
 
   Mayor	Antonio	Lopez	•Mayor	Pro	Tem	Sylvia	Ballin	

Councilmember	Jesse	H.	Avila	•	Councilmember	Joel	Fajardo	•	Councilmember	Robert	C.	Gonzales	
Interim	City	Manager	Don	Penman	  

  SAN FERNANDO CITY COUNCIL 

SPECIAL MEETING NOTICE & AGENDA 

DECEMBER 6, 2013 – 5:00 PM 

COUNCIL CHAMBERS 
117 MACNEIL STREET 

SAN FERNANDO, CA 91340 

  
  
  
  
  
  
  
  
NOTICE  IS HEREBY GIVEN  that  the San Fernando City Council will hold a Special Meeting on 
Friday,  December  6,  2013,  at  5:00  p.m.,  in  the  Council  Chambers,  located  at  117 Macneil 
Street, San Fernando, California. 

NOTICE  IS HEREBY GIVEN  that  the San Fernando City Council will hold a Special Meeting on 
Friday,  December  6,  2013,  at  5:00  p.m.,  in  the  Council  Chambers,  located  at  117 Macneil 
Street, San Fernando, California. 
  
  
CALL TO ORDER/ROLL CALLCALL TO ORDER/ROLL CALL 
 
 
PLEDGE OF ALLEGIANCE 
 
Mayor Antonio Lopez  
 
 
APPROVAL OF AGENDA 
 
 
PUBLIC STATEMENTS – WRITTEN/ORAL 
 
There will be a  three  (3) minute  limitation per each member of  the audience who wishes  to 
make comments in order to provide a full opportunity to every person who desires to address 
the City Council.  Only matters contained in this notice may be considered. 
 
 
RECESS TO CLOSED SESSION 
 
A)  CONFERENCE WITH LEGAL COUNSEL – ANTICIPATED LITIGATION/SIGNIFICANT 

EXPOSURE TO LITIGATION (G.C. §54956.9(d)(2)) 
 One (1) Case 

 
 
RECONVENE/REPORT OUT FROM CLOSED SESSION 
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CONTINUED business 
 
1)  CONSIDERATION  TO  AWARD  FRANCHISE  CONTRACT  NO.  1731  TO  CONSOLIDATED 

DISPOSAL  SERVICE,  LLC  FOR  RESIDENTIAL  AND  COMMERCIAL  REFUSE,  RECYCLABLE 
MATERIALS, AND ORGANIC WASTE COLLECTION SERVICES 

 
Recommend that the City Council:  
 
a. Approve  the  exclusive  Franchise  Contract  (Contract  No.  1731) with  Consolidated 

Disposal  Service,  LLC  (CDS)  to  provide  residential,  commercial,  organic  waste 
collection services for Citywide refuse and recycling services; and 
 

b. Authorize the Interim City Manager to execute the Contract with CDS . 
 
 
NEW BUSINESS 
 
2)  CONSIDERATION OF MOTOR REPLACEMENT FOR WATER WELL NO. 2A 
 

Recommend that the City Council: 
 

a. Approve the purchase of a new motor for Well 2A in the amount of $29,318; and 
 

b. Authorize the Interim City Manager to execute the purchase order. 
 

 
ADJOURNMENT 
 
 
I	hereby	 certify	under	penalty	of	perjury	under	 the	 laws	of	 the	State	of	California	 that	 the	
foregoing	agenda	was	posted	on	the	City	Hall	bulletin	board	not	 less	than	24	hours	prior	to	
the	meeting.	
	
	
	
Elena	G.	Chávez,	City	Clerk	
Signed	and	Posted:		December	5,	2013	(3:15	p.m.) 
 
 
	
	
 
 

Agendas	and	complete	Agenda	Packets	(including	staff	reports	and	exhibits	related	to	each	item)	are	posted	on	the	City’s	Internet	Web	
site	 (www.sfcity.org).	 	These	are	also	available	 for	public	 reviewing	prior	 to	a	meeting	 in	 the	City	Clerk’s	Office.	Any	public	writings	
distributed	by	the	City	Council	to	at	least	a	majority	of	the	Councilmembers	regarding	any	item	on	this	regular	meeting	agenda	will	also
be	made	available	at	the	City	Clerk’s	Office	at	City	Hall	located	at	117	Macneil	Street,	San	Fernando,	CA,	91340	during	normal	business	
hours.	 	In	addition,	the	City	may	also	post	such	documents	on	the	City’s	Web	Site	at	www.sfcity.org.	In	accordance	with	the	Americans	
with	Disabilities	Act	of	1990,	 if	you	require	a	disability‐related	modification/accommodation	 to	attend	or	participate	 in	 this	meeting,	
including	auxiliary	aids	or	services	please	call	the	City	Clerk’s	Office	at	(818)	898‐1204	at	least	48	hours	prior	to	the	meeting. 
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PUBLIC WORKS DEPARTMENT 
 
 

MEMORANDUM 
 
 
TO:  Mayor Antonio Lopez and Councilmembers 
 
FROM: Don Penman, Interim City Manager 
  By: Robert T. Dickey, Interim Public Works Director 
 
DATE: December 6, 2013 
 
SUBJECT: Consideration to Award Franchise Contract No. 1731 to Consolidated Disposal 

Service, LLC for Residential and Commercial Refuse, Recyclable Materials, and 
Organic Waste Collection Services 

 
 
RECOMMENDATION: 
 
It is recommended that the City Council: 
 
a. Approve the exclusive Franchise Contract (Attachment “A” – Contract No. 1731) with 

Consolidated Disposal Service, LLC (CDS) to provide residential, commercial, organic 
waste collection services for Citywide refuse and recycling services; and 
 

b. Authorize the Interim City Manager to execute the Contract with CDS. 
 

 
BACKGROUND: 
 
1. On April 13, 2013, the City Council awarded Contract No. 1705 to R3 Consulting, Inc., (R3 

Consulting) to administer and process applications for a refuse and recycling franchise.  
 

2. Four proposals to provide refuse and recycling services were received by R3 Consulting and 
interviews were conducted with the top two companies, Consolidated Disposal Services, and 
Crown Disposal Company (Crown). 

 
3. On November 18, 2013, the City Council accepted the proposal of CDS and direction was 

given to the Interim City Manager to prepare a Franchise Contract to provide residential, 
commercial, organic waste collection services for Citywide refuse and recycling services. 

 
4. On December 2, 2013, (under Approval of the Agenda) the Interim City Manager requested 

to pull the item from the agenda and continue it to date uncertain (a special meeting will be 
called).  By consensus, City Council concurred. 
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ANALYSIS: 
 
At the last City Council meeting on November 18, 2013, R3 Consulting submitted their report 
and recommendation. Public testimony was received by the City Council and a report made by 
the Consultant outlining the evaluation process, rate comparisons for various customer classes, 
and the overall evaluation of proposals submitted by CDS and Crown. The Consultant stated the 
two companies were almost equal in the evaluation with Crown having the lowest customer 
rates. However, CDS ranked first in qualifications, technical approach, sustainability programs, 
and offered many service enhancements noted in their Evaluation and Scoring of Proposals 
Report dated October 21, 2013 such as: 
 

• Residential collection from five to four days per week 
• A full time recycling coordinator  
• Dedicated customer service kiosk at City Hall 
• Recycling carts for multi-family and commercial customers at no additional charge 
• Two free bulky item multi-family waste events 
• Four single family residential waste collection events 
• Sharps (used needles) containers for seniors 
• Recycling tote bags for multi-family customers 
• Extension of the LAUSD recycling education program 
• Unlimited waste collected from City facilities 
• $10,000 donation towards a Community Investment Fund 
• Organics collection and two composting workshops per year  
• Anti-scavenging programs 
• On-site workshops and technical assistance 
• Community recycling rewards 
• Semi-annual shred days 
• Annual Cesar Chavez college scholarship of $1,000 
• Quarterly drop-off and compost donation events 

 
The City Council employed an independent consultant to conduct the solicitation of proposals 
for refuse and recycling services. The consultant analysis indicated CDS and Crown were very 
competitive. The City Council asked many questions of the Consultant, and CDS and Crown 
representatives. After discussion the City Council made the finding that the CDS proposal best 
fulfills the requirements and provides the best value to the City and its residents and businesses. 
 
The City Council took action and approved the proposal of CDS and directed the Interim City 
Manager to prepare the exclusive Franchise Contract with CDS. 
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Consideration to Award Franchise Contract No. 1731 to Consolidated Disposal Service, LLC for 
Residential and Commercial Refuse, Recyclable Materials, and Organic Waste Collection Services 
Page 3 
 
BUDGET IMPACT: 
 
The Franchise Contract provides that CDS will bill for refuse and recycling services and 
Franchise fees remain the same at 10% of collections. The Franchise Contract requires CDS to 
pay all costs for consulting services used to evaluate, score proposals, and prepare reports and 
presentations. 
 
 
RECOMMENDATION: 
 
Staff recommends approval of Franchise Contract No. 1731 with Consolidated Disposal Service, 
LLC for Residential and Commercial Refuse, Recyclable Materials, and Organic Waste 
Collection Services. 
 
 
ATTACHMENT: 
 
A. Franchise Contract No. 1731 

 

12/06/2013 CC-S Meeting Agenda Page 9 of 215



12/06/2013 CC-S Meeting Agenda Page 10 of 215



12/06/2013 CC-S Meeting Agenda Page 11 of 215



12/06/2013 CC-S Meeting Agenda Page 12 of 215



12/06/2013 CC-S Meeting Agenda Page 13 of 215



12/06/2013 CC-S Meeting Agenda Page 14 of 215



12/06/2013 CC-S Meeting Agenda Page 15 of 215



12/06/2013 CC-S Meeting Agenda Page 16 of 215



12/06/2013 CC-S Meeting Agenda Page 17 of 215



12/06/2013 CC-S Meeting Agenda Page 18 of 215



12/06/2013 CC-S Meeting Agenda Page 19 of 215



12/06/2013 CC-S Meeting Agenda Page 20 of 215



12/06/2013 CC-S Meeting Agenda Page 21 of 215



12/06/2013 CC-S Meeting Agenda Page 22 of 215



12/06/2013 CC-S Meeting Agenda Page 23 of 215



12/06/2013 CC-S Meeting Agenda Page 24 of 215



12/06/2013 CC-S Meeting Agenda Page 25 of 215



12/06/2013 CC-S Meeting Agenda Page 26 of 215



12/06/2013 CC-S Meeting Agenda Page 27 of 215



12/06/2013 CC-S Meeting Agenda Page 28 of 215



12/06/2013 CC-S Meeting Agenda Page 29 of 215



12/06/2013 CC-S Meeting Agenda Page 30 of 215



12/06/2013 CC-S Meeting Agenda Page 31 of 215



12/06/2013 CC-S Meeting Agenda Page 32 of 215



12/06/2013 CC-S Meeting Agenda Page 33 of 215



12/06/2013 CC-S Meeting Agenda Page 34 of 215



12/06/2013 CC-S Meeting Agenda Page 35 of 215



12/06/2013 CC-S Meeting Agenda Page 36 of 215



12/06/2013 CC-S Meeting Agenda Page 37 of 215



12/06/2013 CC-S Meeting Agenda Page 38 of 215



12/06/2013 CC-S Meeting Agenda Page 39 of 215



12/06/2013 CC-S Meeting Agenda Page 40 of 215



12/06/2013 CC-S Meeting Agenda Page 41 of 215



12/06/2013 CC-S Meeting Agenda Page 42 of 215



12/06/2013 CC-S Meeting Agenda Page 43 of 215



12/06/2013 CC-S Meeting Agenda Page 44 of 215



12/06/2013 CC-S Meeting Agenda Page 45 of 215



12/06/2013 CC-S Meeting Agenda Page 46 of 215



12/06/2013 CC-S Meeting Agenda Page 47 of 215



12/06/2013 CC-S Meeting Agenda Page 48 of 215



12/06/2013 CC-S Meeting Agenda Page 49 of 215



12/06/2013 CC-S Meeting Agenda Page 50 of 215



12/06/2013 CC-S Meeting Agenda Page 51 of 215



12/06/2013 CC-S Meeting Agenda Page 52 of 215



12/06/2013 CC-S Meeting Agenda Page 53 of 215



12/06/2013 CC-S Meeting Agenda Page 54 of 215



12/06/2013 CC-S Meeting Agenda Page 55 of 215



12/06/2013 CC-S Meeting Agenda Page 56 of 215



12/06/2013 CC-S Meeting Agenda Page 57 of 215



12/06/2013 CC-S Meeting Agenda Page 58 of 215



12/06/2013 CC-S Meeting Agenda Page 59 of 215



12/06/2013 CC-S Meeting Agenda Page 60 of 215



12/06/2013 CC-S Meeting Agenda Page 61 of 215



12/06/2013 CC-S Meeting Agenda Page 62 of 215



12/06/2013 CC-S Meeting Agenda Page 63 of 215



12/06/2013 CC-S Meeting Agenda Page 64 of 215



12/06/2013 CC-S Meeting Agenda Page 65 of 215



12/06/2013 CC-S Meeting Agenda Page 66 of 215



12/06/2013 CC-S Meeting Agenda Page 67 of 215



12/06/2013 CC-S Meeting Agenda Page 68 of 215



12/06/2013 CC-S Meeting Agenda Page 69 of 215



12/06/2013 CC-S Meeting Agenda Page 70 of 215



12/06/2013 CC-S Meeting Agenda Page 71 of 215



12/06/2013 CC-S Meeting Agenda Page 72 of 215



12/06/2013 CC-S Meeting Agenda Page 73 of 215



12/06/2013 CC-S Meeting Agenda Page 74 of 215



12/06/2013 CC-S Meeting Agenda Page 75 of 215



12/06/2013 CC-S Meeting Agenda Page 76 of 215



12/06/2013 CC-S Meeting Agenda Page 77 of 215



12/06/2013 CC-S Meeting Agenda Page 78 of 215



12/06/2013 CC-S Meeting Agenda Page 79 of 215



12/06/2013 CC-S Meeting Agenda Page 80 of 215



12/06/2013 CC-S Meeting Agenda Page 81 of 215



12/06/2013 CC-S Meeting Agenda Page 82 of 215



12/06/2013 CC-S Meeting Agenda Page 83 of 215



12/06/2013 CC-S Meeting Agenda Page 84 of 215



12/06/2013 CC-S Meeting Agenda Page 85 of 215



12/06/2013 CC-S Meeting Agenda Page 86 of 215



12/06/2013 CC-S Meeting Agenda Page 87 of 215



Collection Service Agreement   December 2, 2013  
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Exhibit 1a 
MAXIMUM SERVICE RATES – SFD SERVICES  

Processing / Disposal Cost Per Ton Facility Name 

$30.00/Ton Refuse Disposal Sunshine Canyon Landfill 

$0.00/Ton Processed Recyclable Material Sun Valley Paper Stock  

$44.00/Ton Processed Organic Waste Conservation Station 

A.  BASE SERVICE – SFD CART COLLECTION SERVICE (WEEKLY REFUSE, 
RECYCLING AND ORGANIC WASTE COLLECTION IN 64 GALLON CARTS) 

A1 STANDARD MONTHLY SOLID WASTE COLLECTION RATE – 
CURBSIDE   

$14.99 

B.  ADDITIONAL SERVICES – AT CUSTOMER REQUEST 

B1 MONTHLY SOLID WASTE COLLECTION RATE – BACKYARD   $19.99 

 Additional Curbside Refuse Cart (added to Line A1) $5.00 

 Additional Backyard Refuse Cart (added to Line B1) $5.00 

 Additional Curbside Recycling Cart  (added to Line A1) $0.00 

 Additional Backyard Recycling Cart (added to Line B1) $0.00 

 Additional Curbside Organic Waste Cart (added to Line A1) $0.00 

 Additional Backyard Organic Waste Cart (added to Line B1) $0.00 

 Additional Cart Exchange $5.00 each additional cart/occurrence 

 Additional Cart Replacement  $5.00 each additional cart/occurrence 

 Additional Bags/Lifts Collection 
in excess of 1 per quarter 

$3.75 each cubic yard/bag 

 Additional Large Item Collection 
$5.00 each cubic yard/occurrence (Note 

SFD Service Units have six (6) free 
collections per Agreement year) 

C.  OPTIONAL SERVICE  

 Option 1: Food Waste included in 
Organic Waste Collection 13.4% Adjustment to line A1 and B1 
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Exhibit 1b 
MAXIMUM SERVICE RATES –MFD AND COMMERCIAL SERVICES 

Processing / Disposal Cost Per Ton Facility Name 

$30.00/Ton Refuse Disposal Sunshine Canyon Landfill 

$0.00/Ton Processed Recyclable Material Sun Valley Paper Stock  

$0.00/Ton Processed Mixed Waste N/A 

$44.00/Ton Processed Green Waste Conservation Station  

$65.00/Ton Processed Food Waste Community Recycling 

REFUSE COLLECTION 

Container 
Size 

Collection Frequency 

1X Week 2X Week 3X Week 4X Week 5X Week 6X Week 
65 Gallon $28.27 $56.55 $84.82 $113.09 $141.37 $169.65 

96 Gallon $42.21 $84.82 $127.23 $169.64 $212.05 $254.46 
  

1 CY $84.82 $169.64 $254.46 $339.28 $424.10 $508.92 

1.5 CY $87.32 $174.65 $261.97 $349.30 $436.62 $523.94 

2 CY $89.83 $179.66 $269.48 $359.31 $449.14 $538.97 

3 CY $94.84 $189.67 $284.51 $379.34 $474.18 $569.01 

4 CY $99.84 $199.68 $299.53 $399.37 $499.21 $599.05 

5 CY $104.85 $209.70 $314.55 $419.40 $524.25 $629.10 

6 CY $109.86 $219.71 $329.57 $439.43 $549.29 $659.14 

8 CY $115.35 $230.70 $346.05 $461.40 $576.75 $692.10 
RECYCLING COLLECTION (60% of Refuse) 

65 Gallon 
(each 

additional cart 
over 2) 

$16.80 $33.59 $50.39 $67.18 $83.94 $100.78 

96 Gallon 
(each 

additional cart 
over 2 

$25.19 $50.39 $75.58 $100.78 $125.97 $151.16 

  

1 CY $50.89 $101.78 $152.68 $203.57 $254.46 $305.35 

1.5 CY $52.39 $104.79 $157.18 $209.58 $261.97 $314.37 

2 CY $53.90 $107.79 $161.69 $215.59 $269.48 $323.38 

3 CY $56.90 $113.80 $170.70 $227.60 $284.51 $341.41 
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Exhibit 1b 
MAXIMUM SERVICE RATES –MFD AND COMMERCIAL SERVICES 

4 CY $59.91 $119.81 $179.72 $239.62 $299.53 $359.43 

5 CY $62.91 $125.82 $188.73 $251.64 $314.55 $377.46 

6 CY $65.91 $131.83 $197.74 $263.66 $329.57 $395.49 

8 CY $69.21 $138.42 $207.63 $276.84 $346.05 $415.26 

GREEN WASTE/FOOD WASTE COLLECTION (75% of Refuse) 
65 Gallon $21.20 $42.41 $63.61 $84.82 $106.03 $127.24 

96 Gallon $31.81 $95.42 $95.42 $127.23 $159.04 $190.84 
 

1 CY $63.62 $127.23 $190.85 $254.46 $318.08 $381.69 

1.5 CY $65.49 $130.99 $196.48 $261.98 $327.47 $392.96 

2 CY $67.37 $134.75 $202.11 $269.48 $336.86 $404.23 

3 CY $71.13 $142.25 $213.38 $284.51 $355.64 $426.76 

4 CY $74.88 $149.76 $224.65 $299.53 $374.41 $449.29 

5 CY $78.64 $157.28 $235.91 $314.55 $393.19 $471.83 

6 CY $82.40 $164.78 $247.18 $329.57 $411.97 $494.36 

8 CY $86.51 $173.02 $259.54 $346.05 $432.57 $519.07 
 

Push Rates 0-25 feet 26-49 feet 50-75 feet 76-100 feet 101+ feet 

N/C $5.00 $5.00 $10.00 $10.00 
 

Cart or Bin Cleaning Each Occurrence Cart 1 – 4 CY Bin  5+ CY Bin  

$20.00 $40.00 $80.00 
 

Additional Bin Exchange (each 
additional bin/occurrence) 

$10.00 Additional Cart Exchange 
(each additional 
cart/occurrence) 

$5.00 

Additional Bin Replacement (each 
additional bin/occurrence) 

$10.00 Additional Cart Replacement 
(each additional 
cart/occurrence) 

$5.00 

 

MFD and Commercial Bulky Waste Collection $25.00    Each cubic yard/occurrence (Note 
MFD Service Units have two (2) free 
collections per Agreement year) 

MFD and Commercial Overage Waste Collection $21.00    Each cubic yard/occurrence 

Additional Universal Waste Pick-up $25.00    Each additional item/occurrence 
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Exhibit 1c 

Maximum Service Rates – SFD, MFD and Commercial Debris Box Services 
Container 

Size 
Collection Frequency 

1X Week 2X Week 3X Week 4X Week 5X Week 6X Week 

10 CY Box1 $125.00 $250.00 $375.00 $500.00 $675.00 $850.00 

20 CY Box1 $125.00 $250.00 $375.00 $500.00 $675.00 $850.00 

30 CY Box1 $165.00 $330.00 $495.00 $660.00 $825.00 $990.00 

40 CY Box1 $165.00 $330.00 $495.00 $660.00 $825.00 $990.00 

10 CY 
Lowboy1 

$125.00 $250.00 $375.00 $500.00 $675.00 $850.00 

Compactor1 $165.00 $330.00 $495.00 $660.00 $825.00 $990.00 
   
1  All 10, 20, 30, 40 CY boxes and compactors are pull rates only; disposal will be 
based on actual disposal costs. The total customer rate will be the total cost for the 
collection and disposal. 

 

 
 

 

 

Exhibit 1d 
MAXIMUM SERVICE RATES – EMERGENCY SERVICE RATES - EMPLOYEES 

Labor Position  Hourly Rate 

DRIVER $46.60 

  

  

 

Exhibit 1e 
MAXIMUM SERVICE RATES -- EMERGENCY SERVICE RATES - EQUIPMENT 

Labor Position or Equipment Type Make & Model Hourly Rate 

Vehicle - Front Load - COM/MFD McNeilus Pacific Series $60.00 

Vehicle - Automated Side Loader - SFD McNeilus Auto Reach $60.00 

Vehicle - Roll Off AutoCar AMRO-H22 $60.00 
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Exhibit 2a 
CITY FACILITIES  

This Exhibit describes the services that CONTRACTOR shall provide to CITY facilities. For 
each of the debris box services described below, the Collection schedule will be determined 
by the operational needs of CITY, and CITY personnel will periodically call CONTRACTOR 
with requests for service. Refuse and Recyclable Materials from San Fernando Recreation 
Park, Las Palmas Park, Pioneer Park, and Layne Park will be collected and transported by 
CITY personnel to the Public Works Yard for Collection by CONTRACTOR.  

§ CITY Hall (117 Macneil Street) –  CONTRACTOR shall Collect from 120 Macneil 
Street (across the street from CITY Hall, in the parking lot behind the building): 

§ Refuse from one (1) locked 3CY Bin at least three (3) times per week on 
Monday, Wednesday and Friday.  

§ Recyclables from one (1) locked 3CY Bin at least once (1) per week on 
Tuesday. 

§ Police Department (910 First Street) – CONTRACTOR shall Collect: 

§ Refuse from one (1) locked 3CY Bin at least three (3) times per week on 
Monday, Wednesday and Friday.  

§ Recyclables from one (1) locked 3CY Bin at least once (1) per week on 
Tuesday. 

§ Public Works Yard (601 First Street) – CONTRACOR shall Collect: 

§ The  following number of maximum Debris Box loads per month. For loads that 
exceed the number of maximum loads the CONTRACTOR may charge the 
CITY for the maximum rates shown in Exhibit 1: 

• 40-yard Refuse  - 16 loads per month. 

• 30-yard for sweeper spoils – 4 loads per month. 

• 50-yard for Bulky Waste collected by CITY – as needed, unlimited 
basis.  

• 10-yard low boy for C&D materials – 9 loads per month. 

• 40-yard Green Waste – 4 loads per month.  

• 15-yard Green Waste (used by CITY’s landscape contractor) – 4 loads 
per month.  

o Recyclables from one (1) locked 3CY Bin at least once (1) per week on 
Tuesday. 

§ San Fernando Recreation Park (208 Park Avenue) Refuse two (2) 3CY Bins, three (3) 
days per week. 
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Exhibit 2b 
CITY STREET RECEPTACLES 

1 N/W corner Seventh & Maclay  1 

2 S/W corner Seventh & 975 Maclay  1 

3 N/W corner Maclay & Glenoaks (on Maclay) 1 

4 N/E corner Glenoaks & Maclay (on Glenoaks) 1 

5 S/E corner Glenoaks & Maclay (on Glenoaks) 1 

6 S/E corner Maclay & Glenoaks (on Maclay) 1 

7 S/W corner 704 Glenoaks & Griswold  1 

8 N/W corner Glenoaks & Arroyo (on Glenoaks) 1 

9 S/E corner 456 Glenoaks & Arroyo  1 

10 S/W corner Maclay & Fifth (on Maclay) 1 

11 N/E corner Maclay & Forth (on Maclay) 1 

12 S/W corner Maclay & Forth (on Maclay) 1 

13 E/B  Truman  (Before Mission)  1 

14 W/B  Truman  (After Mission)  1 

15 E/B  Truman  (Between Maclay & Brand)  1 

16 N/E corner Truman & Maclay (on Truman) 1 

17 N/W corner Truman & Brand (on Truman) 1 

18 S/E corner Brand & Truman Parking Lot N2 2 receptacles 
each level 

4 

19 S/W corner Truman & Wolfskill (on Truman) 1 

20 711  Truman    1 

21 1100 Block Celis  (North side)  1 

22 301 S. Maclay  (on Celis)  1 
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Exhibit 2b 
CITY STREET RECEPTACLES 

23 N/W corner Mission & Truman (on Mission) 1 

24 E Side Mission  (between Celis & Pico)  1 

25 W Side Mission  (between Celis & Pico)  1 

26 501  S. Brand    1 

27 502  S. Brand    1 

28 S/W corner S. Brand & Celis (on S. Brand) 1 

29 302  S. Brand    1 

30 218  S. Brand    1 

31 120  S. Brand    1 

32 S/E corner S. Brand @ Truman  1 

33 N/E corner Truman & Hubbard (on Truman) 1 

34 N/E corner Hubbard & San Fernando (on San 
Fernando) 

1 

35 806  San Fernando    1 

36 803  San Fernando    1 

37 N/E corner San Fernando & S. Brand (on San 
Fernando) 

1 

38 820  San Fernando    1 

39 901  San Fernando    1 

40 900  San Fernando    1 

41 912  San Fernando    1 

42 913  San Fernando    1 

43 1012  San Fernando    1 

44 1015  San Fernando    1 
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45 1016  San Fernando    1 

46 101  San Fernando    1 

47 1033  San Fernando    1 

48 1040  San Fernando    1 

49 1048  San Fernando    1 

50 1049  San Fernando    1 

51 1102  San Fernando    1 

52 1101  San Fernando    1 

53 1123  San Fernando    1 

54 1122  San Fernando    1 

55 1140  San Fernando    1 

56 1135  San Fernando    1 

57 1147  San Fernando    1 

58 1148  San Fernando    1 

59 1203  San Fernando    1 

60 N/E corner S. Brand & O’Melveny (on Brand) 1 

61 S/W corner Mission & O’Melveny (on Mission) 1 

62 N/E corner Mission & O’Melveny (on Mission) 1 

63 S/E corner Mission & Mott (on Mission) 1 

64 N/E corner Mission & Griffith (on Mission) 1 

65 N/W corner Mission & Griffith (on Mission) 1 

66 N/E corner Mission & Hewitt (on Mission) 1 

67 N/W corner Mission & Hollister (on Mission) 1 
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68 S/E corner Glenoaks & Harding (on Glenoaks) 1 

69 N/W corner Workman & Truman (on Truman) 1 

70 S/E corner Kalisher & Pico (on Kalisher) 1 

71 N/E corner Kalisher & Kewen (on Kalisher) 1 

72 N/E corner Hubbard & Alley of Second St.  (on Hubbard) 1 

73   Hubbard & Between 2nd and 1st  1 

74 S/E corner Seventh & Orange Grove  1 
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APPROVED FACILITIES – DISPOSAL 

1. Name of Disposal Facility ............................  Sunshine Canyon Landfill 

2. Location of Disposal Facility ........................  14747 San Fernando Rd., Sylmar, CA 91342 

3. Proposer’s role in the Disposal Facility .......  Owned and Operated by CONTRACTOR 
Services 

4. Other contracting parties .............................  N/A 

5. Name, telephone number and address of 
Disposal Facility owner ...........................  

CONTRACTOR Services, Inc. 18500 N. 
Allied Way, Phoenix, AZ 85054 

  ....................................................................  480-627-2700 
  ....................................................................  

     

 

6. Types of materials accepted .......................  Municipal Solid Waste 
  ....................................................................  

