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Attn: Heather Hodgman, Public Works Management Analyst 

Waste Management of Arizona, Inc. (Waste Management) wants to thank you for allowing us to operate 

in the City of Apache Junction. We are poised and ready to expand the automated curbside collection and 

disposal of residential solid waste service to minimize concerns you aim to address: congestion, safety, 

environmental, and economic issues.  

Our team at your local Phoenix Hauling San Tan District knows many of your routes, and neighborhoods 

in Apache Junction. We will have the trucks, carts, and staff to service a city-wide, single vendor contract, 

effective March 1, 2020. We have thoroughly reviewed your requests and will comply with your 

requirements. Our proposal provides detailed information on the quality of service we will provide to 

Apache Junction by focusing on the following key elements: 

 New Compressed Natural Gas (CNG) vehicles. In an effort to minimize the environmental 

impacts of our collection operations, we will the invest in new, low-emission CNG vehicles to 

service the City of Apache Junction. 

 A strong community partnership. Being a strong community partner through our support of 

your residents, schools, community groups, and business community has always been a top 

priority for Waste Management. In addition to our financial commitments, we can offer time and 

resources and will continue to look for opportunities to provide educational opportunities in 

Apache Junction.  

 Local facilities - Our San Tan Transfer Station is in close proximity to Apache Junction. 

Our locally-staged assets are available and are quick to respond with regular and emergency 

service when needed. Our facility is convenient for residents and the City to dispose of additional 

waste when needed. 

Transitioning to a single hauler is a pivotal decision and who you choose to aid in the transition is critically 

important. With Waste Management you can rest assured that you have chosen a partner that has local 

knowledge combined with unmatched industry experience and service quality. Waste Management, your 

local hauler with national backing, will stand by the City of Apache Junction as we provide the smoothest 

transition and address any residents’ issues as they arise.  

We have the experience and knowledge gained from similar transitions to a single hauler across the 

country and hope to partner with you to share the lessons learned. We aim to prove that we are qualified, 

responsible, and capable of expanding our service to all residents in Apache Junction. On behalf of your 

Waste Management team, I commit to safe, reliable, and professional service throughout the life of your 

contract. 

Sincerely,  

 

Scott Bradley | President | Waste Management of Arizona, Inc. 
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1 | EXECUTIVE SUMMARY 

Experience That Counts 

Waste Management has evaluated your requests and wants to assure you that, if awarded, we are 

committed to provide weekly, superior quality services that are convenient, reliable, responsible, and 

responsive for the City of Apache Junction residents. We are experienced in seamless transitions and 

equipped to deliver carts for the remaining Apache Junction residents. We have provided pricing for 

Apache Junction-wide automated residential trash services for the estimated 11,000 single family 

residences within the City. We commit to begin service on March 1, 2020 for a period of ten (10) years, 

continuing through February 28, 2030 (eight-year initial term plus two one-year renewals) and commit to 

provide consistent, reliable service throughout the contract term. 

Selecting Waste Management as your sole partner for trash and recycling collection will: 

 Re-affirm the selection of many of your constituents 

 Facilitate uninterrupted service for many of your constituents 

 Provide the possibility of a partial savings pass-through from a new single provider contract 

 Leverage the buying power of the City 

 Reinforce the benefits of a true local service provider/community partner for your refuse and 

recycling contract  

 Position the City of Apache Junction to maximize benefits if Waste Management is selected, as 

we are qualified and capable of adding the full range of future refuse services for your 

constituents  

Service will be provided to single family, duplex, triplex, and four-plex residential units. Customers are 

welcome to walk into the Phoenix Hauling San Tan Hauling District office with service issues at any time 

during stated business hours. All containers will be 96-gallon polycarts. 

As a provider of new services to some of your residents, we will seamlessly transition them to our 

services while introducing them to the possibility of automated collections with an integrated cart/truck 

solution for the City. We will offer fully automated collection services using standard, esthetically pleasing, 

green containers to beautify the streets of Apache Junction. We will demonstrate why stability, safety, 

technology, and the resulting improved level of customer service are critical to a successful partnership. 

Our experience servicing the current Waste Management customers in Apache Junction positions us to 

expand and provide top notch service to the rest of the City’s residents and to be your solid waste and 

recycling resource. 
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In this proposal we will outline our recommended service arrangement that will provide residents new, 

durable, green containers for trash services. We will also detail our proven approach to a seamless 

transition. An Apache Junction-wide solution with a single vendor will accomplish minimized congestion 

and improved safety, environmental, and economic stress through: 

Consistent single hauler for all residential pick-up provides economies of scale to reduce 

Apache Junction/individual prices. 

Efficient route consolidations minimize truck traffic and preserve Apache Junction streets and 

keep noise to a minimum. 

Sturdy, uniform green containers that create an esthetically appealing look and beautify 

Apache Junction – even on trash day. 

96-gallon carts that conceal/contain up to five full garbage bags, avoiding unsightly trash 

placed directly on the streets and trash burning. 

Waste Management carts that have secure lids that prevent blowing trash and contain any 

odors, while concealing the contents from the elements as well as insects and rodents. 

Fully automated containers that allow for more streamlined, efficient collection services 

minimizing the time the trucks are on your streets. 

Waste Management’s cart maintenance provides a full complement of services for your 

residents as well as a convenient, hassle-free option. 

Our city-wide, consolidated, comprehensive reporting will complement our services. 

Choosing Waste Management as your partner will provide the following: 

 
Unmatched Service Network: We serve nearly 20 million municipal, federal, commercial, 

industrial, and residential customers across North America through a network of 390 

collection operations and 252 active solid waste landfill disposal sites.  

 Extensive Local Resources: In addition to tapping into an industry-leading network of 

resources across North America, Waste Management of Arizona, Inc. offers management, 

operational, and reserve resources at the local level. A local office with local 

support/operations, including a single point of contact for your account, and a local fleet of 

trucks and equipment all add up to world-class service delivery for Apache Junction from an 

unrivaled resource network. 

 Assets of $22.7 billion: As the largest asset-based company in the industry with more 

trucks, landfills, and recycling facilities than any of our competitors, we are positioned to 

provide unsurpassed service at the most competitive rate to Apache Junction. Our assets and 

strong financial metrics offer peace of mind and security for Apache Junction. 
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 Ethical Responsibility: At the core of everything we do is our firm commitment to adhere 

to ethical business standards and practices. We have been recognized for our business 

practices by Ethisphere Institute, a global leader in defining and advancing the standards of 

ethical business practices, for 10 of the past 11 years. We believe this honor reflects our 

commitment to our employees who strive to take care of our customers, communities, 

shareholders, environment, and each other.  

 Environmental Stewardship: Environmental stewardship is the core of our business - our 

promise to customers, our competitive advantage, and our obligation to the locations in which 

we operate. In a business as highly regulated as ours, protecting the environment, 

maintaining compliance, and innovating to improve operations requires an unwavering focus, 

expertise, comprehensive systems, and internal checks and balances. We have a long track 

record of supporting high regulatory standards and striving to go beyond them. 

 World-Class Customer Service: At Waste Management, our core principles guide 

everything we do. Providing world-class customer service is at the top of our list. For our 

customers, a positive customer service experience rarely goes unnoticed, and we believe those 

everyday interactions are our best opportunity to provide an exceptional experience for Apache 

Junction. We have been nationally recognized for our commitment to unsurpassed customer 

service, and combined with our tested processes and innovative new technologies, we bring 

Apache Junction a level of service reliability and customer satisfaction that is truly unmatched. 

 State-of-the-Art Technology: We utilize state-of-the-art technology to maximize safety 

and customer experience and minimize environmental impacts. From mapping and re-routing 

vehicles in real time via our onboard computers, to using our DriveCam® cameras to capture 

community safety concerns, to the industry’s largest fleet of trucks that runs on cleaner and 

quieter Compressed Natural Gas - our technology works for our customers.  

 Leading Training and Safety Programs: Once hired, our drivers undergo intensive 

immersion training at our centralized training centers. Drivers gain experience through 

classroom training and simulated driving courses that reflect real-life obstacles. At the end of 

training, each driver receives a comprehensive evaluation that confirms their understanding of 

and commitment to Waste Management’s culture of safety. 

 Proven Employee Hiring Practices: To provide the safest and most secure service for 

your residents, our employees undergo comprehensive background checks and drug testing. 

Prior to employment, all driver candidates must possess a valid Commercial Driver’s License 

(CDL) for Class-C trucks and must pass a Department of Transportation (DOT) medical 

exam. Once employed, all drivers are subject to ongoing drug and alcohol screenings.  

 Commitment to a Diverse Workplace: At Waste Management, we are committed to 

promoting and fostering a workplace where everyone is valued and respected. Only by fully 

embracing diversity and the well-being of our employees can we drive superior innovation and 

service for the customers we serve. Through recruitment and community outreach efforts, we 

support minority and women’s organizations that strive to improve opportunities for professional 

development and advancement. We have been recognized for best-in-class business practices 

by the Human Rights Campaign Foundation, the Hispanic/Latino Professionals Association, 

DIVERSEability Magazine, and Women’s Choice Award, among others.  
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 Commitment to Hiring Veterans: In 2018, Waste Management hired more than 1,100 

veterans, which represented roughly 8.5 percent of our United States hires. Today, we have 

more than 3,000 veterans working in a variety of roles at Waste Management. From 2010 to 

2019, we have been named a “Best for Vets” Employer by the Military Times and a Top 

Military Friendly® Employer by G.I. Jobs/military.com. We take great pride in hiring, training, 

promoting, and retaining veterans within our company.  

We want to thank you for the opportunity to present this response. The remainder of this proposal will 

detail our intentions to provide the City of Apache Junction with the value-added benefits that Waste 

Management can offer now and well into the future - for these as well as additional services that might be 

requested. 
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Exhibit E, Understanding and Agreement 
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2 | APACHE JUNCTION 

Our Commitment to Customer Partnerships 

Local Service Capabilities 

Waste Management has provided superior waste and recycling services from our Phoenix Hauling San 

Tan Hauling District to the surrounding area for over 50 years. We are well positioned to provide the 

services and operations required by Apache Junction on an uninterrupted basis. Our local office, located 

in Mesa, offers operational, management, financial, and reserve resources, as well as outstanding past 

performance, regulatory compliance history, safety records, and other applicable qualifications specific to 

the requirements of this solicitation.  

WASTE MANAGEMENT HOLDINGS, INC 

1001 FANNIN ST., SUITE 4000, HOUSTON, TX 77002-6711 

Waste Management of Arizona, Inc. 
Incorporated in 1965 

Phoenix Hauling San Tan 

4040 S 80th St. 

Mesa, AZ 85212 

25 front-end load trucks  

21 roll-off trucks 

45 residential 

2 container trucks 

85 drivers 

12 mechanics 

6 managers 

4 operations specialists 

Waste Management will provide the City of Apache Junction with local resources - a fleet of trucks, 

equipment, and reserve labor force - should they ever be needed. This confirms that we can respond to 

your needs due to unforeseen circumstances or if large-scale special needs are ever required. Waste 

Management welcomes Apache Junction representatives to visit our Mesa facility. 

