing compliance.

R2
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Status of Prior Year’s Recommendations

The following is listing of the recommendations presented in R3’s June 18, 2015 Final Report:
Collection Services and Facility Operations Reports, Tonnage, Data and Customer Service
Systems Auditing Project for 2014, and the status of those recommendations.

Section 1: Introduction

No recommendations

Section 2: Completeness and Mathematical Accuracy

Recommendation #1 — Recology should include a section on “Operational Changes” in
the Annual Report going forward, and state the fact that they experienced no
substantive changes if that is the case. [This recommendation was also presented as
part of our 2013 Review.]

Status of Recommendation — Complete; a small section on Operational Changes was
included on page 44 of the 2015 Annual Report.

Recommendation #2 — SBR should provide consecutive numbering of pages in Annual
Report, similar to 2013 Annual Report.

Status of Recommendation — Complete.

Section 3:  Review of Recology Tonnage Data

No recommendations

Section 8

Status of
Prior Year’s

Recommend-
ations

R
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Section8 | Section 4: Review of Recology Reported Customer

Service Data
Status of

Prior Year’s Recommendation #3 — Recology’s Dispatch Supervisors should review all Supervisor

Recommend- tickets weekly to ensure that procedures are being followed and tickets are being closed

ations with detailed resolutions. “Operations Attention” and “Reminder-Service Today” and

any other similarly coded tickets should be reviewed weekly by the Route Supervisors

to ensure they were coded correctly as missed pick-up complaints or as items subject

to liquidated damages. [A similar recommendation was also presented as part of our
2013 Review.]

Status of Recommendation — Recology confirmed that this being completed; however,
this appears to be an area of ongoing improvement, as we have identified a small
number of similarly coded tickets which appear to have been miscoded as part of this
year’s review (see Section 4).

Section 5:  Review of Recology Liquidated Damages /
Performance Incentive and Disincentive
Payments

Recommendation #4 — In future audits, in the data provided to the auditor, Recology
should disclose exactly which Single-Family Missed Pick-Up Events were counted in their
Quarterly Reports (i.e., specific tickets shown in the TQR4 reports), so that the auditor
may more efficiently compare the differences between the audited results and the
original reported data.

Status of Recommendation — Complete; this data was provided to R3 for 2015.

Section 6: Review of SBR Tonnage Data

No recommendations

Section 7:  Review of SBR Liquidated Damages

No recommendations

R5 Section 8: Customer Call Center Audit Data

No recommendations
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Section 9

Current Year Recommendations

This section includes a consolidated list of the recommendations included throughout this Current Year
report: Recommend-
ations

Sections1 -3

No recommendations

Section 4: Review of Recology Reported Customer
Service Data

Recommendation #1 — Request that Recology omit commercial account information
next year in an effort to definitely explain the cause of R3’s observed differences in
customer service data accuracy between the first and second half of calendar year 2015
(i.e., assist in explaining the increased accuracy in the second half of 2015 as compared
to the first half). Understanding the cause of this change may help to identify successful
methods for improving the quality of reported data going forward.

Recommendation #2 — Recology’s Dispatch Supervisors should continue to review all
Supervisor tickets weekly to ensure that procedures are being followed and tickets are
being closed with detailed resolutions. “Attention Operations” and “Reminder to
Service” and any other similarly coded tickets should be reviewed weekly by the Route
Supervisors to ensure they were coded correctly as missed pick-up complaints or as
items subject to liquidated damages. [A similar recommendation was also presented
as part of our 2013 and 2014 Reviews.]

Sections 5 -7

No recommendations

(General Recommendations continued on next page)

R
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Section9 | General Recommendations

Recommendation #3 — Starting with the 2016 Annual Report Audit, Recology and SBR
should provide RethinkWaste with an electronic data package that includes the
i following information which is necessary to complete the audit. This data package
ations should be provided by March 1% of each year:

Current Year

Recommend-

= Recology: TQR4 Reports, Missed Pickup Reports, and Web Ticket data for all 12
months; Phone Stat files for all 12 months; Supporting spreadsheets for annual
report tables (M1a, M1b, M1c, M1d, etc.), including all Liquidated Damage and
Incentive/Disincentive calculations; Split Tables; Monthly Query Data Files for all
12 months; and biannual contamination sampling results.