     

 
  ....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy)  ...................................  Permitted CapaCITY: 12,000 tpd 

  ....................................................................  Current Throughput: 8,500 - 9,100 tpd 
  ....................................................................  Estimated Life: 2037 

8. CalRecycle Permit Type and Number .........  SWIS No. 19-AA-2000 

9. Local Land-use Permit Number ..................  00-194-(5) 

10. Per ton disposal fee (by material type) .......  $59.88  
 

12/06/2013 CC-S Meeting Agenda Page 97 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 89 of 198 

 

 

Exhibit 3a 
APPROVED FACILITIES – DISPOSAL 

10. Name of Disposal Facility ............................  Chiquita Canyon Landfill 

11. Location of Disposal Facility ........................  29201 Henry Mayo Drive 
Castaic, CA 91384 

 

12. Proposer’s role in the Disposal Facility .......  N/A 

13. Other contracting parties .............................  N/A 

14. Name, telephone number and address of 
Disposal Facility owner ...........................  Chiquita Canyon Inc. 

  ....................................................................  29201 Henry Mayo Drive 
Castaic, CA 91384 

  

15. Types of materials accepted .......................  Municipal Solid Waste 
  ....................................................................   
  ....................................................................  

     

 

16. Quantity of materials permitted by material 
type (tpd and tpy)  ...................................  MSW 6,000 TPD 

  ....................................................................   
  ....................................................................  

     

 

17. CalRecycle Permit Type and Number .........  SWIS No. 10-AA-0052 

18. Local Land-use Permit Number ..................  

     

 

11. Per ton disposal fee (by material type) .......  $59.88 
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1. Name of Processing Facility ......................  Sun Valley Paper Stock 

2. Location of Processing Facility ..................  11166 Pendleton Street, Sun Valley, CA 
91352 

3. Proposer’s role in the Processing Facility ..  n/a 

4. Other contracting parties ............................  n/a 

5. Name, telephone number and address of 
Processing Facility owner ..........................  Sun Valley Paper Stock TS & MRF 

  ....................................................................  8701 San Fernando Rd., Sun Valley, CA 
91352 

  ....................................................................  818-767-8984 

6. Types of materials accepted ......................  Recycables 
  ....................................................................  

     

 
  ....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy)  ......................................  Max. permitted throughput 750 tpd 

  ....................................................................  Permitted CapaCITY 1,250 tpd 
  ....................................................................  

     

 

8. CalRecycle Permit Type and Number ........  PR#0271 

9. Local Land-use Permit Number .................  SWIS No. 19-AR-1227 

10. Per ton processing fee (by material type) ..  $46.00 
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1. Name of Processing Facility ......................  Conservation Station 

2. Location of Processing Facility ..................  20833 Santa Clara St. , Santa Clarita CA 
91351 

3. Proposer’s role in the Processing Facility ..  n/a 

4. Other contracting parties ............................  n/a 

5. Name, telephone number and address of 
Processing Facility owner ..........................  Randfam, Inc.  

  ....................................................................  PO Box 4463, Chatsworth, CA 91311 
  ....................................................................  818-709-5296 

6. Types of materials accepted ......................  Construction and Demolition 
  ....................................................................  

     

 
  ....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy)  ......................................  Max. permitted throughput 199 tpd 

  ....................................................................  Permitted CapaCITY 72,635 tons/year 
  ....................................................................  

     

 

8. CalRecycle Permit Type and Number ........  SWIS No. 19-AA-1096 

9. Local Land-use Permit Number .................  SWIS No. 19-AR-1227 

10. Per ton processing fee (by material type) ..  $50.00 
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1. Name of Processing Facility ......................  Commerce Refuse-to-Energy Facility  

2. Location of Processing Facility ..................  5926 Sheila St., Commerce, CA 90040 

3. Proposer’s role in the Processing Facility ..  n/a 

4. Other contracting parties ............................  n/a 

5. Name, telephone number and address of 
Processing Facility owner ..........................  County of LA Sanitation Dist.  

  ....................................................................  PO Box 4998 whittier, CA 90607 
  ....................................................................  562-908-4288 

6. Types of materials accepted ......................  Mixed Municipal and Industrial 
  ....................................................................  

     

 
  ....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy)  ......................................  Max. permitted throughput 1000 tpd 

  ....................................................................  Permitted CapaCITY 1000tpd 
  ....................................................................  

     

 

8. CalRecycle Permit Type and Number ........  SWIS No. 19-AA-0506 

9. Local Land-use Permit Number .................  

     

 

10. Per ton processing fee (by material type) ..  $49.00 
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1. Name of Processing Facility .......................  Conservation Station 

2. Location of Processing Facility ...................  29833 Santa Clara St., Santa Clarita, CA 
91351 

3. Proposer’s role in the Processing Facility ...  n/a 

4. Other contracting parties ............................  n/a 

5. Name, telephone number and address of 
Processing Facility owner ...........................  Randfam, Inc 

  .....................................................................  PO Box 4463, Chatsworth, CA 91311 
  .....................................................................  818-709-5296 

6. Types of materials accepted .......................  Green Waste 
  .....................................................................  

     

 
  .....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy)  ......................................  Max permitted throughput 199 tpd 

  .....................................................................  Permitted CpaCITY 72,635 tons/year 
  .....................................................................  

     

 

8. CalRecycle Permit Type and Number ........  SWIS No. 19-AA-1096 

9. Local Land-use Permit Number ..................   

10. Per ton processing fee (by material type) ...  $35.00 
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1. Name of Processing Facility .......................  Community Recycling 

2. Location of Processing Facility ...................  9147 De Garmo Ave. Sun Valley, CA 91352 

3. Proposer’s role in the Processing Facility ...  n/a 

4. Other contracting parties ............................  n/a 

5. Name, telephone number and address of 
Processing Facility owner ...........................  Community Recycling and Resource Center 

  .....................................................................  9147 De Garmo Ave. Sun Valley, CA 91352 
  .....................................................................  818-767-6000 

6. Types of materials accepted .......................  Organic Waste 
  .....................................................................  

     

 
  .....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy)  ......................................  Max permitted throughput 1700 tpd 

  .....................................................................  Permitted CapaCITY 1700 tons/year 
  .....................................................................  

     

 

8. CalRecycle Permit Type and Number ........  SWIS No. 19-AR-0303 

9. Local Land-use Permit Number ..................  

     

 

10. Per ton processing fee (by material type) ...  $60.00 
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1. Name of Transfer Station Facility .................  N/A 

2. Location of Transfer Station Facility .............  

     

 

3. Proposer’s role in the Transfer Station 
Facility ..........................................................  

     

 

4. Other contracting parties ..............................  

     

 

5. Name, telephone number and address of 
Transfer Station Facility owner ....................  

     

 

  .....................................................................  

     

 
  .....................................................................  

     

 

6. Types of materials accepted ........................  

     

 
  .....................................................................  

     

 

  .....................................................................  

     

 

7. Quantity of materials permitted by material 
type (tpd and tpy) .........................................  

     

 

  .....................................................................  

     

 

8. CalRecycle Permit Type and Number ..........  

     

 

9. Local Land-use Permit Number ...................  

     

 

10. Per ton transfer fee (by material type)  ........  $0.00 
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CITY-SPONSORED EVENTS  

The following is a schedule of the services that are to be provided by CONTRACTOR at 
CITY sponsored Special Events. At each event, according to the schedule below, 
CONTRACTOR shall provide an adequate number of Carts or Bins for recyclables and 
garbage, distributed and retrieved by CONTRACTOR, and serviced by CONTRACTOR OR 
CITY’s crews. CONTRACTOR shall furnish the Carts or Bins, and service them at least once 
each day of the respective events.  

Cesar Chavez (March) Relay of Life 

Heritage Days (June) Little League (by request) 

Fourth of July Composting Workshops 

Summer Concerts (August) School Fundraising Activities (by request) 

El Grilo (Sept) E-Waste Recycling Collection Event 

Menudo-Cook Off (Oct) Paper Shred Day 

Christmas Tree Lighting Earth Day Celebration 
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General Approach to Services  

CONTRACTOR will provide all labor, supervision, materials, and equipment necessary to 
provide for the automated collection and disposal of refuse, and the automated collection and 
processing of recyclable materials and green waste or organic waste from single- (SFD), 
multi-family (MFD) and commercial cart customers. A residential sideloader, will be utilized for 
the collection of materials contained in wheeled carts of every specified size.  These CNG 
vehicles have been specifically selected to reduce emissions, traffic, and wear and tear on 
streets. 

Automated collection of all materials (refuse, recyclable materials, and green waste or organic 
waste) will occur per the service frequencies and per the minimum standards described in the 
Agreement. As is the current case, each resident will be supplied with a set of three 
containers—wheeled carts—for refuse, recyclable materials, and green waste. The default 
cart size for all customers, all waste streams, is 65 gallons, and CONTRACTOR notes that 
most SFD customers currently subscribe to 65-gallon refuse service. Containers will be 
provided in a consistent color scheme as the current system.  

Cart collection services will be conducted in the same manner for MFD and commercial cart 
customers as for SFD customers. CONTRACTOR will also continually promote recycling 
participation at every opportunity to all customers through the methods indicated in our Public 
Education Plan. 

CONTRACTOR will operate at all times in compliance with the CITY’s desire to implement an 
environmentally progressive collection, diversion and public education plan that meet AB939 
and AB431 requirements. 

Commercial and multi-family bin customers will have their materials collected through use of 
the CNG frontloaders and heavy-gauge metal frontloader bins in contract-specific sizes. 
Customers that have restricted access or space constraints will be presented with container 
options tailored to their premises, such as a combination of frontloader and cart service. All 
commercial and multi-family customers will receive integrated recycling services via the initial 
site visits/audit that will take place prior to the start of service. Customers will be supplied with 
recycling services as indicated in our Diversion Plan, and Collection Operations Plan.  

Industrial or debris box customers will have their materials collected through the use of the 
CNG roll-off vehicle and standard rectangular roll-off containers in contract-specific sizes. 
Similar to commercial customers, industrial customers that have restricted access or space 
constraints will be presented with container options tailored to their premises, such as a 
combination of debris box or frontloader service.  

All vehicles meet and exceed the highest equipment specifications and safety standards in 
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the industry. CONTRACTOR ensures all vehicles are and will continue to be fully compliant 
with all environmental standards, rules, and regulations including those set forth by the US 
EPA, CAL/EPA, the California Air Resources Board (CARB), and the South Coast Air Quality 
Management District (SCAQMD). In addition, any new vehicle purchases will comply with 
SCAQMD Rule 1193.  

Service interruptions due to mechanical breakdowns on route will be further minimized due to 
use of a standardized frontloaders. The CONTRACTOR’s solid waste, recycling, and green 
waste routes, all generator types, are serviced by the same type of collection vehicle 
(identical cab, body, engine, etc.), which means that all trucks in the fleet will be available to 
provide back-up for either type of service to any generator.  

Staffing Plan 

CONTRACTOR will use only highly qualified personnel to perform all duties associated with 
this contract. CONTRACTOR will also seek to recruit San Fernando residents for open 
positions wherever possible and appropriate.  

Number of Employees 

The following staffing chart identifies the number of drivers and helpers that CONTRACTOR 
anticipates employing for the CITY contract, as well as the pool of departmental resources 
that we will draw upon in a number of relevant operational and administrative areas in order to 
service the CITY contract.  As you can see, CONTRACTOR has the existing administrative 
and general operational infrastructure base already in place to service the CITY contract. 

Staffing Chart 
Collection Personnel 
Residential Refuse, Recyclables and Green Waste/Organics 3 
Commercial Refuse, Recyclables and Green Waste/Organics 3 
Bulky Item Collection 1 
Industrial/Debris Box 1 
Supervisory .5 
Container Delivery .25 
Maintenance  

Mechanics Pool 14 
Call Center /Billing Representatives 
 
Customer Service Representatives 
Local call center. 

48 

Local Office – Dedicated Staff 
Billing/CSR/Outreach 1 

 
Transition Plan Description 
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A smooth transition is a critical element to the success of a new program and in building 
confidence and rapport with customers. A summary description of CONTRACTOR’s past 
experience with new program and contract start-ups is included in CONTRACTOR’s proposal.  

The key personnel involved in the transition and the specific duties and responsibilities of 
each team member are delineated below.  

To ensure a smooth and orderly transition, our Implementation Plan, particularly for the areas 
of for customer service and public information and educational outreach, commences upon 
the execution of our contract and extends well beyond the date of commencement of service. 
A preliminary Implementation Timeline reflecting the tasks identified below and corresponding 
target timeframes, is included in this section. 

Key Personnel and Transition Team Members  
At CONTRACTOR, the transition team leaders include Ron Krall, the CONTRACTOR’s Area 
President; James Pledger, General Manager; and Susanne Passantino, Senior Area 
Municipal Services Manager, and Vanessa Mapula, Municipal Relationship Manager who, 
together, bring years of transition experience from some of the largest and most challenging 
municipalities in California.  

Mr. Pledger will be responsible for rolling out the new services and working with German 
Hernandez, Operations Manager; Operations Supervisor; and CONTRACTOR’s Field Route 
Supervisors (see Staffing Chart), regarding routing, collection schedule development, and 
service implementation and coordination, the Maintenance and Safety team, regarding 
equipment procurement, and Terri Boatman, Area Human Resources Manager, regarding any 
new employee hires, transfers and related employee training. This team will work with CITY 
Staff and service recipients to ensure a smooth and orderly transition to the new programs. 
Vanessa Mapula, Municipal Marketing Liaison, will serve as liaison to the CITY after the initial 
start-up phase. 

Mr. Pledger, Ms. Mapula, and Operations Manager, along with the support of Ms. Passantino 
will administer the franchise, act as liaisons to the CITY, and work with CITY staff regarding 
contract administration, compliance and contract negotiations.  They will also serve as 
contract representatives after the initial start-up phase.   

La Lena Culberson, Division Controller, and Lisa Frazier, Billing Manager, will be responsible 
for developing the customer database, billing interface, and work order system and Duc Diep, 
Customer Service Manager, will implement all customer service procedures and related 
training programs.  

 

Transition Planning and Organization   
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Initial Scoping Session 
Immediately upon contract award the key transition team members (referenced above) will 
meet to review and outline all program requirements and specific requirements of this 
contract. The team will outline all program objectives, key contractual requirements, timelines, 
and important milestones, as well as to assign specific responsibilities related thereto.  An 
overall detailed implementation and transition plan, based on the above and the general 
Implementation Plan included in this section will be developed the week following contract 
award, as well as a summary outline of all operational and administrative obligations and 
requirements pursuant to the contract.  

Transition Team Responsibilities 
This transition team will be responsible for implementing the transition plan and ensuring a 
smooth service expansion into the service area(s). The plan will include finalizing routes, 
procuring the quantity and type of vehicles and equipment needed, identifying and training 
personnel, planning and coordinating the distribution of containers, preparing informational 
and educational materials for residential and commercial customers, rolling-out a public 
education and informational program during the start-up period (and thereafter), developing 
and implementing customer service programs and conducting CSR and employee training, 
surveying and accurately identifying customers and customer account information including 
service levels, billing and service address information, contact persons, etc., and setting up 
accounts for work-order processing, billing purposes and reporting to the CITY.  

A key component of the plan will relate to the cooperative coordination with other 
current haulers in the service area(s) relating to obtaining customer account and route 
information, written communications with customers, and the actual container delivery 
and exchange process prior to the start of service. CONTRACTOR wishes to assure the 
CITY that we are committed to working flexibly with the outgoing service provider to 
accomplish a smooth transition. 

In addition to implementation responsibilities, our key personnel will maintain ongoing 
involvement with community relations activities, civic organizations, public education, and 
program promotion in order to further the program objectives and maintain visibility and a 
good standing as a responsible and involved corporate citizen. 

CONTRACTOR’s key transition team members will meet once a week (or more frequently, 
depending upon the circumstances) throughout the start-up phase of the transition to ensure 
that all goals, objectives, and timelines are met and adhered to. CONTRACTOR’s designated 
contractor representatives will meet and/or communicate with the CITY weekly, with updates 
regarding the implementation and transition process. 

CONTRACTOR will also develop a Continuous Improvement (CI) local team. This team will 
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have a representative from each key department (i.e., the team is composed of a customer 
service representative, a driver, a public education staff person, a maintenance team 
member, a representative from the landfill and recyclables  processor, etc.).  The CI team will 
meet on a regular basis to ensure that all program objectives are met and to ensure that 
CONTRACTOR QA/QC objectives are met. 

Customer Service during the Transition   
General  
CSRs will handle service and billing-related inquiries and customer concerns and requests 
with the utmost courtesy, promptness, and efficiency. CONTRACTOR CSR undergo 
extensive training, upon hire, and on an ongoing basis to ensure the highest quality of service 
to our customers.  CONTRACTOR representatives are trained in customer service 
techniques, know how to navigate the required phone systems, follow the required protocols 
for customer call backs, understand CONTRACTOR’s protocol and policies for responding to 
any service and billing-related calls, use the automated customer call log and work order 
system (InfoPro) to log all calls made and received, as necessary, and process and close all 
work orders produced through the system. A CSR supervisor is available at all times to 
handle unusual or difficult situations. 

CSR Reference Manual 
The members of the transition team will develop a Customer Service Training Manual that 
incorporates all key program and contract information, issues discussed during transition 
team meetings, input from the CITY, and public education and outreach materials.  These 
materials will contain everything the CSR needs to know to work with San Fernando 
customers (i.e. customer courtesy, program details, processing work orders) and will outline 
how to access and use CONTRACTOR’s computerized customer call log and work order 
system as it relates to any unique requirements of the new program. 

CSR Training for New Program Implementation 
Prior to program implementation, CONTRACTOR undertakes extensive training and cross 
training of all CSRs and dispatch personnel.  The customer service training also involves 
drivers, supervisors, billing clerks, additional personnel and general department heads that 
may have communication with customers or the CITY.  CONTRACTOR’s implementation plan 
includes regular staff meeting dates that will be held prior to the start-up of service. However, 
due to the importance of the customer service function, ongoing meetings, in-between these 
regular staff meetings, will take place with our Customer Service Department and upper 
management to ensure that these important team members have a comprehensive 
understanding of all aspects of the program.   

In addition, CONTRACTOR dedicates an additional employee to the customer service effort 
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during the transition, to act as expediter for dealing with transitional issues, including making 
site visits to customers or the CITY to resolve any issues that may arise. The procedures 
used at the commencement of a new contract are as follows: 

1) Every CSR gets a copy of key contract provisions (contract abstract) relevant to their 
responsibility and, subsequently, receives training by senior managers. This includes, for 
instance, information regarding rates, service types, billing and payment procedures, pick-
up schedules, hours of collection, container set out requirements, procedures regarding 
additional containers and container replacement, extra pick-ups, special services/bulky 
item collection procedures, overage allowances, drop-off programs (if applicable), 
information regarding the proper materials preparation, the list of recyclable material and 
acceptable green waste, qualifications for fee discounts and the application process (if 
applicable), holiday schedule, scavenging issues, and the general do’s and don’ts of solid 
waste,  recycling, and green waste. CSR’s are also educated about waste reduction and 
diversion promotion, re-use programs (and the non-profit organizations involved), 
commercial/multi-family recycling programs (as applicable), and other related topics.  All 
of the above items are also included as part of the ongoing training (including the quarterly 
training sessions) of CSRs.  

2) All CSRs are included in the initial review of all program materials prior to distribution 
including the preparation of the introductory mailer and instructional brochures (as 
applicable). 

3) All CSRs are supplied with a surplus of mailers and brochures to be distributed to 
customers upon request. 

4) The CSRs are supplied with the phone number and address of previous contractors, if 
necessary, for referral regarding prior billing issues or old container pickup, for example.  

5) CONTRACTOR CSR in-house language capabilities include English, Spanish, and 
Mandarin. 

6) All CSRs have on-line access to the CONTRACTOR customer data base and InfoPro 
system which includes billing information/aging, owner and service address information, 
contact person, service levels (i.e. number and size of containers, and frequency/pick-up 
days of each container, etc.), special service requirements (i.e. special pick-up times, 
remote controls, scout, push-out, backyard service, etc.), recycling services, dwelling units 
per service address, and, of course, customer comments that have been inputted into the 
system for each individual customer as well as the customer’s work order history (i.e. 
dates and types of complaints or inquiries, service requests and the corresponding 
resolution thereof). As such, there is generally no need for a CSR to transfer a customer 
from one department to another to get an issue resolved. This helps to ensure a smooth 
transition and quick resolution of a customer’s issue during the critical period at the 
commencement of new programs and services in the CITY as well as ensuring a quick 
and complete service response thereafter. In San Fernando, CONTRACTOR will also 
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have a dedicated Recycling Coordinator/CSR that can accomplish the 
aforementioned billing and customer service functions.  
 

Equipment Acquisition   
Vehicles 
CONTRACTOR will have all of the necessary vehicles in place to commence franchise 
services in the Service Area., in accordance with the Agreement.  

CONTRACTOR will coordinate with the CITY to ensure the vehicles reflect all signage and 
painting requirements as specified in the Agreement.  By starting this process early in the 
transition phase, the CITY can be assured that the trucks will reflect the proper look and 
message when collection operations begin, and throughout the life of the contract.  

Under a swift timeline, such as indicated in the Transition Plan, CONTRACTOR will allocate 
collection vehicles from its existing fleet, and any new CNG vehicles will be procured as 
needed.   

Carts  
CONTRACTOR will be able to have all carts and bins delivered to the customer on time, 
according to the timeline indicated in Transition Plan.   

Initial orders will be based upon customer response to CONTRACTOR’s Level of Service 
Confirmation outreach, the current quantities/sizes of containers in place, as well as 
CONTRACTOR projections of cart size migration based on new rate information and 
CONTRACTOR experience.  CONTRACTOR maintains a surplus inventory of approximately 
five percent, with quantities of particular sizes and colors scaled to match customer demand.   

Cart Delivery  
CONTRACTOR will conduct house-to-house cart delivery by teaming with MBE 
subcontractor, Container Management Group. CONTRACTOR supervisors will accompany 
the cart delivery personnel in order to perform a quality control check and verification that the 
correct container size is being delivered to the correct address.  

A simple cart delivery approach that is not inconvenient or confusing to residents will be 
developed with the CITY. Containers will be delivered in geographic/route clusters over a 
condensed time period. CONTRACTOR estimates carts will be delivered within a period of 
two to three weeks. Customers will be notified via a postcard of their delivery week informing 
customers that cart deliveries will take place on their scheduled collection day, to place old 
carts at the curb for the exchange to take place on that day, and that as soon as they receive 
their new carts they may begin to use them. CONTRACTOR understands that, under this 
scenario, the outgoing contractor may then be servicing the new CONTRACTOR-owned carts 
until the operations start date. The postcard will also inform customers that unless the 
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CONTRACTOR hears from them, 65-gallon carts for each waste stream will be delivered on 
that day. The post-card will also ask customers if they would like to request additional 
recycling or green waste/organics carts at this time. 

CONTRACTOR or its subcontractor, working behind the outgoing contractor’s collection 
crews, will retrieve the old carts and deliver them to a staging area. Residents will also 
receive an informational flyer on container placement, program dos and don’ts, 
CONTRACTOR’s contract start date, and contact information attached to their cart at the time 
of delivery. CONTRACTOR will come back through each delivery route at the end of each day 
to do a final sweep, picking up old stray carts and ensuring that each customer has a full 
contingent of new carts. 

Bins and Bin Delivery 
Bin sizes initially ordered will reflect existing service levels with some migration due to any 
rate changes, initial assessments, and the implementation of SSR recycling collection 
services. As commercial/MFD initial assessments are conducted, bin or cart sizes and the 
customer database will be refined. This information will be sent to bin manufacturers as an 
update. CONTRACTOR will work with the outgoing contractor to develop a schedule to 
ensure customers are not left without a container. Once new containers arrive, they will be 
delivered to commercial customers on collection day after containers are serviced. 
CONTRACTOR will deliver new trash and recycling containers and pull in old, empty 
containers removing them to an agreed upon staging area from which the outgoing 
contractor will remove them. This arrangement is always agreeable to the previous 
service provider as it saves them a tremendous amount of time and expense in 
managing the retrieval of their own containers.  

All container deliveries, carts and bins, will be managed by a dedicated Container Delivery 
Manager who will be responsible for ensuring timely and accurate containers deliveries. This 
individual will follow up to ensure that the customer database accurately reflects the 
containers ordered and delivered. This information will be reported to the CITY in the form of 
a weekly status report. Once the project is complete, the CITY will receive a final report and 
recap of the new customer database, if desired.  

Route and Customer Database Development   
As a key component to our start-up and transition, CONTRACTOR will conduct a route survey 
and field audit throughout the service area. CONTRACTOR personnel have already 
conducted a preliminary field survey in the service area(s) as a precursor to submitting this 
proposal. This preliminary fieldwork will be expanded as part of the full audit to be conducted 
by CONTRACTOR during the pre-startup phase. 

As may be necessary, CONTRACTOR will work with the CITY and out-going contractors to 
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receive customer information as soon as possible following contract award.  

Preliminary Customer Database Information 
Initially, CONTRACTOR will use the customer account information received from the CITY 
and outgoing hauler to create a preliminary database suitable for routing the residential 
service sector and to create our preliminary customer database that will form the basis for 
future billing and work order preparation. CONTRACTOR plans to complete this step through 
receipt of data files from the CITY and the existing hauler.   

Development of Routing System and Route Sheets 
Prior to commencement of collection service, CONTRACTOR will create a routing system to 
enable the production of route sheets and route maps to be used (daily) by our drivers (and 
updated daily for service level changes).  Through the use of our RouteSmart routing system 
(which accepts down-loaded data from InfoPro), CONTRACTOR will create optimal 
sequential routing, route entry and exit points, and sequential routing printouts (route sheets) 
and computerized route and base maps for the areas to be served.  The routing information 
will be up-loaded back into InfoPro which will then create a route number for each service 
recipient account in our database (which will, among other things, facilitate future automated 
work order preparation).  For residential cart service route sheets for each driver will be 
created and updated periodically as needed.  Any modifications to the previous week’s route 
will be reflected on an updated route sheet. 

CONTRACTOR will design and develop routes in an effort to minimize impacts on service 
recipients and to reduce emissions, and wear and tear on CITY streets.  To the extent 
possible, CONTRACTOR will develop route patterns and schedules in view of the current 
collection schedules to minimize service interruptions and unnecessary confusion to 
residential and multi-family accounts. However, our proposed collection schedule as 
outlined below is currently based on the CITY’s goal to reduce SFD service dates, 
which CONTRACTOR is pleased to have accomplished. A goal will be to develop route 
entry and exit points to avoid highly congested areas and peak traffic times, as well as all 
safety sensitive areas including schools, as much as possible. Routes will be provided to the 
CITY 60 days prior to the commencement of CITY Services and will provide map data in a 
GIS format that is compatible with the format used by the CITY, to the extent possible. 

In addition to the above, CONTRACTOR will pay close attention to the following issues when 
developing routes: 

§  Hours of operation. CONTRACTOR determines the number of vehicles to be utilized 
and the ways in which these vehicles will be routed given the parameters of collection 
hours that are specified by the Agreement. 

§  Traffic patterns. CONTRACTOR attempts to design routes that are opposite to peak 
traffic patterns within the service area(s), to the extent possible or applicable.  This is not 
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only beneficial to the service area thereby reducing vehicle idling and emissions, but 
increases CONTRACTOR’s collection efficiencies. 

 

Coordination with Street Sweeping Schedule 
All new routes will be developed on coded CITY parcel maps and accompanied by sequential 
routing printouts. Street sweeping services will be coordinated to the CITY’s Collection 
services schedule. 

Customer Transition Period Outreach 
CONTRACTOR will utilize the following outreach components to initiate services.   

Written Notices and Outreach Materials 
Ongoing outreach materials are discussed in Public Education Plan. This section deals strictly 
with the distribution of materials during the transition phase. The information contained in 
these collateral materials shall be based on the Agreement specifications and the outcome of 
a collaborative process between the CITY and CONTRACTOR. The CONTRACTOR will 
distribute materials prior to program commencement and on an as-needed basis to 
customers. All outreach materials will be printed in English and Spanish, in color, will be 
approved by the CITY, and shall include but not be limited to all or a combination of the 
following information: 

• Service Area Name 
• CONTRACTOR Contact Information/Public Works Contact Information 
• Regular and Special Collection Services Available (including bulky item, universal 

waste, used-oil collection service, and Sharps) with pictures of acceptable recyclable 
and green waste material and “how to” instructions 

• Collection Schedule/Holiday Collection Schedule 
• Other Pertinent Information 

The following information will be developed and approved by the CITY for distribution. 

Service Transition Postcard  
CONTRACTOR will, in advance of the contract start date and in accordance with the finalized 
Agreement, will prepare and mail a return postage paid postcard with cart size information 
and rates to each residential cart customer.  In the event that a selection is not made by a 
resident, 65-gallon carts will be provided by default.  Residents will be entitled to additional 
recyclable and green waste or organic carts, at no cost, up to (2) 96-gallon.  