At Waste Management, we believe that developing a strong relationship with you and your community is 

important to our long-term partnership. Our priority is to thoroughly understand our customers’ program 

goals and service expectations – we listen first, and act second. Through on and off the street research, 
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our conversations with you, and this RFP process, we have developed substantial insight into City of 

Apache Junction’s expectations for your program.  

Appreciating our customers’ unique needs allows us to customize services and program offerings. We 

understand that disruption of services is a major concern when changing service providers, and our 

experienced team and transition plan are key to a smooth implementation. We will work with you, your 

community, and internally, as your Waste Management Apache Junction service team, to transition and 

execute collection services that align with all of your requirements and expectations. Our goal is to make 

our customers’ jobs and lives easier, eliminating your waste and environmental-related worries.  

Your local Waste Management team will dedicate themselves to a successful implementation. We have 

the local resources required and the backing of our corporate resources whenever needed to bring the 

best solutions to the City of Apache Junction.  

Staff and Key Personnel Qualifications  

Your local Apache Junction service team brings a diversity of backgrounds, skillsets, and job 

responsibilities. As a team, we are committed to providing the best possible service for the City of Apache 

Junction and helping resolve any issues, should they arise, as quickly as possible. 

Organization Chart 
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Your Waste Management Apache Junction service team will include the following personnel. A short 

summary of each staff members’ responsibilities and resumés follows. 

Resumés 

Clark Landrum | Public Sector Solutions Manager | (480) 457-4755 | clandrum@wm.com 

Clark has more than 18 years’ experience in the solid waste industry, with most of those years in the state 

of Arizona. In his role as Public Sector Solutions Manager, he serves as Waste Management’s 

representative for local officials, community stakeholders, and associated businesses in Arizona. Clark 

serves on the board for the Tempe Chamber of Commerce, the Arizona Recycling Coalition, and as 

Company Representative for the Southwest Chamber of Commerce. 

Julie Barreda | Area Public Sector Director | (480) 457-4889 | jBarreda@wm.com 

Julie Barreda is the Director of Public Sector Services for our Four Corners Market Area. Julie is 

responsible for the administration of public sector contracts and supports the public sector team efforts to 

develop business strategies and build relationships with our jurisdictions. Julie will coordinate activities 

with all other Waste Management departments to deliver on Apache Junction’s contract terms and 

service expectations. She will serve as a liaison between the City and our San Tan operations team. She 

has been with Waste Management for 28 years serving in several capacities within the company, 

including sales, operations, contract negotiations, and government affairs.  

David Brannon | Operations Director | (480) 457-4751 

David oversees complete operational and financial responsibility for 22 separate collection operations, 

supervising 550 employees across Arizona and New Mexico. He has more than 20 years of experience in 

the logistics industry and has been with Waste Management since 2006. David earned a B.S. in Business 

from the Arizona State University. His contract experience includes the facilities that oversee services for 

the Arizona cities of Goodyear, Chandler, Winslow, Maricopa, and South Tucson, in addition to a number 

of cities in New Mexico.  

Mike Hartson | District Manager | (480) 229-3719 

Mike manages day to day operations, including budget and interacting with local city, municipal, and 

county agencies. His role in servicing Apache Junction will be to confirm all lines of business provide 

world class service. Mike has been with Waste Management for more than eight years.  

Drew White | Route Manager 

As Route Manager, Drew manages drivers for our hauling district. His role in servicing Apache Junction 

will be to confirm that our drivers provide world class service. Drew has been with Waste Management for 

a year.  

Bob Blewett | Maintenance Manager 

Bob is responsible for safety issues pertaining to all fleet and maintenance activities within the assigned 

area, including cost control, employee development, and training and safety standards. Bob has been 

with Waste Management for over 16 years.  

Our Drivers - The Backbone of Our Daily Operations  

At Waste Management, we believe our employees are our greatest assets, and if we take care of them, 

they will take care of our customers, our communities, our shareholders, our environment, and each 

other. 
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Our team of highly trained, experienced drivers are the backbone of our daily operations and are 

dedicated to providing Apache Junction with world-class service. These men and women are more than 

just your waste collection drivers, they are your friends and neighbors, and they take great pride in 

helping preserve your environment today and for future generations.  

Collection drivers not only have to be well-trained when 

it comes to operating vehicles, but they have to 

constantly be on the lookout for other drivers on the 

road. We employ best-in-class safety training, 

standards and performance metrics to provide the 

safest service in the industry. Once hired, our drivers 

undergo intensive immersion training at our centralized 

training centers. Drivers gain experience through 

classroom training and simulated driving courses that 

reflect real-life obstacles. At the end of training, each 

driver receives a comprehensive evaluation that 

confirms their understanding of and commitment to 

Waste Management’s culture of safety. 

Our diligent pre-employment screening process 

includes a comprehensive background check, fingerprinting, and drug testing. All candidates and 

employees are subject to Waste Management’s Drug and Alcohol-Free Workplace Policy, which includes 

regular, ongoing screenings for employees who 

operate company vehicles. 

In addition to safety and operational training, our 

drivers are on the front line of consumer education. 

Just as consumer awareness on the do’s and don’ts of 

recycling is critical, so too is ensuring that our drivers 

are consistently trained across the company to help 

solve the problem of contamination in the waste 

stream. Drivers can enhance consumer awareness 

through Waste Management’s tagging campaigns and 

help educate consumers on the best ways to decrease 

contamination. 

Our employees are the lifeblood of the work we do every 

day. That’s why we focus on developing talent at every 

level of the organization through career path planning 

and best-in-class training that is specifically designed for 

success in the service industry. At the heart of our 

engagement and retention strategy is a steadfast 

commitment to Waste Management’s values of people 

first and success with integrity. 

 

Full biographies and resumes for the Waste Management Senior Leadership Team be found at 

https://investors.wm.com/esg-practices/leadership   

https://investors.wm.com/esg-practices/leadership
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Single Point of Contact for City Staff 

We understand Apache Junction’s desire to provide world-class service for your residents. Waste 

Management will provide specialized one-on-one customer service through your dedicated contract 

manager, Clark Landrum II. Clark will be immediately accessible exclusively to your staff via phone or 

email to address questions or emerging concerns. He will work hand-in-hand with our Phoenix Hauling 

San Tan Hauling District operations team to provide Apache Junction reliable service delivery at all times. 

Clark’s contact information is provided for easy reference. 

Clark Landrum II | Public Sector Solutions Manager  

clandrum@wm.com | (602) 930-6145 

Clark will lead your local Waste Management team to deliver a successful implementation. We have the 

local resources required and the backing of our corporate resources whenever needed to bring the best 

solutions to the City of Apache Junction, and Clark will serve as your liaison.  
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3 | METHOD OF APPROACH 

Doing the Right Thing, The Right Way 

For the City of Apache Junction, Waste Management would expand our offerings to provide all labor, 

containers, and equipment required to perform trash and recycling removal services for all of the nearly 

11,000 residential homes, including single family, duplex, triplex, and four-plex residential units, within the 

City beginning March 1, 2020.  

We will provide new, Waste Management owned, 96-gallon solid waste and recycling carts to each 

residence for weekly curbside collection on the same day of the week, with schedule selection to be 

negotiated post award.  

Monthly curbside bulk trash pickup will be provided, and details of allowable and non-allowable items are 

listed on Exhibit O.  

Additional new 96-gallon carts will be available as well as cart repair services. Dumpsters for residential 

use only would include delivery and removal for 2, 4, 6, or 20-yard containers. Pricing of a rate per ton for 

subscribers to utilize a drop off service has been provided.  

Waste Management will conduct an annual subscriber survey. Our survey method would be determined, 

and approval sought post award. We commit to meet with City Representatives at least four (4) times a 

year for the first contract year and as often as needed following that initial term, to firmly establish a plan 

of action for addressing customer service complaints and the satisfaction survey results. Our billing and 

customer service details have been thoroughly explained in Section 8. 

Vehicle and Equipment Listing for the City 

With more than 32,000 collection and support vehicles on the road throughout North America, Waste 

Management trucks are a familiar sight and one of the most visible symbols of our company. Our state-of-

the-art fleet - navigating your residents - assures Apache Junction is provided safe, quiet, efficient, and 

environmentally friendly collections.  

All of our vehicles are fully enclosed and designed to be leak-proof with self-contained mechanisms to 

compress the material collected. The vehicles are painted in a uniform color and are easily identifiable as 

they adhere to specific branding guidelines. Vehicles are marked with unique unit identification numbers 

on both sides and the rear. We maintain detailed records of each collection vehicle and all vehicles are 

meticulously maintained for a clean and orderly appearance, as well as good working condition. 

Waste Management’s industry-leading onboard technology minimizes the environmental impacts of our 

collections while maximizing reliability and efficiency. From our advanced onboard computing system that 
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streamlines communication, to our eRouteLogistics® mapping and routing software with real-time GPS, to 

our onboard digital cameras, to trucks powered by cleaner and more cost-effective natural gas - a 

partnership with Waste Management means that Apache Junction receives the latest advancements in 

always-evolving industry technology. 

Apache Junction Vehicles and Collection Equipment 

Waste Management proposes the use of automated side load, rear load, and roll off trucks, 96-gallon 

carts, and various container sizes which are specified in this section. We have the experience and 

equipment to service and support the City of Apache Junction. As a current service provider to many 

residents, we are familiar with the access challenges within the City. We will make every effort to provide 

exceptional service, however Waste Management’s number one priority is the safety of our employees. 

If Waste Management deems a property to be unsafe to service, we will work with the City and property 

owner to find a viable solution. 

Exhibit K, Vehicle and Equipment Listing  

Below is a list of our side load trucks we could use until your new trucks are in service. We will purchase 

six (6) new trucks for Apache Junction if awarded this contract. 

Waste Management Truck Information 

Type of Vehicles: Automated Side Loader, McNeilus Z-rad or AMREP HX45036 

Make: Autocar 

Model: ACX64 

Year: 2017 or Newer 

Operation at Idle: Cummins L9 CNG Engines, Fuel Systems with 5 minute idle timer engine shut 

down 

Smart Back up Technology: California Back UP Alarm, Hopper and Alley; Back up, Hopper & Alley 

Cameras 

Waste Management truck ID numbers for Apache Junction 

103360 103008 105288 105289 

105759 103308 104443 103020 

All of our vehicles are fully enclosed and designed to be leak-proof with self-contained mechanisms to 

compress the material collected. The vehicles are painted in a uniform color and are easily identifiable as 

they adhere to specific branding guidelines. Vehicles are marked with unique unit identification numbers 

on both sides and the rear. We maintain detailed records of each collection vehicle and all vehicles are 

meticulously maintained for a clean and orderly appearance, as well as good working condition.  
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Proposed Collection Vehicles for Apache Junction 

AUTOMATED SIDE LOADER 

 

Materials Collected Crew Size 

Recycling, Garbage, Compostables 1 driver 

Chassis Make/Model Type of Fuel 

Autocar WX CNG 

Body Make/Model Service Procedures  

Amrep Services containers with mechanical arms that lift and tip 

contents into the body of the truck. Operated by the driver 

– on right hand side of cab - with controls inside the cab 
Capacity/Gross Vehicle Weight 

Rating 

40 cubic yards/66,000 lbs. . 