= SBR: Electronic copies (i.e., Excel spreadsheets) of all monthly, quarterly, and
annual reports; Attachments AA, AB, AC and AD; supporting PC Scales Reports; A —
Inbound Tonnage Reports; B — Outbound Tonnage Reports; C — Mass Balance; D —
Self-Haul Reconciliation; and SBR — Monthly Reporting Summary.

R2
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Recology Quarterly Reports (Article 9.06)

. Submitted in Section
Report Requirements Comments
Reports? Page #
9.06 Quarterly reports shall present the information described in this Section. Each quarterly report shall
present the information below for the reporting months of that quarter and for each of the preceding see subsections below
twelve (12) months.
9.06.A Tonnage Information. Contractor shall provide the Tonnage information requested below by Service
Sector on a monthly and year-to-date basis, However, the Agency reserves the right to request the Yes
monthly Tonnage data by route.
9.06.A.1 Solid Waste. Total Solid Waste Tonnage Collected and Disposed by Service Sector. N
es
9.06.A.2 Targeted Recyclable Materials Services. Total Targeted Recyclable Materials Tonnage Collected and 1 C. Tonnage Summary and
delivered for processing by Service Sector listed separately by material type Collected (e.g., Single- Yes Cumulative Comparison
Stream Targeted Recyclable Materials, Source Separated cardboard, Source Separated paper, Used
Motor Oil, Used Motor Oil Filters, etc.).
9.06.A.3 Organic Materials Services. Total Organic Materials Tonnage Collected and delivered for processing
by Service Sector listed separately by material type (e.g., Plant Materials, Food Scraps, or Organic Yes
Materials).
9.06.A If Contractor does not separately track Multi-Family Tonnage data, Contractor shall conduct a semi-
annual or annual Tonnage assessment if requested by the Agency in accordance with Section 7.08 that
involves separately Collecting and weighing Multi-Family Solid Waste, Targeted Recyclable Materials,
and Organic Materials to quantify Tonnage Collected during a given week.
9.06.B Diversion Level. Contractor shall provide the quarterly and year-to-date Overall Diversion Level, the
. . . . C. Tonnage Summary and
quarterly and year-to-date Single-Family Diversion Level, and the monthly and year-to-date Commercia . .
X R . X - Cumulative Comparison
Diversion Level (each stated as a percentage) calculated in accordance with Attachment I. In addition, Yes 1 X . R
. . R . Diversion level calculations are
Contractor shall present the calculations used to determine the diversion levels. . . "
provided in the report source file.
9.06.C Education Activities Yes sheets M6 — Méb Report Source Files = <(4) RSMC
9.06.C.1 Public education materials produced and total number of each distributed. Yes of the report Annual Reports 2014 Part 1> &
9.06.C.2 Dates, times, and names of meetings or events attended. Yes source fFi)Ie <(4) RSMC Annual Reports 2014
: >
9.06.C.3 Dates, times, and names of school(s) where presentations were performed. Yes Part 2
9.06.C.4 Other educational activities as may be requested by Agency.
9.06.D Complaint, Inquiry and Service Requests Data. Contractor shall provide information on the number of
Complaints, Inquiries and service requests received from Customers, Generators, or other Person by D. Inquiry, Service Request and
category (e.g., missed pickups, noise Complaints, scheduled On-Call Bulky Item Collection Events, Yes 29 Complaint Data
Overages, Billing concerns, property damage claims, requests for information, etc.). Complaint Year-to date data is provided in
summary, for each month and cumulative for Rate Year to date, summarized by nature of Complaints the report source file.
on a compatible computer disc or other memory device approved by Agency.
9.06.E Call Center Data. Number of calls received, number of calls answered, number of dropped calls,
percentage of dropped calls, average delay time, Average Hold Time, percentage of calls answered Partial 30 Missing percentage of calls
within thirty (30) seconds, percentage of calls answered in ninety (90) seconds reported for the month. answered in 90 sec.
9.06.F Quarterly Gross Revenues and Fee Reports. Pursuant to Article 10, a statement itemizing each fee paid Sheets M5 and Report Source Files = <(4) RSMC
by Contractor to Agency in the quarter; detailing calculation of each monthly fee amount; and stating Yes M5a of the report Annual Reports 2014 Part 1> &
monthly Gross Revenues, by Service Sector, for all operations conducted or permitted by this source filep <(4) RSMC Annual Reports 2014
Agreement. © |Part2>
9.06.G Determination and Payment of Liquidated Damages. In accordance with the requirements of Section
14.07, Contractor shall provide a report that identifies any non-compliance with performance measures|
listed in Attachment J (except for compliance with diversion-related standards which shall be reported
as part of the Contractor's annual report) and include calculation of the Liquidated Damages due. This .
K . . . . . . G. Liquidated Damages Summary
report shall be accompanied by supporting documentation identifying either compliance with or level 3
) ) N o X Though the report is not
of non-compliance with the performance measures. Contractor may include with its report a written ) .
B} R | i ) \ i . accompanied by supporting
request to meet with Agency's Manager or his or her designee to discuss Contractor's evidence refuting| N
! . > . ) Yes 32 documentation, the Company
the basis for assessing Liquidated Damages pertaining to unacceptable employee behavior. In such "
. L . . . ) . . reported that "due to the volume
cases, Contractor shall include with its report evidence in writing and written testimony of its . .
L . . of data, supporting documentation
employees and others relevant to the incident(s)/non-performance. Agency's Manager or his or her ) ) . N "
. . . . B R . L is available for reporting reviews.
designee will provide Contractor with a written explanation of his or her determination on each
incident(s)/non-performance. The decision of Agency's Manager or his or her designee shall be final.
9.06.H Account Summary. For monthly reports following the end of each quarter (e.g., for monthly reports
submitted in January, April, July, and October), provide the following account summary information in see subsections below
table format:
9.06.H.1 Number of Customers in each Rate Category. Monthly reporting requirement.
9.06.H.2 Total number of Residential, Commercial, and Drop Box Customers subscribing to Solid Waste,
Targeted Recyclable Materials, and Organic Materials Collection service listed separately by Service Monthly reporting requirement.
Sector and material type.
9.06.H.3 Percentage of Customers subscribing to Targeted Recyclable Materials Collection service (listed
separately for Multi-Family, Commercial, and Drop Box Customers), which shall be equal to the total 5 .
number of Targeted Recyclable Materials Customers divided by the total number of Solid Waste Monthly reporting requirement.
Customers.
9.06.H.4 Percentage of Customers subscribing to Organic Materials Collection service (listed separately for