Service Transition Mailer 
After the customer data base information is retrieved from the CITY and the outgoing 
contractor and in addition to the Postcard mentioned above, the next step will be to send the 
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Service Transition Mailer to all service recipients, introducing CONTRACTOR Services. This 
mailer will be submitted to the CITY in draft form for approval, prior to distribution. The 
Service Transition Mailer will announce the new program (with all pertinent details related 
thereto), start-up dates, and other key transitional information, as well as to introduce 
CONTRACTOR (with all relevant address and telephone information for customer service, 
hours of operation, etc.). Transition Mailers will include references to the detailed Instructional 
How-to Packets that will be distributed just prior to program start-up, which will include 
additional details regarding the new programs and requirements.  

Community Meetings/Workshops 
Prior to contract commencement, CONTRACTOR will conduct community meetings to inform 
all customers—of the new automated collection services. Two weeks prior to the community 
meetings CONTRACTOR will publish meeting information by written notice. The focus of the 
meetings will be to inform customers of pertinent program information including service 
enhancements. (CONTRACTOR will work with key community and business organizations to 
increase awareness regarding these meetings.) 

Commercial/MFD Outreach 
Additionally, commercial/MFD customers will receive initial site visits which will include 
recycling opportunity assessments, which are further described in Exhibit 7 – Diversion Plan. 

Transition Timeline 
The weekly transition timeline on the following pages reflects the elapsed time necessary for 
each of the items discussed in this section. The work-around for this compressed schedule for 
containers and collection vehicles have been described in this section. CONTRACTOR is 
completely confident in its ability to implement new services according to the currently 
scheduled start date.  

Schedule of Key Operations Tasks To be Completed Prior to Start of Service 
This schedule anticipates time requirements to accomplish tasks. It can be programmed to 
accommodate any contract award date and adjusted to reflect subtasks. Unless otherwise 
noted, all tasks are to be completed prior to the start of collection service. 

• Execute Agreement with CITY. The official ramp up period begins, which triggers all 
other tasks, below.  

• Procure and Distribute Equipment. CONTRACTOR procures collection vehicles and 
containers for the Service Area.   

• Conduct Route Shadowing. Follow and document residential collection routes not 
currently operated by CONTRACTOR. Other information such as cart sizes and 
numbers will also be captured.  

• Conduct Commercial/MFD Initial Audits. CONTRACTOR will audit all 
commercial/MFD premises to ensure an accurate database, and assess recoverability 
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of the waste stream in order to offer the correct mix of services optimized toward 
recycling, green waste and/or food waste.  

• Database Matching/Finalize Routes and Route Maps. Database information 
gleaned from route shadowing and auditing is matched against account information 
obtained from the previous contractor and/or the CITY. 

• Driver and Customer Review Sessions. CONTRACTOR will conduct driver and 
customer review training sessions to ensure everyone understands service 
parameters. 
 

Schedule of Key Administrative Tasks 
• Develop Public Education and Outreach and Other Collateral Materials.  The 

CONTRACTOR anticipates beginning coordination efforts with the CITY on an 
effective outreach campaign based on some or all of the ideas presented in this 
submittal. A review of all materials, including standard forms. The chart indicates an 
abbreviated period of two weeks to develop and print essential materials—which 
represents CONTRACTOR’s minimum requirement.    

• Print Collateral Materials. As soon as all collateral materials are developed and 
approved, printing will be expedited. This will allow CONTRACTOR to be ready to go 
to make the transition timeline. 

• Mail Introductory Packets. Based on decision reached with the CITY, direct mail of 
introductory packets will be either at once, or in waves by route. Date indicated on 
implementation schedule is mailing start date. 

 
Task Nov Dec Jan Feb  

   X               

Coordination Meetings  X

» 

              

Establish Local Office at CITY 

Hall 

        X X

» 

      

Employee Training     X X   X X X X X    

  

Develop Materials   X X X X X X         

Approval/Printing     X X

» 

          

Develop/Launch Website     X X X X X X X X

» 

    

Conduct Outreach 

Campaign 

    X

» 

           

  

Initial Site Audits – Training     X X X X         

Initial Site Audits – Perform          X X X X    
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Route Shadowing          X X X X    

Final Updates/Database         X X X X     

Route Mapping          X X X X    

  
Issue POs for Containers   X              

Update orders based on site 

assessment and subscription 

results 

   X X X X          

Container Production and 

Transport 

       X X X X X X    

Deliver Carts            X X X   

Deliver Bins           X X X X X  

Start Service               X  

 
Establishing a Local Kiosk for Billing and Customer Support 
CONTRACTOR will provide a local kiosk offering residents, businesses and CITY staff with 
the transition to our billing system including local customer service assistance, public 
outreach, municipal liaison and other personnel involved in the CITY of San Fernando 
contract. CONTRACTOR proposes to provide this kiosk within CITY Hall, where residents 
currently can make a payment, ensure customers and CITY staff may easily redirect 
questions, concerns and/or service changes to CONTRACTOR’s team for swift resolution. 
Further information is provided in Exhibit  8 – Customer Service Plan 

 

 

Weekly Transition Timeline 
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Public Education and Outreach 

The objective of this section is to a) convey to the CITY of San Fernando CONTRACTOR’s 
competency in developing and managing public education programs; b) relay 
CONTRACTOR’s proposed plan for outreach during the transition period and beyond; and c) 
illustrate the CONTRACTOR’s willingness to become involved in the community through a 
menu of ideas that serve as a starting point for ongoing conversations about public outreach 
and diversion objectives with the CITY of San Fernando.  

All transitions and program changes require clear, consistent messaging to customers. The 
tact CONTRACTOR takes with public education and outreach is the same it takes with all 
facets of operations: practical and effective. People are generally inundated with information 
and heavily burdened with responsibilities. Key to program success is breaking information 
down into practical and digestible chunks—presented simply and colorfully, and 
simultaneously providing customers with motivating reasons for cultivating new recycling 
behaviors. It is also important to point the way to additional resources and information for 
those who may be interested, which CONTRACTOR will accomplish through its recycling 
coordinator, links to resources posted on its website, and through distribution of general 
environmental content distributed at events and through presentations.  

Even though it is known that a consistent message repetitively delivered via a variety of 
mediums in an abbreviated, creative way is most effective, once the desired behavior is 
adopted by the majority of customers, it must be regularly reinforced to sustain changes 
long-term. Finally, it is helpful to highlight the positive difference one person’s good recycling 
practices makes. CONTRACTOR will do this through recycling reports which will be provided 
to the CITY and may be posted to its quarterly, website and or communicated to customers 
through newsletters.  

Proposed Outreach Theme – “San Fernando Recycles” 
In the CITY of San Fernando, CONTRACTOR is proposing to introduce, through a variety of 
advertising mediums, a program called “San Fernando Recycles” – San Fernando’s new 
and enhanced menu of recycling programs and opportunities. “San Fernando Recycles” is a 
program designed for keeping trash rates low by supporting the community to take 
advantage of opportunities to increase recycling, raise awareness about conserving natural 
resources and making the CITY of San Fernando more sustainable community. The 
newsletters may also serve as an outlet to additional CITY Sponsored Events and more.  

“San Fernando Recycles” Program Components 
The following components comprise CONTRACTOR’s friendly education and outreach 
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campaign, which addresses all generator types. New versions of all materials described will 
be tailored to meet the specific needs of San Fernando generators serviced under this 
contract: single-family, multi-family, and commercial or industrial. All collateral material will 
be published in Spanish and printed on recycled paper. CONTRACTOR is providing one (1) 
full-time Recycling Coordinator dedicated to the CITY of San Fernando.  

Commitment to Putting San Fernando First 
CONTRACTOR is committed to reducing wear and tear on CITY streets at all levels and has 
identified areas to partner with local businesses to do business within the CITY and keep our 
services local such as printing of outreach materials, which are further identified throughout 
this section. CONTRACTOR will continue to actively recruit vendors from San Fernando to 
generate additional monies into the community. 

 “San Fernando Recycles” Web Site/Web Page 
Because CONTRACTOR’s website is key to communicating with all customers about all 
programs, it is considered here as a prelude to the remainder of the section. The following 
upgrades are being planned for the new website. A “San Fernando Recycles” web page will 
be established with a link within the Cities website to promote the program.  

Per the Agreement, the website will include frequently asked questions, access to rates for 
collection services, listing and description of recyclable materials and organic waste, 
collection service schedules, and maps. Key customer service components of the website 
will include the ability to e-mail complaints and request services or service changes. 
Additionally, CONTRACTOR envisions the Customer Service and Billing Kiosk located at 
CITY Hall, described further in Exhibit 8- Customer Service Plan, to have web access such 
that they can assist customers directly with the website. Additionally, CONTRACTOR’s 
Customer Service department is well versed and equipped to support customers with the 
website. 

The website will also feature activities designed for children to learn more about the 
environment and recycling using puzzles, games, and/or word searches.  There will be a link 
to CONTRACTOR’s school education programs, discussed later in this section.  

Single Family Program (SFD) Campaign Components 
The following components will be part of the collateral materials CONTRACTOR develops 
for its single-family customers. These same materials will be utilized for multi-family 
customers who reside in complexes of two through five units. All collateral materials will 
continue to be published in Spanish. Please note CONTRACTOR does offer many cities 
outreach in multiple languages and can offer this to the CITY as an option. 

• Initial Post Card Mailing – (Cart Transition) 
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CONTRACTOR will, in advance of the contract start date and in accordance with the 
finalized Agreement, will prepare and mail a return postage paid postcard with cart size 
information and rates to each residential cart customer.  In the event that a selection is 
not made by a resident, 65-gallon carts will be provided by default.  Residents will be 
entitled to additional recyclable and green waste or organic carts, at no cost, up to (2) 96-
gallon.  

• Initial Post Card and Mailing – (Upgrade in Service and “San Fernando Recycles” Introduction) 

CONTRACTOR will, in advance of the contract start date and in accordance with the 
finalized Agreement, will prepare and mail an initial mailing to all customers explaining 
the transition from the existing to new programs, describe the new program 
enhancements, and provide an introduction to “San Fernando Recycles.”  The mailing 
will highlight recycling and diversion programs available, special services available, 
holiday collection schedule, proper handling and disposal of HHW, and CONTRACTOR 
contact information, at least. The initial mailing will be tailored to meet the collection 
specifics of each generator type.  

• Instructional How-To Packets (“San Fernando Recycles” Handbook and Brochure) 

Based on the customer database records obtained from the CITY/previous hauler which 
have been verified by CONTRACTOR, customers will receive an introductory packet 
delivered with their new carts/containers (transition) or via direct mail (new customers, 
ongoing) prior to the start date that will briefly introduce CONTRACTOR, explain the 
transition, and ask customers to confirm their level of service.  Key transition dates, such 
as container delivery and start of service will be provided in the mailing, as will referrals 
for more information. These packets will be used primarily for transition, however, service 
guides will be used when new service is established for any customer, and will be 
updated from time to time with program changes.  

• Billing Inserts  

As per the Agreement, CONTRACTOR will prepare, print, and distribute inserts with 
CITY approval. CONTRACTOR proposes to align and incorporate the distribution of 
inserts and or newsletters with quarterly drop-off events, key CITY Sponsored events, 
and other community involvement activities. Inserts will be focused on generating 
increased diversion and CONTRACTOR will utilize observations of trends and common 
collection challenges to inform its topic choices and approach.  

In addition to the above, contract-required outreach efforts and initiatives, 
CONTRACTOR will also produce the following enhanced customer outreach 
components which are, in the CONTRACTOR’s estimation, important components 
of any program.  
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• Quarterly Newsletters  

CONTRACTOR will provide quarterly newsletters as program enhancement in the CITY 
of San Fernando, newsletters will feature on-going “how to” promotions to encourage 
residents to maximize the “San Fernando Recycles” program offerings. CONTRACTOR’s 
San Fernando Recycling Coordinator will reach out to CITY staff to receive any 
information, articles, and announcements or photographs to incorporate in the 
newsletters. Additionally, as part of the annual contract management process, the 
Recycling Coordinator will the calendar CITY Sponsored Events. 

• “San Fernando Recycles” Corrective Action Notice (Oops Tag) 

Corrective Action Notices are tags that drivers leave that indicate set-out problems, and 
are tailored to residential and commercial generator types. These tags can be used as a 
courtesy notice, or as a notice of non-collection when so marked. When used as a 
courtesy notice, the materials in question are taken, but customers are informed of the 
improper element of their set-out and advised of what to do to ensure a proper set-out for 
next collection. When used as a non-collection notice, the cart in question is not 
collected, and the customer is advised of the exact problem. The problem must be 
corrected prior to the following week’s service. Use of Oops Tags are an important 
component of developing good recycling behavior amongst customers. 

CONTRACTOR’s Corrective Action Notice, or Oops Tag, will be utilized in one of two 
ways, depending upon CITY of San Fernando preference. The tag can be utilized 
regularly by drivers, whenever improper set-outs are observed, or it may be used as part 
of a campaign, where, for example, one route will be focused on per month, and 
Corrective Action Notices issued during collections in that month. The one exception to 
limited Corrective Action Notice distribution via campaign would be in cases where 
serious or unacceptable, recurring set-out problems by a particular customer or 
household are observed by the route driver. Naturally, Corrective Action Notices will be 
used a whenever a collection is unacceptable for health and safety reasons or due to an 
unpermittable level of contamination is observed in either the recyclables or green waste 
cart, which warrants the attention of the customer to clean up the materials or have the 
materials disposed of as MSW.  When drivers turn in their Corrective Action Notices, the 
information is input into a database, and used for detecting behavioral patterns or trends 
that need correcting via CONTRACTOR’s public education and outreach program.  

Multi-Family Program Campaign Specifics – Compliance with AB 818  

Multi-family residents are generally more transitory than the single-family population, and 
therefore require a specialized approach and materials to make collection programs 
effective. Also, each complex is under unique management, and so CONTRACTOR 
suggests a tailored approach to its MFD public education and outreach program. Reviewers 
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should note that CONTRACTOR will supply ongoing recycling technical assistance to its 
multi-family customers as indicated at the conclusion of this section. First, information 
gathered during the audit process will be helpful in ascertaining the way in which MFD 
owners/managers prefer to work. Some managers prefer that information flow through them 
to tenants, some prefer the CONTRACTOR take the lead in communicating directly with 
residents. In either case, program elements will be the same; how such elements are 
distributed will comprise the variances in program logistics by complex. Emphasis will always 
be placed on educating people at the collection point. Not only is this an area the 
CONTRACTOR can easily have influence over, but it is a common area within the complex, 
and the place residents must frequent to dispose of their waste. The following additional 
program elements will be developed with the CITY’s approval:  

• Complex Manager Information 

An information flyer will be developed especially for MFD complex managers providing a 
brief synopsis of program and corresponding contact information. This flyer will include 
information on regular service features: refuse, recycling and green waste collection 
services, but will also include information on special services such as holiday tree and 
bulky item collection services. As specified in the Agreement, complex managers will 
receive this general information annually—specifically information pertaining to the bulky 
item program.  

• Container Labels 

Frontloader containers, carts and debris boxes will be labeled in accordance with the 
Agreement. These will include warning and acceptable content labels. For example, 
recycling bins will be labeled as forbidding refuse, and will display a label describing 
acceptable contents. All labels will employ simple line graphics to convey general 
messages.  

• Collection Point Posters 

It is common to receive, from MFD managers, requests for program information to post 
at collection points or other common areas. This is an effective outreach mechanism 
since the message is posted at the place of materials discard, and often there is room for 
posting, such as on an enclosure wall. Posters will be laminated and posted by 
CONTRACTOR at collection points, with complex permission, just prior to transition 
between contractors. Route supervisors will inspect collection points to ensure collection 
point signage (including container labels) is maintained. Also, CONTRACTOR drivers will 
be asked to replace posters as needed.  

• MFD Recycling Technical Assistance 

CONTRACTOR will provide education, outreach, training, follow-up, troubleshooting, 
monitoring, data collection, and program evaluation services for commercial, institutional, 
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and multi-family customers. Providing such services on the premises of customers is 
referred to as recycling technical assistance. All customers will receive an initial 
assessment, and larger generators and commercial customers that request it will also 
receive the more intense, recycling technical assistance described herein annually. 
Again, this will ensure the CITY is in full compliance with AB 32, AB 341, and AB 818. 

• Recycling Workshops 

CONTRACTOR’s Recycling Coordinator (or Public Outreach Specialist) will assist in the 
establishment and maintenance of MFD and commercial recycling programs and will 
help supply on-site recycling technical assistance and workshops.  In addition to 
following up with MFD managers to address their questions, concerns, and any real or 
perceived obstacles to full participation in CONTRACTOR’s MFD recycling program, the 
Specialist will also offer on-site workshops for interested residents to instruct them on 
“how to” use the recycling program, relay the benefits of recycling, and answer 
questions. 

• Multi-Family Recycling Tote Bags 

In conjunction with the initial outreach efforts, to be conducted within the start of the new 
service implementation, CONTRACTOR will supply bags at no additional cost for each 
multi-family unit (at least 3 units or more with a maximum of 2,000 bags) to utilize to 
transport materials from their residence to their recycling bin or cart.  These bags are 
purposed to make recycling as convenient as depositing trash into a receptacle and offer 
a collection container to areas that may be space constrained. The Multi-Family Tote 
bags have been beneficial tools for many multi-family municipal customers and can be 
designed in conjunction with the CITY for distribution at the inception of the contract.   

Commercial Program Campaign Components 

Commercial generators are more receptive to recycling programs when two elements are 
present: a) the opportunity to save money; and b) when the program is easy to use, such 
that staff time to manage waste is minimal. Knowing this, CONTRACTOR auditors will 
emphasize these points during CONTRACTOR’s initial recycling opportunity assessments.  
Outreach materials will be combined in a manner that addresses customer need, and 
submitted to customers during the audit process or in a subsequent mailing. Materials will be 
mailed if personal contact cannot be made between CONTRACTOR auditors and business 
managers during the initial assessment process.   

• Informational Flyers 

CONTRACTOR will develop a new set of informational flyers, one each addressing the 
following business types: a) retail; b) business office; c) restaurant and bar; and d) 
manufacturing. Each flyer will highlight recycling opportunities for the applicable business 
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type, and will discuss program logistics—both for refuse and recyclable materials. Also, a 
specific flyer will be developed for roll-off customers that details recycling options, debris 
box sizes and the like.  

• Service Agreement and Rate Matrix 

A standard service agreement will be provided to San Fernando businesses. A rate 
matrix will be developed depicting the published rates for commercial refuse and 
recycling based on container size and frequency of service. During the initial recycling 
opportunity assessment period, garbage and recycling options will be presented, with 
heavy emphasis on recycling. The goal will be to demonstrate to customers the benefits 
of recycling by educating commercial customers on the deep rate reductions available 
with CONTRACTOR’s proposed rate structure, which is highly motivated by increasing 
recycling service.  

• Container Labels 

FEL bins or MFD/commercial carts will be labeled in the same manner described above. 

• Recycling Workshops 

As mentioned in Multi-Family Program Components, above, recycling workshops will be 
offered to those businesses with a need for or that request such a service.   

• Miscellaneous Collateral Materials 

It has been CONTRACTOR’s experience that often a particular business may need 
specialized outreach materials, such as information flyers to post in lunch rooms, or 
directives to send to each employee. The CONTRACTOR is committed to developing 
such materials, as requested by customers on a case-by-case basis. Generally, if is 
within the CONTRACTOR’s power to produce an item that will make recycling programs 
success, CONTRACTOR will produce and deliver that item to its customer.  

• Commercial/MFD Recycling Technical Assistance 

CONTRACTOR will provide education, outreach, training, follow-up, troubleshooting, 
monitoring, data collection, and program evaluation services for commercial, institutional, 
and multi-family customers. Providing such services on the premises of customers is 
referred to as recycling technical assistance. All customers will receive an initial 
assessment, and larger generators and commercial customers that request it will also 
receive the more intense, recycling technical assistance described herein annually. 
Again, this will ensure the CITY is in full compliance with AB 32, AB 341, and AB 818. 

CONTRACTOR’s Good Corporate Citizenship 
Public Education and Community Enhancements 
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Earth Day   

In celebration of Earth Day (or on Arbor Day depending on the CITY’s preference) 
CONTRACTOR will donate 100 oak trees grown at Sunshine Canyon Landfill to the CITY.  
CONTRACTOR’s Sunshine Canyon Landfill has one of the largest nurseries in the county 
and grows oak trees from seedlings. CONTRACTOR proposes to work with the CITY to 
select oak trees or other tree types for growing in our nursery and planting within the CITY.  

CONTRACTOR will also work with the CITY and provide expertise and resources for San 
Fernando garden projects, streetscape projects, and designated tree focus areas as 
specified in the Agreement. CONTRACTOR agrees to fund the aforementioned activities 
and services in accordance with the Agreement.  

Neighborhood Watch Clean-Up 

CONTRACTOR proposes to develop and support a vibrant and engaging community effort 
in San Fernando, by partnering with local Police Department or other organizations and 
CITY Departments, to create an annual Neighborhood Watch Clean-Up.  The focus of this 
event will be to engage the entire community to participate in a neighborhood cleanup, 
provide a unique opportunity to collaborate with the community and work with Lead Officers 
within the Police Department and the CITY’s Department of Public Works.  CONTRACTOR 
will provide roll-off boxes to collect recyclables, bulky item and green waste material as 
needed, gloves, rakes and essential tools for participants. CONTRACTOR will recruit 
volunteers, including its very own local team of volunteers to aid in a large-scale community 
clean-up and neighborhood watch experience.  CONTRACTOR proposes to target the North 
and South End of the CITY for the 2014 clean-up event.  

Community Recycling Rewards Block Party  
Following the clean-up or perhaps to compliment the My CONTRACTOR Rewards Program, 
CONTRACTOR proposes to offer a Community Recycling Rewards Block Party to recognize 
and celebrate the community’s environmental stewardship.  Provided below is an example of 
an event CONTRACTOR hosted with the San Fernando Recreation Center. The event was 
a huge success; students played a game called “What Goes Where” and the “Ultimate 
Recycling Machine” designed to engage students and the community to think: reduce reuse 
recycle, and understand more clearly recycling do’s and don’t’s.   

Community Involvement  
CONTRACTOR has identified the following current CITY sponsored events, and additional 
community events, organizations, and projects to assist with in the Service Area and will 
work directly with the CITY Council and CITY to seek out additional opportunities to 
contribute. Assistance may take the form of donated service; educational programs, 
presentations, and demonstrations; school-related events and projects; and other in-kind 

12/06/2013 CC-S Meeting Agenda Page 126 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 118 of 198 

 

Exhibit 6 
PUBLIC EDUCATION PLAN 

contributions. Again, CONTRACTOR is committed to being a partner the CITY can count on.  

Current Sponsored Events:  CONTRACTOR Proposed Events & Organizations: 
•  Cesar Chavez (Mar) •  Cesar Chavez Scholarship & Commemorative Events 
•  Heritage Days (Jun) •  Little Leagues (by request)* 
•  Fourth of July (Jul) •  Composting Workshops* 
•  Summer Concerts (Aug) 
•  El Grilo (Sept) 
•  Menudo-Cook Off (Oct) 
•  Christmas Tree Lighting (Dec) 

•  School Fundraising Activities*  
•  Paper Shred Day* 
•  Earth Day Celebration* 
•  Composting Workshops* 

 

Community Investment Fund – Recycling Revenue Sharing 
CONTRACTOR proposes to establish a recycling revenue share program with the 
CITY where CONTRACTOR will return $10,000 annually from the proceeds from the 
sale of recyclable materials to the CITY towards an annual community investment 
fund. On an annual basis CONTRACTOR proposes that each CITY Councilmember will 
select an annual event, program and/or CITY organization to provide $2,000 (or alternatively 
the entire will council allocate the funding all at once annually.) Programs may include any of 
the aforementioned CITY Sponsored Events, Community Involvement activities or new 
programs established in the CITY.  The goal of the program is to encourage recycling from 
all sectors and provide a stable source of monetary contributions to support San Fernando to 
thrive and become a more prosperous and sustainable CITY.   

Cesar Chavez Scholarship 

CONTRACTOR will contribute $1,000 annually, to college-bound seniors through the Cesar 
Chavez Scholarship Program.  The criteria for winning a scholarship could be an essay to 
discuss the cultural importance of the Cesar Chavez movement specific to San Fernando or 
Cesar Chavez’s impact on the environment or other such themes. CONTRACTOR would 
extend its scholarship through the CITY Council or Cesar Chavez Committee to judge the 
received scholarship applications and essays to determine winners. 

Facility Tours 
CONTRACTOR will offer and promote free educational tours of any of its local facilities to 
community and school groups. Most recently CONTRACTOR has unveiled its new education 
center at Sunshine Canyon Landfill and a new Eco-Center at CONTRACTOR Services 
Recycling Complex located in Anaheim.   

Community Safety Initiative – We’re Looking Out for You 
We’re Looking Out for You is CONTRACTOR’s crime prevention and safety watch program. 
The program enlists the active participation of CONTRACTOR collection personnel in 
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cooperation with law enforcement and emergency services to reduce crime and maintain 
neighborhood safety.  

Education for Schools  

CONTRACTOR is the only service provider that services all of the grade schools, 
Colleges and Universities identified on the CITY of San Fernando website including 
elementary, middle, high school, Cal State University Northridge, Los Angeles Mission 
College, Los Angeles Valley College and adult and continuation schools. CONTRACTOR’s 
rich experience and tenure serving the San Fernando Valley and servicing the 
aforementioned schools is a testimony to the Companies expertise and commitment to 
provide education and outreach curriculum focused on waste reduction strategies. 
CONTRACTOR’s school recycling education programs are uniquely designed to bolster 
diversion and institute innovative and environmentally sustainable programs for students, 
faculty and staff’s environmental enrichment.  

Although CONTRACTOR offers tailored waste reduction strategies for higher education 
institutions, as described above, the focus of this section will be on grade school education 
and outreach programs, as it is our belief the earlier we engage students to recycle and 
protect the planet the sooner recycling becomes second nature. 

Extending CONTRACTOR’s State-of-the-Art LAUSD Programs to ALL San Fernando Schools 

In 2012, CONTRACTOR was awarded the exclusive solid waste management contract for 
the Los Angeles Unified School District (LAUSD,) the second largest school District in the 
nation, consisting of over 900 schools and facilities. The District asked CONTRACTOR to 
help meet ambitious recycling and cost reduction goals including reducing garbage volume 
and cost by 20% and getting recycling in every classroom.  

 Since this time, CONTRACTOR has implemented a training and education program that 
offers some of the most innovative and comprehensive programs in schools cafeterias, 
maintenance areas, lunch areas, and classrooms designed to introduce green measures for 
all audiences and maximize recoverability from the waste stream.  Through 
CONTRACTOR’s established partnership with LAUSD the CONTRACTOR is charged with 
supporting the District’s goals to become the “greenest school District in the nation.” 
CONTRACTOR is incredibly committed to the success of LAUSD’s aforementioned goal. 
CONTRACTOR firmly believes sustainability of the planet is in the hands of future 
generations.  As such, schools recognize the necessity to play a leadership role in 
environmental education and action.  

CONTRACTOR understands the majority of the CITY’s grade schools are a part of the 
LAUSD system, however working with the CITY, CONTRACTOR proposes to engage all of 
San Fernando’s grade schools, including those that are not comprised within the LAUSD 
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structure, in sustainability efforts and offer them the tools to be as green as LAUSD.  The 
following is a list of menu items CONTRACTOR provides to the District that CONTRACTOR 
will offer to all of San Fernando’s schools: 

Recycling Education and Training Program  

CONTRACTOR will extend the support and resources of our 8 dedicated LAUSD Recycling 
Trainers and offer the same advanced training and technical support to the students, 
teachers and faculty at all of San Fernando’s grade schools. In fact, San Fernando and all 
schools located in the District’s North Educational Service Center will have direct access to 
their own dedicated LAUSD Recycling Trainer. CONTRACTOR’s ultimate goal is to 
encourage that each school implement a recycling program and generate ongoing 
participation to increase diversion for not only LAUSD but for San Fernando. 

Key Recycling Education Program Components 

• In classroom containers 
• Additional Classroom Recycling Carts  
• Recycling Education Tools 
• Lunchtime Recycling 
• Cafeteria Recycling 
• Office Area Recycling 
• Breakfast in the Classroom Recycling Program – prevalent at ALL San Fernando 

Schools  
• Innovative Incentive Programs 
• Support with School Recycling Fundraisers 
• Community Presentations for Parents, Families and the Community  
• Large Venue Recycling Event Assistance  

CONTRACTOR will commit to providing recycling education to San Fernando Schools that 
are not part of the LAUSD system with an emphasis on elementary schools. LAUSD 
students will also receive scholarship opportunities; however CONTRACTOR has 
established an additional Scholarship opportunity specifically for San Fernando 
residents, through this proposal.  

Elementary Schools Program – and Organics Opportunities 
Prior to the start of each school year, CONTRACTOR will send a letter to the elementary 
schools in San Fernando providing information and details pertaining to the availability and 
content of a once annual CONTRACTOR recycling assembly for grades preschool through 
Grade 3. In addition, the letter will highlight the availability of recycling curriculum and other 
classroom tools to engage students to recycle.  
CONTRACTOR will also utilize this opportunity to engage schools to establish an organics 
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composting program, via CONTRACTOR’s Recycling Trainers. Through CONTRACTOR’s 
active experience at each school, CONTRACTOR understands that Morningside Elementary 
has an active garden club and is primed for such a program.  CONTRACTOR is interested in 
providing compost/worm bins, composting workshops, and or compost/wood chips to 
engrossed schools. Due to the time commitment involved in developing, implementing and 
maintaining a successful organics composting program, CONTRACTOR will work with each 
school to tailor organics programs such that they are supported by the School’s 
administration, faculty, advisors, teachers and staff.  