 

REAR LOADER 

 

Materials Collected Crew Size 

Bulky materials One driver and one helper 

Chassis Make/Model Type of Fuel 

Autocar WX CNG 

Body Make/Model Service Procedures  

Amrep Driver services containers or dumpsters at rear, outside of 
truck, with levers. 

Capacity/Gross Vehicle Weight 

Rating 

 

40 cubic yards/66,000 lbs. 
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ROLL OFF 
 

Materials Collected Crew Size 

Services 10 to 40 yard roll off 

containers 

One driver 

Chassis Make/Model Type of Fuel 

Freightliner M2, Autocar ACX64 CNG 

Body Make/Model Service Procedures 

Amrep AMROH24 Services roll off dumpsters using hydraulic lift and a cable 

with hook attachment. Can be controlled by driver inside or 

outside of the cab. 

Capacity/Gross Vehicle Weight 

Rating 

 

10 to 40 cubic yards/66,000 lbs. 

 

NEW containers to be used within the City of Apache Junction 

Standard Collection  

Carts 

Steel Front Load  

Containers 

Steel Roll-Off  

Containers 

 

 

 

 

 

 

 

96-gallon 2, 4, 6 and 20-yard 
10, 15, 20, 3 and 40 
yard containers 

Waste Management Carts  

Waste Management will partner with one of our industry-leading cart suppliers for the delivery of new 

carts in Apache Junction. Our hand-picked suppliers have served the solid waste and recycling industry 

for decades and all cart quality and workmanship are backed by 10-year warranties. 

Primary features and benefits of Waste Management-supplied carts include:  
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 Product Quality. Carts are produced using an injection molding process that allows for exact 

precision and product uniformity. 

 Warranty. All items will be delivered free from defects in material or workmanship. Waste 

Management will replace any defective carts and/or parts during the warranty period. 

 Distribution. Waste 

Management will manage the 

initial distribution of the carts, 

providing an on-site supervisor-

level project manager acting as 

the first point of contact.  

 Durability. Our carts are UV-

stabilized and designed for 

optimal compatibility and 

functionality with both semi- 

and fully-automated lifter 

systems.  

 Minimal Assembly. Our carts 

are quick and simple to assemble - requiring no tools. 

 Customer Convenience. Our carts are easy to handle and provide an excellent balance 

between stability and maneuverability. 

 Customizable Design Options. Carts are available in many standard color options with hot 

stamping and large in-mold labels to display key program instructions. 

 Recyclability. High Density Polyethylene (HDPE) resin makes our supplied carts 100 percent 

recyclable. 

Cart Warranties  

Our proposed cart suppliers all provide a non-transferable 10-year warranty period from date of cart 

shipment. The provided warranty does not cover negligence, abuse, or normal wear and tear, but does 

protect Waste Management and Apache Junction from defects in materials and workmanship.  

Waste Management has long-standing vendor histories with all of our suppliers and has successfully 

utilized cart warranties when needed. We are confident our suppliers will stand behind their product 

quality.  

Container Repair/Cleaning/Replacement Procedures 

Waste Management will maintain each container in a clean, functional state by repairing, cleaning, and 

repainting the units. Repairs will be made to correct any deficiencies with a unit to render a completely 

refurbished container, including repainting. Cleaning will be accomplished by a method to a standard that 

eliminates all foreign material and renders the unit free from offensive odors and stains.  

Carts will be replaced at no charge if damage is caused by Waste Management, otherwise residents can 

request additional/replacement carts for a fee by placing a call to our Call Center. This creates a ticket 

that will be monitored through completion and delivery of the new cart prior to the resident’s next 

collection day. 
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Traffic: Routes Designed to Reduce Neighborhood Impacts 

Our routing team uses a sophisticated software, eRouteLogistics™, to reduce the number of trucks on 

residential streets by developing map routes that are efficient, and reducing vehicle miles, emissions and 

wear-and-tear on roads. Routes are planned to avoid main roads during high-traffic periods, such as 

morning or evening commutes and school drop offs. This sophisticated software will provide optimized 

routes for Apache Junction approval to target your #1 goal of reduced traffic. 

Waste Management will obtain the necessary waiver of twice per week collection from the Arizona 

Department of Environmental Quality (ADEQ). 

Exhibit L, Collection Route Schedule and Maps  

Waste Management Collection Route Schedule and Maps  

 

Waste Management would allow for additional benefits in the future. We could seamlessly consolidate the routes for additional 

services if the City elected to expand their offerings to residents using Waste Management as the single service provider. 



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 3 | 19 

Collection Schedules: Designed to provide consistency and efficiency 

Consolidation to Waste Management as the Apache Junction’s single licensed hauler to service the entire 

area would immediately reduce the number of trucks, the noise, and the environmental impact, while 

improving safety and the consistency of customer service. Awarding exclusive rights to that single 

provider for future services would further reduce those environmental impacts. 

Noise Reduction 

We are sensitive to communities’ noise concerns. Waste Management’s equipment and operations 

protocol mitigates these issues. The mechanical arms on our residential front load vehicles have 

dampeners which slow the hydraulics just before a container is emptied so it doesn’t slam into the truck. 

These dampeners reduce noise and wear-and-tear on the equipment. Fewer trucks mean fewer back-up 

alarms and our operation-at-idle technology reduce noise as well. 

Schedule Changes and Holidays 

Waste Management feels that the foundation of a strong partnership is transparency and communication. 

During the term, there may be occasions where scheduling or unforeseen events may impact the 

consistent service levels that residents are accustomed to. 

Our communication plans involve several outlets to relay our messages. For example, Waste 

Management could use the proposed dedicated City website, mailers, and if necessary, email or text 

notifications to put residents at ease. Below are some examples of past communication inserts:  

Via social media 

Via postcard mailer 
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Waste Management will provide a schedule of company holidays for each year. If a driver cannot perform 

a pickup on the regularly scheduled service day because of a holiday, the pickup will occur on the next 

business day. Waste Management typically observes the following national holidays: 

 New Year’s Day   Labor Day 

 Memorial Day  Thanksgiving Day 

 Independence Day  Christmas Day 

Employee Uniforms 

All employees performing service for Apache Junction will be immediately identifiable as Waste 

Management personnel with company-issued uniforms (as shown in the photo). 

Employee and subcontractor employee uniforms 

include a shirt, jacket, pants, proper footwear, and 

safety vest. A complete uniform and safety vest will be 

worn at all times during performance of work. The 

uniform shirt and jacket will clearly display the 

company name, making each employee readily 

identifiable. All employees are required to employ 

personal protection equipment, including six-inch lace-

up steel toe boots, safety vest, eye protection, and 

gloves, without exception. 

Solid Waste Collection 

Apache Junction solid waste will be disposed of at Waste Management’s Butterfield Station licensed 

landfill. A detailed specification sheet for Butterfield is included in Section 9. We would welcome visitors to 

the landfill for an educational tour. 

Proximity of disposal site to the city limits  

San Tan Transfer Station: Solid waste will be taken to our San Tan Transfer Station, located at 4040 

South 80th Street, Mesa, AZ 85208. This facility is owned and operated by Waste Management and has 

been in continuous operation since 2004. It is on a 23-acre site, has a 22,000 SF tipping floor, on average 

receives 975 TPD, and has 4,025 TPD remaining permitted capacity (current capacity 1,800 TPD). 

Butterfield Station Landfill: Waste will be taken from the transfer station to the Butterfield Station 

Landfill, located at 40404 S. 99th Avenue, Mobile, AZ. This facility is owned and operated by Waste 

Management. 

Recycling Materials Collection 

The City’s recyclable materials will be delivered to Waste Management’s Arizona Community Ecocenter 

Materials Recovery Facility at 19401 W. Deer Valley Rd. in Surprise, AZ 85387. The MRF is situated at 

the Northwest Regional Landfill and a detailed description of these facilities can be found in both Sections 

6 and 9. A comprehensive explanation of our diversion program, as well as our proven public education 

and outreach suite of resources, are also found in Section 6. We do commit to providing an open house 

before service begins to introduce our outreach and education tools and we will provide materials for city 

outreach. Exhibit N is included in Section 6 as well.  

 

https://www.wmsolutions.com/locations/details/id/207


City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 3 | 21 

Exhibit B, Similar Service History 

As a trusted environmental solutions partner for neighboring communities, we know Arizona customers, 

their needs, and their requirements. We provide service for many of Apache Junction’s neighbors. We 

have included these customers in the following list of references. We encourage you to contact them so 

that you may learn firsthand about our excellent record of service with other customers. 
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ENHANCED RESOURCES 

A Local Website for Local Customers  

Like many communities, Apache Junction has tailored its solid waste program to meet the unique 

collection and disposal needs of residents and businesses. No longer a one-size-fits all approach, 

Apache Junction has a customized list of acceptable material, service levels, rates, pick-up schedules, 

drop-off locations and more.  

Clearly communicating these program details to customers is essential to fully utilize available services 

and resources. With over 60 percent of consumers preferring to conduct business online, providing solid 

waste information through a simple, easy-to-use website is an essential communication tool.  

As a Waste Management customer, Apache Junction’s residents will have access to a local Waste 

Management website that is both easy to navigate and functional. Working in collaboration with your staff, 

we will customize the website with meaningful service information, photos and resources that reflect the 

interests of Apache Junction.  

Using Waste Management’s local website, customers will easily and quickly be able find:  

 Community-specific service information – an overview of all Waste Management services 

available including waste, recycling, yard waste, bulky items and special collections. This section 

also informs customers of where to place bins, collection times, and acceptable items.  
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 Helpful resources – including information concerning holiday schedules, seasonal cleanups or 

nearby drop-off sites, Waste Management’s local website allows us to advise customers of 

special programs and services available only for Apache Junction. Upcoming events (such as 

Christmas tree collection) can be promoted with a prominent banner ad located on the home 

page.  

 Recycling education. Customers have access to educational materials and resources available 

through Waste Management’s Recycle Often. Recycle Right.® campaign. Whether looking for 

recycling posters or activities for students, content is printer-friendly and ready to use.  

Waste Management’s local Apache Junction website will also allow customers to take action through 24/7 

self-service and account management functionality. Customers can: 

 Initiate service or request additional services 

 View pickup schedule and collection ETA  

 Schedule an extra pickup or bulky item collection  

 Request cart or container repair  

 Sign up for autopay or make an online payment 

 Enroll in paperless billing 

 Edit account contact information  

As an added convenience, Waste Management staff will share access to our web content for cross-

promotion on your website. Connecting directly to Waste Management’s information will save Apache 

Junction staff time and confirm residents continuously receive accurate and consistent information.  
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At Your Door 

As a Waste Management customer, 

Apache Junction could offer the benefits 

of our customer-centered solution for 

residential collection of household 

hazardous waste (HHW) and electronics: 

The At Your Door Special Collection® 

service. This HHW service has collected 

home generated special materials from 

thousands of homes since 1995 and 

Waste Management manages programs 

for hundreds of municipalities throughout 

the country. 

All Apache Junction residents would be 

able to use our At Your Door Special 

Collection service for the collection of the difficult, sometimes hazardous, and hard-to-recycle items that 

almost every household accumulates. We make it easy for your residents to dispose of these items, by 

collecting the materials at their door– safely, easily and responsibly. Experience is key. 

