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PURPOSE, SCOPE AND AUTHORITY
Purpose
The purpose of this investigation is to determine if Waste Management of Washington, Inc.
(Waste Management) violated commission laws and rules when it failed to provide scheduled
service to more than 135,000 customers during a labor strike that occurred between July 25 and
Aug. 2, 2012. Revised Code of Washington (RCW) 81.28.080 requires solid waste collection
companies to follow the rules in their tariff; Waste Management’s tariff does not allow service
disruptions due to labor strikes.

Scope
The scope of this investigation is limited to the labor strike that occurred between July 25 and
Aug. 2, 2012.

Authority

Staff undertakes this investigation pursuant to RCW 81.04.070. WAC 480-70-216 authorizes the
commission to administer and enforce laws and rules relating to solid waste collection
companies.

Staff

Rayne Pearson, Consumer Protection Manager
(360) 664-1103

rpearson@utc.wa.gov

Betty Young, Transportation Safety Investigator’
(360) 664-1202
byoung@utc.wa.gov

! Betty Young prepared the safety investigation portion of this report, which appears on pages 12-13.
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EXECUTIVE SUMMARY

Staff conducted this investigation to evaluate the impact of Waste Management’s missed solid
waste collection services during the labor strike that occurred between July 25 and Aug. 2, 2012.

Beginning the first day of the strike, commission staff communicated daily with the company
regarding the status of negotiations and service restoration. On July 31, 2012, commission staff
notified the company that it would be required to provide day-by-day customer service data once
the strike ended. Waste Management did not provide staff with information specific to
commission-regulated service until Aug. 2.

On Aug. 24, the commission issued a data request requiring the company to produce detailed
documentation related to missed pickups during the strike. On Oct. 1, the company provided an
incomplete response. In its response, the company claimed that “WMW does not track which
specific customers have been serviced ... This information is not reasonably available to WMW.”
The company’s refusal to provide customer-specific missed pickup data obstructed staff’s ability
to calculate an accurate number of violations, which resulted in staff finding fewer violations
than it would have had all of the required information been provided.

Staff found the company’s response insufficient, and therefore in violation of RCW 81.04.380,
which requires regulated companies to comply with commission directives. Based on the limited
data provided, staff estimated that Waste Management missed at least 278,222 pickups between
July 25 and Aug. 2, 2012, resulting in at least 278,222 violations of RCW 81.28.080. Due to the
inadequate data, only 208,567 of the violations could be substantiated.

The company’s response also included a “Labor Disruption Contingency Plan,” detailing the
company’s commitment to using replacement drivers during labor disputes to ensure an adequate
level of service. Other data provided by the company demonstrated, however, that the company’s
actual performance during the strike failed to match the description outlined in its plan.
Accordingly, staff found that Waste Management violated RCW 81.28.010 and .020 on each day
of the strike. Staff also found that Waste Management disproportionately allocated its
replacement workforce to contract-city service areas to the detriment of its customers in
commission-regulated areas, which violates RCW 81.28.190.

Between Aug. 3 and Oct. 17, 2012, consumer protection complaint staff received 136 complaints
from Waste Management customers who did not receive service during the strike. Staff recorded
323 violations of WAC 480-70-236 for 323 missed pickups. Additionally, staff recorded seven
violations of WAC 480-70-386(b)(i) for a late response to a consumer complaint.

Staff conducted an investigation related to the replacement drivers used during the strike, and
found the following violations of Title 18 CFR:
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e For one driver, Waste Management failed to prepare a driver vehicle inspection
report, which violated CFR Part 396.11.

e For one driver, Waste Management failed to ensure that the online employment
application completed by the employee met federal requirements, which violated
CFR Part 391.21.

e For eight drivers, Waste Management failed to obtain copies of driving records within
30 days of hire, which violated CFR Part 391.23(b).

e For two drivers, Waste Management failed to maintain copies of motor vehicle
records for the preceding 12 months, which violated CFR Part 391.25(c)(1).

e For three drivers, Waste Management failed to maintain annual driving record
reviews, which violated CFR Part 391.25(c)(2).

e For three drivers, Waste Management failed to maintain annual certifications of
violations of motor vehicle traffic laws and ordinances, which violated CFR Part
391.27.