Assemblies with MRFY—The Recycling Robot 
CONTRACTOR’s MRFy – The Recycling Robot will be available to grades K-3 for 
assemblies and special events. MRFy is a fully automated Recycling Robot made from 
recycled parts whose purpose is to provide a fun and interactive approach to recycling. The 
presentation begins with a CONTRACTOR Services associate providing a short introduction 
and some fun facts about the CONTRACTOR, its services and the upcoming show. It then 
quickly follows with a re-cycle chant so MRFy knows it’s show time. Once MRFy hits the 
stage he takes the lead through song, interactive questions and also inviting audience 
members on stage to identify pieces of recyclable materials.  

After MRFy’s presentation, a short video is shown. This Video is narrated by MRFy and 
shows where recycling material is sorted and what happens to it after it is thrown in the 
garbage. The presentation is then completed with questions and answers.  

CONTRACTOR proposes to offer MRFY assemblies for an incentive/reward for Principals to 
engage students not only in recycling but academic performance, leadership and/or 
environmental stewardship. 

Recycling Rosie Curriculum 
CONTRACTOR proposes to offer use of its award winning Recycling Rosie curriculum to 
elementary schools, and will also offer assemblies, as well as other resources, to teachers.  

The full curriculum is 86 pages and provides complete lesson plans for teachers. Curriculum 
objectives include: 

• Introduce students to solid waste management systems and problems that arise 
when waste is not properly managed;  

• Help students learn about the cyclical nature of the environment; 
• Teach the three Rs of the solid waste disposal solution (reduce, reuse, recycle); 

and  
• Encourage students to participate in recycling programs and to create additional 

solutions. 
The full curriculum is available at: 
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http://www.CONTRACTORservices.com/Documents/recycle-rose-education-curriculum.pdf.  

Recycling Education for All Grade Levels 
For all, including older school-aged children, there are additional resources downloadable for 
free from CONTRACTOR Services website, including a collection of 20 environmentally-
themed videos, such as A Cereal Box Goes Full Circle, which traces the life cycle of a cereal 
box from market shelf, to CONTRACTOR’s recycling processing facility, and back to market. 
Cookie Wrapper Kite shows creative uses for cookie wrappers, such as building a kite.  

Another such video provides composting how-to information which would provide a hands-
on learning experience for science teachers and students.  

Videos are available to watch at:  

http://www.CONTRACTORservices.com/Corporate/EnvironmentEducation/recycling-
videos.aspx 

Several other resources are available on CONTRACTOR’s website, such as  

• Kids Zone  
• Recycle-Bowl Competition 
• A national K-12 recycling competition with rich educational materials and group 

activities 
• Waste In Place 
• The flexible K-6 curriculum featuring 33 lessons on litter prevention, waste reduction, 

recycling, landfills, and more. 
• Clean Sweep U.S.A. 
• A fun and engaging educational site designed to supplement middle school 

environmental education curriculum. 
• Toolbox for Community Change 
• Offers full-color classroom posters, such as the "236 Million Tons of Trash" 
• poster. 

CONTRACTOR will provide links to all of its free educational resources in its annual letter to 
principals at the beginning of each year.  

Summary of Approach 
CONTRACTOR will focus on increasing the diversion of various reusable, recyclable, and 
compostable materials from these sectors, in accordance with the CITY’s waste diversion 
and resource conservation goals. CONTRACTOR’s aim is to maximize tons diverted and 
level of participation while minimizing materials contamination. 

CONTRACTOR will provide practical advice, encouragement, and positive reinforcement to 
customers in support of these goals. CONTRACTOR will develop collaborative working 
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relationships with the CITY of San Fernando and customers.  

Conclusion 
The elements conveyed in this section by generator type serve primarily as a starting point 
for development of diversion, education, and outreach program elements and collateral 
materials that align to the CITY’s new diversion goals and new contract. These proposed 
elements are based on CONTRACTOR’s present familiarity and experience in San 
Fernando, and will be designed to provide customers with the information they need in an 
abbreviated format that is appropriate and will appeal to the generator type in question, as 
well as provide good incentive for recycling. The objective of the program is to bring 
customers in line with the CITY’s vision of sustainability with a bottom line result of a 
practical and achievable level of increased diversion.  

CONTRACTOR cannot emphasize enough the fact that mining the MFD and commercial 
generators for recyclable materials is key to a steady increase in diversion over the term of 
the contemplated contract period. The objective of steadily increasing diversion cannot be 
met without a reasonable and ongoing effort to remind customers of their recycling options 
and the benefits of recycling, coupled with the necessary tools to perform recycling activities. 
CONTRACTOR believes the above outline encompasses all the basic elements to 
accomplish CITY objectives, and is open to the evolution of these ideas prior to the initial 
transition period and throughout the term of the Agreement.   

Provided below, is a detailed summary of the Public Education and Outreach 
programs designed and tailored for the CITY’s specific diversion program goals 
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CONTRACTOR is committed to providing the CITY with top-notch programs that will deliver 
increased diversion in a safe, efficient, and low-cost manner, and that also enrich the 
community. The chart below provides the basis for CONTRACTOR’s diversion projections 
by line of business and overall minimum diversion rate guarantee of 50 percent on material 
collected by the hauler as per Article 4 of the Agreement.  

It is important to note that Cal Recycle no longer reports diversion in percentages for Cities. 
Beginning in 2007, Cal Recycle implemented the per capital disposal rate which is used 
as one of several factors in determining a cities compliance with AB939, and allows 
Cal Recycle to set their primary focus on successful implementation of diversion 
programs.  The CITY’s most current per resident disposal rate target (PPD) is 8.9.  By 
achieving a PPD of 8.9 the CITY would thereby be achieving 50% diversion of the CITY’s 
municipal solid waste from the landfill. San Fernando has consecutively surpassed the 
State mandated 50% diversion rate by exceeding Cal Recycle’s PPD by nearly half; in 
2011 the PPD was 4.6, thereby reaching an estimated overall diversion rate of 65%.  
Although San Fernando is well exceeding the state’s target, CONTRACTOR’s diversion plan 
proposes to not only meet the cities overall minimum diversion guarantee of 50% and 85% 
for C&D, but also offer additional diversion and public education and outreach program 
enhancements that will increase the CITY’s overall diversion and augment the number of 
diversion programs that CITY will report to Cal Recycle beginning in 2014.  Furthermore, 
CONTRACTOR guarantees throughout the term of the Agreement the CITY will meet all 
State mandated regulations: AB 341, AB 32, and AB 818.  

To accomplish this and the CITY’s sustainability objectives, CONTRACTOR will, through its 
initial recycling opportunity assessments of all commercial/MFD premises, offer each 
customer unlimited recycling collection at significantly reduced rates (nearly 60% less than 
refuse rates). The service level offered will be calculated through the use of experienced 
audit staff and Cascadia Consulting Group’s EcoDiversion Calculator Tool—described later 
in this section. Recycling container size and type will be based on customer need, customer 
preference, and site/access constraints, but in any case will consist of a minimum of a 65-
gallon cart or bin of adequate size. All customers will be offered instructional materials 
specific to their generator/business type.  

All customers will receive follow up monitoring to ensure optimal use of recycling programs 
by employees and tenants and customer satisfaction. CONTRACTOR will deliver on-site 
technical assistance, training, or workshops to any customer who requests it. 
CONTRACTOR will report to the CITY customer participation as per the reporting 
requirements of the Agreement.  

Included is an explanation of how the CONTRACTOR arrived at our projections. 2012 
tonnage figures, annualized, were used in CONTRACTOR’s projections except where noted. 
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The chart on the following page also highlights CONTRACTOR’s minimum recovery rate for 
processed bin refuse, debris box, SFD, MFD, Commercial, and CITY services materials. 

A Waste Flow Chart follows, which shows the flow of waste through CONTRACTOR’s 
proposed facilities.  

Following the Waste Flow Chart is additional information about each named facility. The 
Proposal reflects the CONTRACTOR’s commitment to reduce the impact on the CITY’s 
roads and air quality and improve current collection services meanwhile decreasing 
costs, by proposing facilities based on efficiency and proximity: CONTRACTOR 
always seeks to minimize its carbon footprint. CONTRACTOR owns and operates 
Sunshine Canyon Landfill and has established Agreements with the other proposed facilities 
and guarantee’s capacity for the term of the agreement. CONTRACTOR will also provide 
actual copies of facilities permits upon the CITY’s request.   

Lastly, CONTRACTOR has provided methods used for diversion programs by program type 
(SFD, MFD, Commercial, Debris Boxes or Industrial, and CITY Recycling) and has also 
provided a schedule showing specific program tasks, milestones and time frames for 
meeting the diversion requirements of the Agreement. 

San Fernando Waste Flow and Tonnage Information 

Line of Business Collected Tons 
Diverted 
Tons 

Residual Tons 
Diversion 
Percentag
e 

SFD         9,631        7,915        1,716  82% 

MFD         7,351        1,485        5,866  20% 

Commercial         2,100           924        1,176  44% 

Debris Boxes         6,072        3,164        2,908  52% 

CITY Services         4,319        1,108        3,211  26% 

Grand Totals      29,473      14,596      14,877  50% 

Recycling and Diversion Methodology by Sector 

As evidenced in the preceding Waste Flow and Tonnage Chart, CONTRACTOR has 
captured tonnage estimates for year one of service and guarantees that the recycling and 
diversion programs and enhancements to meet the diversion obligations of 50% overall and 
85% percent for C&D, as well as stand in full compliance with current and future recycling 
legislation. CONTRACTOR’s has captured the diversion program enhancements on the 
following pages of this section, which are provided as at no additional cost.  

San Fernando’s Waste Stream 
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CONTRACTOR’s current familiarity with San Fernando’s waste stream is based upon the 
information provided by the CITY and the incumbent hauler.  The CITY’s current collection 
conditions have enabled CONTRACTOR to develop and outline a practical program that is 
certain to return the intended diversion outcome of 50 percent diversion of the waste 
materials it is responsible for collecting and processing, thereby allowing the CITY of San 
Fernando to meet and exceed State diversion mandates as calculated according to those 
State regulations and according to the Agreement.   

Residential Diversion Programs and Enhancements 
CONTRACTOR’s intention for San Fernando residents is not only to provide an exceptional 
level of outreach to engage customers in order to increase recycling participation and 
diversion but also to provide convenient recycling and diversion program enhancements that 
make a real difference in diversion primarily because of their ease of use and tremendous 
value. CONTRACTOR is confident through its proposed diversion and education and 
outreach program that we will be able to increase recycling participation and also achieve 
the CITY’s 50% diversion goal by the end of 2014.  

Residential Recycling Rewards Program - Enhancement 
To provide recycling motivation to San Fernando residents, CONTRACTOR, in conjunction 
with the CITY, will create a Recycling Awards program called My Republic Rewards. The 
goal of the My Republic Rewards program is to educate single-family residents on the 
importance of recycling and the materials that should be diverted. Additionally, the program 
is designed to reward single-family residents for enhanced recycling efforts. Each quarter a 
Recycling Star will be awarded to residential customers. Included with Recycling Star will be 
a gift card to a local San Fernando business. Eligibility for the single-family dwelling (SFD) 
recycling awards program will require each customer to sign up via the My CONTRACTOR 
Rewards website.  Residential customers will be divided into geographic areas as 
determined by the CITY and CONTRACTOR. CONTRACTOR will provide an estimated 
$3,500 in incentives back to residents by way of gift cards.  

CONTRACTOR trucks, upon completion of service, will weigh the recycling contents from 
each of the zones and at the end of each quarter every resident in the winning zone will 
receive the Recycling Star and a gift card for use in a local San Fernando business. At the 
end of each year 3 SFD customers will be selected as the residential Recycler of the Year 
and will receive free solid waste and recycling collection services for one-year. 
CONTRACTOR will announce the recipients of the annual Recycler of the Year via news 
releases, on the website, and at a special event to be developed in partnership with the 
CITY, please find event information in the Public Education Plan. In addition, the residential 
community zone that recycles the most each year as determined by the tons of recycled 
material each week will receive $1,000 towards a community project in their neighborhood. 
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CONTRACTOR envisions our total My CONTRACTOR Rewards to reach $5,000 
annually.  

Quarterly Drop Off and Compost Donation Event – Enhancement  
CONTRACTOR will sponsor and conduct a quarterly drop off event whereby residents may 
also be provided with free compost or mulch. As an enhancement, to increase participation 
and raise awareness about the CITY’s new diversion opportunities CONTRACTOR 
proposes quarterly drop off events may be purposed for one or more of the following 
purposes: bulky item, universal waste, reusable clothing, e-waste and or green waste 
material.  As an enhancement, CONTRACTOR will coordinate with several local charities 
such as Valley Family Center, Goodwill and/or Salvation Army for reuse of materials 
collected to the extent possible. Outreach efforts will be made to local organizations and 
other nonprofit programs that may be able to use furniture as well. Nothing will be disposed 
of in a landfill until every reasonable attempt has been made to recycle it back into use.   

Books Recycling Program - Enhancement 
There is a solution to recycling books with a little shelf life left in them: CONTRACTOR will 
team up with the San Fernando Library to collect and re-purpose landfill-bound books and 
donate them to the Library’s After School Programs which support CITY programs and also 
Gridley and Morningside elementary schools. San Fernando residents will be able to leave 
their books at the Library and at School in CONTRACTOR provided receptacles. Recycled 
books will be donated to the program and for students to take home.  The Library currently 
purchases books and salvages any books available for students to take home.  
CONTRACTOR proposes to coordinate this effort and support the Library with this important 
CITY funded After School Program.   

Semi-Annual Community Paper Shred Days- Enhancement 
CONTRACTOR will host two annual shred days each year of the Agreement. The 
CONTRACTOR will contract with a document shredding service, the equipment will be 
brought to a designated drop-off site within the service area, and residents will be able to 
have their personal documents shredded. This service is provided at no additional charge to 
the resident or the CITY. 

Green Waste Diversion Program:   
Backyard Composting Program- Enhancement 
CONTRACTOR will promote backyard composting through underwriting 50 percent of the 
cost of compost and worm bins for San Fernando residents. Information will be made 
available on the CONTRACTOR’s website and quarterly newsletters. 

Composting Workshops- Enhancement 
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CONTRACTOR will provide composting workshops, a minimum of two composting classes 
per year, with the objective of raising resident awareness as to the benefits of closing the 
loop through home composting produced from kitchen food scraps and returning composted 
material to their gardens to enrich the nutrient content of the soil. 

MFD and Commercial Diversion Program Enhancement 
CONTRACTOR will achieve a higher level of diversion in the MFD and commercial waste 
stream through 1) source separated recycling of commercial business and MFD complexes; 
2) Taking additional solid waste to the Commerce Refuse-To-Energy Facility, resulting in 
25% of the MFD/commercial waste stream being diverted; 3) CONTRACTOR will promote 
MFD and commercial recycling through the methods described in this section, moving more 
tons of dry/recyclable waste from the commercial trash to the recycling stream. 25% percent 
of those collected tons will be recovered through the single stream sort line at SVP and 
through incineration at the Refuse-To-Energy Facility. Making these programs available to 
commercial and MFD customers, promoting these programs, providing monitoring, training, 
and technical assistance guarantees compliance with AB 341 and AB 818. 

Single stream/commingled recycling will be offered at 60% less than the current refuse rates 
to San Fernando MFD/commercial customers as an added incentive to enroll in the program.  

Initial Recycling Opportunity Assessments 
To identify opportunities and promote new and expanded commercial recycling in San 
Fernando, CONTRACTOR will conduct a waste and recycling assessment at each business 
and institution located in the CITY during the transition period. During these individual on-site 
visits, CONTRACTOR will document opportunities for commercial customers to 1) increase 
recycling, 2) save money on their waste bills, and 3) reduce GHG emissions.  

CONTRACTOR also will right-size current service levels and container sizes to ensure that 
commercial customers are receiving the least-cost service that meets their disposal and 
recycling needs. During the assessment, customers with significant levels of clean food 
waste present in their waste stream will be encouraged to enroll in CONTRACTOR’s food 
waste collection program.  

Additional diversion programs provided to compliment the MFD and commercial diversion 
goals as outlined in this section include but are not limited to: Ongoing Recycling 
Technical Assistance, Recycling Workshops and MFD Recycling Tote Bags.  

Food Waste Diversion Program  
CONTRACTOR will implement a program to divert food waste collected from commercial 
businesses in San Fernando. To accomplish this, and ensure maximum participation, 
CONTRACTOR will offer a streamlined cart collection system consistent with the CITY’s 
existing program. Commercial businesses will dispose of their food waste in CONTRACTOR 
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provided carts. After their weekly collection, provided once a week, food waste will be sorted 
out at Crown Disposal and transferred to Crown’s Community Recycling facility located in 
Kern County, for processing into compost or mulch.  To collect organics from commercial 
businesses that generate higher food waste volumes, such as sit-down restaurants, 
CONTRACTOR will provide 65- gallon food waste containers. CONTRACTOR will work with 
commercial food service establishments, kitchen staff, and janitorial staff to provide training 
on proper collection of food waste. 

CONTRACTOR will identify food waste program candidates during the initial recycling 
opportunity assessments indicated above. The program will be promoted in all commercial 
promotional materials. Food waste customers will be monitored closely to ensure maximum 
program participation and that contamination is mitigated. CONTRACTOR will be proactive 
in providing training where unacceptable contamination is evident, and where food waste is 
not being diverted through the program.  

CITY Collection Diversion Program Enhancements 

Initial Recycling Opportunity Assessments 
To identify opportunities and promote new and expanded CITY recycling in San Fernando, 
CONTRACTOR will also conduct a waste and recycling assessment for CITY services 
during the transition period. During these individual on-site visits, CONTRACTOR will 
document opportunities for commercial customers to 1) increase recycling, 2) save money 
on their waste bills, and 3) reduce GHG emissions.  

CONTRACTOR also will right-size current service levels and container sizes upon receiving 
CITY approval, to ensure that the CITY’s service meets their disposal and recycling needs 
and that the CONTRACTOR is supporting the CITY to maximize recoverability from the 
waste stream. During the assessment, CITY facilities with significant levels of clean food 
waste present in their waste stream will be encouraged to enroll in CONTRACTOR’s food 
waste collection program.  

CITY Sponsored Events Collection Services – Enhanced Offering 

In addition to its regular CITY Public Containers Collection services, CONTRACTOR will 
provide debris boxes, bins, carts, or cardboard boxes (lined with plastic bags) for capturing 
recyclables, green waste/organics and construction and demolition material at the following 
CITY sponsored special events and additional events as deemed by the CITY and in Exhibit 
4 of the Agreement.  

As an enhancement, CONTRACTOR will supply its coordinator to work with the CITY and 
other community/civic groups to assist in the planning and preparation of these events. 
CONTRACTOR will provide clearly labeled containers, public information, and will work with 
the CITY to monitor containers and collection points to ensure adequate capacity during 
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events. CONTRACTOR’s commitment in being a partner the CITY can count on, is to work 
to make each event successful, and to tailor the approach as necessary in order to do so. 
CONTRACTOR will provide planning services and provide the required services for the 
following events at least. CONTRACTOR has special expertise to share relative to several of 
the current and additional proposed events as listed in the Agreement. 

Anti-Scavenging – Enhancement 

CONTRACTOR will introduce an “Anti-Scavenging Unit” for San Fernando, to support the 
Cities current Anti-Scavenging Ordinance, for purposes of patrolling the service areas during 
peak scavenging hours to ensure the CITY receives credit for the diversion of all recyclables 
generated within the CITY. CONTRACTOR Services proposes to support the existing efforts 
and work closely with the CITY of San Fernando to develop and institute an effective 
program and will institute any feasible measures to discourage scavenging of recyclable 
solid waste from the residential solid waste stream.  Although CONTRACTOR understands 
scavenging is not a present high concern in the CITY, our program is offered as an 
enhancement to add value and to support existing CITY Services where CITY resources 
may be constrained.  CONTRACTOR has partnered with other Cities to implement such a 
program and we are pleased to offer this service to the CITY. 

Sharps Collection– Enhancement for Seniors  
Within one week after a residential customer request, CONTRACTOR will provide customer, 
at the customers residential premise without surcharge to that customer or to the CITY with 
an approved sharps container that has at least one gallon capacity for discard of sharps in 
accordance to the applicable law, and if further requested, a pre-paid postage container for 
mailing the approved sharps container in accordance with Applicable Law. As an 
enhancement, CONTRACTOR will allocate 100 free one-gallon sharps containers each 
year for seniors.  CONTRACTOR will include information and education regarding the 
sharps program (including information about free Sharps for seniors) in outreach efforts and 
will coordinate with local law enforcement and fire departments to provide outreach materials 
at public facilities.  

San Fernando’s Dedicated CONTRACTOR Recycling Coordinator Roles and 
Responsibilities   

CONTRACTOR envisions the Recycling Coordinator to be instrumental in the fulfillment of 
each of the aforementioned tasks, act as the champion for the “San Fernando Recycles” 
program and support the public and education outreach programs as described in this 
Proposal.  The Recycling Coordinator will be the responsible for managing the 
Diversion Program Timeline as described on the following pages of this proposal, 
which is designed for year one activities to increase recycling participation and to 
reach the CITY’s 50% diversion goal. 
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The Recycling Coordinator will also act as the CITY’s liaison to other CONTRACTOR 
Departments. CONTRACTOR envisions his/her role will be to work as the Customer 
Service/Billing Kiosk and support customer service and billing functions as half of the role 
and work with CONTRACTOR’s Municipal Relationship Representative for the other half. 
He/She will consistently evaluate and stay on target with the Transition, Collection 
Operation, Customer Service, Public Education and Diversion Plan’s as outlined in this 
Agreement.  He/she will ensure all reports, newsletters and education and outreach are 
produced timely and accurately in a manner that reflects the quality product that is 
CONTRACTOR and that the CITY deserves.  

Summary of Tasks to be Undertaken 
With the support of San Fernando’s Dedicated Recycling Coordinator, CONTRACTOR will 
provide the following services (these specific programs are provided in further detail with 
tasks and timeframes for meeting the year one diversion goals, on the Diversion Program 
Timeline):  

• Customer screening, targeting outreach. 

• On-site Recycling Opportunity Assessments. 

• Customer training. 

• Customer monitoring, troubleshooting, and follow-up. 

• Reinforcement for cross-program education and use. 

• Program analysis and recommendations. 

Summary of Services to be Provided 
Captured below is a summary of services to be provided with the support of San Fernando’s 
Dedicated Recycling Coordinator:  

•  Assist in identifying and screening customers for opportunities where a significant 
diversion potential is possible. 

•  Conduct or assist in on-site recycling opportunity assessments, off-site audits of 
compactor loads, program assessments, staff and/or tenant training, on-site 
implementation assistance, and follow-up monitoring of customer performance. 

•  Evaluate and present options for recovering or substituting difficult-to-recycle, 
compost, or reuse materials, such as identifying opportunities to use compostable or 
recyclable food service ware or packaging. 

•  Develop outreach materials about waste reduction, recycling, and composting: 
distribute such materials when meeting with customers. 

•  Assist in gaining management support and dedication of staff resources from 
customers for program implementation. 

•  Identify and promote other program or recognition opportunities such as potential 
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Green Business certification, toxics reduction, green building, green purchasing, 
energy efficiency, water conservation, local and regional awards, and other programs 
if applicable and requested. 

•  Develop program tracking measures and prepare progress reports on impacts of 
program implementation, such as waste diversion, participation levels, contamination, 
cost savings, generator satisfaction, and recommendations. 

•  Other tasks as requested by customers and/or the CITY.   

Diversion Program Timeline 

 
Monthly Diversion Education Program Management  
As part of our commitment to be a partner the CITY can count on, CONTRACTOR will 
incorporate a monthly program management report which will include a timetable for 

12/06/2013 CC-S Meeting Agenda Page 142 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 134 of 198 

 

Exhibit 7 
DIVERSION PLAN 

implementation of Diversion and Education and Outreach Program activities, including but 
not limited to outreach materials, events, community involvement, updates regarding 
curbside, on-call services, program tasks such as meetings with multi-family premises, 
chambers and other key activities as established by CONTRACTOR and the CITY 
Representative. The CONTRACTOR Services Diversion Education Program Management 
tool is a new resource utilized by CONTRACTOR Services to ensure we are meeting and 
exceeding our recycling education and diversion goals.  

12/06/2013 CC-S Meeting Agenda Page 143 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 135 of 198 

 

 

Exhibit 8 
CUSTOMER SERVICE PLAN 

All customer service standards, initiatives, and training programs revolve around the five R’s 
of CONTRACTOR’s Star and the CONTRACTOR’s Mission and Customer Service Goals.  

CONTRACTOR also understands that each CITY represents a unique blend of cultures, 
ideas, and perspectives.  That uniqueness is valued and respected, and factored into the 
refinement of local customer service policies and procedures.  

CITY Requirements 

CONTRACTOR proposes two offices dedicated to serving the CITY of San Fernando—a 
local kiosk and a regional Customer Service Contact Center. CONTRACTOR’s San 
Fernando kiosk is proposed to be housed at CITY Hall. The San Fernando kiosk is a 
convenient location for customers to make payments and for CONTRACTOR’s dedicated 
staff to respond to service inquiries, further details are provided in the following pages of this 
section.  Additionally, CONTRACTOR has a Customer Service Contact Center located in 
Santa Fe Springs, California, and features a staff of over 40 full-time highly-trained customer 
service representatives and employs a state of the art Cisco telephone system which 
identifies customers when their calls are received, automatically pulls up customer records, 
and provides for a full range of advanced reporting features—allowing the CONTRACTOR to 
track and report specific data sets for the cities CONTRACTOR serves.  

Staffing Levels and Abilities 
CONTRACTOR has a highly accurate staffing level forecasting tool it uses to gauge staffing 
level needs on an ongoing basis. This tool ensures that a live person will answer each phone 
call within three rings. The tool utilizes the following criteria to determine ideal staffing levels: 

• Monthly peak volume call intervals  
• Event information calls 
• Scheduled Customer Service Representative (CSR) vacations 
• Absenteeism projection 
• Inclement weather or disaster information 
• Breaks and lunches (scheduled during low call volume periods) 
• Program implementation. 

Multi-Lingual Call Center 
CONTRACTOR customer service has the following language capabilities in-house: English, 
Spanish, Cantonese, Vietnamese and Mandarin.  All education and outreach will be 
provided in English and Spanish, additional languages maybe be provided as the CITY may 
reasonably direct. 
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Dedicated Phone Line and CSR  
In addition to our Customer Service Center (and toll-free telephone lines) CONTRACTOR 
will install a dedicated phone line with a San Fernando phone number and station a 
Customer Service Representative (CSR) at the local office for customer convenience. This is 
intended to help put a face to the CONTRACTOR, make CONTRACTOR approachable for 
San Fernando residents and business managers, and facilitate ongoing communication 
regarding service in order to continually tailor and improve service delivery to all customer 
types within the CITY.  

CONTRACTOR’s customer experience is defined by “one call resolution.” CONTRACTOR is 
proud that when a customer calls the customer service call center they are quickly 
connected with the appropriate representative who will be able to resolve their needs from 
beginning to end.  When calling, customers are prompted to respond to two main menus of 
information to get them to the appropriate customer service representative: 

Menu 1:  Establish Line of Business- Customers are prompted to select a line of business 
(residential, commercial, industrial.) Once a customer makes this selection they 
automatically are prompted by the second menu.  

Menu 2: Type of Request-Customers are prompted to select what type of service they are 
calling about (payment, billing question, missed pick, extra pickup, new service request, 
etc.). After making this last selection they will be directed to a customer service 
representative who will be able to respond to their service needs without needing to transfer 
to another representative.  This is what we mean by “one call resolution.”  

Customer Service Standards  
The following basic customer service principles are maintained at CONTRACTOR: 

1) All new residential customers receive the option of getting literature in hard copy or 
paperless, for garbage, recyclable materials, and green waste collection. All collateral 
material will also be posted to the CONTRACTOR’s new website.   

2) CSRs will process and accurately enter to InfoPro, customer related documentation, 
route sheets, equipment work orders and other paperwork on a same-day basis and 
we will provide error-free invoices. 

3) All customer complaints are resolved to the customer’s satisfaction, (or a customer 
agreed plan exists to solve the compliant), within one business day of the receipt.  
CONTRACTOR’s closed loop process must be maintained. 

4) Commercial/residential on-call service is provided on the date requested by the 
customer.  Roll-off service requires same day service if the request is received by 
noon local time, or service by noon the next day if the request is received after noon 
local time.  