With At Your Door Special Collection, Waste Management will carry away items that don’t belong with 

other recyclables or regular curbside pick-up--items that, if not handled properly, may be hazardous to 

people, pets and the environment. Waste Management’s At Your Door Special Collection provides 

convenient, safe and responsible at your door service for household hazardous waste and electronics (e-

waste).  

The At Your Door Special Collection program is available to residents for an additional low monthly rate 

per home that is added to the monthly refuse rate. The monthly cost of the service to residents will be 

negotiated but is typically half the cost to get rid of one television at most e-waste drop-off facilities. To 

minimize the costs, all residents participate in the program. 

 

https://youtu.be/lVqWgzoCw18
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4 | PRICING PROPOSAL 

Best Value Best Service…Our Best Price 

We recognize that our pricing may not earn us low cost bidder status, however we are proud that we 

service all our contracts with consistent, quality service over the full life of the contract. Apache Junction’s 

pricing has been carefully calculated to enable us to deliver that dependable service through skilled 

employees that can focus on safety, and the flexible, responsive customer service that your residents 

expect.  
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Exhibit A, Cost Proposal 
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Additional Services 
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Alternative Bid  

  

07/10/2019 
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Exhibit C, Exceptions/Additions/Corrections 

Transparent Operations from the Start 

Waste Management strives to be transparent in our proposals. We understand it is difficult for the City 

when contractors attempt to negotiate new terms after an award is made. That is not how we do 

business. At the same time, we feel a balanced contract will benefit both parties over the term of the 

Agreement. As such, we have provided the following requested additions, clarifications, and exceptions 

for your review and consideration. We would welcome the opportunity to discuss and negotiate these 

items with the City.  

# 
Page / 

Section(s) 
Comment 

1 5 / 13 We would like the clarify that our obligations would not extend to liabilities caused by 

the City’s negligence, breach or willful misconduct. Make same change in Section 8 of 

page 30. 

2 6 / 18 We would like to clarify that we would have a reasonable opportunity (e.g., 30 days) to 

cure a breach before the City may terminate the agreement. 

3 6 / 21 We would like to clarify that CPI adjustments will be approved so long as our rate 

adjustment calculations are correct. For a long-term agreement, it is especially 

important that the annual inflation adjustments are implemented. Additionally, we 

would need to add language that there may be rate increases in the event of 

extraordinary events beyond our reasonable control, such as changes in law or 

changes in scope of services, which increase our costs or reduce revenue.  

4 12 / 6.6.D We would need to include language in the final contract which allows Waste 

Management to temporarily dispose of recyclable materials which do not have a 

commercially viable market. This has been an important issue over the last two years 

with the Chinese government’s ban and restrictions on various commodities. 

5 Exhibit D 

and 30 / 

11 

See attachment with changes to insurance language. 

6 Exhibit I We would like to add provisions addressing the following: (i) Establish a limit of 10% 

contamination in recycling containers. If that amount is exceeded, Waste Management 

may elect to not collect the container. Waste Management will give warning notices of 

excess contamination. If there have been more than two violations in a 12-month 

period, Waste Management may charge a contamination fee. If there have been more 

than five violations in a 12-month period, Waste Management may discontinue 

recycling services for that customer and increase the trash container size (or deliver an 

additional cart) to accommodate the additional volume; (ii) Establish an overage 

protocol. Waste Management will give warning notices of containers with lids lifted by 

at least 10 inches. If there have been more than two violations in a 12-month period, 

Waste Management may charge an overage fee. If there have been more than five 

violations in a 12-month period, Waste Management may increase the trash container 

size (or deliver an additional cart) to accommodate the additional volume. 
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# 
Page / 

Section(s) 
Comment 

7 34 / 17 We would like to modify the following because it is too ambiguous: “or if it persistently 

or repeatedly refuses or fails except in case for which extension of time is provided to 

supply enough properly skilled works or proper materials or labor or persistently 

disregards laws, ordinance, rules, regulations or orders of any public authority having 

jurisdiction or otherwise is guilty of a substantial violation of a provision of the contract 

documents…” Also, as stated in a previous exception, if there is a violation of the 

contract, we would expect a reasonably opportunity to cure before the City may 

terminate. Of course, the City would still have remedies available at law, like the ability 

to pursue damages based on breach of contract. 

We would like to add some reasonable limitations to the provision which would allow 

the City to take possession of our site, materials, equipment, etc. so that it would be 

limited to that which is directly and exclusively related to the Apache Junction services. 

8 34 / 19 Our cost information is generally confidential and would not be available except to the 

extent necessary to verify compliance with the agreement.  

Recycling Additions 

Ability to Dispose of Materials Where There is No End Market 

In order to successfully sell the material we collect, we must remain flexible and responsive to market 

shifts in material type and quality. The market has shown in the past few months that there will be 

extended periods of time where the demand for a specific material ceases to exist either temporarily or 

permanently. These shifts in the market are uncontrollable events that our industry cannot influence. 

Even the highest quality, contamination-free bales of material must have a sustainable end market in 

order to truly be recyclable. In this type of scenario, Waste Management must have the ability to dispose 

of materials for which there are a lack of buyers or markets. We propose the following contract language 

to address this concern:  

Waste Management reserves the right, upon notice, to reclassify materials as Non-recyclables if there is 

no commercially viable market (i.e., has a negative value after applying processing, transportation and 

marketing costs). Waste Management may dispose/landfill materials which are deemed Non-recyclables 

Contamination 

Contamination is the most serious challenge facing recycling programs throughout the country. Recycling 

markets have become increasingly strict regarding material quality and even minimally contaminated 

bales that may have been acceptable in the past will not meet today’s standards.  

Through proactive monitoring, our drivers will visually inspect recycling for contamination to the best of 

their ability and will document occurrences with photos and notations saved via our onboard computing 

system. When appropriate, drivers will leave behind tags that help to inform customers of which 

contaminants were found in their cart. Through education and outreach efforts, we will make every 

reasonable effort to assist customers with contamination issues, but we must also maintain our ability to 

address the repeat offenders that jeopardize the ongoing quality of Apache Junction’s recycling program. 

We suggest the use of the below contract language that allows Waste Management to receive 

compensation that is reflective of Apache Junction-specific contamination levels. Proposed contract 



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 4 | 34 

language will also allow us to reject or charge fees for the collection of contaminated loads, make 

adjustments to a customer’s service level to confirm adequate garbage capacity or, if needed, discontinue 

recycling service to repeat offenders.  

1. Containers may not contain more than 10% Non-recyclables (defined in Exhibit M) and no 

Excluded Materials. “Excluded Materials” means radioactive, volatile, corrosive, flammable, 

explosive, biomedical, infectious, bio-hazardous or toxic substance or material, or regulated 

medical or hazardous waste as defined by, characterized or listed under applicable federal, state, 

or local laws or regulations, materials containing information (in hard copy or electronic format, or 

otherwise) which information is protected or regulated under any local, state or federal privacy or 

data security laws, including, but not limited to the Health Insurance Portability and Accountability 

Act of 1996, as amended, or other regulations or ordinances. 

2. Waste Management is not obligated to collect Containers which are Contaminated. For purposes 

of this Agreement, a Container is “Contaminated” when, based on visual inspection, a Single 

Stream Materials Container has more than 10% Non-recyclables (volume or weight) or any 

amount of Excluded Materials. If Waste Management elects to not collect a Contaminated 

Container, it shall notify Apache Junction either by email, text, phone, or tag and have ability to 

change communication channels as technology advances.  

3. If Waste Management elects to collect a Contaminated Container, it may charge Apache Junction 

a negotiated Contamination Fee. 

4. Waste Management may dispose of the contents of a Contaminated Container it elects to collect. If 

there have been more than three instances of Contaminated Single Stream Materials Container 

in any 12-month period, and Waste Management has record of this, Waste Management may (i) 

discontinue such service and remove the Container, (ii) deliver additional or larger Refuse 

Container(s) or increase the frequency of collection, and (iii) charge Apache Junction the Rate for 

the additional or larger Refuse Container(s). After one year, if service is discontinued, Apache 

Junction may petition City to reinstate such service, in which case they must pay the Container 

redelivery fee set forth in the rate exhibit. 

Material and Delivery Specifications 

Our list of acceptable materials, found in the Recycling Section on Exhibit M, is reflective of today’s 

market reality and includes only materials that meet industry quality standards and have viable market 

demands. However, due to the length of our Contract with Apache Junction, it is important to allow for the 

possibility that this list may need to be adjusted at some point over the next eight to ten years. Contract 

language must support our collective need to make changes to acceptable materials in order to respond 

to global market demands as well as protect the quality of material we process. In light of these 

considerations, we propose the following contract language: 

Material delivered by or on behalf of Apache Junction may not contain Non-Recyclables or Excluded 

Materials. “Excluded Materials” means radioactive, volatile, corrosive, flammable, explosive, 

biomedical, infectious, bio-hazardous or toxic substance or material, or regulated medical or 

hazardous waste as defined by, characterized or listed under applicable federal, state, or local laws 

or regulations, materials containing information (in hard copy or electronic format, or otherwise) which 

information is protected or regulated under any local, state or federal privacy or data security laws, 

including, but not limited to the Health Insurance Portability and Accountability Act of 1996, as 

amended, or other regulations or ordinances. 
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Waste Management reserves the right upon notice to discontinue acceptance of any category of 

materials set forth above as a result of market conditions related to such materials and makes no 

representations as to the recyclability of the materials.  

Waste Management may reject in whole or in part, or may process, in its sole discretion, Recyclables 

not meeting the specifications, including wet materials. Waste Management may invoice Apache 

Junction for all costs, losses and expenses incurred with respect to such non-conforming Single 

Stream Materials including costs for handling, processing, transporting and/or disposing of such non-

conforming materials, which charges may include an amount for Waste Management's operating or 

profit margin. Without limiting the foregoing, Waste Management may bill Apache Junction a 

contamination charge as provided in our agreement.  
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5 | EXPERIENCE AND QUALIFICATIONS 

A Partner to Your Community 

About Waste Management 

Waste Management, based in Houston, Texas, is the leading provider of comprehensive waste 

management environmental services in North America. Through its subsidiaries, the company provides 

collection, transfer, disposal services, and recycling and resource recovery. It is also a leading developer, 

operator, and owner of landfill gas-to-energy facilities in the United States. The company’s customers 

include residential, commercial, industrial, and municipal customers throughout North America. To learn 

more information about Waste Management, visit www.wm.com or www.thinkgreen.com. 

Waste Management – Who We Are and What We Do 

Waste Management at the Phoenix Hauling San Tan District is your local provider - backed by the leading 

provider of comprehensive waste management services in North America. Through our subsidiaries, we 

provide collection, transfer, recycling, and resource recovery, and disposal services. We are a leading 

developer, operator, and owner of landfill gas-to-energy facilities in the United States. Our mission is to 

maximize resource value while minimizing environmental impact to improve economic and environmental 

sustainability for our stakeholders.  

With headquarters in Houston, Texas, our approximately 43,700 employees provide environmental 

services and solutions to customers throughout North America each day. With our extensive network of 

facilities, in 2017 we processed more than 15.3 million tons of recyclables and produced enough energy 

to power nearly 1.59 million homes while meeting the unique collection needs of nearly 20 million 

customers.  