Multi-Family, Commercial, and Drop Box Customers), which shall be equal to the total number of
Organic Materials Customers divided by the total number of Solid Waste Customers.

Monthly reporting requirement.

1of5

SBWMA BOD PACKET 07/28/2016

AGENDA ITEM: 6B EXHIBIT A - p43




Recology Quarterly Reports (Article 9.06)

Report Requirements

Submitted in
Reports?

Section
Page #

Comments

9.06.1

On-Site Customer Assessments and Visual Audits. Contractor shall report the number of and results of
the site assessments conducted for Multi-Family and Commercial Customers, which are required by
Article 7.

31

F. On-Site Customer Assessments,
Visual Audits and Recycling Tote-
Bag Delivery Information

9.06.)

Summary Assessment. Highlight significant accomplishments and problems. Identify recommendations
and/or plans to improve services.

42

|. Summary Assessment

9.06.K

Public Education Plan. The quarterly report submitted in October of each year shall include the public
education plan for the coming year pursuant to Section 7.03 of this Agreement.

Yes

47

The Company stated that the
Public Education Program is no
longer required, which
RethinkWaste confirmed as part of
R3's 2013 review.

9.06.L

Hazardous Waste Records. A summary or copy of the Hazardous Waste records required under Section
8.07.D.

Yes

Sheet M9 of the
report source file.

9.06.M

Operational Data. Contractor shall provide GPS reports as requested by Agency or SBWMA. In addition,
Contractor shall submit a summary of Collection route operational data including: average number of
Customers and Containers serviced per route per Day for each Collection route; average number of
actual both on-route and off-route hours per Day by route (distinguishing between normal and hard-to-
serve routes, if appropriate); and, one-hundred (100) largest generators based on weekly Solid Waste
volumes (listed in descending order) within Agency for both Commercial and Multi-Family Customers.
This reporting shall include, at a minimum: the name of the Customer; the name of the business; the
address of the business; the type(s) of service received (e.g. Collection of Solid Waste, Single-Stream
Targeted Recyclable Materials, Plant Materials, Food Scraps, Organic Materials, Source Separated
cardboard, Source Separated paper, etc.); the volume of service received weekly measured in cubic
yards; the frequency of service received measured in number of Collections per week; the diversion
volume measured as total service level volume divided by Targeted Recyclables Materials and/or
Organic Materials Collection volume; and, the change in service level from the prior quarter.