5) Clean, decaled containers and carts are delivered and/or placed on time and exactly 
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to CONTRACTOR customer requirements. 
6) Customer site conditions are left in a clean, orderly fashion – litter picked up, lids and 

gates closed and locked, and carts are left neatly on the curb. 
7) All dispatched services are completed on the day assigned with zero misses. 
8) Professional CSRs will answer each customer phone call within 25 seconds and no 

more than three rings. 
These Customer Service Standards are evaluated on a regular basis. The Customer Service 
Manager must report every Monday on the previous weeks’ misses, container management 
progress, unscheduled requests and the speed of answer and abandon rate for the 
customer service department. The data then populates a weekly summary and trends can 
be evaluated.  In addition, an explanation or action steps must be provided when a goal is 
not met. 

The following page provides a summary of CONTRACTOR’s Division Service 
Standards, which guarantee the CITY, and its residents and businesses the quality of 
service that CONTRACTOR is committed to provide. 

Procedures for Handling Common Customer Requests  
When fielding a call, CSRs immediately access the customer’s account information in 
InfoPro. The CSRs can access all pertinent information, including service address, pick-up 
day, rate per month, service level, and a complete history of service requests and resolution.  

After determining the customer’s need, the CSR will input all required information into the 
customer’s permanent file history and, if necessary, generate an on-line automated work 
order. The timing for responding to these work orders will be as specified in the Collection 
Services Agreement. 

• If the inquiry is simply for information or clarification about CONTRACTOR programs, 
the CSR will answer the question and close the file.  

• If the request requires action on the part of CONTRACTOR, the CSR will enter a 
work order for the appropriate department to address the matter, end the telephone 
call, and produce an online work order in InfoPro, which must be closed out within 
two days.  

Each time a customer calls CONTRACTOR, CSRs enter into a daily record all questions and 
complaints; each call input includes date, time, customer’s name and address if they are 
willing to provide this information, and the nature, date and manner of the resolution. Under 
the new contract, any calls received via answering service will be inputted and entered no 
later than the following day, other than Saturday, Sunday and Holidays, when calls will be 
input on the next work day. All e-mails are currently logged and the customer is contacted 
within 24 hours.  

Dispatch maintains a log of all orders requiring driver action. Upon receipt of the work order 
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needing completion that day, dispatch contacts the appropriate driver and provides 
instruction as to what is needed to complete the order. In addition, each driver contacts the 
dispatch after they’ve completed their assigned route. At this time, the dispatcher will relay 
any orders the driver needs to complete and will also advise the driver if their assistance is 
needed in the event of a breakdown on another route.  

Depending on the nature of the customer concern, and if the issue has been flagged as a 
priority, the Dispatch Office radios the Supervisor in charge of the specific route in question, 
who in turn contacts the driver for resolution of the complaint. CONTRACTOR route 
supervisors are in the field working in their assigned area, which enables them to meet a 
driver at the customer’s location to resolve the issue as quickly as possible.  

Drivers will document all same-day service orders on their route sheet and note each one as 
completed when they turn in their paperwork at the end of their shift.  

Missed Pick-Ups, Late Setouts, Spills, and Litter Resulting from 
Collection 
After processing a work order for a missed pick-up, late setout, or spills and litter resulting 
from collection, the CSR will notify dispatch with specific information regarding the work 
order. This information, also communicated to the route supervisor, is maintained as an 
open work order until the route supervisor and/or driver radios back to the CSR that the task 
has been completed.  

To provide an efficient and effective mechanism to monitor the work orders, a summary 
report of all open work orders daily is printed and distributed to the entire management team. 
The report includes name and account number, service location, reason for call, time of call, 
and actions being taken. Operations information will be sorted by route supervisor area and 
distributed to the appropriate route supervisor for review. Customer service notes are 
reviewed by an assigned CSR and all notes are closed within two business days. 

Containers in Need of Repair, Replacement, or Exchange 
Drivers are charged with reporting all containers in need of repair. Once reported, either by 
customer or driver, a work order is entered into InfoPro and forwarded online to the container 
delivery department. Then either a supervisor vehicle or a container delivery vehicle will be 
directed to the customer address for container delivery. Upon delivery of the container, the 
supervisor and/or container delivery driver will note that the container has been delivered. 
The work order is then closed by the operations clerk, pending sign off by the driver and 
supervisor.  

Customer Service Training and Monitoring 
CONTRACTOR has developed comprehensive customer service training that has been 
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specifically tailored to the Los Angeles Area market and even further tailored to individual 
communities CONTRACTOR serves. There are two primary components to this training: 1) 
training schedule; and 2) accompanying materials and resources.  

Before new CSRs are allowed to handle phone calls on their own, they undergo an 
extensive training course that orients them to the general business, to the specific services 
CONTRACTOR provides, and to their roles and responsibilities in meeting CONTRACTOR’s 
commitments to the CITY of San Fernando and its residents and businesses. This strong 
training foundation is pivotal to CONTRACTOR’s local success at achieving above-average 
call response and call waiting metrics. All Customer Service staff receives quality-based 
performance reviews and ongoing training in the most advanced customer service 
techniques. Interactive training tools and resources for Customer Service Managers are 
located on CONTRACTOR’s internal website. 

The training program is entitled Element K and includes in-depth training modules such as 
Building Strong Customer Relationships, and Customer Service Via Phone and E-mail, as 
well as Excellence in Technical Customer Service. Each module contains several 
components. Additionally, as indicated previously, all CSRs are monitored for their call 
quality, where calls are recorded, evaluated, and reviewed with management. During the 
review, Supervisors coach employees on soft skills including courtesy, how to be more pro-
active, and one-call resolution 

State of the Art Telephone System  
In 2008 CONTRACTOR Services invested in a new state of the art Internet Protocol (IP) 
Telephony network, powered by Cisco Systems Inc., which included a new telephone 
system for the Santa Fe Springs contact center. Immediately after its deployment, the center 
substantially improved telephone reliability, contact center reporting, and quality assurance 
(call monitoring). Statistically the center made significant increases to its center metrics, 
grade of service by 11 percent in 2009 and average speed of answer decreased by 5 
seconds, while the abandoned call rate declined to less then 3 percent; In 2011, Santa Fe 
Springs established itself as a leader among CONTRACTOR Services contact centers and 
provides superior customer experiences to its customer base.  

The Cisco phone system provided new and improved reporting features, including real time 
data thru Cisco Supervisor Desktop and Webview historical reporting. These functions are 
crucial to managing contact centers and play a key role in meeting metrics. Most recently the 
center has achieved a less than 9 second average speed of answer and an 87 percent year 
to date grade of service. 

The new phone system also made significant improvements to monitoring capabilities and 
quality assurance. Leadership staff now benefit from the ability to monitor real time calls or 
capturing calls for coaching purposes. Previously, monitoring calls was a manual process 

12/06/2013 CC-S Meeting Agenda Page 148 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 140 of 198 

 

Exhibit 8 
CUSTOMER SERVICE PLAN 

with a digital recorder; which caused barriers between capturing and coaching. Agents at the 
Santa Fe Springs contact center benefit from weekly coaching and quality assurance 
development. With Cisco monitoring features, supervisor and agent collaborate to improve 
overall customer experiences.  

Performance Measures 
CONTRACTOR’s customer service performance is measured by four programs: 

1. External Secret Shopper Program 
CONTRACTOR hired BARE International to be third-party secret shoppers. The review form 
can be found later in this section and further details at http://www.bareinternational.com  

2. Customer Service Monitoring – Customer Service Manager 
The local Customer Service Manager monitors each CSR at least once each month. A 
review form can be found later in this section. 

3. Customer Service Monitoring – Customer Service Supervisors  
CONTRACTOR Customer Service Supervisors listen in on at least five calls each month. It 
provides them with an opportunity to hear the types of calls coming in and ways that the 
supervisors can better instruct drivers – our first line of customer service. A review form can 
be found later in this section. 

4. Customer Surveys 
Cicero is a CONTRACTOR that uses a sampling methodology to survey our customers in all 
of our divisions. Key performance indicators include: 

• Service Delivery:  Missed Pick Up, Extra Pick Up, Container Satisfaction, Container 
placement, Container Area Cleanliness, and Container movement (Delivery, 
Exchange, and Removal). 

• Problem Resolution: 1st Call Resolution, Communication, Representative Concern, 
Problem Resolved Satisfactorily, Time Spent on hold, Ease of Contact 

• Communication: Customer Service Knowledge, CSR Courtesy, Needed Information 
is Provided, Billing Accuracy, Billing Readability. 

The above provides measurement of service standard success from the customer point of 
view. Delivery teams can develop and implement corrective action plans and service delivery 
data fosters a shared ownership of customer satisfaction with customer service, sales, and 
operation delivery teams. 

The customer surveys are reported on a quarterly basis to all Division General Managers 
and to be shared with the management team.  

Service Call Response Matrix 
CONTRACTOR is proud of the service it provides to customers. At a minimum, 
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CONTRACTOR customer service standards are as follows, with the goal to always meet 
these metrics. 

• Answer customer calls within five rings (about 25 seconds). 
• Have a call abandon rate of less than three percent. 
• Have a “one call” resolution experience  

To receive monitoring scores of 90 percent or greater, calls are monitored for quality daily, 
and scored immediately. Coaching and feedback is provided the same day. 

All new accounts will be personally contacted after their first month of service, after they 
have received scheduled service and an invoice. CSRs verify they are right-sized with their 
container, verify driver courtesy and overall service. 

CONTRACTOR produces a scorecard every week to chart our customer service response 
and delivery. Management analyzes the information and works to identify and solve any 
roadblocks to success. 

Customer Account Management 
Aside from its professionally trained and supported dedicated employees, the backbone of 
CONTRACTOR’s customer service management is its customized account management 
software application, InfoPro. There are several modules built into InfoPro, including: 

Customer Maintenance. This is the main customer database. Billing information, service location, 
container specifications, and rate information are the primary components of it. The information contained in 
this module generally drives the other modules.  

Customer Service. This module is used by CSRs to allow easy access to almost any part of the 
InfoPro system so that customer inquiries can be answered expediently without a transfer to a specialist. 
Call in service requests are entered here.  

Dispatch. This module allows for daily dispatching of scheduled, permanent routes and container 
delivery. 

Routing. From the information keyed in to Customer Maintenance, a routing record is created based on 
input from CONTRACTOR’s routing program, Route Editor. 

Vehicle Maintenance. All pertinent information regarding vehicles is entered into this module, such as 
vehicle make, model, serial number, number of axles, axle capaCITY (weight distribution), engine type and 
number, and fuel tank capaCITY. Vehicle maintenance activities are recorded against the respective vehicle 
in this module.   

InfoPro captures and uses data to produce a number of helpful reports. Examples of InfoPro 
production reports include: 

• Route Productivity Analysis 
• Route Downtime Analysis 
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• Customer Service History 
• Customer Service Report 
• Daily Operating Summary 
• Blocked/No Service Report 
• Daily Fuel Report 
 

Container inventory is tracked and managed in InfoPro as well. Inventory is broken down 
into container type, size, numbers in inventory that are available for use, number in inventory 
in need of repair, and number in inventory stored at a remote location.  This component is 
automatically updated by the dispatching module as container delivery/removal routes are 
updated.   

InfoPro also produces a number of Divisional management reports to assure each Division is 
meeting or exceeding performance quotas and corporate standards.  

Billing Procedures 
CONTRACTOR has extensive experience in residential, multi-family and commercial billing 
and currently bills several of its Cities for solid waste collection services similarly to San 
Fernando. CONTRACTOR has the infrastructure and billing system for direct billing to any 
type of residential, multi-family and commercial customer along with any special detail or 
billing messages requested by the CITY. CONTRACTOR bills are easy to understand, 
detailing service levels and corresponding charges, and contain self-addressed envelopes 
for payment. Listed in Section 3-Qualifications are numerous municipal references (including 
those of comparable size to the CITY’s service area) in which CONTRACTOR provides 
residential, multi-family and commercial billing services. 

As indicated in the RFP, the Agreement and corresponding addenda, residential and multi-
family and commercial cart customers will receive billing every two months for the preceding 
service period. If during a month a service unit is added or deleted CONTRACTOR will 
prorate the bill based on the weekly service rate. Multi-family and commercial bin customers 
will receive billing monthly and debris box customers will be invoiced upon completion of 
service.   

Invoices will include a notification message with important reminders, holiday schedules, and 
any other information the CITY would like conveyed. Special education and outreach 
materials may be included with invoices.  Customers will have the means to pay bills through 
cash, checks, credit cards, through the website (with password protection).   

CONTRACTOR will develop and maintain a state-of-the art website for the CITY inclusive of 
all the information required in the Agreement. 

Collection Procedure 
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As is the current procedures, all invoices are due and payable within 30 days. If payment 
has not been received within 45 days a reminder notice will be sent. This letter will notify the 
resident that a late fee will be applied to the account on the first of the following month, 
approximately 61 days from the initial invoice date. 

If an account remains unpaid after 60 days, CONTRACTOR will send the customer notice 
that all service none other than refuse service will be suspended if payment is not made 
within an additional 30 days. Notice will be on a form approved by the CITY. CONTRACTOR 
understands the CITY is not responsible for nor will assist with the collection of delinquent 
accounts. In the event of a billing dispute or to avoid negatively impacting the public health 
or safety, CONTRACTOR will continue to provide service to any customer if directed to do 
so by the CITY, without regard to the status of the account. Additionally, CONTRACTOR 
may report to the CITY Representative on a monthly basis SFD customers whose account is 
90 days past due and MFD accounts 45 days past due.   

Establishing a Local Kiosk for Billing and Customer Support 
CONTRACTOR understands and appreciates the CITY’s concern for a smooth transition 
that is least disruptive to the residents and business but also CITY Staff.  CONTRACTOR 
has listened to this concern and proposes to address this by providing a local customer 
service and billing kiosk offering residents, businesses and CITY staff additional support with 
the transition, and ongoing.  CONTRACTOR’s proposes to rent a full workstation from the 
CITY at a rate to be agreed upon by the CITY and CONTRACTOR.  CONTRACTOR’s kiosk 
will provide local billing assistance including receiving cash payment, provide direct 
customer service assistance, access to public outreach information, municipal liaison and 
other personnel involved in the CITY of San Fernando contract. CONTRACTOR proposes to 
provide this kiosk within CITY Hall to ensure residents and businesses can easily make 
payments and also provide customers and CITY staff the opportunity to redirect questions, 
concerns and/or service changes to CONTRACTOR’s team for swift resolution. During the 
transition and on an ongoing basis the goal of this representative will also be to support the 
“San Fernando Recycles” program to ensure customers are educated and invigorated about 
the new recycling programs and opportunities.  

CONTRACTOR proposes the following kiosk service hours (these hours may be revised by 
CONTRACTOR and the CITY):  

§ Monday through Friday - 4 hours per day from January to March 2014  
§ Monday, Wednesday, Friday – 4 hours per day after April 2014  

Customer payment methods will include: cash, check, credit card, internet payment service 
or automatic withdrawal from a bank. CONTRACTOR’s primary Customer Service Center, 
as specified throughout this section, is also available for additional hours.  

Invoices will be produced in InfoPro and transferred to CONTRACTOR to a specialty 
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contractor for printing and mailing. Invoicing is integrated with InfoPro’s general ledger and 
accounts receivable modules. Invoicing features allow for tax and fee administration, such as 
for franchise and late fees.  

CONTRACTOR is familiar with San Fernando’s customer billing requirements. 
CONTRACTOR will work with the CITY with respect to its billing requirements, such that the 
Agreement outlines specific requirements for billing customers in arrears for two months 
service.  

CITY Provided Billing Inserts 

The CONTRACTOR understands that CITY may provide educational and other material for 
inclusion in the invoices and will provide this service free of charge to the CITY, such that the 
inclusion of such materials does not exceed the cost for standard postage for mailing. 
CONTRACTOR will also provide quarterly newsletters to residents as an enhancement at no 
additional charge. 
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Most important to note is that CONTRACTOR is proposing a program that will position the CITY over the 
long-term to meet the State’s 75% diversion goal by the year 2020.  CONTRACTOR is committed to 
supporting the CITY in its goal to restore fiscal solvency, and to be sustainable, not only programmatically 
and environmentally but for the entire CITY’s long-term prosperity. To meet this goal, CONTRACTOR is 
committed to a two-bin Source Separated Recycling (SSR) system or commingled recycling , as 
referenced in the RFP, for multi-family dwelling (MFD) and commercial bin customers as its Base 
Proposal for several reasons: 

n  A two-bin system with SSR generates clean loads of recyclable materials, which is in keeping with 
a highest and best use philosophy. Cleaner recyclables allow for high-grading of commodities, 
which generate higher revenues. This helps to offset and stabilize customer rates.  

n  A two-bin system creates opportunities for recycling awareness and good recycling behaviors 
amongst residents. CONTRACTOR is especially concerned about the message a one-bin system 
(with waste and clean recyclables,) sends to children, who are being taught to understand the 
consequences associated with landfilling materials. A one-bin system with backend processing of 
waste is out of alignment with environmental curriculum.  

n  Most importantly, given CONTRACTOR’s in depth waste management experience we believe, in 
this scenario it is of utmost importance to be able to dissect the CITY’s waste stream in order to 
analyze and further ascertain opportunities to increase diversion and augment recycling 
participation within each CITY sector, in order to reach 75% diversion 6 years from the contract 
start date, by 2020.  The Diversion and Public Education Plan’s provided in this Proposal align 
with this approach. 

Charts A, B, and C, which follow, confirm CONTRACTOR’s understanding of the scope of work to be 
done and to convey the collection methodology and additional collection programs it will use to 
accomplish the scope of work outlined in this Collection Operations Plan  

Chart A: Residential Service 

 Requirement CONTRACTOR Approach 

Weekly automated Refuse 
collection services with 65-gallon 
carts. 

CONTRACTOR will deploy one Compressed Natural Gas (CNG) automated sideloader 
collection vehicle listed in Section 4B- Collections Operations with new grey/black carts for 
consistency with current service, serviced Monday through Thursday only. 

Smaller sized 32-gallon and 
larger 96-gallon Refuse container 
upon customer request. Up to (2) 
96 gallon carts at no cost. 

CONTRACTOR will make a full range of solid waste containers available to customers. With 
the increased outreach planned and described in Section 5B, there is a real possibility of 
customer migration to smaller MSW containers.   

Weekly automated Recyclable 
material collection services with 
65-gallon cart.  

CONTRACTOR will implement with CNG automated sideloader collection vehicles and a 
new 65-gallon blue cart, serviced Monday through Thursday only.  
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Larger size 96-gallon Recyclable 
material cart upon customer 
request, for a maximum of (2) 96 
gallon carts at no additional cost. 

CONTRACTOR will make a full range of recyclable waste containers available to customers. 
With the increased outreach planned and described in the Public Education Plan, there is a 
real possibility of customer migration to additional Recycling containers.   

Weekly automated 
Green/Organic waste collection 
services with 65-gallon carts. 

CONTRACTOR will implement with CNG automated sideloader collection vehicles listed in 
Section 4B- Collections Operations with a new green cart for consistency with current 
service, serviced Monday through Thursday only.. Holiday trees collection service are 
collected by the green waste route and per contract specifications. Holiday trees drop-off 
service will be implemented with the CONTRACTOR’s CNG Roll-Off vehicle.  

Larger 96-gallon Green/Organic 
waste container upon customer 
request, for a maximum of (2)-96 
gallon carts at no additional cost. 

CONTRACTOR will make a full range of green waste containers available to customers. 
Should the CITY approve the organics collection program alternative, the container 
specifications will remain the same.    

Four (4) on-call Bulky Item 
Collections not to exceed two (2) 
items per pick-up and four (4) 
cubic yard. 

CONTRACTOR will provide six (6) unlimited bulky item pick-ups with a flatbed vehicle in 
conjunction with the service day. 

Used Motor Oil and Filters 
Collection Service 

CONTRACTOR will implement unlimited free curbside used motor oil and filter collection 
service with CITY approved containers and will also receive used oil and filters at the 
CONTRACTOR’s yard.  

Universal Waste Collection 
Service  

CONTRACTOR will provide unlimited curbside universal waste collection service and will 
also receive universal waste at the CONTRACTOR’s yard. 

Sharps Collection Service CONTRACTOR will provide on-call collection of Sharps as an optional service for residents 
for an additional fee. CONTRACTOR will provide 100 free Sharps collection containers 
annually for seniors, as specified in the Diversion Plan. 

Diversion/Education 
Enhancements 

• My CONTRACTOR Rewards Program, Books Recycling 
• Neighborhood Watch Clean-Up and Community Recycle Rewards Block Party  
• Compost Workshops and Compost Bin Discount 
• Free Sharps for Seniors (limit 100) and Semi-Annual Community Paper Shred Days 
• Annual Cesar Chavez Scholarship Program for San Fernando College bound student 
• Bulky item collection programs feature non-compaction equipment to facilitate reuse or 

recycling. 
• Enhanced good corporate citizen involvement.  

 

Chart B: Multi-Family/Commercial Service 
Requirement CONTRACTOR Approach 
At least weekly automated 
Refuse collection services with 
frontloader bins in sizes 1.5, 3, 
4, and 6 cubic yards or carts. 

CONTRACTOR will implement with two Compressed Natural Gas (CNG) frontload collection 
vehicles and specified bins. Service frequency and container size is based on a number of 
factors including waste generation rates, customer preference, collection point access, and 
space constraints. CONTRACTOR will achieve contract diversion rates through the plans 
described in the Diversion Plan. Cart service will be offered same as SFD. 

Assembly Bill 341 and 
Commercial Recycling 
Ordinance 
 

CONTRACTOR guarantees compliance with all Federal, State, and Local regulations and 
requirements governing recycling programs and diversion. Recycling and diversion plans are 
described in the Diversion Plan. Service frequency and container size is based on a number 
of factors including recycling generation rates, customer preference, collection point access, 
and space constraints. 
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Green waste collection service CONTRACTOR will implement with Compressed Natural Gas (CNG) collection vehicles with 
bins or new green carts for consistency with current service.  

Food waste collection service Through the initial recycling opportunity assessments, CONTRACTOR will target businesses 
generating significant amounts of food waste to offer enrollment with its food waste program. 
The program will be carted and serviced with the automated collection equipment indicated in 
subsection A – Vehicles, ensuring each enrolled customer has adequate capacity. 

Bulky item collection 
 

CONTRACTOR will provide 2 free bulky item collection events for MFD customers and 
commercial customers for an additional cost, utilizing the bulky item collection.  

Universal waste collection 
Service  

CONTRACTOR will provide unlimited free curbside universal waste collection for MFD 
Customers and Commercial customers will receive 3 free of charge, on regularly scheduled 
collection days. Both MFD and Commercial customers will receive free universal waste pick-
up service at the CONTRACTOR’s yard.  

Holiday tree drop-off (MFD 
customers only) 

Holiday trees drop-off service will be implemented with the CONTRACTOR’s CNG Roll-Off 
vehicle. As an enhancement, CONTRACTOR will also offer MFD customers free curbside 
collection of holiday trees upon request. 

Sharps collection service (MFD 
customers only) 

CONTRACTOR will provide Sharps as an optional service for residents for an additional fee. 
CONTRACTOR will provide 100 free Sharps collection containers dedicated for seniors, as 
specified in the Diversion Plan. 

Diversion/Education 
Enhancements 

• CONTRACTOR will personally visit all MFD and commercial businesses and perform 
recycling opportunity assessments during the transition period to investigate the 
waste stream and provide information on green waste, food waste diversion and single 
stream recycling options available.  

• CONTRACTOR will target commercial customers with significant amounts of recyclable 
materials in the waste stream to increase levels of single stream recycling in the 
MFD/commercial sector.  

• CONTRACTOR will provide on-site workshops and technical assistance/employee 
training where needed or requested by customer.  

• MFD customers will also receive FREE Recycling Tote Bags at the contract onset  
• All bulky item collections will feature non-compaction equipment to facilitate reuse or 

recycling to the greatest possible extent.  

Chart C: CITY Services/Other Collection Services 

Requirement CONTRACTOR Approach 
Weekly Refuse collection services 
with carts, bins or debris boxes. 

CONTRACTOR will implement with CNG collection vehicles listed in Section 4B- 
Collections Operations with new grey/black carts for consistency with current service, 
bins or debris boxes.  

Weekly Recyclable material 
collection services with carts, bins or 
debris boxes.   

CONTRACTOR will implement with CNG collection vehicles listed in Section 4B- 
Collections Operations and new blue carts for consistency with current service, bins or 
debris boxes.  

Green waste and/or Organic 
material Collection Service with carts, 
bins or debris boxes.   

CONTRACTOR will implement with CNG collection vehicles listed in Section 4B- 
Collections Operations with new green carts for consistency with current service, or 
bins or debris boxes. Organic material will be carted. 

Public Containers Collection at 78 
Locations three days per week 
(Including liners, enclosures and 
surrounding debris) 

CONTRACTOR will implement with CNG sideloader collection vehicles to service public 
containers. In addition to the required locations, CONTRACTOR will also service CITY 
sponsored events and other community events, as described in the Education Plan.  

Special event solid waste collection 
service/large item/bulky Item 
collection/CITY Projects/Holiday Trees 

CONTRACTOR will offer and provide carts, bins, debris boxes or cardboard boxes for 
CITY sponsored events and other CITY projects as indicated in the Agreement. Debris 
boxes will also be provided for holiday tree drop off service for the two weeks following 
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December 26th.  
Used Motor Oil and Filters Collection 
Service 

CONTRACTOR will implement unlimited used motor oil and filter collection service with 
CITY approved container, at the CITY’s corporation yard.  

Annual Green Waste Shred Day CONTRACTOR will sponsor an annual shred day for customers shredding of large 
green waste material. CONTRACTOR will work with the CITY to coordinate and provide 
free compost and mulch. Additional Earth Day events are proposes, offering up to 100 
trees to plant or provide to residents or schools, as indicated in the Public Education 
Plan. 

Quarterly Drop-off and Compost 
Donation Event 

CONTRACTOR will sponsor and conduct quarterly drop off and or compost donation 
events for additional recyclable waste material as described in the Diversion Plan. 

Universal Waste Collection Service  CONTRACTOR will provide unlimited curbside universal waste collection service and 
will also receive universal waste at the CONTRACTOR’s yard.  

Sharps Collection Service CONTRACTOR will provide on-call collection of Sharps as an optional service for 
residents for an additional fee. CONTRACTOR will provide 100 free Sharps collection 
containers dedicated for seniors, as specified in the Diversion Plan. 

Diversion/Education 
Enhancements 

• CONTRACTOR currently provides LAUSD with recycling education and outreach 
and will continue to provide this for current LAUSD schools and will extend to non-
LAUSD Schools in the CITY. For this contract, CONTRACTOR will also: 

• Annual $10,000 towards Community Investment Fund 
• Annual Cesar Chavez Scholarship Program for college bound student 
• Dedicated Customer Service/Outreach/Billing Kiosk at CITY Hall  
• Annual Community Recycling Block Party and Neighborhood Watch Clean-

Up  
• Books Recycling, Compost Workshops and Compost Bin Discount 
• Free Sharps for Seniors (limit 100) and Semi-Annual Community Paper Shred 

Days 
• Anti-Scavenging Programs 
• Provide additional collection as needed by the CITY for CITY projects and events 

at no additional charge. 
• All bulky item collections will feature non-compaction equipment to facilitate reuse 

or recycling to the greatest possible extent. 
• Enhanced good corporate citizen involvement. 

 
Other Specific Collection Services  
CONTRACTOR will provide the specific collection services listed below according to the specifications in 
the Agreement and also referenced in the previous Charts A, B, C. Additionally, because CONTRACTOR 
is a partner the County can count on, and as further evidence that CONTRACTOR is offering service 
additional services above and beyond the requirements of the Agreement, CONTRACTOR offers the 
service enhancements conveyed in Charts A, B and C, in addition to all services identified in the CITY’s 
Agreement.  Other specific collection services are described in the narrative that follows. For additional 
information about how customers will be educated on the “how to’s” for all proposed collection services 
please refer to-Public Education Plan. 

Six On-Call Bulky Item Pickups per Year Without Additional Cost – Residential 
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Two On-Call Bulky Item Pickups per Year Without Additional Cost – Multi-Family 

Quarterly Bulky Item Drop Off Events 

Per the Agreement CONTRACTOR will provide the above listed scheduled bulky collection services for 
unlimited amounts of the following materials, within 24 hours advance notice by the customer.   

• Bulky Items: Furniture, bedding, mattresses, box springs, lumber, tires, and so forth. 
• Covered and Consumer Electronic Devices: Covered e-waste such as computers, computer 

peripherals, telephones, answering machines, radios, stereo equipment, and so forth. 
• Major Appliances/White Goods: Refrigerators, water heaters, stoves, and so forth.  

CONTRACTOR will provide collection of these materials at the customer’s designated set-out site on the 
customer’s regularly scheduled collection day. CONTRACTOR will use a combination of frontloaders and 
flatbed vehicles for the collection of the above materials, the specifications of which are outlined in 
subsection A-vehicles located within this Section.  

High Diversion Bulky Item Waste Collections 

Bulky item collections for SFD and MFD customers, will be conducted according to the above listed 
schedule.  Bulky Item collection to the extent feasible will take place without the use of compaction 
equipment to preserve the value of the materials for potential reuse.  