Recommendation
Staff recommends the commission issue a formal complaint and assess a total penalty of up to
$2,146,600, for the following violations:

Up to $1,000 for each of the 30 violations of RCW 81.04.380, related to the company’s
incomplete response to the commission’s data request, for a total potential penalty of
$30,000.

Up to $1,000 for each of the nine violations of RCW 81.28.010, related to the company’s
failure to maintain facilities and equipment during the strike sufficient to provide service
as required, for a total potential penalty of $9,000.

Up to $1,000 for each of the nine violations of RCW 81.28.020, related to the company’s
failure to provide sufficient service during the strike, for a total potential penalty of
$9,000.

Up to $1,000 for each of the nine violations of RCW 81.28.190, related to the
unreasonable preference given to city-contract service areas during the strike, for a total
potential penalty of $9,000.

$10 for each of the 208,567 violations of RCW 81.28.080, related to missed pickups
found in connection with staff’s data request, for a total penalty of $2,085,670.

$10 for each of the 323 violations of RCW 81.28.080, related to missed pickups found in
connection with consumer complaints, for a total penalty of $3,230.

$100 for each of the seven violations of WAC 480-70-386(b)(i), related to the company’s
late response to consumer complaint 115667, for a total penalty of $700.

Staff also recommends that Waste Management closely review the safety violations cited in this
report, which constitute technical assistance. Future violations will result in additional
enforcement action, including penalties.
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BACKGROUND

Company Information

Waste Management of Washington, Inc. is a for-profit corporation. Duane Woods is president,
and Don Carpenter, Cherie Rice, Linda Smith, and Greg Robertson each hold the title of Vice
President.

Waste Management provides solid waste collection services in King and Snohomish counties
under a certificate of public convenience and necessity granted by the commission,
G-237, as follows:

d/b/a Waste Management South Sound (King County) under Tariff No. 22
d/b/a Waste Management Seattle (King County) under Tariff No. 22

d/b/a Waste Management Sno-King (King County) under Tariff No. 15

d/b/a Waste Management Northwest (Snohomish County) under Tariff No. 17

Waste Management collected $122,272,706 in regulated revenue statewide in 2011, and serves
approximately 135,000 residential and commercial solid waste collection customers in King and
Snohomish counties.

Investigation

This investigation was prompted by a labor strike that occurred between July 25 and Aug. 2,
2012.
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INVESTIGATION

Waste Management serves approximately 130,000 residential customers and 5,000 commercial
customers in commission-regulated areas of King and Snohomish counties.

On July 25, 2012, at 2:30 p.m., Waste Management notified commission staff that drivers
represented by Teamsters Local 117 had called a strike that morning, and drivers represented by
Teamsters Local 174 were honoring the picket lines.? Although staff repeatedly asked the
company for information regarding replacement drivers, missed service, and service restoration,
email status updates provided by the company on July 27, 29, and 30 failed to provide any
details related to service interruptions in commission-regulated areas.’

On July 31, 2012, commission staff notified Waste Management that it would be required to
provide day-by-day customer service data once the strike was over. On Aug. 2, staff received the
first communication from the company regarding commission-regulated service. That same day,
the commission sent a letter informing the company that a formal investigation had been opened,
and requiring the company to attend the commission’s public meeting on Aug. 9 in Woodinville
to discuss its strike response strategy and data related to missed service.* The company failed to
provide any of the requested documentation at the public meeting.

Data Request

On Aug. 24, 2012, staff issued a comprehensive data request to Waste Management requiring
missed pickup information for each customer, each day, from the day the strike began until all
services missed during and subsequent to the strike were collected. Staff also requested detailed
information regarding the company’s use of replacement drivers and its implementation of its
labor dispute contingency plan during the strike.> Staff requested a response by Sept. 24, 2012.