Sheets M10 —
M10b of the
report source file.
<(4) RSMC Annual
Reports 2014 Part|
1> & <...Part 2>

Report Source Files = <(4) RSMC

Annual Reports 2014 Part 1> &

<(4) RSMC Annual Reports 2014
Part 2>

9.06.N

Commercial Recycling Promotion Program Status Report. Contractor must prepare and submit, both
quarterly and annually, to Agency and SBWMA, a Commercial Recycling Program Status Report. The
Commercial Recycling Program Status Report shall include, but not be limited to:

9.06.N.1

A summary of training and professional development activities for the Commercial Recycling
Promotion and supervisory staff.

9.06.N.2

A description of the strategy and overall approach to attract and retain a high quality and effective
Commercial Recycling Promotion Program and supervisory staff.

9.06.N.3

A description and status of meeting the goals and objectives for the Commercial Recycling
Promotion team and how these goals and objectives are tied to the compensation incentive plan.
(Contractor must explain how the stated goals and objectives will be accomplished if no
compensation incentive plan is used.)

9.06.N.4

A description of Contractor's sales strategy for maintaining and/or expanding the existing
Commercial Recycling account base and diversion levels.

9.06.N.5

A description of the services provided to the Commercial and Agency Facility sectors.

9.06.N.6

A detailed accounting of diversion statistics for the Commercial and Facility sectors.

a4

J. Commercial Recycling Promotion
Program Status Report

9.06.0

Other Information. Other information or reports that Agency may reasonably request or require be
added to quarterly reporting. These requests may include, but shall not be limited to, information
regarding On-Call Collection programs, Used Motor Oil and Used Motor Oil Filter Collection, and large
Events and Venues Collection.
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Recology Quarterly Reports (Article 9.06)

Report Requirements

Submitted in
Reports?

Section
Page #

Comments

9.06.P

Determination and Payment of Performance Incentives and Disincentives. In accordance with the
requirements of Section 11.07, Contractor shall provide with its quarterly report, a report that
identifies compliance with the performance standards listed in Attachment | and includes calculation of]|
the Performance Incentive payments and disincentive assessments due. Performance incentives (in the
form of increased compensation to Contractor) will be awarded by Agency for excellent performance
on aspects of Sold Waste diversion, Collection service delivery and customer service as specified in
Attachment I. Performance disincentives will be assessed by Agency for substandard performance on
aspects of Solid Waste diversion, Targeted Recyclable Materials contamination, Organic Materials
contamination, Plant Materials contamination, Collection service delivery and customer service
specified in Attachment .

Contractor's payment of performance disincentives related to Contamination are to be included with
submittal of Contractor's quarterly report to the SBWMA. All other performance incentives and
disincentives payments are to be included in Contractor's annual Rate Application and Contractor's
Compensation for the next Rate Year will be increased or decreased by the net amount of performance
incentive payments and disincentive assessments calculated in the Application. Performance incentives
and disincentives for Overall Diversion Level, Minimum Single-Family Diversion Level, Minimum
Commercial Diversion Level, Contamination, Average Speed of Answer and Ninety (90) Second
Maximum Hold Time shall be calculated in aggregate for the SBWMA Service Area and Agency's share
shall be proportional based on the tons of Solid Waste Collected by Contractor for Rate Year One
(2011) by Previous Contractor. Performance incentives and disincentives for Single-Family Missed Pick-
Up Initial Complaints and Single-Family Missed Pick-Up Collection Events shall be calculated separately
for each Agency.

38

H. Performance Incentives and
Disincentives
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Recology Annual Reports (Article 9.07)