Universal Waste Curbside Collection Program 

CONTRACTOR will take any amount of U-waste set at the curb for recycling. Small electronic waste 
items such as cell phones may be placed on top of the recycling cart so they are not missed. Larger items 
may be placed next to the recycling cart.  Should collection crews encounter large amounts of e-waste, 
workers will radio dispatch to send a bulky item collection crew out right away to pick up the materials. 
Residents may place household batteries and compact fluorescent light bulbs in ziplock baggies on top of 
their recycling carts for collection. All drivers will have secondary containment on their trucks to store 
small quantities of batteries and light bulbs during route collection activities. Batteries will be deposited 
into larger containers/drums at the Sun Valley facility for collection by CONTRACTOR’s battery removal 
vendor.   

Used-Oil and Filters Collection  
CONTRACTOR will implement unlimited free curbside used motor oil and filter collection service with 
CITY approved containers and will also receive used-oil and filters at the CONTRACTOR’s yard.  

Holiday Tree Collection 
Beginning December 26th and extending for the first ten regularly scheduled collected days annually, 
CONTRACTOR will provide curbside collection of all holiday trees. All holiday trees are collected utilizing 
regular collection equipment and personnel during this period. To remind customers about the holiday 
tree collection program and to convey guidelines, the CONTRACTOR may send out holiday tree 
collection information in billing statements or in newsletters, in the period just prior to the holiday season. 
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As an enhancement, CONTRACTOR will collect holiday trees from multi-family premises from regular 
collection points upon request. The CONTRACTOR will also provide a holiday tree drop off for the first 
two weeks following December 26th at a location designated by the CITY Representative for additional 
holiday tree collection.  

Sharps Collection– Enhancement for Seniors  
Within one week after a residential customer request, CONTRACTOR will provide customer, at the 
customer’s residential premise without surcharge to that customer or to the CITY with an approved 
sharps container that has at least one gallon capacity for discard of sharps in accordance to the 
applicable law, and if further requested, a pre-paid postage container for mailing the approved sharps 
container in accordance with Applicable Law. As an enhancement, CONTRACTOR will allocate 100 
free one-gallon sharps containers each year for Seniors.  CONTRACTOR will include information and 
education regarding the sharps program (including information about free Sharps for seniors) in outreach 
efforts and will coordinate with local law enforcement and fire departments to provide outreach materials 
at public facilities.  

CITY Services 
CITY Facilities Collection 

The implementation and collection of refuse, recyclables, green waste, food waste, used oil and debris 
boxes from CITY facilities will be managed identically to commercial/MFD customers. Also, these facilities 
are blended in to the routing/collection assumptions included in this section.  

CITY Sponsored Events 

CONTRACTOR will provide debris boxes, bins, carts, or cardboard boxes (lined with plastic bags) for 
capturing recyclables, green waste/organics and construction and demolition material at the following 
CITY sponsored special events or other events as deemed by the CITY in Exhibit 4 of the Agreement.  

CONTRACTOR will supply a coordinator to work with the CITY and other community/civic groups to 
assist in the planning of these events. CONTRACTOR will provide clearly labeled containers, public 
information, and will work with the CITY to monitor containers and collection points to ensure adequate 
capacity during events. CONTRACTOR’s commitment in being a partner the CITY can count on, is to 
work to make each event successful, and to tailor the approach as necessary in order to do so. 
CONTRACTOR will provide planning services and provide the required services for the following events 
at least; CONTRACTOR has special expertise to share relative to several of the events, marked with an 
asterisks. 

Current Sponsored Events:  Additional CONTRACTOR Proposed Events: 

• Cesar Chavez (Mar) • Relay for Life* 

• Heritage Days (Jun) • Little Leagues (by request)* 
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• Fourth of July (Jul) • Composting Workshops* 

• Summer Concerts (Aug) 

• El Grilo (Sept) 

• Menudo-Cook Off (Oct) 

• Christmas Tree Lighting (Dec) 

• Green Waste Shred Event 

• School Fundraising Activities*  

• E-Waste Recycling Collection Event 

• Paper Shred Day* 

• Earth Day Celebration* 

CITY Street Receptacles and Public Collection 

Public containers will be collected utilizing the bulky item collection crew and equipment. CONTRACTOR 
has allocated sufficient room in its routing for the collection of the public receptacles. The collection crew 
will scan the area for litter cans that require service first thing each morning 3 days per week on Monday, 
Wednesday, and Friday. CONTRACTOR will ensure that refuse is separated from recyclables to optimize 
diversion. This will be accomplished with a front loader, they will have a broom and shovel to clean any 
refuse dropped. Before departing the CITY they will check in with their supervisor/dispatch so any litter 
cans that require an additional service will serviced at end of day.  

The Route Supervisor will also be on hand to inspect for any overflow and will dispatch the nearest 
residential route to service overflowing containers immediately.  

Annual Green Waste Shred Day 

CONTRACTOR will sponsor and coordinate with the CITY Representative a green waste shred day for 
customers shredding of large green waste material.  CONTRACTOR will offer residents free compost and 
mulch during the event at no additional cost.  Mulch and compost will be provided in roll-off containers 
and CONTRACTOR’s team will be on-hand and available to offer residents the compost and mulch 
individually. CONTRACTOR will also provide free compost and wood chips for CITY sites as needed.  

Emergency Collection and Disposal Services 

This value-added program is well-developed, fully operational, and ready to implement; it is discussed at 
the conclusion of this section. 

A. VEHICLES   
All vehicles meet and exceed the highest equipment specifications and safety standards in the industry. 
CONTRACTOR ensures all vehicles meet all specifications set forth in the RFP and this proposal, and 
are and will continue to be fully compliant with all environmental standards, rules, and regulations 
including those set forth by the US EPA, CAL/EPA, the California Air Resources Board (CARB), and the 
South Coast Air Quality Management District (SCAQMD). In addition, any new vehicle purchases will 
comply with SCAQMD Rule 1193. For this contract, frontline collection equipment for solid waste, 
recyclable materials, and green waste and/or organics will consist of alternative fuel vehicles – 
compressed natural gas (CNG).  
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CONTRACTOR will allocate a combination of 7 frontline vehicles and an adequate number of support 
vehicles to meet the unique needs of the residents and Service Area, as indicated in the Equipment Chart 
located at the end of this subsection. All of CONTRACTOR’s frontline equipment for this contract will 
be CNG-powered. CONTRACTOR’s Sun Valley Division has a CNG fueling station installed on its 
premises. Other items of note that pertain to all collection vehicles, regardless of line of business include: 

n  Frontline collection vehicles will be labeled/identified as per the CITY’s Agreement. 
n  All collection vehicles are stored in a secure and sanitary location: CONTRACTOR’s Sun 

Valley Division operations yard.  
n  Regarding service, containers will be returned, upright, to their original set-out location. 
n  Drivers are also required, through CONTRACTOR policy and consistent with Agreement terms 

and conditions, to clean up any litter attributable to collection activity. 

Equipment 

The chart below indicates the frontline vehicles CONTRACTOR will utilize to make collections in the CITY 
of San Fernando, including vehicle type, model, year of manufacture, and anticipated remaining useful life 
as of the date of inventory.  

Equipment List 
Line of Business No. of 

Units 
Vehicle 
Type 

Make  Model Engine  Body Model Year Remaining 
Life  

Residential/Cart Customers  
Trash 1 ASL Autocar Expeditor Cummins ISL Heil 2011 11 
Recyclables 1 ASL Autocar Expeditor Cummins ISL  Heil 2011 11 
Organics 1 ASL Autocar Expeditor Cummins ISL Heil 2011 11 
Commercial/MFD Bin Customers  
Trash 1 FEL Autocar Pacific Cummins McNeilus 2012 12 
Recyclables 1 FEL Autocar Pacific Cummins McNeilus 2012 12 
Organics/ 
Food Waste 

1 FEL Autocar Pacific Cummins Mcneilus 2012 12 

Industrial  
Roll-Off* 1 R/O Autocar Amrep Cummins Amrep 2013 12 
Special Services  
Bulky Item 
Collection 

1 Stake-Bed Navistar 4300 International DT Maxin 2006 6 

Total Size of  
Dedicated Fleet 

7 - - - - - -  

 
Delivery Guarantee 
CONTRACTOR will utilize 2011 vehicles to commence franchise services in the Service.  

Vehicle Specifications 
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Benefits of Proposed Collection Vehicles  
Residential Automated Curbside Collection: CNG Residential Automated Sideloaders  
The residential side-loading collection vehicles specified are ideally suited for the solid waste and 
recyclable materials collection tasks required for the CITY’s residential single family dwelling (SFD) and 
multi-family dwelling (MFD) cart customers, maximize productivity, and therefore increases the quality of 
service delivery to CONTRACTOR customers. The specified collection equipment also offers maximum 
flexibility for the residential collection applications contemplated in this proposal. These automated 
sideloaders will be used in the Service Area to collect residential refuse, recyclables, and green waste 
/organic material. In compliance with the RFP and CONTRACTOR’s own policies, each collection vehicle 
will be equipped with a shovel, broom and spill kits. A system of mirrors and cameras aids drivers in 
operating the arm in making proper, accurate collections.  Also as outlined in the previous subsection, 
these vehicles will accommodate the following collection applications: 

• Fully Automated Collection: 
This procedure involves the collection of carts placed at curbside and not obstructed, such that 
collection can be made in a fully-automated manner, without the driver dismounting the vehicle. 
 

Commercial Collection: CNG Frontloaders   
The commercial front-loading collection vehicles specified are specifically selected for the solid waste, 
recyclable and green waste/organics materials collection tasks required for the CITY’s commercial and 
multi-family dwelling (MFD) bin customers, maximize productivity and are lightweight, and therefore 
increase the quality of service delivery to CONTRACTOR customers. The specified collection equipment 
also offers maximum flexibility for the commercial collection applications contemplated in this proposal. 
These automated front loaders will be used in the Service Area to collect commercial refuse, recyclables, 
and green waste or organic material. In compliance with the Agreement and CONTRACTOR’s own 
policies, each collection vehicle will be equipped with a shovel, broom and spill kits. A system of mirrors 
and cameras aids drivers in operating the arm in making proper, accurate collections.   

Industrial Collection: CNG Roll-Off Vehicle 

Vehicle Type Fuel  Axels Gross Weight Maximum Load 
Capacity 

Turning 
Diameter 

Number of 
Collection 
Compartments 

Residential 
Equipment 

CNG            3                        34540                   54999 N/A 1 

Commercial 
Equipment            

CNG  3        38140 54999 N/A 1 

Roll-Off CNG  3 28000 32000 N/A 1 
       
Flatbed DIESEL  2 8000 10000 N/A 1 
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CONTRACTOR will operate one CNG roll-off vehicle for the CITY of San Fernando industrial collection 
service. The Roll-off vehicle selected will be manufactured by Autocar with Amrep frames. The vehicle will 
be equipped with automatic tarps for fast and complete covering of open top containers prior to transport. 
The roll-off truck will be equipped with a revving cylinder system (as opposed to a wench system) for 
lifting boxes onto the truck frame. This system is faster, stronger, and safer than the traditional wench 
system included with many roll-off units. 

Bulky Item Collection, Universal Waste and Other Ancillary Collection Applications:  
Flat Bed Truck 
CONTRACTOR will operate one flat bed vehicle with a lift gate for the collection of bulky items that 
cannot be compacted, such as white goods, e-waste, and covered electronic devices, as well as for cart 
delivery and exchange requests. The vehicle specified is a 24-foot flatbed trucks.  

Maintenance Vehicles/Pick-Up Trucks 
CONTRACTOR will utilize fully equipped road call maintenance vehicles to provide service in the field in 
order to respond to collection vehicle calls for assistance or repair. The cab and chassis will be 
manufactured by Ford and the truck will be fully equipped with compartments, tools, supplies, an air 
compressor, and other items to provide quick response and dependable road call service as needed.  

Environmental Benefits of Proposed Collection Vehicles  
The aforementioned information captures the benefits of the collection equipment CONTRACTOR has 
specifically selected for the CITY of San Fernando. The information provided below is intended to 
address the CITY’s request to provide information on how the vehicles proposed will reduce air 
emissions, and reduce wear and tear on CITY streets.  

• Right-Sizing Service:  CONTRACTOR will right-size services levels/container capacity such that 
collection points look consistently clean and neat. This collection system creates an aesthetic 
appearance whether or not containers are placed within an enclosure. This collection system also 
ensures routing is optimized such as to reduce traffic and wear and tear on streets by ensuring 
service is consistent with customer needs.  

• Maximum Legal Payloads:  Routes are configured and wheel weight distributions expertly 
engineered to maximize payloads/efficiency and minimize CONTRACTOR’s carbon footprint.  

• Quiet :  Ten CNG vehicles produce less noise while idling than one diesel collection vehicle idling. 
CNG-powered vehicles also reduce greenhouse gas emissions by approximately 23 percent over 
diesel models. CONTRACTOR is proud to convey all of the frontline equipment, comprising 
of 7 total vehicles, selected for San Fernando are CNG. 

• Routing:  All route activities will be conducted during the District’s specified hours. The operations 
base from which each route is dispatched is determined based primarily upon optimizing 
efficiency, however, CONTRACTOR’s thorough, dynamic routing approach also enhances 
worker/public safety, reduces carbon inventories, and minimizes street wear and tear. There are 
two components to routing: mapping and data confirmation, and route balancing.  
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Mapping and Data Verification: CONTRACTOR uses a sophisticated software program called Route 
Editor in tandem with its customer database to plot and develop routes. All driver activities and offload 
sites are taken into consideration in the route development process.  

Route Balancing and Finalization: Route supervisors review proposed routes to document travel paths. 
Special treatment is given to areas where children are frequently present; in addition to the schools 
themselves this also includes playgrounds, parks, community centers, and libraries. Finally, routes are 
balanced to ensure that volumes/tons collected are equalized between them, and that when all 
productivity assumptions and driver activities are factored in hours worked are also equalized between 
drivers to the greatest possible extent.  Route Editor technical information will be provided to the CITY 
upon request. 

Environmental Stewardship 

Additionally, CONTRACTOR’s commitment to the environment is evident in its maintenance shop 
practices, where everything that can be recycled, is recycled, including: 

• Motor Oil 
• Hydraulic Oil 
• Antifreeze 
• Oil, Transmission, and Fuel Filers 
• Tires 
• Metal Parts 
• Batteries 
• Brakes 

Communications to Track and Monitor Collection  
Each vehicle has two-way radio and monitoring equipment with Network Fleet Global Positioning System 
(GPS) for efficient communication with our office, dispatcher, customer service representatives, route 
supervisors, and other field personnel. Network Fleet is accessible from any computer, easy to use, 
customizable, and offers data access management features for unlimited users. Field, office, and 
dispatch personnel have cell phone and radio communication capabilities to maintain the highest level of 
access and communication with our office, dispatch, and CITY personnel. 

Field communications are conducted utilizing Nextel cellular phones/two-way radios. Field 
communications are directed through Dispatch to Field Supervisors and Drivers. The CONTRACTOR’s 
workorder system ensures all requests are completed.  

CONTRACTOR’s Nextel phones employ Nextmail technology, which allows for the transmission of a 
voicemail message in the form of an email to an individual or group. This feature is based on walkie-talkie 
technology—providing additional reliability. To use the feature, Dispatchers press the talk button on their 
handset and record their message, which is then transferred to the driver(s) as an email with an 
embedded link to click on to listen to their message. This allows for the transmission of global messaging 
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to all drivers, to select drivers, or to a single driver. CONTRACTOR has communications protocols in 
place to ensure all requests are closed each day. 

Vehicle Maintenance and Safety  
All collection equipment—both vehicles and containers—are maintained at the CONTRACTOR’s Sun 
Valley operations base. CONTRACTOR’s fleet of vehicles undergoes the most extensive preventive 
maintenance procedures in the industry, which leads to a safer, more efficient, and environmentally 
sound collection process. CONTRACTOR vehicles undergo rigorous preventive maintenance procedures 
and comprehensive pre- and post-trip inspections which exceed industry standards to ensure the highest 
level of performance and safety while on route and minimal downtime. These procedures, along with 
CONTRACTOR’s route optimization program and quick disposal turn-around, translates into fewer trucks 
and truck time on the streets, less air and noise pollution, less wear and tear on the infrastructure, less 
traffic congestion on public streets, and an enhanced level of safety in the community. 

CONTRACTOR has a well-established vehicle maintenance program that includes tracking and recording 
detailed maintenance history of every piece of rolling stock. The CONTRACTOR keeps accurate and 
detailed maintenance logs—available to CITY personnel for inspection upon request—identifying each 
vehicle by unique identification number, date purchased, dates of routine maintenance, dates of any 
additional maintenance, as well as a description of the maintenance performed. Recently, 
CONTRACTOR has implemented a new maintenance initiative entitled One Fleet. Information about the 
program is included in an attachment located at the conclusion of this subjection.  If for any reason a 
vehicle cannot be repaired in a reasonable amount of time an alternate vehicle will be deployed to 
complete the route. Due to the CONTRACTOR’s close proximity to the CITY, CONTRACTOR has 
the ability to deploy a vehicle within a half hour. 

Tracking and Reporting of Equipment Maintenance and Repairs 
CONTRACTOR’s reporting system for tracking vehicle maintenance, vehicle performance, and 
adherence to CONTRACTOR policies relative to such is called Dossier, which enables CONTRACTOR to 
produce weekly reports that are used by the Division Maintenance Manager to monitor performance and 
take appropriate action steps when necessary to enforce compliance with CONTRACTOR policy and 
procedure. Some of the maintenance-related reports the Dossier system produces and which are also 
covered in weekly maintenance and operations meetings are: 

• Maintenance Cost per Vehicle Report (with high-cost trucks noted) 
• Road Call Report 
• Towing Report 
• Drive Compliance and Error Report 
• Mechanic Productivity Report 
• Fuel and Meter Report 
• System Code Spreadsheet Report 
• Preventive Maintenance (PM) Report (with overdue PM sub-report) 
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Vehicle Inspection Reports – Vehicle Scheduled Maintenance 
Key to the preventive maintenance program is daily completion of vehicle inspection reports. This is done 
by the collection vehicle’s assigned driver, and includes both a pre- and post-trip inspection. Drivers 
check fluid levels, lights, tires, and other safety-related areas of their truck and indicate on the inspection 
report any defects or deficiencies found that day. Shop personnel review the report and check any items 
marked by the driver as being questionable or problematic. Mechanics then make any needed repairs 
before the vehicle returns to the route. Furthermore, each vehicle undergoes a thorough and 
comprehensive preventive maintenance inspection (PMI) every 150 hours of service. This inspection is 
conducted by a trained and certified brake inspector, according to USDOT requirements. The vehicle is 
inspected from the top to the bottom and the front to the rear including, but not limited to: tires, air 
pressure, brakes, air system, safety camera system, gauges, engine, cooling system, hydraulic system, 
batteries, and general overall equipment operation. The vehicle is thoroughly lubricated and fluids 
sampled and changed if required. If repairs are needed, all priority repairs are completed prior to the 
vehicle being returned to service; repairs that can be are scheduled to be completed at the next service. 
PMIs are set at different levels ranging from PMI-A to PMI-E. Each level represents a more intense 
inspection and/or requires different fluid levels changed, e.g. oil, hydraulic, coolant, differential, and so 
forth. 

Vehicle Scheduled Cleaning, Appearance and Information  
CONTRACTOR maintains its solid waste and recycling collection fleet in clean condition and in excellent 
repair at all times. All vehicle parts and systems are checked by maintenance staff according to 
CONTRACTOR’s established maintenance procedures and the manufacturer’s recommended preventive 
maintenance schedule to ensure that the vehicles operate properly and safely. CONTRACTOR’s route 
drivers are required to conduct pre- and post-trip vehicles inspections, as referenced previously in this 
section, as part of the daily routine in order to assure all equipment is operable and safe before use. 
CONTRACTOR washes all collection vehicles at least once a month at a wash station to ensure vehicles 
clean appearance conforming to Best Management Practice guidelines for non-point source pollutants, 
and in accordance with the Agreement. CONTRACTOR’s vehicles will appear with the following 
information on the outside: CONTRACTOR name, telephone, vehicle identification number and vehicle 
driver alert sticker information (further information regarding the driver alert safety program is provided 
under Safety.)   

Vehicle Signs 
As indicated in the draft Franchise Agreement, CONTRACTOR’s vehicles are equipped with frames that 
are capable of securing signs in the dimensions provided (at least six inches high on each side and the 
rear of the vehicle.) Consistent with the Agreement, CONTRACTOR will not install signs except those 
promoting recyclable materials and organics waste programs. CONTRACTOR will work with the CITY  
and obtain the CITY Representative’s approval prior to producing and installing vehicle signage.  

12/06/2013 CC-S Meeting Agenda Page 166 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 158 of 198 

 

Exhibit 9 
COLLECTION SERVICE OPERATIONS PLAN 

Equipment Safety Features  
All CONTRACTOR collection vehicles are equipped with the following items to assure both public and 
employee safety during all on-route and off-route operations: 

• ABS braking system 
• Rear vision camera 
• Back-up alarm  
• Battery disconnect 
• Safety triangles 
• Fire extinguisher 
• Dual air horn 
• Prutsman 7 x 16” West Coast Mirrors 
• Dual convex safety mirror 
• Body hoist, arm, rear door warning alarms 
• Rear working strobe warning light. 

The back-up cameras, LED lighting, back-up lights audible warning devices, and yellow hazard lights are 
activated when the vehicle is forced to maneuver in safety sensitive areas, ensuring the highest level of 
safety on public streets. In addition, as previously stated each vehicle is equipped with a broom, shovel, 
spill kit, and emergency equipment to manage most incidents that may occur on-route.  

Reserve Fleet  
CONTRACTOR maintains a reserve fleet comprised of a sufficient number of units to be used in the 
event that a route truck is removed from service for either routine maintenance or due to downtime for 
necessary repairs. If a route truck must be removed from service during the collection day, a back-up 
collection vehicle will be dispatched and put into service within one-half hour of the time the breakdown 
occurs. Service interruptions due to mechanical breakdowns on route will be further minimized since the 
CONTRACTOR’s solid waste, recycling, and green waste routes are serviced by the same type of 
collection vehicle (identical cab, body, engine, and capacity), which means that all trucks in the reserve 
fleet will be available to provide back-up for either type of service. 

B. CONTAINERS 

Automated Carts 
CONTRACTOR proposes to procure new residential carts that will be injection molded (with the name of 
the CITY, type of materials to be collected and with instructions for proper use) and manufactured by Otto 
Industries meeting CITY Specifications.  

CONTRACTOR has secured a guarantee from cart manufacturer Otto Environmental to produce and 
deliver to CONTRACTOR’s Sun Valley Division a sufficient inventory of carts that match the CITY’s 
specifications as outlined in the Agreement.  
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CONTRACTOR has outstanding rapport with the manufacturer. See the letter guaranteeing manufacture 
and delivery of the carts on the following pages of this subsection. Otto Environmental carts meet all 
specifications outlined in the Agreement. Container Specifications are as follows: 

Container Chart 
Automated 
Cart 
Specifications 

Refuse Carts  
 
Residential Sizes:  

65 gallons = default size 

96- and 32- gallon also 
offered. 

 

Recycling Carts 
 
Residential Size: 

65 gallons= default size 

96- and 32- gallon also 
offered. 

 

Green/Food Waste Carts 
 

Residential Size: 

65 gallons= default size 

96- and 32- gallon also 
offered. 

 

 

Color Dark Grey/Black Blue Green 
Dimensions for 
65 gallon 
Container 

Overall height: 42.3”, Loading Height: 39.1”, Overall width 25.125”, Overall depth: 
29.5”, Minimum Grip Diameter: 24” 

Dimensions for 
65 gallon 
Container 

Overall height: 42.3”, Loading Height: 39.1”, Overall width 25.125”, Overall depth: 
29.5”, Minimum Grip Diameter: 24” 

Dimensions for 
95 Gallon 
Container 

Overall height: 38.5”, Loading Height: 36.25”, Overall width 18.88”, Overall depth: 
22.50”, Minimum Grip Diameter: 17.7” 

Shape Contoured body optimized for automated lifting equipment 

Wheel 32g-8”, 65 & 95g – 10” 

Base Structure The bottom of the container has molded in wear ridges that extend around the bottom 
perimeter. The wear ridges protect the container from abrasive wear on hard surfaces 
and add structural support to the container base.  

 
Benefits of Automated Carts Selected 
Lids: Containers have lids which continuously overlap the container body and that: 

• Prevent intrusion of water, rodents, and other vectors. 
• Prevent odor emissions. 
• Enables the complete flow of materials from the container while being emptied. 
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Body Design: Containers are engineered such that  

• They are weighted to mitigate toppling over while empty due to wind and other factors. 
• They are easy to maneuver. 

Recycled Content: Containers are engineered such that 

• They are made of at least 30% after-market recycled material 
• They are made of at least 50% of virgin resin to ensure that the plastic has the integrity to 

withstand the “robust” use it gets from truck lifters and grabbers. 
Manufacturer Warranty: Containers are covered such that 

• The manufacturer’s warranty for the carts is ten (10) years against manufacturer defects.  
• More specifically, the warranty covers failure in normal and regular use due to improper or 

inadequate materials or defective workmanship, for a period of 10 years from date of shipment.  
Bins 
Debris Bins will be provided ranging in size from 1 to 6 cubic yards capacity.  The bins will be freshly 
painted at the start of the new Collection Services Agreement and will be labeled, painted, laminated or 
embossed with a unique identifications number and the type of materials to be collected.  

Debris Boxes  
Debris boxes will be provided ranging from 10 to 40 cubic yards to residents and businesses on an as 
needed basis. Debris boxes will be newly painted, property marketed and in good working order.  

Container Past Experience  
As inferred in CONTRACTORs References and Experience Citations provided in the CONTARCTOR’s 
proposal, the CONTRACTOR has ample experience in coordinating the delivery, exchange and/or 
refurbishment of containers through the many local transitions and program start-ups the CONTRACTOR 
has conducted in Los Angeles County. As the largest holder of exclusive integrated waste management 
services contracts in Los Angeles County holding long-term exclusive solid waste collection contracts with 
27 municipalities in the Los Angeles, CONTRACTOR has experience with every type of cart, bin and 
debris box container and for the purposes of this contract, CONTRACTOR has specifically selected the 
identified manufacturers which the CONTRACTOR has extensive experience providing quality, durable 
and reliable containers. CONTRACTOR services over 225,000 residential curbside accounts and 
approximately 16,000 commercial/industrial accounts within the 27 exclusive contacts has consistently 
used the manufactures presented throughout our contracts located in the CITY and County of Los 
Angeles.    

Otto Environmental Systems specifically is selected as the manufacturer of choice for the CITY of San 
Fernando to make waste and recycling in the CITY a more sustainable process.  Throughout many of 
CONTRACTOR’s newly transitioned Cities, CONTRACTOR has witnessed the benefits of utilizing these 
carts including their level of recycled content, the use of fewer materials in their manufacturing process, 
the longevity of their products and ease of cleaning.  The plastic and steel axels both utilize recycled 
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content which meet the direction of the CITY of San Fernando’s goals. Otto carts are also molded and 
assembled in the USA. Additionally, raw material for recycling bins is sourced 100% domestically.  

Container Capacity  
CONTRACTOR affirms the containers selected provide sufficient capacity based on the requirements in 
the Agreement. Additional container specifications including but not limited to volume capacity and load.   

Container Maintenance, Cleaning, Standard Appearance  
CONTRACTOR will maintain a sufficient inventory during the term of this Agreement for replacements 
and exchanges. Whenever a container is delivered to a customer, regardless of the situation, it will be 
clean and in excellent working condition.  The container will be labeled as indicated in the Agreement with 
the name of the CITY, type of materials to be collection, and instructions for proper use. All collection 
equipment—both vehicles and containers—are maintained at the CONTRACTOR’s Sun Valley 
operations base. CONTRACTOR will perform an annual inspection and cleaning of bins and debris boxes 
once each agreement year, at no charge to the CITY or customer. At this time, CONTRACTOR will 
inspect all bins used for refuse, recycling, organic waste, and debris boxes once a year and will replace 
those bins or containers needing cleaning or repair with clean bins or containers that are in proper 
condition and remove the dirty or faulty bins or containers for cleaning or repair.  

Attachment: Container Guarantee 
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C. ROUTE OPERATIONS  

Number of Vehicles 
CONTRACTOR will allocate a combination of 7 frontline vehicles (all CNG) and an adequate number of 
support vehicles to meet the unique needs of the residents and businesses in the Service Area 

Routes 
Preliminary routing assumptions are presented in the cart below. CONTRACTOR understands the CITY’s 
interest in reducing service dates and reducing wear and tear on CITY streets. The following San 
Fernando Collection Details chart demonstrates that CONTRACTOR has achieved a reduction in 
the number of SFD collection days, by eliminating Friday as a service collection day. Collection 
services will be coordinated to the CITY’s street sweeping schedule and parameter as outlined in the 
Agreement. 