Staff met with the company on Sept. 7 to discuss the company’s response to the data request.
During that meeting, the company represented that it may not be able to provide the requested
data because the company had no record of which customers missed scheduled pickups during
the strike. The company subsequently requested an extension for responding to the data request
until Oct. 1, 2012. On Oct. 1, the company provided an incomplete response.® In its response, the
company claimed that “WMW does not track which specific customers have been serviced. As a
result, WMW respectfully objects to the data requests seeking missed collection information on a
customer-specific basis. This information is not reasonably available to WMW.”

2 Drivers represented by Teamsters Local 117 collect recyclables and food and yard waste; drivers represented by
Teamsters Local 174 collect garbage.

% A copy of a commission staff document entitled “Waste Management Strike Timeline,” which details
communications between staff and the company, is attached as Appendix A.

* A copy of the Aug. 9, 2012, letter to Waste Management is attached as Appendix B.

® A copy of the Aug. 24, 2012, data request is attached as Appendix C.

® A copy of the Oct. 1, 2012, response to staff’s data request is attached as Appendix D.
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The company’s response, however, also included a document entitled “Waste Management’s
2012 Puget Sound Labor Disruption Contingency Plan” addressing the use of pre-programmed
GPS units with “customer, transfer station, and recycling facility locations for each route.” The
information contained in the contingency plan directly contradicts the company’s claim that
customer-specific data was not available.

The company’s refusal to provide customer-specific data regarding missed pickups during the
strike obstructed staff’s ability to calculate an accurate number of violations, which resulted in
staff finding substantially fewer violations than it would have had all of the requested
information been provided. The methodology staff used to calculate missed pickups relied on
actual versus average tonnage collected, which was inevitably skewed by those customers who
set out additional waste once normal service resumed. For example, if a route was collected after
one missed pickup, the amount of waste set out was likely twice the normal amount, which
would artificially inflate the amount of tonnage collected in relation to average tonnage for that
route. Staff chose the most conservative approach to calculate violations for days where missed
pickups were estimated rather than speculating about how many customers set out additional
waste versus how many customers chose to dispose of uncollected waste in other ways.

In addition, the company’s formal response to the commission’s questions regarding its use of
replacement drivers differed substantially from the statements made by its representative at the
commission’s open meeting on October 25, 2012, discussed in detail below.

Findings

Staff finds the company’s response was both insufficient and inaccurate, and therefore in
violation of RCW 81.04.380. Staff finds that the company violated RCW 81.04.380 for 30 days,
between October 1 and October 31, 2012, by failing to provide the information staff required the
company to produce. Although the day count for violations could be considerably longer (and,
by law, could continue until the company provides the required information), staff believes that
30 days is reasonably proportionate given the ramifications of the violations. It is sufficiently
punitive, but not unduly harsh.

Strike Management

2012 Strike Background

During the company’s 2010 strike, Waste Management relied on the inclement weather
provision of its tariff to address missed pickups, allowing customers to leave out waste that
accumulated during the strike at no additional cost. Staff did not assess penalties, but cautioned
the company that it would not support the company’s reliance on its inclement weather provision
going forward.

On May 18, 2012, the commission sent a technical assistance letter to all solid waste companies
instructing them to revise their tariffs to address strike-related service disruptions, and notifying
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them that they may no longer rely on inclement weather tariff provisions during such
disruptions.” Waste Management did not file a tariff revision to address strike-related service
disruptions until June 6, 2012, requesting an Aug. 1 effective date. The strike commenced before
the commission could act on the company’s request.

The commission provided ample notice and opportunity for Waste Management to revise its
tariff to address labor-related service disruptions. The company ignored this guidance until the
most recent strike was imminent.