An important part of our strategy is developing new waste solutions that can help our customers achieve 

their goals, including zero waste. Often that means developing and implementing customized service 

offerings for our diverse group of customers, including municipalities, schools, healthcare facilities, 

commercial buildings, construction sites, our National Account customers, and many more. Because of 

our diverse customer experience, we know what works, and we make implementing recycling and waste 

reduction programs easy for our customers. 

From reliable residential collection, to our state-of-the-art recycling centers, to our environmentally sound 

landfills and transfer stations, we are dedicated to providing Apache Junction excellent customer service 

and waste solutions that are right for you 

In total, our facilities include: 

http://www.wm.com/
http://www.thinkgreen.com/
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customers 

served 

OPERATIONS 

transfer 

stations 

43.7K 

employees 

20M 

314 

7,621 

alternative fuel 

vehicles 

123 

natural gas 

fueling stations 

130 

landfill  

gas-to-energy 

facilities 

ENERGY 

RECYCLING 

40 
composting/chipping/ 

grinding facilities 

28 
commercial/paper only 

recycling facilities 

14 
other 

facilities 

44 
construction 

and demolition 

recycling facilities 

CORe© 

facilities 

4 

dual stream 

recycling  

facilities 

2 

44 
single stream 

recycling facilities 

247 
active solid  

waste landfills 

5 
active hazardous 

waste landfills 

LANDFILLS 

2018 FINANCIALS $14.9B total revenue 

$1.8B 

returned to  

shareholders 

$1.7B 

capital 

expenditures 

cash from  

operations 

$3.6B 

As of and for the year ended December 31, 2018. Waste Management, Inc. is a holding company, and all operations are conducted by its subsidiaries.  



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 5 | 38 

Financial Strength: The Foundation for Our Commitment 

As a wholly–owned, indirect subsidiary of Waste Management, Inc., Waste Management of Arizona, Inc. 

does not report financial results. All financial reporting occurs through our parent entity. As a publicly 

traded company, Waste Management is held to the most stringent regulations for accurate and timely 

financial disclosure. Following are key statements from Waste Management’s 2018 annual report. Full 

financial results are available on our website at http://investors.wm.com/. 

Revenue in 2018 was $14.9 billion, and Waste Management has an asset base of $22.7 billion. The 

company generates strong and consistent cash flow and has access to an extensive line of credit. Waste 

Management’s financial strength is the foundation for our commitment to serve our customers, perform 

our obligations, and protect 

the environment in carrying 

out our broad waste 

management services. As 

requested, the audited 

financial statements for the 

past 2 years have been 

included in Section 9.  

Waste Management has achieved solid investment-grade credit ratings from three major rating agencies. 

Most recently, the company has been assigned ratings of A-/A-2 by Standard & Poor’s, BBB+ by Fitch, 

and Baa1 by Moody’s. The ratings are based on expectations that management will maintain good 

liquidity, pursue a moderate financial policy, and allocate capital in a disciplined manner. The credit 

outlook from each agency for Waste Management is characterized as stable.  

Waste Management’s financial strength, as summarized above, gives Apache Junction assurance that 

we can and will fulfill our obligations. 

 Waste Management is committed and financially able to perform all operations in full compliance 

with applicable federal, state, and local regulations and to provide clear documentation of that 

compliance. 

 Waste Management offers the most extensive network providing waste management services in 

North America, including transportation, disposal, treatment, recovery, remediation, waste 

identification, and several other specialty services. This network enables us to provide a single 

source of responsibility, from transportation through disposal of waste. 

 Typically, new capital requirements are internally financed by Waste Management using cash 

flow from existing operations - freeing our new trucks, carts, containers, and facility investments 

from the timelines and terms of third-party creditors. 

Waste Management's financial strength helps us to continually advance services for all of the customers 

we serve, including Apache Junction, and we are committed to maintaining that strength. 

 

 

 

http://investors.wm.com/
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6 | RECYCLING 

Finding the Next Best Use for Everything We Collect 

Local Recycling Experience and Capabilities  

Recycling is a growing and dynamic movement - what material is in demand, how it is collected, 

processed, and where a market exists is continuously evolving. As North America’s largest residential 

recycler our focus is on running a recycling operation that is able to constantly adapt, advance, and be 

sustained for future generations.  

We can only accomplish this by being an active contributor to our industry, working together with key 

stakeholders like Apache Junction, and leading the types of changes we believe are essential for current 

and future recycling growth and viability. Our experience and expertise encompass:  

 Designing and Operating Material Recovery Facilities. Since the late 1990s, we have gained 

invaluable experience encompassing design, construction, operation, and maintenance of source 

separated recycling facilities, single stream operations, fiber-only plants, and commingled 

containers-only processing plants. Nationally, our network encompasses 102 traditional recycling 

facilities and 44 single-stream recycling MRFs.  

 Forging New Processing Technologies. Waste Management operations experts and engineers 

have collaborated with American and international experts in material separation, image 

recognition technology, advanced screen technology, high speed baling technology, and other 

separating and cleaning techniques to continuously improve the efficiency and processing 

capabilities of our MRFs. In total, Waste Management facilities handle upwards of 15 million tons 

of recyclables in a single year and working together with our customers, communities, and 

industry experts, we plan to reach 20 million tons by 2020. 

 Benchmarking Recycling Education Best Practices. Through our municipal partnerships, 

green technologies, and community education, Waste Management has introduced and promoted 

innovative recycling and diversion methods to residential and commercial customers throughout 

the Country. In 2017, we launched Recycle Often. Recycle Right.® (RORR), a national research 

and fact-based behavior change campaign to improve recycling. Tailored to your residents and 

your business community RORR delivers the tools, resources, and information to simplify 

recycling and effectively drive participation and decrease contamination.  

Locally, Waste Management has a 54-year history of proudly providing recycling processing and 

collection services in collaboration with our customers, we have made great strides in the quality and 
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quantity of material we process. Through our network of 39 facilities in Arizona, we processed over 

59,933 tons of bottles, cans, paper and cardboard.  

Our dependable operations are overseen by a highly qualified group of Waste Management employees 

with experience in the daily operation of recyclable collection, processing and transfer. The team we have 

assembled for Apache Junction represents top leaders at all levels – from plant management to 

commodity sales. 

Area Recycling Facilities Owned and Operated by Waste Management 

Facility 

Name 
Location Facility Type 

Communities 

Served 

Processing 

Capabilities 

Arizona 

Community 

Ecocenter 

19401 W. Deer Valley Rd. 

Surprise, AZ 85387 

Materials 

Recovery 

Facility 

City of Tempe, 

Town of Gilbert, 

City of Mesa, City 

of Litchfield Park, 

City of Surprise 

10,000 tons per 

month 

Local Facility and Processing Capabilities  

All Apache Junction recyclables will be processed at the Waste Management Arizona Community 

Ecocenter. As the sole owner and operator of this MRF, recyclables are processed according to the 

highest industry standards. This facility has ample queuing, parking, processing and storage capability, 

and can effectively accommodate all incoming and outgoing Apache Junction vehicles.  

Opened in 2011, the Arizona Community Ecocenter exceeds 65,000 square feet and is located at the 

Northwest Regional Landfill on a 792 -acre site in Surprise. Our MRF exceeds all RFP capacity 

requirements and can process 10,000 tons of material per month. In addition to the Arizona Community 

Ecocenter MRF, we also have a partner MRF with the City of Phoenix that can serve as a backup facility.  

The Arizona Community Ecocenter utilizes the most technologically advanced sorting equipment 

available. Through ongoing equipment investments, upgrades and maintenance, we seek to continuously 

improve MRF design, operational efficiency, recovery, and system optimization. Current sorting 

equipment includes:  

 Four PET optical sorters, TiTech 

 ElectroMagnets and Eddy Currents 

 Rotating Disk 

Material Markets 

The Demand for Recyclable Material - A World Economy and its Local Impact  

Every day we work with customers like Apache Junction to collect, transport, and sort recyclables, but 

these local efforts are supported by global economic trends. When economies are thriving, people buy 

more, which increases the demand for recyclables that are used to produce new products. Also, when 

fuel prices are high there is a greater demand for recyclable petroleum-based products such as plastic 

bottles. Such economic factors and the overall strength of the global economy drive demand for 

recyclable material, the growth of single stream recycling infrastructure, and the expansion of collection 
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programs at the local level. While a global market has supported recycling growth, it also means that 

market conditions – both positive and negative – are a reality that we must constantly manage in 

collaboration with our customers.  

Waste Management Material Marketing – Supporting Global and Local Marketplaces  

As curbside recycling programs and the ease of single stream recycling has been rapidly adopted 

throughout North America, the growth in recycling tonnage collected and processed has increased our 

supply of clean recyclables and has supported growth of a global commodity market. Today, Waste 

Management exports a third of the paper we collect to four continents. While this global market has 

allowed for the growth of local recycling programs, it also means that market conditions - both positive 

and negative - are a business reality that we must constantly manage.  

Since 2012, Waste Management has been able to sustain recycling programs through a persistent 

decline in commodity markets. We have relied heavily on the experience, relationships, and proactive 

efforts of our material marketing team. Our team consists of approximately 150 employees in the United 

States and Canada and nearly 25 team members stationed overseas. Their expertise in securing homes 

for our customers’ materials, even during difficult economic times, has proven to be invaluable for the 

success of America’s recycling programs.  

Waste Management’s material marketing team supports each major International export market including 

China, Latin America, South America, and India. In addition to marketing to international customers, we 

seek opportunities to provide quality feedstocks to support local projects and markets and we are 

committed to developing local markets where it benefits the community and our customers. We target 

new markets based on global growth trends (GDP), new regulations, and the path of manufacturing. Both 

locally and globally, our team works directly with all end consumers, cutting out the middleman and 

maximizing our ability to market material to its highest and best use. 

One key component of our materials marketing success is our team’s preemptive approach to tracking 

shifts in end-user demand and quality expectations. We work closely with our MRF operations teams to 

define changes in specifications and quality standards needed to market material. This allows our 

operations team to confirm the processing standards we utilize yield material that can be sold.  

Waste Management’s materials marketing team will consistently and aggressively: 

 Explore all potential short and long-term material sales options 

 Maintain an accurate and detailed compilation of end markets, market opportunities, and 

material market specifications 

 Negotiate and sell materials in an honest, forthright manner to our customers, for the best 

possible prices on behalf of our projects 

 Provide material marketing services that meet Apache Junction’s requirements and help 

sustain the dependability and long-term sustainability of Apache Junction’s program.  