A Submitted in Section
Report Requirements Comments
Reports? Page #
9.07 Annual reports shall present the information described in this Section in addition to the information
required for quarterly reports pursuant to Section 9.05.
9.07.A Operational Information see subsections below
9.07.A.1 Routes by Service Sector see subsections below
9.07.A.1.a Number of routes per day Yes
9.07.A.1.b Types of vehicles Yes
9.07.A.1.c Crew size per route Yes
9.07.A.l.e Number of full-time equivalent routes Yes 44 I. Operational Information
9.07.A.1.f Number of accounts per route Yes
9.07.A.1lg Total hours per Service Sector per Day and per year Yes
9.07.A.1.h Average cost per route Yes
9.07.A.1.i Route sheets and maps Yes 54 M. Route Sheets and Maps
9.07.A.2 Personnel see subsections below
9.07.A.2.a Organizational chart Yes
9.07.A.2.b Job classifications and number of full-time equivalent positions for each (e.g. administrative,
customer service representatives, drivers, supervisors, educational staff, etc.) Yes 47 J. Organizational Chart
9.07.A.2.c Annual wages by job classification including benefits Yes
9.07.A.3 Productivity Statistics see subsections below
9.07.A3.a Number of accounts per Service Sector Yes
9.07.A.3.b Number of set-outs per Service Sector Yes 44 I. Operational Information
9.07.A3.c Tons per route per Day by Service Sector Yes
9.07.A.4 Operational Changes see subsections below
9.07.A4.a Number of routes Yes
9.07.A.4.b Staffing Yes
9.07.A.4.c Supervision Yes
9.07.A.4.d Collection Services 44 1. Operational Information
Yes
9.07.A.5 Equipment - An inventory of equipment in accordance with Section 8.04.D. The Company stated that the
No N/A equipment inventory was
provided under separate cover.
9.07.A.6 Billing - Billing review report in accordance with Section 7.01.F. Yes 48 K. Billings
9.07.B Customer Account Information. As part of the annual reporting requirement, Contractor shall make
available to Agency detailed Customer account information in tabular format and in electronic formatj
(in computer software format that is compatible with the Agency's) Including the following
information for each Customer: account number; service address; assessor parcel number for .
. The Company stated this
Accounts agreed to by Contractor and Agency; Customer's name, address, and phone number; Billing . C )
. ) . No N/A information is made available
contact name, Billing address, and phone number; Solid Waste, Targeted Recyclable Materials, and upon request.
Organic Materials Collection service level (i.e., number of Containers, size of Containers, frequency of
Collection, and Day(s) of Collection), and Rate charged. For Multi-Family Customers, the Customer
account information shall also include the number of dwelling units at each Multi-Family Residential
Complex.
9.07.C Customer Service Operations. Contractor shall annually prepare and submit, to Agency and SBWMA,
a Customer Service Operations Plan that shall include, at a minimum, the following sections: see subsections below
9.07.C.1 Customer Service Call Center see subsections below
9.07.C.1.a Provide the number CSR supervisory staff and describe their responsibilities. Yes
9.07.C.1.b Contractor must descr!be !ts training strategy for CSR's and CSR supe{'wsory staff.' : i Yes 50 L Customer Service Plan
9.07.C.1.c Contractor must describe its strategy and overall approach to attracting and retaining a high Yes
quality CSR staff.
9.07.C.2 Website see subsections below
9.07.C.2.a Number of on-line payments made Yes
9.07.C.2.b Number of On-Call Collection Services scheduled Yes
9.07.C.2.c Number of On-Call Bulky Goods Collections scheduled Yes 53 Website
9.07.C.2.d Number of extra Solid Waste pick-ups scheduled Yes
9.07.C.2.e Number of service changes requested Yes
9.07.C.2.f Number of Complaints documented and resolved Yes
9.07.C.3 Customer Information System see subsections below
9.07.C.3.a Status of any changes or upgrades made to system software Yes
9.07.C.3.b Description of proposed changes to system software Yes 53 Customer Information System
9.07.C.3.c Explanation and schedule of training activities Yes
9.07.C.4 Staffing Yes 50 the Customer Service Call Center
9.07.C.5 Commercial customer service Yes 50 L. Customer Service Plan
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Recology Annual Reports (Article 9.07)

Report Requirements

Submitted in
Reports?

Section
Page #

Comments

9.07.D

Related Party Entities. Contractor agrees that all financial transactions with all Related Party Entities
shall be approved in advance in writing and disclosed annually (coinciding with Contractors annual
audited financial statements referred to in this Section 9.07) to the Agency in a separate disclosure
letter to the Agency. This letter shall include the following information: a general description of the
nature of each transaction, or type of (for many similar) transaction, as applicable. Such description
shall include for each (or similar) transaction, amounts, specific Related Party Entity, basis of amount
(how amount was determined), and description of the allocation methodology used to allocate any
common costs. Amounts shall be reconciled to the Related Party Entity disclosures made in
Contractor's annual audited financial statements referred to in this Section.

At the Agency's request, Contractor shall provide the Agency with copies of working papers or other
documentation deemed relevant by the Agency relating to information shown in the annual
disclosure letter. The annual disclosure letter shall be provided to the Agency within sixty (60)
Business Days of Contractor's Fiscal Year end.