Contingency Plan

In response to staff’s data request regarding the company’s strike contingency plan, Waste
Management produced a document entitled “Waste Management’s 2012 Puget Sound Labor
Disruption Contingency Plan” addressing the use of a replacement labor force (known as the
“Green Team”), the use of pre-programmed GPS units with “customer, transfer station, and
recycling facility locations for each route,” a temporary collection schedule, and a public
education component. The company shared its plan with staff prior to the strike as a
demonstration of the company’s commitment to managing the strike and mitigating customer
impact. On July 26, 2012, Waste Management informed commission staff that the company was
following its contingency plan, and that it expected its Green Team of replacement drivers to be
on the job by July 29.

Replacement Drivers
On page five of its response to the commission’s data request, Waste Management provided the
following explanation for the company’s delay in deploying replacement drivers:

The entire Green Team was activated once the strike officially began on Wednesday, July
25™ Due to obvious logistical issues, Green Team members arrived in waves over the
course of the strike ... While Green Team members began arriving on Thursday, there are
several reasons for the gap between the arrival day and the actual deployment day. First,
for safety concerns, WMW does not operate in a strike situation until full security
measures are in place. Here, security was not in place until Friday, July 27™. Second,
replacement drivers must be fully processed to ensure compliance with federal, state, and
local laws and regulations before dispatched to work, whether they be Green Team
members or local resources.

During the workshop held at the commission’s open meeting on Oct. 25, 2012, however, Tim
Crosby, Waste Management’s Labor Relations Manager, stated on the record that “we did not
pull the trigger on our replacement drivers soon enough. We should have done it earlier, but we
thought with only a couple of days we’d try and save those costs.”® Mr. Crosby’s statement
directly contradicts the reasons for the delay that the company set forth in its formal response to
the commission.

" A copy of the May 18, 2012, letter to regulated solid waste carriers is attached as Appendix E.
& October 25, 2012, open meeting digital recording at 50:18.
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Between July 16 and 20 and prior to the strike, the company deployed an average of 358 drivers
each day to collect recyclables and solid waste. The table below, which is based on the
company’s response to staff’s data request, demonstrates that, during the strike, the company did
not deploy more than 84 drivers (23 percent of its typical workforce) until the last day of the
strike.

Deployment of Replacement Drivers by Day

Date Day Number of Drivers Deployed

July 26 Thursday 0

July 27 Friday 9

July 28 Saturday 24

July 29 Sunday 0

July 30 Monday 79

July 31 Tuesday 84

Aug. 1 | Wednesday 166

Aug. 2 Thursday Regular drivers return

The company reported in its response that, for strike planning purposes, the company typically
anticipates activating over 400 Green Team members; yet seven days elapsed before it was able
to deploy 166 drivers, less than half that number. The company’s performance does not match its
contingency plan, nor the assurances provided to staff when the strike began.

RCW 81.28.010 requires carriers to provide and maintain equipment and facilities sufficient to
“enable it to promptly, expeditiously, safely, and properly receive, transport, and deliver all
persons or property offered to or received by it for transportation.” In addition to providing and
maintaining equipment and facilities, carriers are required by RCW 81.28.020 to provide service
in the manner prescribed by .010 “under reasonable rules and regulations.” Waste Management’s
substandard performance during the strike—absent a tariff provision temporarily relieving it of
its statutory duties—uviolated both provisions.

Allocation of Drivers between City-Contract and Commission Customers

Waste Management serves approximately 130,000 residential customers and 5,000 commercial
customers in commission-regulated areas of King and Snohomish counties. The company serves
approximately the same number of residential customers, and 14,000 commercial customers, in
city-contract areas of King and Snohomish counties. The company’s service total for
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commission-regulated areas of King and Snohomish counties is 333,793; for city-contract areas,
it is 405,604, °

The commission regulates 45 percent of the total 739,397 services provided in King and
Snohomish counties. A review of driver records during the commission’s safety inspection
revealed that of the 228 total Green Team drivers deployed during the strike, only 21— or 9
percent— were deployed to commission-regulated areas. The statistics demonstrate that the
majority of missed pickups during the strike occurred in commission-regulated areas of King and
Snohomish Counties.