Supporting our international marketing team is Waste Management’s logistics and export capabilities and 

network. Waste Management is the seventh-largest exporter from United States ports by number of 

containers – we stay ahead of changing export requirements to prevent delays in moving material and we 

have built the structure, knowledge, and ability to export materials effectively and efficiently.  
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Exhibit M, List of Acceptable and Not Acceptable Recycling Items 

Recyclables must be dry, loose (not bagged), and include ONLY the following: 

Aluminum cans – clean and empty Newspaper 

PET bottles with the symbol #1 – with screw tops 

only – empty 
Mail 

HDPE plastic bottles with the symbol #2 (milk, water 

bottles detergent, and shampoo bottles, etc.) – 

clean and empty 

Uncoated paperboard (ex. cereal boxes; food and 

snack boxes) 

Steel and tin cans – clean and empty Uncoated printing, writing and office paper 

Phone books Old corrugated containers/cardboard (uncoated) 

Magazines, glossy inserts and pamphlets 
Glass food and beverage containers – brown, 

clear, or green - empty 

 

Recyclables may include the following with the written consent of Waste Management: 

Plastic containers with symbols #3-#7 – empty (no 

expanded polystyrene) 
Aseptic cartons and gabletop containers 

 

Non-recyclables include, but are not limited to the following: 

Plastic bags and bagged materials (even if 

containing Recyclable Materials) 

Microwavable trays 

Mirrors Window or auto glass 

Light bulbs Coated cardboard 

Porcelain and ceramics Plastics unnumbered 

Expanded polystyrene Coat hangers and Wire 

Glass and metal cookware/bakeware Household appliances and electronics 

Hoses, cords, wires Yard waste, construction debris, and wood 

Flexible plastic or film packaging and multi- 

laminated materials 

Needles, syringes, IV bags or other medical 

supplies 

Food waste and liquids, containers containing such 

items 

Textiles, cloth, or any fabric (bedding, pillows, 

sheets, etc.) 

Excluded Materials or containers which contained 

Excluded Materials 

Napkins, paper towels, tissue, paper plates, paper 

cups, and plastic utensils 

Any Recyclables or pieces of Recyclables less than 

4” in size in any dimension 

Propane tanks, batteries 
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Exhibit O, Bulk Trash Items  

Acceptable Bulk Trash 

Landscaping Materials: Tree trimmings and yard 

clippings (cacti put in boxes) 

Metal items such as patio furniture, grills, 

playground equipment, etc. 

Bundled 4x4 piles Broken, non-repairable furniture 

Boxes Broken, non-repairable toys 

Excess cardboard (emptied and flattened) Household trash and textiles 

Large and small appliances (water heaters, washer, 

dryer, dishwasher, stove, toaster ovens, 

microwaves, window AC units) 

Computers, flat screen LCT computer monitors, 

LED, LCD, plasma TVs, printers, stereos, 

microwaves 

Non-hazardous construction materials such as 

drywall, plywood 
 

 

Not Acceptable Bulk Trash 

Any chemicals  Liquid 

Paint Dirt 

Fuel cans Gravel 

Small engines (lawn mowers, chainsaws) Propane tanks 

Metal furniture, workout equipment Tires 

Hazardous or Medical Waste Auto parts 

Building and construction material (sheet rock, 

wood paneling, cinder blocks, bricks, and roofing 

material) 
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7 | PUBLIC EDUCATION AND OUTREACH 

Proven Tools and Resources for Recycling Success 

Waste Management’s continually updated suite of education tools is live and ready for use immediately, 

allowing ample time to meet your August/September 2019 timeframe and permit customization for the 

City of Apache Junction. The following example is representative of the mailer created for initial 

announcements. 

Exhibit N, Public Outreach and Education 

Why it is So Important to Recycle Right 

In the midst of these challenges, we must remember to pause to think about why we recycle. We recycle 

to reduce our environmental impacts in a socially and economically responsible way. Recycling reduces 

greenhouse gas emissions, conserves resources, saves energy, and reduces landfill usage. 

Contamination threatens that by preventing thousands of tons of recyclables from ever seeing a second 
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life. This, in turn, negatively impacts value and demand of recyclable materials, which dictates the growth 

of recycling infrastructure and the expansion of collection programs at the local level. The sustainability of 

all recycling programs is dependent upon collecting high quality recyclable materials free of unacceptable 

materials.  

In order to overcome this, we must work in close collaboration with our customer partners – 

municipalities, businesses, education institutions, and residents - to confirm that both new and 

established recycling programs are sustainable given today’s realities. We must all work together to 

develop local, effective solutions for this global problem.  

Collecting materials is not the same as 

recycling them. It is only when a material is 

recycled into something else that we realize 

the economic and environmental benefits. 

Anything short of this, and we are simply 

creating a problem that results in a negative 

environmental impact. To certify that our local recycling programs remain viable, workable operations, 

Waste Management has had to take proactive steps to help our customer understand the new recycling 

paradigm and how local actions have global impacts. Therefore, the following recyclable specifications 

are of the utmost importance when educating your residents about what to recycle, but also about what 

not to recycle. Again, when in doubt, throw it out.  

 

Proactive Public Education Specific to Your residents 

Preserving natural resources and virgin materials through recycling is at the heart of what our customers, 

communities, and Waste Management want to accomplish. It is a key component of our business and it is 

what you, our customers, are requesting. But, recycling simply must be both environmentally and 

economically sustainable. By cleaning up curbside collection, reducing contamination and limiting what 

we place in our carts to material that has a reliable market and can be reprocessed into new products, we 

can reduce the risk of curbside recycling programs. A global effort is underway to move the needle in a 

more sustainable direction, and we know that this process starts with addressing contamination. 

Waste Management has dedicated manpower and made a significant investment in our Recycle Often. 

Recycle Right.® education campaign. The comprehensive, complimentary offerings found on the website 

provide tailored tools for everyone from residents to businesses to educators to property managers as 

well as our government customers. Recycle Often. Recycle Right. is successful at getting customers to 

change their recycling habits because we: 

1. Clearly define the problem (recycling confusion and contamination) 

2. Simplify the message – we use 3 simple rules (see following graphic) 

3. Give consumers a reason why they should do something 
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These customer-specific tools and resources recognize that recycling presents different challenges in 

different environments. Multifamily property managers need tools that are formatted in a way that makes it 

easy for them to educate residents - a “what goes where” doorhanger or a new resident welcome letter, 

while a business may really benefit from posters designed specifically for break rooms or desk side 

recycling tips.  

Based on community-based social marketing precepts (CBSM), the Recycle Often. Recycle Right. 

campaign includes educational videos, printed inserts, posters, bin decals and bookmarks, a robust social 

media campaign, elementary school resources that include a STEM-approved Curriculum for K-Five, and 

other interactive tools you can use to make recycling sustainable for future generations. Examples of 

current materials include:  

Residential Multifamily Businesses Schools Government 

 Recycling Get 
Started 
Guidelines, 
Posters, and 
Container Labels  

 Tips for 
Streamlining 
Recycling at 
Home 

 Videos designed 
to help customers 
set up successful 
at home recycling 
programs 

 Family recycling 
activities  

 Recycling Get 
Started 
Guidelines, 
Posters, and 
Container Labels  

 Multifamily 
Recycling Setup 
Checklist  

 Customizable 
Multifamily 
Newsletters  

 New Resident 
Welcome Letter  

 Recycling 
Doorhangers 

 Staff Recycling 
Training 
Factsheet  

 Recycling Get 
Started 
Guidelines, 
Posters, and 
Container Labels  

 Tips for employee 
engagement  

 Steps for setting 
up office place 
recycling 

 Widgets linking to 
educational 
videos - these 
can be posted on 
business 
webpages to help 
cross- promote 
RORR resources 

 

 Educational 
curriculum 
designed for 
grades K-5, 
including:  

 Lesson plans 

 Activities  

 Worksheets and 
lesson 
extensions 

 Videos 

 Recycling 
Guidelines, 
Posters, 
Container 
Labels and 
Resident 
Mailings 

 Widgets 
linking to 
educational 
videos - these 
can be posted 
on municipal 
webpages to 
help cross- 
promote 
RORR 
resources 

 Social media 
tools 

 Cart tags  

We are constantly adding new tools and resources to our Recycle Often. Recycle Right. website and 

have designed this campaign to be an ongoing resource for our customers with fresh materials and 

content appearing regularly. A valuable part of the Recycle Often. Recycle Right. website is the 

Newsroom page where we continuously update the status of the battle against contamination by posting 

informative industry-specific, third-party articles on recent recycling trends, and changes in the global 
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recycling industry so all may learn and share with others. There are links to recycling news articles as well 

as reports and studies providing documented statistics on the battle against contamination. 

www.RecycleOftenRecycleRight.com 

Waste Management firmly believes in education – it is the foundation of everything we do  

regarding recycling. We invest to leverage all communication channels and maximize those channels to 

best fit our customers. Below is an example of our continued efforts to facilitate communication via a 

widget for your possible use on the Apache Junction website, followed by a sample poster, also for your 

use –both of which can be customized. 

The RORR Widget 

According to our customer service satisfaction surveys, 45 percent of our municipal resident customers 

look to their municipalities for recycling information, primarily on their municipal websites, and one of the 

biggest frustrations that residents have around recycling is a lack of information available to them. To help 

solve this problem, Waste Management has designed a new tool - the Recycle Often. Recycle Right.® 

widget - to help keep your website up-to-date and provide 

current recycling information to your residents. 

The widget is easy to use, hosted by the municipality, there is 

no cost involved, and it provides targeted recycling education. 

 The widget is a small image that displays a message 

on your website and links to RORR.com. 

 Your webmaster does a one-time update, dropping 

the embedded code into the recycling page on your 

website and the widget is installed. 

 It provides an easy way for consumers in your 

community to get the most up-to-date information 

about recycling. 

 

On the following page is an example of a Recycle Often. Recycle Right. poster available to you on 

RecycleOftenRecycleRight.com, or RORR.com. 

  

http://www.recycleoftenrecycleright.com/
http://www.rorr.com/
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A Dynamic Duo - Education and Enforcement  

Contamination in the recycling stream impacts everyone - customers, cities, collectors, and processors. 

Together, we can solve this problem by increasing customer access to education and consistently 

enforcing curbside recycling guidelines.  

It is no surprise that roughly 80 percent of consumers want, and try, to do the right thing when it comes to 

recycling and the remaining nearly 20 percent are responsible for most of the contamination. Using 

research conducted for prior 

community-based social marketing 

programs, we have identified three 

unique customer groups: Show 

Me, Help Me, and Make Me 

customers, and have developed 

targeted education and messaging 

for each. 

The Show Me and Make Me 

customers understand recycling 

but occasionally need prompts to 

consistently recycle right. We have 

developed a suite of tools for 

them, but the newest includes our 

Get Started Videos on 

RecycleOftenRecycleRight.com, 

or RORR.com. These five, 30-

second videos show customers 

how to set up recycling systems in 

their homes and reduce 

contamination. Another prompt 

involves tagging carts that contain 

trash or contamination. Research 

indicates that providing education at the curb is very effective in changing behavior – we address the 

behavior where we want that behavior to change. 

For our “Make Me” customers, consequences and levers need to be enforced, so when necessary, we 

will take action at the source through proactive monitoring. Our drivers who are the first line of defense in 

identifying contamination issues will perform recycling audits and when contaminated containers are 

identified, they will take action which may include: 

 Taking a picture of contaminated materials 

 Making a note of the contamination issue in our onboard computing system so your 

Account Manager can follow up with your designated contact to develop a proactive 

education plan 

 Leaving a contamination notice on the container  

 Depending on the level of contamination, the driver may or may not service the container, 

and fees for contaminated containers may be assessed 
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As a service provider, Waste Management values the trust communities place in us to process and 

recycle materials responsibly and keep recycling economically sustainable. Our first efforts are always to 

educate and share recycling tips at every opportunity. Our Recycle Often. Recycle Right. education and 

outreach website has tips and tools to give customers the knowledge to reduce and eliminate 

contamination.  