San Fernando Collection Details 

 
Residential Routes Monday Tuesday Wednesday Thursday Friday Saturday 

#s Type Truck 
Type 

Hours Loads Hours Loads Hours Loads Hours Loads Hours Loads Hours Loads Total 
Hours 

1 T RSL 11.5 2 11.5 2 11.5 2 11.5 2     46 

1 R   RSL 11 1 11 1 11 1 11 1     44 

1 GW   RSL 11 2 11 2 11 2 11 2     44 

1 Bulky RSL 5 1 5 1 5 1 5 1     20 

Commercial Routes              

2 

 

T  

 

FEL 22 4 22 4 22 4 22 4 22 4 16 2 126 

1 

 

SSR/GW FEL 10 1 10 1 10 1 10 1 10 1   50 

Industrial Routes 
(Debris Boxes) 

Hours Loads Hours Loads Hours Loads Hours Loads Hours Loads Hours Loads Total 
Hours 

1 

 

All RO 12 10 12 10 12 10 12 10 12 10 8 6 68 

Legend – Route Types: T = Trash; G=Green Waste; SSR = Source Separated Recycling;  
Legend – Truck Types: RSL = Residential Sideloader; FEL = Frontloader; RO = Roll-Off 
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Staffing Chart 
CONTRACTOR will assign one professionally trained driver to each route and more than adequate 
staffing for all route operations, maintenance and customer service. Based on the current operating 
assumptions, CONTRACTOR will require one driver per vehicle with 3 passes per account by commodity 
(MSW, Recycling and Green Waste or Organics.) 

The Employees not named in the Organization Chart in the CONTARCTOR’s proposal and involved in 
daily operations that pertain to the route operations, including drivers, mechanics and customer service 
personnel are included in this Staffing Chart 

Activity Drivers 
Residential  3 

Commercial/Multi-Family  3 

Roll-Off 1 

CITY Services 1 

Maintenance  

Mechanics 13 

Call Center /Billing Representatives 

Customer Service 
Representatives 
Local call center. 

48 

Dedicated CSR/Outreach 
Billing 

1 

 
Dedicated Drivers 
CONTRACTOR’s experienced drivers have been serving the Greater San Fernando Valley area for many 
years. These drivers are incredibly familiar with the routing and operations of CONTRACTOR Services 
cities, and they take pride in serving the community, the neighborhoods, the residents, and customers 
with unique service needs. CONTRACTOR’s drivers are committed to adhering to the safety 
requirements when traveling within the area. CONTRACTOR honors our drivers not only for their daily 
commitment to service and for completing our rigorous safety training programs, but the CONTRACTOR 
also honors and award our drivers for providing value-added service that goes above and beyond their 
daily charge, as referenced in the additional programs depicted on the following pages in this section.  
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Driver Responsibilities: 

• Perform complete pre- and post-operation inspection of the vehicle in accordance with 
CONTRACTOR policy to ensure tire pressure, fluid levels, safety equipment, gauges, and 
controls are in proper working order. Report any safety issues on standard reports. 

• Safely operate his or her heavy truck along his or her designated route and to the disposal 
site; read route sheet, follow map and service each customer as identified on the route 
sheet or as assigned by the dispatcher and/or supervisor. 

• Operate manual and/or automatic controls in accordance with CONTRACTOR safety 
policies and procedures to lift and load refuse, operate compactor and dispose of collected 
material at the designated facility. 

• Courteously interact with all customers, dispatchers and others on a daily basis to ensure 
all customer routes are serviced in a timely manner. 

• Identify unsatisfactory waste containers and tag containers in accordance with applicable 
departmental procedures. 

• Continuously monitor waste for evidence of unacceptable waste. 

• Clean area around an accidental waste spill, ensuring adherence to all applicable safety 
standards and policies. 

• Continuously monitor the condition of the vehicle to ensure it is operationally ready at all 
times to minimize down time; clean waste from the packer blade and truck body on each 
disposal trip. 

• Complete required route/productivity sheets, VCRs and other reports, as required.  

• Maintain adherence to required productivity standards for the department to ensure all 
customers are serviced in a timely and efficient manner. 

• Follow all required safety policies and procedures. 

• Actively participate in the CONTRACTOR’s ReSOP program. 

• Perform other job-related duties as assigned. 
 

Vehicle Advantages/Disadvantages  
CONTRACTOR is proud to emphasize all of the frontline equipment, comprising of 7 vehicles, 
selected for San Fernando are CNG. CONTRACTOR recognizes ten CNG vehicles produce less noise 
while idling than one diesel collection vehicle idling. CNG-powered vehicles also reduce greenhouse gas 

12/06/2013 CC-S Meeting Agenda Page 174 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 166 of 198 

 

Exhibit 9 
COLLECTION SERVICE OPERATIONS PLAN 

emissions by approximately 23 percent over diesel models. One of the disadvantages of CNG vehicles is 
the reduction in capacity due to the additional weight of the CNG fuel tanks.  

Communications to Track and Monitor Collection  
Each vehicle has two-way radio and monitoring equipment and Network Fleet Global Positioning System 
(GPS) for communication with our office, dispatcher, customer service representatives, route supervisors, 
and other field personnel. Field, office, and dispatch personnel have cell phone and radio communication 
capabilities to maintain the highest level of access and communication with our office, dispatch, and CITY 
personnel. Provided below is a detailed quality control plan, called Driver Service Management (DSM) 
which has been implemented in the Sun Valley division to ensure extensive driver check-in and provide 
superior customer service.  

Quality Control  
To ensure extreme reliability and a consistently high level of customer service, the Sun Valley Division 
has implemented a CONTRACTOR quality control program called Driver Service Management (DSM).  

Driver Service Management includes an extensive driver check-in process. Regular auditing of paperwork 
to ensure procedures are consistently and correctly followed provides another tier of monitoring. The 
program carries a guaranteed commitment to address and completely resolve all driver issues within 
seven days of discovery. Other key benefits of this program include: 

• Increased driver communication and accountability with CONTRACTOR management. 
• Improved documentation and resolution of driver issues. 
• Improved customer service: for example, reduction in misses and accurate reporting of overages. 
• Improved on-route safety. 

The program is monitored and conducted by a CONTRACTOR Driver Service Coordinator, whose 
responsibilities include: 

• Conducting pre-route briefing with drivers; 
• Conducting post-route briefing with drivers; 
• Entering and monitoring DSM issues; 
• Running and distributing reports. 

Drivers are responsible for observing and recording issues while performing collection duties, and 
interacting with the Driver Service Coordinator during the pre- and post-route briefings and reporting 
issues each day.  

The following CONTRACTOR department managers receive daily reports from the Driver Service 
Coordinator each day: customer service, maintenance, operations, sales, and safety. CONTRACTOR’s 
General Manager is responsible for stepping in to expedite resolution of critical issues as necessary.  

The objective of the pre-route briefing is to ensure all drivers have the necessary tools to run their routes 
safely, competently, and with great accuracy each day. The Driver Service Coordinator reviews the 
following topics during the briefing: 
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• Confirms the driver is wearing the proper uniform and gear: clean uniform and personal protective 
equipment (PPE). 

• Confirms the driver has the necessary route paperwork: sequenced route sheets and special/extra 
paperwork. 

• Confirms the driver has completed the pre-trip vehicle inspection report (VCR). 
• Expresses CONTRACTOR expectations that the entire route will be completed that day. 

During collection activities, drivers are instructed to make notes on their route sheets throughout the day.  

The objective of the post-route briefing is to collect all valuable route information from each driver. Driver 
Service Coordinators must complete the post-route briefing section of the Driver Check-In form and 
drivers must sign the form before clocking out each day. Topics covered are conveyed in the post-route 
information sheets included at the end of this section. 

Finally, Driver Service Coordinators are responsible for entering new issues into CONTRACTOR’s 
computer system on the day the item is reported during the post-briefing. Issues are assigned to the 
appropriate department in this process. For example, customer service will receive issues such as billing 
concerns and questions; operations will receive issues such as poorly sequenced routes; sales will 
receive items such as commercial overage issues; safety will receive information pertaining to safety 
items such as low hanging wires or dangerous container locations; and maintenance will be forwarded 
issues such as container repair/replacement needs. 

The Driver Service Coordinators are responsible for generating and distributing reports to the appropriate 
CONTRACTOR managers for resolution. They are also responsible for follow-up and tracking of open 
items. Should an item remain open for longer than seven days, it is forwarded to the General Manager to 
bring matters to a quick resolution. CONTRACTOR’s OSC program auditor reviews all documentation 
and processes regularly to ensure full compliance. The following reports are issued through this program:  

1. Driver Services Issues Cover Sheets are printed automatically each day for any route that has 
associated issues and is distributed to drivers along with their daily route sheets. 

2. Open Issue Reports are run daily by department managers and includes the day’s new issues. 
3. Aged Open Issue Reports are run by the Driver Service Coordinator as needed and is intended to 

bring awareness to the General Manager of challenging issues that need to be closed out. 
4. Closed Issue Reports are posted weekly in the driver break room to increase driver awareness. 

List of Vehicle Collection by Material Type 
The Equipment Chart located in Exhibit provides information for the type of material each vehicle will 
collect.  

D. FACILITIES 

The facilities CONTRACTOR will utilize by program type are listed below, including the facility name, 
owner, location, capacity and distance from the CITY centroid.  CONTRACTOR guarantee’s capacity for 
all commodities between our own facilities and third party facilities listed below.  
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Facilities 
Program Facility/Owner/Location Distance from CITY Capacity 

Single Stream Recycling Sun Valley Paper Stock  
Owner: Allan CONTRACTOR  
8701 San Fernando Road 
Sun Valley, CA 91352 

7 miles 750 Tons per day 
 

 Contingency: 
Conservation Station  
Owner: Randfam Inc 
20833 Santa Clara Street 
Santa Clarita, CA 91351 
 
 
 
 
 

14 miles 200 tons per day 

 CVT Recycling Center /MRF 
Owner: CONTRACTOR Services 
1131 N Blue Gum Street 
Anaheim, CA 92806 

51 miles 6,500 tons per day 

Municipal Solid Waste 
Collection  

Sunshine Canyon Landfill  
Owner: CONTRACTOR Services 
1131 N Blue Gum St. 
Anaheim, CA  92806 

5 miles 6,500 tons per day 

 Contingency: 
Chiquita Landfill 
Owner: County of LA 
29201 Henry Mayor Drive 
Castaic, CA 91384 

19 miles  6,000 tons per day  

    
Green Waste Collection  
 

Conservation Station  
Owner: Randfam Inc 
20833 Santa Clara Street 
Santa Clarita, CA 91351 
 

14 miles 200 Tons per day 

 Contingency: 
Community Recycling 
Owner: Crown Disposal 
9189 DeGarmo Avenue 
Sun Valley, CA  91352 

 
7 miles 

 
1,700 Tons per day 

    Organic Waste  (Food 
and Green 
Waste)Collection  

Community Recycling 
Owner:Crown Disposal 
9189 DeGarmo Avenue 
Sun Valley, CA  91352 
 
 

7 miles 1,700 Tons per day 

Construction and 
Demolition Materials 
Collection 

Conservation Station  
Owner: Randfam Inc 
20833 Santa Clara Street 
Santa Clarita, CA 91351 
 

14 miles 200 tons per day 

 Contingency:                                                     
Falcon Refuse Center and  
Transfer Station 
Owner: CONTRACTOR Services 
3031 East I Street 
Wilmington CA, 90744 

39 miles 1850 tons per day 
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Refuse to Energy Facility Commerce Refuse To Energy Facility 
Owner: County of LA, Sanitation District 
5926 Sheila Street 
Commerce CA, 90040 
 

30 miles 1000 tons per day  

Operations Yard CONTRACTOR Services, Sun Valley 
Owner: CONTRACTOR Services 
9200 Glenoaks Blvd 
Sun Valley, CA  91352 
*CNG fueling at this location 
 

6 miles  N/A 

 
E. SAFETY 
Safety Requirements:  Comprehensive Policies, Procedures and Training 

CONTRACTOR and its employees maintain strict compliance with all applicable Cal-OSHA and Federal, 
State, and Local safety requirements while performing all work related functions. These requirements 
include extensive training and testing, maintaining compliance with all relevant on and off-road policies 
and procedures, and wearing of suitable clothing, gloves, and shoes, and so forth. CONTRACTOR has 
very low occurrence of incidents/accidents due to its CONTRACTOR-wide emphasis on safety, and the 
extensive training and on-going educational programs that CONTRACTOR uses and continues to 
develop.  CONTRACTOR requires all of operations personnel to participate in extensive in house (off 
truck) training and testing as well as on road auditing and policy reinforcement.   
n  ReSOP Program 

This training process includes on route auditing (by a Supervisor) of our drivers and routes through 
CONTRACTOR’s Safety Observation Program (ReSOP). ReSOP auditors use a detailed checklist and 
program for identifying compliance and non-compliance with a variety of driver and helper vehicle 
operation and collection operation policies and procedures, with corresponding corrective action steps 
and follow-up actions.   

n  Zero Tolerance Safety Policy 
CONTRACTOR owes it to customers and employees to take a zero tolerance position with respect to 
CONTRACTOR safety policies.  In addition to standard disciplinary procedures or point policy 
enforcement of all safety rules listed in the CONTRACTOR’s “Driver, Helper, & Equipment Operator 
Safety Guide”, the CONTRACTOR has developed a list of specific safety violations that, when verified, 
will result in an employee’s immediate termination for the first offense. While CONTRACTOR’s position 
may be stricter than some other solid waste companies when it comes to certain of the violations under 
our zero tolerance policy, CONTRACTOR believes maintaining a zero tolerance stance will in the long 
term serve the best interests of our customers and our employees on the whole.  We would be pleased 
to answer any questions the County may have regarding our Zero Tolerance Safety Policy. 

n  Safety Meetings 
CONTRACTOR’s Operations, Maintenance, and Risk Management departments hold weekly and 
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monthly safety meetings and CONTRACTOR maintains a performance bonus program based upon the 
safety records.  The amount of the safety rewards are significant and have served to create a 
tremendous incentive for CONTRACTOR employees to maintain the highest level of safety in the 
workplace and on County streets. 

CONTRACTOR provides intensive safety training for all its employees to develop on-going awareness 
through a combination of annual training of all supervisory personnel and monthly tailgates for all 
collection crews. Tailgate topics are developed based on previous accident situations, potential for an 
accident to occur, or subject matter required under CAL/OSHA regulation. CONTRACTOR prepares well-
developed tailgate sessions, provides appropriate translators to engage all employees, encourages open 
discussion and participation by all, and documents every session. Tailgate topics include, but are not 
limited to, the following:  

• Injury and illness prevention/safety rules 
• Back injury prevention 
• Emergency response/fire safety 
• Exposure control plan 
• Drug and alcohol program 
• Personal protective equipment 
• Employee right-to-know 
• Hearing conservation safety 
• Lock out and tag out safety 
• Slips, trips, and falls 
• Confined space entry 
• Workplace violence prevention 

In addition, all CONTRACTOR vehicles are equipped with back-up cameras, LED Lighting, back-up 
lights, audible warning devices and yellow hazard lights that are activated when our vehicle is forced to 
maneuver in safety sensitive areas. CONTRACTOR drivers are trained to avoid congested areas and 
obstructions and to re-route in order to avoid these safety sensitive areas.   

Safety Recognition Program 

The CONTRACTOR Services Safety Recognizing Excellence Program is designed to identify, recognize 
and reward safety-sensitive employees in the CONTRACTOR who are dedicated to safety and 
excellence in their workplace. This program consists of two tiers that recognize and reward safety-
sensitive employees who have excelled in key areas. Employee safety and excellence will be measured 
with six criteria which include no preventable accidents, no lost time injuries, no safety warning letters, 
and perfect attendance. Annually each employee who qualifies is recognized and wins an award. 

Drivers’ Alert System 

CONTRACTOR is dedicated to continually identifying and correcting unsafe behavior. All of our drivers 
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are monitored through the Drivers’ Alert System. When any call is made by the public via a phone 
number and unique truck number identified on a sticker applied to the rear of each vehicle, an 
alert goes out to the local management, safety and our president identifying the incident. The 
driver is then counseled and the event logged as part of our driver grading system.  This is a 
closed loop system where once action has been taken to correct the behavior of the employee a 
report is submitted back to the Drivers’ Alert System. 

Driver Grading System 
The Los Angeles Area of CONTRACTOR uses a grading system to rate safe driver performance and to 
identify those drivers who require additional training and monitoring. Each month any incident or Drivers’ 
Alert is catalogued and evaluated relative to each driver. The frequency of events determines a grade. 
The organization then identifies at-risk drivers and focuses employee observations, in-cab ride-a-longs 
and training to correct driving behavior. 

Working Condition Commitments and Policies    
The CONTRACTOR’s recent growth has been phenomenal, but the future for the CONTRACTOR and its 
associates holds even more potential. In order to continue to grow and operate its business effectively, 
CONTRACTOR places great importance on its human capital — the employees who have helped to bring 
CONTRACTOR this far. The CONTRACTOR recognizes that its employees are the most important 
CONTRACTOR asset.  

CONTRACTOR endeavors to provide the very best working conditions, including a safe working 
environment, competitive pay and benefits, and many opportunities for professional growth. In addition, 
the CONTRACTOR has established a range of corporate policies and programs benefiting our employees 
in order to continue CONTRACTOR’s tradition of excellence in creating a healthy, productive work 
environment for our employees. Some of these policies and programs are described below. 

CONTRACTOR conducts its business according to the highest ethical standards. All CONTRACTOR 
employees have a right to work in a safe environment and each employee is responsible for insuring that 
business is being conducted according to applicable laws and regulations and the policies of 
CONTRACTOR. 

Compliance Program 
CONTRACTOR designed a compliance program to help employees understand both what is expected of 
them and how to accomplish these expectations. The program consists of a Compliance Program Guide 
that is given to every employee, a Code of Business Ethics and Conduct that establishes 
CONTRACTOR’s guiding ethical principles and standards for conducting business, and Corporate 
Policies that are the specific compliance policies to which employees must adhere. This program makes 
compliance with high standards of business conduct mandatory for every employee. Employees are 
required to review the program and certify their understanding of their responsibility to abide by it. In 
addition, a Corporate Compliance Committee has been established to oversee and monitor the Program. 
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Corporate Policies 
Summaries of Corporate Policies addressing working conditions include the following: 

n  Alcohol and Drug Abuse 
CONTRACTOR is committed to providing a safe and healthy environment with no tolerance for 
employees under the influence of drugs or alcohol who jeopardize the CONTRACTOR’s commitment 
and may make driving, operational, or computational mistakes that may cause serious injury, death, 
or damage to CONTRACTOR or public property. We perform a very important and highly visible 
public service. We also compete for new business in a changing and competitive market. To do this, 
our employees must perform their jobs to the best of their abilities and with a clear mind.  

n  Occupational Safety and Health 
All CONTRACTOR employees are expected to follow safe work practices, comply with health and 
safety standards, and report unsafe conditions.  

n  Non-Discrimination 
It is the aim and responsibility of CONTRACTOR to maintain a fully qualified staff. CONTRACTOR’s 
policy is to give equal opportunity in employment, training, compensation, promotion, termination, and 
other CONTRACTOR programs without regard to race, color, religion, sex, national origin, age, 
disability, veteran status, marital status, gender, sexual orientation. Employees are selected from 
qualified potential applicants based on ability, aptitude, education, experience, reliability, skill, training, 
and physical ability (with reasonable accommodations) to perform the job. Employment decisions 
shall comply with all applicable laws prohibiting discrimination in employment including Title VII of the 
Civil Rights Act of 1964, the Age Discrimination in Employment Act of 1967, the Immigration and 
Nationalization Act, and any other applicable state and federal laws and regulations. Discrimination or 
harassment will not be tolerated from any employee, including supervisors or managers, or from any 
outsider dealing with CONTRACTOR. Employees are expected to report such incidents immediately.  

n  Sexual Harassment 
CONTRACTOR’s policy is to maintain a work environment free from sexual harassment. Unwelcome 
sexual advances, requests for sexual favors, or other forms of verbal, visual, or physical conduct of a 
sexual nature are unacceptable, will not be tolerated, and are expected to be reported immediately. 
Any employee who feels that the CONTRACTOR has not met its obligation under the policy is urged 
to contact the director of human resources. An effective No-Harassment Policy depends on all 
employees working together to address this very important subject. 

n  Wage and Hour Laws 
CONTRACTOR will comply with all federal, state, and local wage and hour law 
requirements.Employees are required to report promptly all known or suspected violations of the law 
or the program to their manager, CONTRACTOR’s legal department, human resources, or the 
Corporate Compliance Committee. Reports may be made directly or anonymously through the 
CONTRACTOR’s toll free AlertLine. Reports of suspected violations will be promptly and thoroughly 
investigated, and employees who make reports in good faith will not be subject to reprisals. To the 
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extent permitted by law, CONTRACTOR will take reasonable precautions to maintain the 
confidentiality of both the person making the report as well as the person about whom the report is 
made.  Employees who violate the law or CONTRACTOR’s Program will be subject to discipline up to 
and including termination. Discipline is enforced in a fair and consistent manner, while the form of 
discipline is decided on a case-by-case basis.  
 

Workplace Violence Prevention 
The CONTRACTOR has a strong commitment to its employees to provide a safe, healthy, and secure 
work environment. CONTRACTOR maintains a Zero Tolerance policy when it comes to violence in the 
workplace. While CONTRACTOR has no intention of intruding into the private lives of its employees, it 
expects all employees to perform their job without violence toward any other individual and report to work 
without possessing weapons.  

All employees are strictly prohibited from making physical, verbal, or written threats or engaging in 
behavior that is intimidating, threatening, harassing, coercive, abusive, or assaultive against any 
employee, CONTRACTOR representative, member of the public, vendor, customer, or any individual 
engaged in a business relationship with CONTRACTOR. 

Assurances of Commitments to Labor Peace 
CONTRACTOR is committed to labor peace. The CONTRACTOR believes the best and most rewarding 
employee-management relationship results from direct communication between employees and their 
management representatives. It is CONTRACTOR’s practice to deal directly with its employees in the 
areas of policies, procedures, programs, and benefits.  

Benefits 
One way CONTRACTOR ensures labor peace is by providing appropriate CONTRACTOR benefits to our 
employees. CONTRACTOR offers a full range of benefits that typically includes group medical, dental, 
vision, and prescription drug insurance; life insurance; disability insurance; 401K retirement plan; leave of 
absence policies; medical leave of absence policies (for non-occupational disabilities); Family Medical 
Leave Act; personal leave of absence; bereavement leave; military leave of absence; jury/witness duty 
leave; workers disability; paid vacation; sick/personal time off; and paid holidays. 

Job Opportunities 
Another way CONTRACTOR facilitates labor peace is by offering adequate opportunities for job 
advancement. CONTRACTOR promotes and transfers employees based on our policy of equal 
opportunity employment. Qualified and experienced individuals who have demonstrated ability to assume 
greater responsibility will be considered for promotion.  

During the introductory period of the new position, employees are involved in several orientation 
programs designed to acquaint employees with CONTRACTOR policies and procedures, work rules, and 
benefits; safety procedures; and position-specific skills. The orientation programs are also designed for 
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employees to ask questions regarding their duties and responsibilities. 

During the first 90 days on the job, employees are expected to develop the necessary skills to perform the 
work assigned. The first 90 days are designed to give the CONTRACTOR a fair evaluation of employees’ 
work habits and to give employees a fair chance to demonstrate their desire to become a regular 
employee. Once employees complete 90 days of service, they are considered regular employees and 
receive credit for the time already worked. 

If the job situation is not beneficial to both parties, the employee may resign or CONTRACTOR may 
terminate or transfer the employee to another position. Union employees are governed by their specific 
union contract. 

Performance Evaluations 
It is CONTRACTOR policy to have employee work performance evaluated on an annual basis. 
Evaluations also serve as a line of communication between employees and supervisors. Supervisors 
prepare a written evaluation and will discuss the evaluation with employees, after which the evaluation 
report is placed in the employee’s personnel files. Our annual performance review process also includes 
self-evaluations by CONTRACTOR employees.  

Employee Training   
CONTRACTOR takes great pride in the quality, aptitude, and high employee morale of its employee base 
and the in-house training and personnel advancement programs that the CONTRACTOR maintains. 
Throughout this proposal, CONTRACTOR discusses the various types of general training programs that it 
administers to its employees. CONTRACTOR employee training programs generally fall into four broad 
categories---(a) Pre-placement, (b) Special Skills, (c) Periodic (i.e., monthly, biannual, annual, and 
refresher courses, etc.), and (d) Remedial.  The types and numbers of individual training procedures and 
programs that administered to employees, by job classification, are far too numerous to list in a proposal 
such as this, but the CONTRACTOR would be pleased to share with the County any additional 
information (including detailed listings of training courses and manuals) upon request. The amount of 
time and resources that CONTRACTOR employs in the area of employee training is significant 
and at a level that it believes is unmatched by any of our competitors. CONTRACTOR efforts to 
train and continually educate employees has translated into a higher level of employee morale, one of the 
best safety track record in the industry, a more productive work environment, better service to customers, 
a lower cost of operation, and an impeccable compliance record as a CONTRACTOR.  
CONTRACTOR has the distinct advantage of having all of its personnel that will be servicing the CITY 
already in place. As such, CONTRACTOR will train existing personnel who already know the area on the 
CITY new systems, controls, policies, and procedures. CONTRACTOR only uses highly trained and 
qualified personnel to service its jurisdictions. 

Integrity Interactive Ethics and Compliance Program 
As part of CONTRACTOR overall employee training program and curricula, CONTRACTOR employees 
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are required to complete a variety of web-based interactive training courses in the area of integrity, ethics, 
and compliance.  

The following is a listing of the types of courses that employees are required to complete, with the specific 
courses for each covered employee being a function of the job classification and duties of the particular 
employee. 

Integrity Interactive Ethics and Compliance Program 
Antitrust Contact with Competitors  Making the Deal (Compliance Issues in Selling)   
Code of Conduct Preventing Workplace Violence 

Confidentiality Records Management 
Conflicts of Interest and Gifts Records Management 

The Consequences of a Cover-Up Respect and Responsibility 
Drug-Free Workplace (Manager version) Safety and Environment (in the Office/Non-

Manufacturing) E-Compliance Wage and Hour (FLSA) 
Financial Integrity CodeOne 
The Government as a Customer Corporate Citizenship  
Government Procurement Preventing Harassment 
Insider Trading  Recognizing Harassment 
Managing within the Law  

 
Hazardous Waste, E-Waste, and Universal Waste Management Protocol  
The following information is provided in response to the CITY’s request for hazardous, e-waste and 
universal waste management protocols.  

CONTRACTOR’s top priority is our dedication and commitment to a safety. The Unpermitted Waste 
Screening Protocol, provided below was established by the CONTRACTOR not only for the protection of 
our customers, and the communities we serve but also for our employees.   

Unpermitted Waste Screening Protocol 
The purpose of CONTRACTOR’s Unpermitted Waste Screening Protocol is to prevent forbidden wastes 
from entering the waste stream through any of the weekly collection services or special services provided 
by CONTRACTOR, or to manage forbidden wastes inadvertently collected through weekly collection or 
special services under this Agreement.  The Agreement defines unpermitted wastes as: 

1. Materials that are not Solid Waste, including Universal Waste1, household hazardous waste and 
other hazardous waste, medical waste, radioactive waste;  

                                                

 
1 Universal Waste means “hazardous wastes that are universal waste (as defined and listed, respectively, in 22 CCR §66273.9, such as batteries 
thermostats, lamps, cathode ray tubes, computers, telephones, answering machines, radios, stereo equipment tape players/recorders, phonographs, video 
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2. Waste tires in excess of the limitations prescribed in 14 CCR 17355(b) or reduced in volume as 
required in 14 CCR 17355(A); 

3. Any other materials that cannot be Disposed of in class II sanitary landfills described in 27 CCR 
20250. 

Employee Education 
All new employees will receive training regarding unpermitted waste identification, safety, and notification 
procedures. Furthermore, local management, drivers, and customer service representatives will receive 
annual unpermitted waste screening protocol training. Drivers will be reminded about the importance of 
unpermitted waste screening protocol at each monthly safety meeting, and will receive additional training 
as needed based on field incidents. CONTRACTOR includes identification training of unpermitted wastes 
with special emphasis on hazardous wastes, flammable, combustible, and explosive materials. Upon 
contract award, CONTRACTOR will circulate its draft Unpermitted Waste Screening Protocol to the 
proper local emergency response agencies for review and input such that the final document reflects local 
agency emergency response policy and procedure. 

Customer Education – Unpermitted Wastes 
n  Education and Reports 

As per the Agreement, CONTRACTOR will support the CITY in the development of CalRecycle 
reporting requirements and educational or public awareness program to educate customers about the 
identification, management, and proper disposal of unpermitted wastes. These materials will be 
developed in collaboration with CITY staff and distributed through an agreed upon schedule and 
distribution plan. This information will also be included in program guidelines and, if necessary, can be 
the top of any quarterly written materials.  

n  Spot Checks  

Because of the nature of the collection services being bid, CONTRACTOR will perform continual spot 
checks as it collects illegally dumped waste materials in the service area. 

The following is CONTRACTOR’s Unpermitted/Spill Waste Response Plan. 