Waste Management’s strike contingency plan did not address the company’s intent to focus its
service restoration efforts on contract-city service areas to the detriment of its customers in
commission-regulated areas; yet, that is what the company did.

RCW 81.28.190 provides that carriers “shall not make or give any undue or unreasonable
preference or advantage to any person, corporation, locality, or particular description of traffic in
any respect whatsoever, or subject any particular person, corporation, locality, or particular
description of traffic, to any undue or unreasonable prejudice or disadvantage in any respect
whatsoever.” Staff believes that Waste Management violated RCW 81.28.190 each day of the
strike—a total of nine times—by disproportionately allocating its replacement drivers to city-
contract areas to the detriment of its customers residing in commission-regulated service areas.

Findings

Staff finds the data provided demonstrates that, despite assurances to the contrary, Waste
Management failed to adequately prepare for, or manage, the strike. Although the commission
may not hold the company accountable for the strike itself, it can—and must— hold the
company accountable for its unreasonable management of it. Accordingly, staff finds nine
violations each of RCW 8.28.010, .020, and .190, one for each day of the strike, for a total of 27
violations.

Missed Pickups—Data Request

As discussed above, Waste Management failed, and later refused, to provide customer-specific
data regarding missed pickups during and following the strike. Instead, the company provided

charts reflecting the number of scheduled and actual routes, the number of accounts per route,

the average tonnage for each route, and the actual tonnage collected for each day from the day
the strike began until normal service resumed.

For days when no collection occurred, determining the number of violations was straightforward.

® The service total represents the number of customers multiplied by the number of services each of those customers
receives.
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The table below displays missed pickups by day where exact numbers were available because no
scheduled pickups occurred:

Missed Service Pickups by Date

Date Missed Pickups
July 26 45,689

July 27 43,242

July 28 15

July 30 44,515

July 31 50,001

Aug. 1 25,105

TOTAL 208,567

In the absence of adequate information, staff was required to develop an alternate method for
calculating violations on days when partial collections occurred. For calculating missed pickups
on partial collection days, staff used the following algorithm:

e Actual tonnage was calculated as a percentage of average tonnage for each route. If
actual tonnage equaled 20 percent of the average tonnage on a given route, staff assumed
only 20 percent of customers on that route were served, and 80 percent were not.

e The number of scheduled accounts was then multiplied by the percentage difference
between the average and actual tonnage (in the above example, 80 percent). For a route
with 20,000 accounts, for example, 15,000 violations (representing 80 percent of the
scheduled accounts) were cited.

The table below displays estimated missed pickups by day where exact numbers were not
available:

Estimated Missed Service Pickups by Date

Date Estimated Missed Pickups
July 25 25,435

July 27 627

July 30 273

July 31 86

Aug. 1 24,607

Aug. 2 18,627

TOTAL 69,655

Findings
Based on the limited information provided, staff finds that Waste Management violated RCW
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81.28.080 and its own tariff 208,567 times between July 25 and Aug. 2, 2012, and estimates that
at least 69,655 additional violations occurred.

Missed Pickups- Consumer Complaints

Between Aug. 3 and Oct. 17, 2012, staff received 136 complaints from Waste Management
customers who missed service due to the strike. Staff recorded 323 violations of WAC 480-70-
236 for 323 missed pickups.’® Additionally, staff recorded seven violations of WAC 480-70-
386(b)(i) for a late response to consumer complaint 115667.*

Findings

Staff finds that Waste Management violated RCW 81.28.080 and WAC 480-70-236 a total of
323 times in the 136 consumer complaints filed with the commission. Additionally, staff finds
that Waste Management violated WAC 480-70-386(b)(i) seven times.

Safety Investigation

WAC 480-70-201 requires solid waste collection companies to comply with both state and local
laws related to vehicle and driver safety and Title 49, Code of Federal Regulations (CFR). WAC
480-70-999 adopts by reference certain provisions of the CFR, including Part 391 — Qualification
of Drivers, and Part 396 — Inspection, Repair and Maintenance.