67

Disclosure Letter

9.07.E

Contractor's Review of Billings. Pursuant to the requirements described in Section 7.01.F, Contractor
shall submit a report on its review of Billings.

48

Review of Billings

9.07.F

Determination and Payment of Liquidated Damages. In accordance with the requirements of
subsections 14.07 and 11.07.D, Contractor shall provide with its annual report, a report that identifie|
any non-compliance with performance standards listed in Attachment J and includes calculation of
the Liquidated Damages due. This report shall be accompanied by supporting documentation
identifying Contractor's compliance or non-compliance with the specified performance standards.
The report submittal shall be accompanied by a check from Contractor in the amount of the
Liquidated Damages due (per Contractor's calculation and self-reporting) for the reporting period.

Yes

32

G. Liquidated Damages Summary

9.07.G

Determination and Payment of Performance Incentives and Disincentives. In accordance with the
requirements of subsection 11.07, Contractor shall provide with its annual report, a report that
identifies compliance with the performance standards listed in Attachment | and includes calculation
of the Performance Incentive payments and disincentive assessments due. Performance incentives (ir
the form of increased compensation to Contractor) will be awarded by Agency for excellent
performance on aspects of Sold Waste diversion, Collection service delivery and customer service as
specified in Attachment I. Performance disincentives will be assessed by Agency for substandard
performance on aspects of Solid Waste diversion, Collection service delivery and customer service
specified in Attachment I.

Payment related to Performance Incentives and Disincentives, other than those related to
Contamination, are to be included in Contractor's annual Rate Application and Contractor's
Compensation for the next Rate Year will be increased or decreased by the net amount of
Performance Incentive payments and Disincentive assessments calculated. Performance Incentives

and Disincentives shall be calculated as specified in Section 9.06.P.

Yes

38

H. Performance Incentives and
Disincentives
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Appendix B

SBR Quarterly and Annual Report Completeness Checklists
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SBR Quarterly Reports (Article 9.05)

Report Requirements Submitted in Section Comments
Reports? Page #
9.05 The information listed below and in Attachment 15 shall be the minimum reported for
each service. The report format will be developed jointly by Contractor and Authority
and include the following:
9.05.A Member Agency Tons. Weight and volume of all materials (by material type) entering Yes 5 Member Agency Monthly Tonnage
the Shoreway Center from Member Agencies; Report
9.05.B Inbound Tonnage. Weight and volume of Solid Waste, Organic Materials, and
Recyclable Materials (by material type) entering the Shoreway Center by the hauler Yes 2 Attachment 2 - Shoreway Facility
type (Collection Contractor(s), commercial haulers, self haul, public, and other) (by type Inbound Monthly Tons
of vehicle);
9.05.C Outbound Tonnage. Weight and volume of all Solid Waste, Organics Materials, Yes 4 Attachment 3 - Shoreway Facility
Recyclable Materials (by material type) leaving the Shoreway Center; Outbound Tons
9.05.D On-Site Tonnage. Weight and volume of all materials moving between the buildings Attachment 2 - The Report includes
and operations on the Shoreway Center site (e.g. between the MRF building, Transfer . .
. e € tonnages associated with the
Station building and Buyback center) (by material type); Yes 2 Buyback Center and MRF Residue
and materials
9.05.E Mass Balance. Mass balance accounting of all materials that enter and leave the
Shoreway Center so that all inbound tons equal outbound / shipped materials less
inventory (by material type);
Mass Balance included in detailed
Monthly Report Excel Spreadsheet
Yes 22 provided to RethinkWaste."Self-haul
Monthly Yards/ton Ratio" included in
Attachment 9
9.05.E.1  Diversion and Residue. The percentage of materials diverted by material type, Provides diversion percentages
category (Residential, Commercial, Self haul) and operation (MRF, Transfer Station, Vs 2 associated with all categories listed
Bunker Program, Buyback/drop off center and other), and residual from MRF on Attachment 2 - Shoreway Facility
operations. Inbound Monthly Tons
9.05.E.2 Destination Facilities. Location to which all Solid Waste, Organics Materials, and i
R X I K . Listed on Attachment 3 - Outbound
Recyclable Materials, received by the Facilities was delivered for transfer, processing, Yes 4 tons
sale, ultimate use or disposal;
9.05.E.3 Commodity Values. Recyclable Materials commodity sales value (by material type); Yes 18 Attachment 5 - MRF Commodity
Marketing Report - Outbound Loads
9.05.E.4  Changes. Changes to facilities, equipment and personnel used;
9.05.E.5  Operational Changes. Changes to facilities and equipment operations, maintenance Attachment 8 - Includes: Staffing
and repair; No N/A levels/Changes; Facility
Updates/Repairs.
9.05.E.6  Accident Reporting. Reporting incidence of accidents involving either employees or Attachment 8 - General Facility
customers of the facilities; Ves 271 Reporting; Incidents or Accidents
Involving Either Employees or
Patrons of the Facilities
9.05.E.7  Hazardous Spills Reporting. Documentation of hazardous spills and removals shipment, Not included in 2015 report. Included
and ship manifesting; No N/A as Attachment 8 in previous 2014
report.
9.05.E.8  Other information or reports that the Authority may reasonably request or require.
9.05.F Determination and Payment of Liquidated Damages. Contractor shall provide a report
that identifies any non-compliance with performance measures listed in Attachment 10
(except for compliance with standards which shall be reported as part of the
Contractor’s annual report) and include calculation of the Liquidated Damages due.
This report shall be accompanied by supporting documentation identifying either Yes 20 Attachment 7 - Liquidated Damages