Unpermitted Waste and Spill Response Plan 
In the event that any unpermitted waste or hazardous waste is disposed with the solid waste stream, 
immediate and appropriate action will be taken to contain and remove it. Operations personnel are trained 

                                                                                                                                                       

 
cassette players/recorders, compact disc players/recorders, calculators, some appliances, aerosol cans and certain mercury-containing devices) exempt 
from the hazardous waste management requirements of chapter 6.5 Division 20 of the California Health and Safety Code and subject to the universal 
waste management requirements of Chapter 23 of Division 20 of the California Health and Safety Code.”  
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both in unpermitted/hazardous waste identification and appropriate responses to unpermitted/hazardous 
waste incidents. Periodic training is provided and recorded in order to ensure skill proficiency. The 
following procedure is used for identifying and handling unpermitted/hazardous waste: 

• Notification of unpermitted/hazardous waste disposed of in the waste stream will be 
communicated from the driver in the field to the dispatch center. 

• Dispatch will notify field supervisor and management for determination of appropriate response 
level. 

• Coordinating instructions will be issued and executed. 
• Trained personnel will be assigned the task of inspecting any materials suspected of containing 

unpermitted/hazardous waste. Inspection involves identification of both labeled and unlabeled 
unpermitted/hazardous waste containers and materials. 

• County emergency response agencies and the Director will be notified for oversight and 
assistance of public safety. 

• An appropriate course of action/customer education based on the seriousness of the waste 
involved will be decided upon and taken. 

• Should the driver determine, without any question or doubt, that the unpermitted waste is not 
hazardous, the following procedure is used: 

• The unpermitted/nonhazardous item will be removed, placed safely back onto the premises and 
tagged with a noncollection notice indicating the reason for noncollection.  

• The driver will immediately call the dispatch center and report the incident, including street 
address and time item was detected.  

• Dispatch relays this information to customer service. 
• A customer service representative will phone the customer to inform them of the event, why the 

item was left, direct them to proper alternatives for reuse or disposal of the item, and respond to 
any questions the customer may have.  

In addition, since CONTRACTOR utilizes CONTRACTOR-owned transfer stations and landfill facilities for 
the disposition of material collected on route, the CONTRACTOR has a built-in multi-tier screening 
process, wherein unpermitted waste that may inadvertently enter the waste stream can be captured and 
recovered through the mandatory load-check and materials screening processes at these facilities. 

Health and Safety Management Procedures 
Please refer to the preceding pages of this subsection for specific details on CONTRACTOR’s health and 
safety management procedures including, but not limited to CONTRACTOR’ ReSOP program, Driver 
Grading System, and some of the Corporate policies and procedures regarding health and safety.  

F. REPORTING 

Detailed AB939 Monitoring and Reporting Program 
CONTRACTOR’s CITY Reporting Department is responsible for all CITY reporting including AB939 
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monitoring and reporting, which may be remitted electronically to the CITY.  CONTRACTOR’s CITY 
Reporting Department is extremely experienced in the type of reporting required in the Agreement, 
including monthly, quarterly and annual report submissions.  The CITY Reporting Department will be 
responsible for tracking disposal by line of business (residential, multi-family, commercial, industrial or 
debris boxes and CITY services), and will show diversion by month and by site. In the CITY of San 
Fernando, additional program offerings will be captured on the reports, including bulky-item, CITY 
collection services, and proposed diversion programs, providing the CITY and CONTRACTOR an 
opportunity to monitor and evaluate the success of each diversion program over time, and with the 
support of full-time dedicated Recycling Coordinator. A Diversion Program Timeline is provided in the 
Diversion Plan which demonstrates additional milestones and tasks for monitoring the success of each 
diversion program. Additionally, because CONTRACTOR is committed to the CITY’s success in meeting 
and exceeding the CITY and the State’s diversion goals, the CONTRACTOR will provide a newly 
developed monthly Diversion Education Program Management tool for the CITY’s solid waste franchise 
management.  

Method for Tracking Tonnage  

Each jurisdiction is assigned a separate account in CONTRACTOR’s system and all inbound loads of 
recyclable materials are weighed when they arrive at the facility.  The Sun Valley Paperstock facility for 
instance, similar to CONTRACTOR’s Anaheim MRF, periodically takes a sample of mixed materials for 
each of the inbound jurisdictions.  These samples are then sorted to achieve a material composition of 
the mixed recyclables, including the residual rate.  That residual rate is then used to assign residual 
tonnage.  

The function is performed by an employee who can accomplish several characterizations per day.  This 
will allow for the development of metrics to minimize the amount of stray recyclables within the residue 
and focus market development efforts on potentially recyclable or compostable materials. 

CONTRACTOR’s CITY Reporting Department then completes disposal reports using the aforementioned 
reporting methods, including compiling tonnage information by origin. CONTRACTOR’s CITY Reporting 
Department is also expressly familiar with each processing and disposal facility referenced in the 
Facilities Chart located. CONTRACTOR will work closely with each facility to track and monitor tonnage 
received at each respective location, capture the residual and receive regularly updated information from 
facility on the facilities average recovery rate, to ensure the CITY is receiving the most up to date 
diversion percentage for its tonnage.   

Compliance 

CONTRACTOR will identify, educate and monitor all commercial and multi-family customers required to 
be in AB 341 compliance.  As San Fernando has adopted a mandatory minimum diversion guarantee of 
50% based on tons collected, CONTRACTOR has developed a recycling plan that supports and educates 
both the State and CITY requirements to its multi-family and commercial customers. The implementation 
plan includes updating our website and print materials with information pertaining to both mandatory 
requirements.  CONTRACTOR has partnered with its other local service areas to promote and meet 
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mandatory recycling requirements with success.   

Complaint Log 

CONTRACTOR’s CITY Reporting Department will provide a complaint log that details customer 
complaints such as missed pickups, derived from our InfoPro system, which is further detailed in Exhibit 8 
- Customer Service Plan. During the transition period, CONTRACTOR’s Customer Service 
Representatives and additional Billing and CITY Reporting staff will be expressly trained in the San 
Fernando Contract.  

G. EMERGENCY SERVICES  
CONTRACTOR has tremendous experience nation-wide in responding to natural disasters and other 
emergencies, and will assist the CITY with service requests relating to a major disaster or other emergency 
such as an earthquake, high winds, storm, tidal wave, riot, or civil disturbance.  CONTRACTOR will also 
cooperate with CITY, state and federal officials in filing information related to a regional, state or federally 
declared state of emergency or disaster for which we have provided equipment and operations personnel. 
CONTRACTOR will dedicate its equipment used throughout the CITY as well as any back-up equipment 
which may be needed from our extensive fleet of route and spare vehicles, including special vehicles (such 
as flat-bed trucks or transfer trailers) which may be necessary.  

CONTRACTOR is in a unique position to provide uninterrupted service to the CITY in these circumstances 
due to the multiple operating locations from which we can dispatch vehicles and multiple disposal sites (six 
CONTRACTOR-owned transfer stations and a landfill in LA County). In addition, CONTRACTOR invested 
significant resources in the development of an emergency response plan for all of its facilities and operation 
as well as facility and systems upgrades related thereto (i.e. communication equipment, computer fail-safe, 
back-up generators, vehicle tracking systems, etc.), which would also serve to provide additional systems 
and controls to ensure our continued operation and ability to assist the CITY in emergency conditions. This 
plan has been informed through the recent experience CONTRACTOR has gained in coping with large-scale 
emergencies, beginning with Hurricane Katrina, and most recently, Superstorm Sandy.  

All CONTRACTOR management and operations personnel maintain two-way radio and cellular phone 
access. This access will be available to the CITY (along with home telephone numbers) for specific 
management personnel to be contacted in the case of an emergency. Upon request, CONTRACTOR will 
implement an emergency services plan and dispatch vehicles from our Sun Valley facility (or back-up site, if 
necessary) to service the CITY. CONTRACTOR will maintain continuous contact with designated CITY 
personnel in order to provide the CITY with status updates. All activities will be recorded and sent by fax or 
modem to the CITY daily (or more frequently if required under the circumstances). We will also coordinate 
and work with state, county or federal agencies as required, with particular focus on the identification and 
handling of hazardous materials that we may identify during the course of CONTRACTOR’s emergency 
services operations.  

If so requested, CONTRACTOR will provide the CITY with a detailed Emergency Services Response 
Contingency Plan, subsequent to contract award, and after meeting with the CITY to obtain additional 
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information that may be relevant to the plan. This might include, for instance, locations and pertinent 
information related to local utilities, CITY departments that CONTRACTOR will interface with, CITY facility 
locations, commercial business or other locations in the Service Area that may be highly sensitive or critical 
in the case of an emergency (i.e. hospitals, government offices, power plants, industrial sites, police and fire 
stations, schools, etc.). 

Additional Corporate Citizenship Programs Offered by CONTRACTOR 
Emergency Collection and Disposal Service 

A contract with CONTRACTOR also entitles the CITY not only to the emergency collection and 
disposal services, but the CITY will also be entitled to access CONTRACTOR Services’ renowned 
Blue Crew emergency response team.  

In the event of a major natural disaster, CONTRACTOR has a Disaster Plan that was borne out of 
CONTRACTOR’s exceptional and immediate response to Hurricane Katrina and that continues to pass 
real tests in the field.  In response to a major natural disaster, CONTRACTOR’s considerable fleet depth 
will be pressed into service areas that require additional collection vehicles. In the case of a larger or 
regional event, spare equipment from other local divisions may not be sufficient. As in the case of 
Hurricane Katrina, parent CONTRACTOR Collection Services quickly mobilized equipment and personnel 
from other collection divisions to accomplish what would seem impossible. CONTRACTOR was on site, 
performing cleanup work in the Gulf Coast Region the day after the event, before any governmental 
agency was deployed and working. 

With five full fleet operations in the Southern California area, CONTRACTOR is positioned to quickly 
respond to emergencies should they occur. The CONTRACTOR’s regional processing facilities 
infrastructure ensures processing and disposal capacity of the materials collected. 

These are some of the resources available to the CITY if it should ever be stricken by a major disaster or 
other emergency such as an earthquake, high winds, storm, riot or civil disturbance. The CONTRACTOR 
will also cooperate with CITY, State and Federal officials in filing information related to a Regional, State 
and/or Federally-declared state of emergency or disaster for which CONTRACTOR has provided 
equipment and operations personnel.   
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1. Rate Stabilization 
Utilization of CONTRACTOR’s own landfill facility enables the CONTRACTOR to 
guarantee that the landfill cost components of customer rates remain stable over the 
entire term of the Agreement.  

2. Guaranteed Capacity 
CONTRACTOR guarantees throughput, processing, and disposal capacity for all of San 
Fernando’s waste stream for the term of the Agreement.  

3. Emergency Response Benefits 
Additionally, CONTRACTOR can make an additional commitment that, in case of a 
natural disaster or other unforeseen large-scale disaster or emergency, CONTRACTOR 
will be able to draw on its extensive nation-wide network of facilities, equipment, and 
personnel to respond immediately to any disaster the CITY might suffer.  

Disposal Facility 

Municipal solid waste (MSW) and residual waste from processing operations and trash loads 
that are not rich in recyclable materials will be direct hauled to Sunshine Canyon Landfill 
(SCL), located six (6) miles from the CITY of San Fernando centroid. CONTRACTOR 
projects to dispose 14,877 tons of MSW to SCL. 

Sunshine Canyon Landfill 
14747 San Fernando Road 
Sylmar, CA 91342 
Guaranteed Capacity: Yes 
CONTRACTOR-Owned: Yes 
Permitted Capacity: 12,100 tons per day 
Current Throughput:  8,500 – 9,100 tons per day 
Estimated Life: 2037 
Posted Gate Rate: $59.88 
Cal Recycle Permit Type and Number: 19-AA-2000 
Local Land Use Permit Number: 00-194-(5) 
Materials Accepted: Municipal Solid Waste 

A landfill gas project is planned for 2012 which will generate green energy and extend landfill 
life beyond 2037. Sunshine Canyon recovers approximately 15,000 – 20,000 tons per month 
of recyclable material 

Sunshine Canyon Landfill – Additional Information 

This is a state-of-the-art, Class III landfill. The total permitted acreage is 1,036 acres, 363 of 
which are dedicated to disposal.  Sunshine Canyon’s operating hours are Monday through 
Friday 6 am to 6 pm, and Saturdays 8 am to 2 pm, although permitted hours allow for landfill 
operations until 9 pm and on-site equipment maintenance commencing as early as 4 am 
Monday through Saturday. Sunshine Canyon is in total compliance with Federal, State, and 
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Exhibit 10 
DISPOSAL PLAN 

Local environmental laws and regulations, including Subtitle D (of RCRA). Sunshine Canyon 
has environmental control systems that can guarantee that waste entering the site is 
screened for hazardous wastes (including the use of hazardous waste detectors that screen 
incoming loads for hazardous materials) and that all acceptable waste is placed only on a 
composite landfill liner 
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Exhibit 11a 
Vehicle Specifications: Automated Side-loaders 

1. Material to be Collected  Refuse  Recyclables  Organic Waste 

2. Manufacturer and Model……………………. 2011 Auto Car (ASL) 

a. Cab and Chassis…………………………… Auto Car Expeditor 

b. Body…………………………………………. Heil 

c. Engine………………………………………. Cummins ISL 

d. Transmission……………………………….. Allison 3000 RDS 

3. Cab and Chassis:  

a. Cab Height …………………………………. 100 inches 

b. Number of Axles …………………………... 3 

c. Overall Length With Body Mounted ……... 292 inches 

4. Body:  

a. Type of Body……………………………….. Rapid (Heil) 

b. Rated Capacity…………………………….. 30 cu. yd. 

c. Practical or Net Capacity………………….. 30 cu. yd. 

d. No. of Collection Compartments………… 30 cu. yd. 

e. Net Capacity of Each Compartment …….. 30 cu. yd. 

f. Overall Body Length.................................. 261 inches 

g. Body Height ……………………………….. 162 inches 

h. Body Width .………………………………... 99 inches 

i. Loading Height Above Ground…………… Minimum 109 inches 

   ………….... Maximum 

     

 inches 

5. Weight……………   GVW 54,000 lbs. Tare 34,540 lbs. 

6. Will the vehicles be owned, leased, or owned 
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Exhibit 11a 
Vehicle Specifications: Automated Side-loaders 

other?............................................................ 

7. Purchase cost of each vehicle……………. $285,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 209 p/month mpg 

10. Average fuel per fill…………..……..………. 1.84 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 11a 

Vehicle Specifications: Automated Side-loaders 

1. Material to be Collected  Refuse  Recyclables  Organic Waste 

2. Manufacturer and Model……………………. 2011 Auto Car (ASL) 

a. Cab and Chassis…………………………… Auto Car Expeditor 

b. Body…………………………………………. Heil 

c. Engine………………………………………. Cummins ISL 

d. Transmission……………………………….. Allison 3000 RDS 

3. Cab and Chassis:  

a. Cab Height …………………………………. 100 inches 

b. Number of Axles …………………………... 3 

c. Overall Length With Body Mounted ……... 292 inches 

4. Body:  

a. Type of Body……………………………….. Rapid (Heil) 

b. Rated Capacity…………………………….. 30 cu. yd. 

c. Practical or Net Capacity………………….. 30 cu. yd. 

d. No. of Collection Compartments………… 30 cu. yd. 

e. Net Capacity of Each Compartment …….. 30 cu. yd. 

f. Overall Body Length.................................. 261 inches 

g. Body Height ……………………………….. 162 inches 

h. Body Width .………………………………... 99 inches 

i. Loading Height Above Ground…………… Minimum 109 inches 

   ………….... Maximum 

     

 inches 

5. Weight……………   GVW 54,000 lbs. Tare 34,540 lbs. 

6. Will the vehicles be owned, leased, or 
other?............................................................ owned 
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Exhibit 11a 
Vehicle Specifications: Automated Side-loaders 

7. Purchase cost of each vehicle……………. $285,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 209 p/month mpg 

10. Average fuel per fill…………..……..………. 1.84 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 11a 

Vehicle Specifications: Automated Side-loaders 

1. Material to be Collected  Refuse  Recyclables  Organic Waste 

2. Manufacturer and Model……………………. 2011 Auto Car (ASL) 

a. Cab and Chassis…………………………… Auto Car Expeditor 

b. Body…………………………………………. Heil 

c. Engine………………………………………. Cummins ISL 

d. Transmission……………………………….. Allison 3000 RDS 

3. Cab and Chassis:  

a. Cab Height …………………………………. 100 inches 

b. Number of Axles …………………………... 3 

c. Overall Length With Body Mounted ……... 292 inches 

4. Body:  

a. Type of Body……………………………….. Rapid (Heil) 

b. Rated Capacity…………………………….. 30 cu. yd. 

c. Practical or Net Capacity………………….. 30 cu. yd. 

d. No. of Collection Compartments………… 30 cu. yd. 

e. Net Capacity of Each Compartment …….. 30 cu. yd. 

f. Overall Body Length.................................. 261 inches 

g. Body Height ……………………………….. 162 inches 

h. Body Width .………………………………... 99 inches 

i. Loading Height Above Ground…………… Minimum 109 inches 

   ………….... Maximum 

     

 inches 

5. Weight……………   GVW 54,000 lbs. Tare 34,540 lbs. 

6. Will the vehicles be owned, leased, or 
other?............................................................ owned 
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Exhibit 11a 
Vehicle Specifications: Automated Side-loaders 

7. Purchase cost of each vehicle……………. $285,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 209 p/month mpg 

10. Average fuel per fill…………..……..………. 1.84 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 11a 

Vehicle Specifications: Front-Loaders 

1. Material to be Collected  Refuse  Recyclables  Organic Waste 

2. Manufacturer and Model……………………. Auto Car / McNeilus 

a. Cab and Chassis…………………………… Auto Car  

b. Body…………………………………………. McNeilus 

c. Engine………………………………………. ISL - Gas 320 

d. Transmission……………………………….. Allison  

3. Cab and Chassis:  

a. Cab Height …………………………………. 103 inches 

b. Number of Axles …………………………... 4 

c. Overall Length With Body Mounted ……... 387 inches 

4. Body:  

a. Type of Body……………………………….. mcNeilus 

b. Rated Capacity…………………………….. 33 cu. yd. 

c. Practical or Net Capacity………………….. 33 cu. yd. 

d. No. of Collection Compartments………… 1 cu. yd. 

e. Net Capacity of Each Compartment …….. n/a cu. yd. 

f. Overall Body Length.................................. 300 inches 

g. Body Height ……………………………….. 168 inches 

h. Body Width .………………………………... 103 inches 

i. Loading Height Above Ground…………… Minimum 103 inches 

   ………….... Maximum 

     

 inches 

5. Weight……………   GVW 57,500 lbs. Tare 38,180 lbs. 

6. Will the vehicles be owned, leased, or 
other?............................................................ owned 
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Exhibit 11a 
Vehicle Specifications: Front-Loaders 

7. Purchase cost of each vehicle……………. $310,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 744 p/month mpg 

10. Average fuel per fill…………..……..………. 37.25 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 11a 

Vehicle Specifications: Front-Loaders 

1. Material to be Collected Refuse X 
Recyclables 

 Organic Waste 

2. Manufacturer and Model……………………. Auto Car / McNeilus 

a. Cab and Chassis…………………………… Auto Car  

b. Body…………………………………………. mc Neilus 

c. Engine………………………………………. ISL - Gas 320 

d. Transmission……………………………….. Allison  

3. Cab and Chassis:  

a. Cab Height …………………………………. 103 inches 

b. Number of Axles …………………………... 4 

c. Overall Length With Body Mounted ……... 387 inches 

4. Body:  

a. Type of Body……………………………….. McNeilus 

b. Rated Capacity…………………………….. 33 cu. yd. 

c. Practical or Net Capacity………………….. 33 cu. yd. 

d. No. of Collection Compartments………… 1 cu. yd. 

e. Net Capacity of Each Compartment …….. n/a cu. yd. 

f. Overall Body Length.................................. 300 inches 

g. Body Height ……………………………….. 168 inches 

h. Body Width .………………………………... 103 inches 

i. Loading Height Above Ground…………… Minimum 103 inches 

   ………….... Maximum 

     

 inches 

5. Weight……………   GVW 57,500 lbs. Tare 38,180 lbs. 

6. Will the vehicles be owned, leased, or 
other?............................................................ owned 
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Exhibit 11a 
Vehicle Specifications: Front-Loaders 

7. Purchase cost of each vehicle……………. $310,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 744 p/month mpg 

10. Average fuel per fill…………..……..………. 37.25 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 11a 

Vehicle Specifications: Front-Loaders 

1. Material to be Collected  Refuse  Recyclables  Organic Waste 

2. Manufacturer and Model……………………. Auto Car / McNeilus 

a. Cab and Chassis…………………………… Auto Car  

b. Body…………………………………………. McNeilus 

c. Engine………………………………………. ISL - Gas 320 

d. Transmission……………………………….. Allison  

3. Cab and Chassis:  

a. Cab Height …………………………………. 103 inches 

b. Number of Axles …………………………... 4 

c. Overall Length With Body Mounted ……... 387 inches 

4. Body:  

a. Type of Body……………………………….. McNeilus 

b. Rated Capacity…………………………….. 33 cu. yd. 

c. Practical or Net Capacity………………….. 33 cu. yd. 

d. No. of Collection Compartments………… 1 cu. yd. 

e. Net Capacity of Each Compartment …….. n/a cu. yd. 

f. Overall Body Length.................................. 300 inches 

g. Body Height ……………………………….. 168 inches 

h. Body Width .………………………………... 103 inches 

i. Loading Height Above Ground…………… Minimum 103 inches 

   ………….... Maximum 

     

 inches 

5. Weight……………   GVW 57,500 lbs. Tare 38,180 lbs. 

6. Will the vehicles be owned, leased, or 
other?............................................................ owned 
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Exhibit 11a 
Vehicle Specifications: Front-Loaders 

7. Purchase cost of each vehicle……………. $310,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 744 p/month mpg 

10. Average fuel per fill…………..……..………. 37.25 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 11a 

Vehicle Specifications: Roll Off 

1. Material to be Collected  Refuse  Recyclables  Organic Waste 

2. Manufacturer and Model……………………. Auto Car/ AMRO 

a. Cab and Chassis…………………………… Auto Car  

b. Body…………………………………………. Amrep 

c. Engine………………………………………. Cummins ISL 

d. Transmission……………………………….. Allison  

3. Cab and Chassis:  

a. Cab Height …………………………………. 102 inches 

b. Number of Axles …………………………... 3 

c. Overall Length With Body Mounted ……... 406 inches 

4. Body:  

a. Type of Body……………………………….. Amrep / Roll Off 

b. Rated Capacity…………………………….. N/A cu. yd. 

c. Practical or Net Capacity………………….. N/A cu. yd. 

d. No. of Collection Compartments………… 1 cu. yd. 

e. Net Capacity of Each Compartment …….. N/A cu. yd. 

f. Overall Body Length.................................. 299 inches 

g. Body Height ……………………………….. N/A inches 

h. Body Width .………………………………... 108 inches 

i. Loading Height Above Ground…………… Minimum 55 inches 

   ………….... Maximum UNIT 1016 inches 

5. Weight……………   GVW 54,000 lbs. Tare 26,000 lbs. 

6. Will the vehicles be owned, leased, or 
other?............................................................ owned 
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Exhibit 11a 
Vehicle Specifications: Roll Off 

7. Purchase cost of each vehicle……………. $225,000 

8. Fuel type…………………………………….... CNG 

9. Fuel usage……………………………………. 736.41 p/month mpg 

10. Average fuel per fill…………..……..………. 1.84 gal/fill 

11. Average fills per day…………..……..…….. 1 fills/day 

12. Average fills per week (M-F)…….. ……..… 5 fills/week 

13. Emissions rating   

a. CO…………………………………………… 12.4 g/bhp/hr 

b. HC (total hydrocarbons)…………………… na g/bhp/hr 

c. NOx……………………………………………………………………. 0.2 g/bhp/hr 

d. Particulate Matter………………………….. n/a g/bhp/hr 

14. Safety Features………………………………. See sections 4B 

15. Color……………………………………………. Blue 

16. GPS Monitoring and Tracking Features Network Fleet Solutions 
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Exhibit 12 

Container Specifications 

1. Material to be Collected. Refuse  

 Recyclables  
 Organic Waste  
 Food Waste  
 Green Waste  
   

2. Manufacturer……………………………..….. Otto Environmental Systems North America, Inc. 

3. Material of Construction HDPE 

4. Recycled Content (percentage)……..…… up to 50% 

5. Manufacturing Method (rotational molding, 
injection molding, other.) ……..……..…….. 

Injection Molded 

Container Size  20 gal 32 gal 64 gal 96 gal 

6. Color  see above see above see above see above 

7. Durability (in service years)  Exceeds 
Warranty 

Period 

Exceeds 
Warranty 

Period 

Exceeds 
Warranty 

Period 

Exceeds 
Warranty 

Period 

8. Cost of Each Container  n/a $37.92 $51.00 $57.09 

9. Dimensions of Each Container  
(Length x Width x Height)   

 38 1/2 h x 
19 w x 22 

1/4 d 

38 1/2 h x 
19 w x 22 

1/4 d 

42 3/8 h x 
25 1/8 w x 
29 1/2 d 

45 3/8 h x  
27 1/2 w x 
33 1/4 d 

10. Wheel Size   8" 10" 10" 10" 

11. Manufacturer’s warranty (10-year 
minimum for carts) 

 
10 - year 10 - year 10 - year 10 - year 

 

12/06/2013 CC-S Meeting Agenda Page 206 of 215



Collection Service Agreement   December 2, 2013  

CITY of San Fernando Page 198 of 198 

 

 

Exhibit 13 
APPROVED SUBCONTRACTORS 

Subcontractor  Role 

Mariposa Eco Consulting Recycling Assessments 

Container Management Group Container Roll-Out 
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PUBLIC WORKS DEPARTMENT 
 
 

MEMORANDUM 
 
 
TO:  Mayor Antonio Lopez and Councilmembers    
  
FROM: Don Penman, Interim City Manager 
  Robert T. Dickey, Interim Public Works Director 
 
DATE: December 6, 2013 
 
SUBJECT: Consideration of Motor Replacement for Water Well 2A 
 
 
 
RECOMMENDATION: 
 
It is recommended that the City Council: 
 
a. Approve the purchase of a new motor for Well 2A in the amount of $29,318; and 

 
b. Authorize the Interim City Manager to execute the purchase order. 
 
 
BACKGROUND: 
 
1. The City owns and operates four water wells, 2A, 3, 4A, and 7A located in Sylmar. 

 
2. Since 2007, Wells 3 and 7A have ceased operations as a result of nitrate contamination, 

although approvals have been granted to remove contaminates and restore operation for Well 
7A and Well 3 remediation is pending. 
 

3. Wells 2A and 4A have been operating 24/7 and the pump motor is failing which requires 
action to repair or replace the motor. Well 2A is the largest water producer at 2,000 gallons 
per minute. 
 

4. On February 19, 2013 the City Council approved a Professional Services Agreement for On-
Call Maintenance and Repair Services with General Pump, Inc. 
 

5. The existing motor at Well 2A drives the pump to extract water from the aquifer and was 
installed in 1994. General Pump, Inc. has provided two options to address the worn out 
equipment. 
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ANALYSIS: 
 
Two water wells have been out of service for several years requiring two wells to operate 24/7. 
Wear and tear on the equipment has been significant and the pump motor for Well 2A is failing. 
Winter is the best time to make repairs because water demand is at the lowest and the cost to 
purchase Metropolitan Water District (MWD) water is the least expensive. This repair is 
expected to be completed within 1 1/2 or 2 days. Staff analyzed two options, one to rebuild the 
existing motor, or purchase a new motor. The cost differential between a new motor and a 
rebuild is not significant: 
 
Option 1 Repair Existing Motor 
 

• Remove and rehabilitate the existing motor and install a loaner motor at a cost of 
$12,835. 
 

• Motor repair is $6,200. 
 

• It is estimated to take no more than 1-1/2to 2 days for total repair.  
 

• During this repair water would be purchased from MWD, estimated at 2.5 million 
gallons, costing approximately $7,000. Installation delays could result in greater cost for 
purchase of imported water. 
 

• The cost to reset the motor is $3,240. 
 
ESTIMATED TOTAL $29,275 

 
Option 2 Purchase a New Motor 

 
• Purchase new 200HP premium efficient motor at a cost of $9,483 

 
• Transportation, field labor and materials will cost $12,835  

 
• During this repair water would have to be purchased from MWD estimated at 2.5 million 

gallons costing approximately $7,000. 
 
ESTIMATED TOTAL $29,318 

 
 
BUDGET IMPACT: 
 
There are sufficient funds in Account No. 070-384-0000 (Water Production). This project was 
not budgeted but we have an open purchase order with General Pump Company (P.O 11019) for 
this type of project. 
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CONCLUSION: 
 
Water production has been hampered by the nitrate contamination in two of the City’s four water 
wells. The contamination issues are being addressed but it is imperative that the two working 
wells perform at the optimum to reduce the City’s need to purchase expensive imported water 
from MWD. Considering the options, purchase of a new motor is about the same as a rebuild and 
it will reduce risks associated with repairing and reinstalling old equipment. It is recommended 
the City Council approve the recommendation to purchase a new motor for Well 2A. 
 
 
ATTACHMENTS:   
 
A. General Pump Motor Drawing 
B. Photograph of Pump Motor 12/04/13 
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