On Sept. 6, 2012, commission Motor Carrier Safety Inspector John Foster met with Alan York,
Area Safety Manager, at Waste Management’s corporate office in Kirkland. Additional Waste
Management staff were present, including Tom Cieloha (Safety Trainer), Scott Sadler
(Vancouver B.C. Safety Manager), Rebecca Zorich (Operations Specialist), Sherry Andrews
(Dispatch Supervisor), and Faustina Washburn (Fleet Compliance Manager).

Staff reviewed the driver qualification files, hours of service records, and Department of
Transportation drug and alcohol testing records for the 228 Green Team drivers used during the
strike, all of whom were Waste Management employees from Arizona, California, Colorado,
Indiana, Kansas, New Mexico, Oregon, Virginia, Washington, and West Virginia.

Staff found that each of the 21 drivers deployed to commission-regulated areas complied with
commercial driver’s license requirements. Staff found no violations related to daily driver hours
of service records.

Staff found the following violations of 18 CFR:

1% A spreadsheet detailing the missed pickups and violation count for each consumer complaints is attached as
Appendix F.
L A copy of master complaint 114699 is attached as Appendix G.

Waste Management of Washington, Inc. 2013 Investigation Report

Page 12



e For one driver, Waste Management failed to prepare a driver vehicle inspection
report, which violated CFR Part 396.11.

e For one driver, Waste Management failed to ensure that the online employment
application completed by the employee met federal requirements, which violated
CFR Part 391.21.

e For eight drivers, Waste Management failed to obtain copies of driving records within
30 days of hire, which violated CFR Part 391.23(b).

e For two drivers, Waste Management failed to maintain copies of motor vehicle
records for the preceding 12 months, which violated CFR Part 391.25(c)(1).

e For three drivers, Waste Management failed to maintain annual driving record
reviews, which violated CFR Part 391.25(c)(2).

e For three drivers, Waste Management failed to maintain annual certifications of
violations of motor vehicle traffic laws and ordinances, which violated CFR Part
391.27.

Findings

Staff found 18 violations during the safety review, none of which were categorized as “critical”
or “acute.” None of the 17 paperwork violations found were repeat violations; the commission
generally does not assess penalties for first time paperwork violations.

Of the 126 files reviewed, staff found only one safety-related violation of CFR Part 396.11
where one driver failed to prepare a daily vehicle inspection report for one day. According to
federal criteria, penalties for this violation would only be appropriate if more than one violation
was found, and more than ten percent of the records reviewed contained violations. None of the
violations affect the company’s safety rating.

For these reasons, staff recommends that Waste Management carefully review the violations
cited above, which constitute technical assistance. Future violations will result in additional
enforcement action, including penalties.
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SANCTIONS AND RECOMMENDATIONS

Penalty for Missed Pickups

In its investigation, staff documented 208,567 violations of RCW 81.28.080 and the company’s
own tariff resulting from missed pickups during the strike that occurred between July 25 and
Aug. 2, 2012. In addition, staff estimates that the company committed at least 69,566 additional
violations that remain unsubstantiated because the company claims it does not track whether
individual customers receive service.

Staff typically recommends a “per violation” penalty against a regulated company where the
violations result in serious customer harm; for repeat violations of a rule after a company
receives technical assistance from staff; or for intentional violations of commission laws or rules.
The commission has the authority to assess penalties of $100 per violation, per day against a
regulated company without providing the opportunity for a hearing.'? The commission also has
the authority to assess penalties of up to $1,000 per violation, per day following a formal
complaint and hearing.*®

Here, staff believes a “per violation” penalty is warranted for each of the 208,567 missed pickups
confirmed by the data Waste Management provided. Given the large number of violations,
however, staff believes that a penalty of $10 per violation is appropriate.