Given that our overriding goal is to make recycling work; and realizing that not all constituents will 

embrace that goal, we will be transparent in our attempts to prompt consumers to recycle right.  

While we have expanded recycling education, we have also adopted consequences for not recycling 

properly to drive behavior change. Together, we need to keep reinforcing the message about the 

importance of recycling the right things correctly. Waste Management will continue to help educate 

customers to reduce contamination - and we also will take necessary steps to seek the recovery of 

increased costs to keep recycling economically sustainable. Every community and every recycler is 

impacted. Recycling is truly undergoing a paradigm shift that requires all of us to work together to reduce 

contamination. We want to help you engage your residents to help find solutions and maintain their trust 

in the recycling process. Following are examples of contamination tags. Note that all tags and stickers 

could be customized depending on requirements.  
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8 | BILLING AND CUSTOMER SERVICE 

Creating an Effortless Experience for Our Customers 

Billing  

A Fully Integrated Billing System  

At Waste Management, everything we do is about creating an outstanding experience for our customers. 

That is why we use the equipment and software that we do. The fully integrated capability of our system 

confirms that customer information is correct, and the overall customer experience is exceptional. For 

Waste Management, our billing system is not just “back office” processing; it is the backbone of the 

customer’s experience. 

Waste Management utilizes Mid-America Systems (MAS) as our customer billing system. MAS software 

operates on an IBM iSeries AS400 Platform, running i5/OS version 7.1. It can be accessed through a 

secure, internet VPN-based connection 24 hours each day, 7 days a week. 

Waste Management will be responsible for collecting subscription fees associated with services provided 

in accordance with the Agreement and will specify if billing is done monthly or quarterly. Subscribers will 

be given a thirty (30) day payment period before a late fee would be charged. We will offer suspension 

status/vacation hold pricing for subscribers wishing to suspend services for one (1) month not to exceed 

six (6) months.  

Waste Management’s Billing System Features and Benefits 

Fully Integrated Billing. MAS integrates all billing, routing, and customer service information into one 

operating system. Waste Management’s invoice format is based on extensive research, customer 

feedback, and field testing. Our invoices provide the opportunity to create custom billing inserts and 

messages that are tailor-made for each city. For online customers, we post electronic versions of the 

inserts to their online invoice for a total “green” experience. 

Reliability and Redundancy. We perform ongoing data quality assurance audits to confirm that all 

information is accurate and up-to-date. Our billing system data, like all our critical systems, are 

continuously backed up to reduce the risk of data loss. 

Efficient Route Sequencing. Electronic route logs are generated from billing data every day to 

confirm service accuracy. These electronic records are downloaded to the drivers’ tablets nightly. New 

customers and customers with service level changes are placed at the top of the driver’s route screen 

to highlight the change in the driver’s route. Each customer is assigned a unique account number that 
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Waste Management’s Billing System Features and Benefits 

tracks detailed information, including contact information, size and quantity of containers, and service 

history. Route information is viewable in MAS. 

Accurate Service. MAS connects seamlessly with our receivables processing system. Customers 

remit their payments to Waste Management’s regional payment center. The payment is immediately 

processed so customer service representatives can access a customer’s account online and promptly 

respond to any billing questions. 

24/7 Online Bill Pay Option. Waste Management offers a safe, secure, convenient online bill paying 

system, allowing customers to pay their bill online, 24 hours a day, 7 days a week. 

An Easy-to-Understand Monthly Invoice 

To present our customers with accurate billing information in an easy-to-read format, Waste Management 

recently redesigned our standard invoice template. Our new invoice remains fully compliant with 

governmental, contractual, and local requirements while also incorporating customer feedback. The most 

common customer request regarding our invoice was to make it easier to understand. To accomplish this, 

we simplified the invoice format, provided clear steps for all payment options, and include an explanation 

of common charges if applicable.  
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Paperless Billing  

A growing number of Waste Management customers prefer to view their bill electronically rather than 

receiving a traditional paper bill. For these customers, we offer a secure online invoice presentation as 

well as convenient options for bill payment Customers can select to either make a one-time payment or to 

register their Waste Management account in order to: 

 Enroll in paperless billing – eliminating printed invoices 

 Set up automatic (recurring) payments – making payment effortless 

 Store payment information – creating a faster, easier, and safer payment option 

Transitioning to Waste Management Billing 

Like many contract terms, billing requirements often vary by community; therefore, Waste Management’s 

implementation efforts will include specific tasks related to Apache Junction’s billing requirements. We 

aim to make the transition to Waste Management billing simple for both our customers and municipal 

partners. We have found the following steps are key to a smooth transition: 

 Set Clear Data Expectations: During an initial meeting between Waste Management and your 

billing staff, we will confirm data available and identify data gaps. Data commonly requested 

during a billing transition include: 

o Current account and route number 

o Billing name and contact information  

o Service address name and contact information (if different than billing information)  
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o Service details including container type(s), size(s), container quantity, frequency of 

collection, and current collection day. 

o Account special handling/service notes (i.e. locked access, drive-in, disable customer 

assistance, etc.) 

 Establish a Schedule for Data Transfers: After the available data and data format is confirmed, 

the Waste Management team will work with your staff to schedule dates for all upcoming data 

transfers. Periodic transfers are typically required to capture the addition of new accounts and 

changes to existing accounts.  

 Conduct Data Verification Efforts: Waste Management makes numerous efforts to verify the 

accuracy of billing data before initiating new services. Data verification efforts often include: 

Parcel Verification Audits, site visits, phone audits, and direct mail requests. Data also will be 

scrubbed for deleted accounts, duplicates, and inconsistencies.  

We will establish initial customer accounts in our billing system, using Waste Management-verified 

account data. Each customer will be assigned a unique Waste Management account number. Accounts 

will “go-live” on March 1, 2020, and Apache Junction residents and commercial customers will be invoiced 

monthly. 

Solid Waste and Recycling Collections 

Waste Management will be responsible for billing and subscription fee collections from all subscribers for 

all services we provide. 

Customer Disputes and Complaint Resolution  

Our Approach to Consistent, Reliable Customer Experience/Service  

At Waste Management, we believe that everyday interactions and simple gestures are our best 

opportunity to provide an exceptional experience for Apache Junction. 

It is no surprise that our customer service team members play 

a powerful role in our effort to create interactions that truly 

“wow” our customers. Waste Management customer service 

representatives (CSRs) interact with our customer’s day-in and 

day-out. Their conversations vary from setting up services for a 

new customer, resolving a billing question, or answering a 

recycling question, but in each interaction, their priorities 

remain constant:  

 Meet our customers’ expectations: Promptly answer 

our customers’ calls, emails, and digital chats and 

solve their problems at the first point of contact 

 Empower our people: Provide employees with the tools, training, resources and support 

necessary to be successful in serving the customer 

Our goal is to know more about our customers and how to service them better than anyone else in our 

industry. How do we do this? By making customers feel well cared for when they interact with Waste 

Management. This means:  

 Creating a welcoming environment 

Our Commitment to Apache Junction 

 Quick resolution of issues 

 Ease of integration across 

communication channels 

 Backup customer service centers 

located throughout the Country in case 

of an emergency  

 Complete customer satisfaction 
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 Taking responsibility for the call and offering a one call resolution. 

 Engaging the customer in a two-way conversation 

 Managing the customer’s account and experience 

 Initiating the appropriate action 

That’s why whether it is on the street, at events, at City Council, or in your community, everyone at Waste 

Management is trained to be a customer service ambassador.  

State-of-the-Art Customer Service Center 

Good customer service begins with good listening, and that is what we strive to provide with our highly 

trained CSRs.   

Apache Junction customer calls will be answered by CSRs at our regional customer service center 

located in Phoenix. Our customer service center, operated on the Mountain Standard Time zone, is open 

6 a.m. to 5 p.m., Monday through Friday and 8 a.m. -11a.m on Saturdays. The center is closed on 4th of 

July, Labor Day, Memorial Day, Thanksgiving Day, Christmas Day, and New Year’s Day. 

Waste Management’s customer service center has friendly, skilled representatives trained in superior 

customer service handling. Our CSRs are empowered to resolve customer issues on the first call. We use 

surveys and feedback to continuously improve our operations. Calls are monitored weekly and one-on-

one feedback sessions are conducted between CSRs and supervisors.  

Customer contacts, including requests for service, change of status, change of service, status of service, 

complaints, and compliments, are tracked through a ticket system. Each ticket is created in an open 

status and requires closure upon completion of requested action and/or resolution. Local management 

and their teams are responsible for providing requested service and/or issue resolution and to monitor the 

status of all tickets for timely service completion.  

 If an issue requires immediate attention and/or escalation, an email is also sent to the attention of 

the operations management team.   

 If a repeat issue occurs within two months, a ticket is also opened to alert the operations 

management team that a recurring problem exists. Waste Management has developed a quality 

control program that includes performance standards for ticket creation, closure, tracking, and 

service recovery. Local management is responsible and accountable for these performance 

standards.   

In the event of an outage at our regional customer service center, Waste Management maintains other 

customer service centers throughout the United States that can support Apache Junction calls if needed. 

Our technology infrastructure allows calls to be rerouted among Waste Management call centers in other 

regions in the event of an emergency (e.g., power outage, natural disaster, etc.), creating system 

redundancy. The CSRs have access to our Knowledge Management Tool, “Green Pages,” and can assist 

Apache Junction customers at all times with community-specific information.  
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Online Customer Service 24/7 

Our customers are on the go, yet usually “connected” in some way, courtesy of today’s technology. We 

are with them too, offering 24/7 alternatives, with information only a click away.   

Website. As mentioned in the Enhanced Resources Section, we provide a no cost, highly 

effective and easy-to-use website created specifically for Apache Junction that allows customers 

to easily manage their accounts online. The site includes an assortment of 24/7 self-service 

features. In addition, through wm.com, customers can: 

 Request changes to existing service or add new services 

 Access collection calendars, notifications, recycling 

information, holiday schedules, and estimated time of pickup 

 Manage billing (e.g., balances, statements, payments) 

 Interact with a CSR via live chat or email 

 Learn about local promotions and events such as a spring 

cleanup event 

Answering questions, finding service information, and utilizing local 

solid waste services should be easy. Waste Management’s new, local 

solid waste website will guarantee Apache Junction have the 

information and tools they need, when they need them. 

Live (Digital) Chat. A team of customer service professionals is 

dedicated to this service channel. Chat sessions are initiated through 

our website, in real time, 8 a.m. to 5 p.m., Monday through Friday.  

Mobile App. Our mobile app provides easy and convenient access to 

account information for Waste Management-billed customers allowing 

Waste Management’s Mobile App 

http://www.wm.com/


City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 8 | 57 

them to pay their bill, manage payments, enroll in automatic payments, sign up for paperless billing, 

request and manage roll offs, see their collection schedule, view estimated pickup times, and access their 

holiday schedule. Waste Management’s mobile app is available for Apple and Android phones. Please 

note Waste Management’s mobile app functionality varies based on contractual billing arrangements and 

some billing functions do not apply for community-billed customers. 