compliance with or level of non-compliance with the performance measures. The
report submittal shall be accompanied by a check from the Contractor in the amount of
the Liquidated Damages due (per Contractor’s calculation and self reporting) for the
reporting period.
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SBR Quarterly Reports (Article 9.05)

Report Requirements Submitted in Section Comments
Reports? Page #

9.05.G Programs. For each program, provide activity-related and narrative reports on goals,
milestones, and accomplishments. Contractor shall describe problems encountered,
actions taken and any recommendations to facilitate progress. Partial

Reports previously provided a brief
"Operational Summary" (Section 2)

9.05.H Summary Assessment. Contractor shall provide a summary assessment of the overall and a summary of "Diversion Activity
materials handling systems from Contractor's perspective relative to financial and at Transfer Station" (Attachment 8).
physical status of the Shoreway Center. Contractor shall assess how well the program is 21 Those sections have been eliminated
operating in terms of efficiency, economy and effectiveness relative to meeting all the from the Reports.
goals and objectives of this Agreement. Contractor shall provide recommendations and - Attachment_B prO\‘/‘ides brief monthly
plans to improve operations, which highlight significant accomplishments and summaries of "MRF Recovery
problems. Contractor shall document changes on a monthly basis and include monthly Effectiveness" (pg. 28-30).
documentation in the quarterly reporting.

9.05.1 Meet and Confer with Authority. Beginning on the Commencement Date, and on a
quarterly basis thereafter, Contractor shall meet with the Authority to describe the
services performed at the Shoreway Center and the progress of each active Diversion
Program. Contractor shall document the results of the programs on a monthly basis,
including the tonnage diverted by material type, the end use or processor of the
diverted materials and the cost per ton for transporting and processing each type of
material and other such information requested by the Authority necessary to evaluate
the performance of each program.

9.05.) Addition and Changes to Programs. The Authority shall have the right to terminate a
program if in its sole discretion the Contractor is not cost effectively achieving the
program’s goals and objectives. Prior to such termination, the Authority shall meet and
confer with Contractor for a period of up to 90 days to resolve the Authority’s
concerns. Thereafter, the Authority may utilize a third party to perform these services if
the Authority reasonably believes the third party can improve on Contractor’s
performance and/or cost. Notwithstanding these changes, Contractor shall continue
the program during the meet and confer period and, thereafter, until the third party
takes over the program.

SBR Annual Reports (Article 9.06)
Report Requirements Submitted in Page Comments
Reports?

9.06 Annual Report. The Annual Report shall be in the form of the Quarterly Reports and Inbound Tons Summary, Outbound
shall provide the same type of information as required pursuant to Section 9.05 Tons Summary and Member Agency
summarized for the preceding four quarters. The Annual Report shall also include a Summary all provide summary data
complete inventory of equipment used to provide all services, and a list of Contractor’s for the preceding four quarters.
personnel used to operate the Shoreway Center. "About South Bay Recycling"

Yes Various |provides an inventory of equipment.

The Personnel section provides an
organizational chart, number of staff
by Department and information on
SBR's management team
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