Staff also believes that Waste Management’s actions— and inactions— increased the impact of
the strike on its customers. Accordingly, staff believes the following factors weigh against
mitigation of the recommended penalties:

1. Waste Management mismanaged its response to the strike, and failed to carry out the
most minimal actions identified in its labor dispute contingency plan. For example, the
company did not deploy even 25 percent of its regular driver workforce until Aug. 1, the
sixth day of the strike.

2. The company allocated a disproportionate share of its replacement drivers to restore
service in contract cities to the detriment of its customers in commission-regulated areas.

3. The commission notified the company following its 2010 strike that it could no longer
rely on the inclement weather provision of its tariff during labor disputes, but Waste
Management took no action to address this issue until June 2012.

4. The company refused to provide customer specific data to demonstrate which customers
received service during the strike, even though staff reasonably believes it has access to
such data.

2 RCW 81.04.405 allows the commission to assess an administrative penalty for any violation by a regulated
company of a statute, rule, the company’s own tariff or an order of the commission.

3 RCW 81.04.380 allows the commission to assess a penalty of up to $1,000 for each violation after hearing.
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Recommendation
Staff recommends the commission issue a formal complaint and assess a total penalty of up to
$2,146,600, for the following violations:

Up to $1,000 for each of the 30 violations of RCW 81.04.380, related to the company’s
incomplete response to the commission’s data request, for a total potential penalty of
$30,000.

Up to $1,000 for each of the nine violations of RCW 81.28.010, related to the company’s
failure to maintain facilities and equipment during the strike sufficient to provide service
as required, for a total potential penalty of $9,000.

Up to $1,000 for each of the nine violations of RCW 81.28.020, related to the company’s
failure to provide sufficient service during the strike, for a total potential penalty of
$9,000.

Up to $1,000 for each of the nine violations of RCW 81.28.190, related to the
unreasonable preference given to city-contract service areas during the strike, for a total
potential penalty of $9,000.

$10 for each of the 208,567 violations of RCW 81.28.080, related to missed pickups
found in connection with staff’s data request, for a total penalty of $2,085,670.

$10 for each of the 323 violations of RCW 81.28.080, related to missed pickups found in
connection with consumer complaints, for a total penalty of $3,230.

$100 for each of the seven violations of WAC 480-70-386(b)(i), related to the company’s
late response to consumer complaint 115667, for a total penalty of $700.

Staff also recommends that Waste Management closely review the safety violations cited in this
report, which constitute technical assistance. Future violations will result in additional
enforcement action, including penalties.
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APPENDIX A
Waste Management Strike Timeline

Events [ Communications

May 18

June &

June 15

July 12
luly 25

Strike Day 1

luly 26

Strike Day 2

July 27

Strike Day 3

Commission letter to all solid waste companies reminding them that Commission staff
had previously recommended that carrlers update their tariffs to address labor-related
work stoppages and not use the inclement weather provisions inm their tariffs 1o address
such service disruptions,

Waste Management of Washington Inc. (W) files a tariff revision addressing company
pelicy in the event of missed pick-ups due to labor disputes. The company requested an
August 1 effective date,

Commission letter to Mike Weinstein at W describing commission safety and service
expectations in the event of a strike.

Wi files & request to change the effective date of its June 2 tariff filing to September 1
at the request of staff,

Strike was called by Local 117; Polly Bchell, Attorney for Wi contacted staff at 2:30
announcing the strika.

W requests that the commission act on its tariff revision addressing company policy in
the event of missed pick-ups due to labor disputes at the July 27 open mesting.

7:14 am. Email from Mary Evans at Wi, - “We will not provide collection services
fodfoy, ™ and “We remaln hopeful the Union will permit members to return bo work on
Friday, July 27."

10:00 a.m. Conference call between 5taff, Mary Evans and Mike Wainstein of WM. The
comparny told Staff that they expected their “green team® of replacement drivers would
all be in the area by the end of the weekend. Following that they planned to restore
service to priority customers first and then reestablish service to all customers. We
understood they expected this would ocour by mid-week.

10:51 2.m. Cammission issued a statement to the maedia.