Waste Management’s online offerings provide customers 24/7 access. Please note Waste 

Management’s mobile app functionality varies based on contractual billing arrangements and some billing 

functions do not apply if a residents bills their residents and businesses direct.  

Social Media. As social media continues to increase its presence in our everyday lives, Waste 

Management is committed to providing the highest level of service through these channels. Our local 

Facebook page serves as an outlet for Waste Management to keep customers informed about services, 

the company, events and activities, and ways they can improve their environmental footprint. Visit (and 

“Like”) us at: https://www.facebook.com/WasteManagement. 

“After Hours” by Phone. Introduced in November 2016, our customer service number now features an 

Interactive Voice Response (IVR) system. Through IVR customers can find out basic account information 

and make account payments through an automated system during non-business hours. 

Waste Management Technology Working for You 

 

https://www.facebook.com/WasteManagement
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Green Pages: A Customer-Focused Knowledge Management Tool  

Waste Management uses a proprietary web-based Knowledge Management Tool (KMT) called Green 

Pages to track and maintain all information related to the services provided in our municipal contracts. 

Apache Junction will have customized pages within Green Pages that include local, contract-specific 

information such as available services, rates, collection schedules, maps, special events, and activities.  

Since Green Pages is our go-to source for Apache Junction-specific information, we regularly review and 

update any necessary changes to enhance the quality and delivery of information to our customers. As 

new, local programs are developed, the Green Pages are updated in real-time, which is critical for 

communicating special event information and emergency or weather related messaging.  

Since Green Pages is accessible to all our CSRs nationwide, it also enables us to enlist backup support 

from other regional customer service centers in an emergency. Our experienced CSRs from across the 

Country can instantly access Apache Junction’s service related information, allowing Waste Management 

to provide consistent, accurate information during the most critical emergency situations. 

Measuring Our Customer Service Performance  

Waste Management strives to meet customer needs quickly and consistently by utilizing key performance 

metrics and detailed customer feedback to continuously improve call handling quality and customer 

satisfaction. 

Key Performance Metrics 

We monitor, measure, and coach key performance metrics to validate availability to service our 

customers when they have a need or problem to resolve. We benchmark world-class industry standards 

to set our goals: 

 Average Speed of Answer (ASA): On average, we answer our customer calls in less than 45 

seconds. 

 Call Abandon Rate (ABA): Less than 5 percent of callers disconnect before their call is 

answered.   

 Average Call Handle Time (AHT): On average, we’ve addressed our customers’ needs in less 

than 5 minutes and 30 seconds. Our goal is to resolve every issue at the first point of contact and 

dedicate as much time as necessary to guarantee customer satisfaction.  

Customer Insights - The Voice of Our Customers Matters  

As part of our commitment to continuously keep our customers at the center of 

everything we do, we recently launched a new Voice of Our Customers (VOC) 

survey. The results from this survey provide our team with real-time, 

actionable feedback to improve service delivery. 

Every month, we invite thousands of customers across the nation to 

complete the survey, either online or by phone. The survey takes 

approximately six minutes to complete. We receive about 12,000 survey 

responses per month. 

The survey initially focuses on core questions related to the customer’s 

overall relationship with Waste Management, then expands into targeted 

questions regarding the customer’s service experience with our company. 

This new survey provides us with unprecedented insights into our customers’ 
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service experience, needs, and priorities, which gives us the data we need to develop proactive solutions 

to not only meet but exceed their expectations every day.  

Continuous Evaluation, Improvement, and Training 

We don’t stop with new hire training; Waste Management is 

committed to the continuous improvement and training of our 

customer service team. As our business progresses and the 

needs of our customers change, our leaders and CSRs 

receive continuing education about new and revised 

processes, coaching practices, and more.   

Based on business needs, continuing education can be 

classroom or virtual training, web-based training, supervisor-

led training or huddles, side-by-side call listening, peer 

mentoring, or coaching.  

The following exercises help measure and improve the customer experience throughout the life of the 

contract by taking real time data and experience to improve, coach, and train.   

Accountability through Side-by-Side Monitoring. CSRs are monitored a minimum of four times per 

month. Side-by-side monitoring sessions provide immediate feedback on call handling. As part of that 

monitoring session, employees are evaluated on 72 talking points and scored on a scale of 1 to 4.  

Customer Service Scorecard. Each CSR receives a monthly evaluation of individual performance with 

actions and opportunities to develop and improve upon. The Scorecard is composed of four qualifying 

sections:  

 Quality Assurance 

 Resource Management 

 Productivity 

 Qualitative Professional Development 

Meetings and Action Plans. To maintain and improve our customer service standards, the customer 

experience team meets weekly to discuss any service issues, upcoming area initiatives or events, and to 

review any potential opportunity for improving the overall customer experience. The team develops an 

action plan for continuous improvement.  

Talent Central is an online learning portal with resources for drivers, CSRs, and all other Waste 

Management employees. It houses a series of service delivery and improvement trainings specifically for 

drivers. These modules are used for ongoing training and are created to address issues as they are 

observed in the field. 

 

 

 

Independent Quality Monitoring 

Waste Management employs an external 

company to monitor our customer service 

team performance. The analysts evaluate and 

assess representatives based on the same 

internal metrics used by our Customer 

Service Center management. We are able to 

capture additional, independent data points to 

help measure our performance. 
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9 | PROPOSAL DOCUMENTS 

Recognition of Addenda  

Waste Management acknowledges receipt and review of Addendum #1 dated June 26, 2019. 

Waste Management acknowledges receipt and review of Addendum #2 dated July 1, 2019. 

Exhibit Notes 

The following exhibits have been thoroughly reviewed and excluded per RFP Project No. PW2019-41, 

Section 7. SUBMISSION OF PROPOSAL, Exhibits-Complete With Bid on page 3. 

 Exhibit G, Statutory Payment Bond  

 Exhibit H, Statutory Performance Bond  

 Exhibit I, [DRAFT] City of Apache Junction Agreement 

 Exhibit J, Bid Inquiry Form 

 Exhibit P, Annual Recycling Amounts  

Certificates of Insurance 

As required, Exhibit D will be provided to the City if Waste Management is awarded the work. Our 

insurance information follows for your initial review, 

Waste Management secures gold-standard insurance coverage to protect our partners. Going above and 

beyond, we provide environmental site liability coverage, which covers all active sites that are owned or 

operated by Waste Management. It offers third-party liability for bodily injury and property damage, and 

off-site clean-up coverage, coverage for both sudden and non-sudden pollution incidents, and 

transportation coverage including the loading and unloading of the vehicle. Apache Junction can rest 

easy with Waste Management as your service provider knowing that you are always protected by best-in-

class insurance. Copies of our certificates of insurance are included on the following pages. 

Insurance Modifications 

While all Waste Management insurance policies meet the City’s specifications, we take exception to the 

following minor verbiage in the RFP. 
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Page 33: “City reserves the right to request and to receive within ten (10) working days, 

certified copies of any or all of the herein required insurance policies and/or endorsements.” 

Waste Management does not provide copies of policies to counterparties. 

Page 34: “If required by this Agreement, if Contractor sublets any part of the work, services 
or operations, Contractor shall purchase and maintain, at all times during prosecution of the 
work, services or operations under this Agreement, City and Contractor’s Protective Liability 
insurance policy for bodily injury and property damage, including death, which may arise in 
the prosecution of the Contractor’s work, service or operations under this Contract. 
Coverage shall be on an occurrence basis with a limit not less than $1,000,000 per 
occurrence, and the policy shall be issued by the same insurance company that issues 
Contractor’s General Liability insurance.  

Waste Management does not intend to use any subcontractors for this contract so respectfully requests 

this be stricken if we are awarded this work. We purchase GL and AL policies for our work being 

performed on behalf of this contract. If we utilize a sub-contractor, they will have their own insurance. 

Waste Management will not be purchasing extra insurance if subs are used. This needs to be struck or 

re-written this in mind. 

Page 35: “If a policy does expire during the life of the Agreement, a renewal certificate must 
be sent to City thirty (30) calendar days prior to the expiration date.” 

Waste Management’s renewal policies will not typically be finalized 30 days prior to renewal. 

Page 35: “Insurance required herein shall not expire, be canceled, or materially changed 

without thirty (30) calendar days’ prior written notice to City.” 

Waste Management specifies ten (10) days for non-payment of premium. 
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Bidder’s Licenses and Certifications  
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Exhibit F, Surety Bid Bond 
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State Corporation Commission Documents  
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2018 Financial Statement 
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2017 Financial Statement 

 

`  



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 9 | 80 

`  



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 9 | 81 

  



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 9 | 82 

  



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 9 | 83 

 

  



City of Apache Junction 

RFP Project No. PW2019-41 - Solid Waste, Recycling and Disposal Services 

Section 9 | 84 

Waste Management Facility Fact Sheets 
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10 | CONCLUSION 

A Capable, Responsive, and Responsible Partner 

Thank you for giving Waste Management the opportunity to respond to the City of Apache Junction. We 

have demonstrated that we are: 

 a capable partner by illustrating our company strength, our experience and qualifications, our 

detailed plans for our method of approach, public education and outreach, and billing and 

customer service. 

 a responsive partner for the City by submitting a timely response that complies with all tenets of 

your Request For Proposal. 

 a responsible partner for Apache Junction that will not only provide service for the full length of 

your contract term, but also has provided reasonable pricing, relevant local references, and 

evidence of our financial stability and ethical business practices. 

Making the choice to transition to a single hauler is an important decision for the City of Apache Junction 

that will have a lasting impact on the health and well-being of the community; but who you choose to 

partner with will have a decided impact on your overall success. That partner should be qualified to 

provide not only today’s services, but also be poised for the future requirements of the City. The breadth 

of Waste Management’s service offerings, and the capacity that we currently have in Apache Junction, 

yield quantifiable benefits. 

We are strongly committed to continuing our investment in the City of Apache Junction by becoming your 

exclusive provider now and for the future. We will continue to work to understand your priorities, the way 

you work, and what makes Apache Junction such a great place to live, and we will tailor our services to 

meet your operational needs and evolving expectations.  

We are committed to developing a strong partnership by providing high-quality service delivery. We are a 

reliable partner in our agreements with neighboring schools, municipalities, and communities throughout 

Arizona. We have the resources to make needed adjustments, when necessary, to provide satisfaction 

throughout the term of the agreement. Waste Management offers uninterrupted stability backed by 

innovation, value, and price, and will continue to be an active partner in helping you attain your goals and 

objectives. 

Lastly, partnering with Waste Management will provide service delivery for Apache Junction operations. 

The contract implementation will be handled by professionals with unmatched industry experience. Our 

best-in-class operations give Waste Management the unique ability to provide a holistic approach to 

managing the City of Apache Junction’s waste collection in collaboration with your team.  
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We welcome the opportunity to discuss our proposal and the important role Waste Management can play 

in achieving your goals. Thank you for the opportunity to submit this proposal and for considering Waste 

Management for this important partnership. 

Waste Management is stable. 

Waste Management puts safety first. 

Waste Management adapts. 

Waste Management puts our 

technology to use to your advantage. 

Waste Management will provide the 

customer service you expect. 

Waste Management is dedicated to being  

the best environmental solutions partner for City of Apache Junction now and in the future! 
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Checklist of Required Documents 