6:27 a.m, Emall from Mary Evans: “Per our contingency plan, we will incregse Fmited
collection service today, focusing on those aocounts critical to pubilic health and the
environment, Candidly, some accounts will not be serviced today. We will prioritize the
deployment of ovallable service copacity. Substitute drivers have arcived; more are
coming. As the number of activated Green Team members increases, so too will our
service capocity.”

9:13 p.m. Second amail from Mary Evans: “Tomorrow we will continue our service
recovery efforts using substitute drivers. We plan to maove forward with hiring local
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Date Events [/ Communications
drivers.”

Commission toeok no action on proposed tariff filing at Open Meeting.

July 29 3:49 pon. Ermail from Mary Evans: "Over the weekend, our experienced Waste
Monogement substitute drivers mode progress servicing criticol eccounts in cities
throughout Puget Sound. We prioritized service bosed on ovoiloble resources ... The
second wave of experienced W substitute drivers has arrived. They attended
arfentation taday (Sunday) ond will be deploved on Monday morning. Additional waves
af incoming drivers are scheduled. As the number of activated experienced Wil
substitute drivers increases, so too will our service copocity .. Collection service will focus
on commercial aocounts, incuding critical accounts and restourants. Renton residentiol
garbege customers will be serviced due to the unigue nature of their every-other-weak
collection frequency.”

Strlke Day 4

July 30 It had become apparent that, based on media reports, the company was restoring

Strike Day 6 service more slowly than we understood would occur,

1:25 p.m. Staff emailed the Company requesting a conference call update.

1:40 p.m. Mary Evans responded "Regrets - today is jarmmed. Perhaps Joter tonight
{Spm e} or tomorrew. Thanks.™

9:25 p.m. email from Mary Evans: “Teday our substitute drivers focused primarily on
commercial aocounts, While we made pragress servicing the regulor Mandoy
commerciol customers, we ware unable to complete oll of the routos In every community
_.. What to expect on Tuesdoy: Collection service will focus on commerciol accounts,
including critical secounts and restaurants, Renton residentiol garboge customers will be
serviced due to the unigue noture of thelr every-other-week colfection frequency.”

July 31 1 pum. Conference call between Company and staff,

Strike Day 7 Staff expressed concerns about the apparently stow pace of service restoration and
that, based on press reports, the company appeared to be allocating resources to
restore service in contract cities but not in unincorporated areas.

Staff asked for day-by-day customer service pick-up data and put the Company on
notice that they would be required to provide this data after the strike. Staff also asked
for detailed figures on the Green Team replacement drivers, and received no useful
infarmation in response.
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Date Events / Communications

August 1 6:59 a,m, Email from Mary Evans - “Despite Tuesday's disruption in the northemn portion
Strike Day & of our service areq, our Puget Sound aoperations continued their focus on commercial
garbage occounts — businesses, restourants, hospitals, etc. As of this morning, we are
expanding our recovery services to Include residentiol garbage collection in many cities.
Ineluding: Algong, Auburn, Bothell, Federal Way, Kirklond, Maple Valley, Mill Creek,
Redmaond, Seattle. Additionally, we are resuming residentiol recycling and yard waste

coflection in the City of Marysville.”
MNOTE: None of the cities listed above are UTC-regulated service areas.

708 p.m. Email from Mary Evans stating the Company and Union had reached a
“tentative agreement,” and that "Teamsters Local 117, Local 174 and Local 231 will
return to work tomorrow. The Local 174 gorbage routes will run on the regular
Thursdoy schediile for residentiol ond comimercial custovmers. Due to the accumuloted
excess matedal, our day maoy run longer than wsual, Please Urge residents to be patient
as our collection time of day may vary from the regular sehedule.”

August 2 Commissian letter ta Mr, Weinstein, notifying W of the initiation of a Staff
Strike Resohned investigation, requesting specific data from the company, and inviting Wi to a public
meeting on August 9 to discuss the company's strike response strategy.

3:54 p.m. Emall fram Mary Evans:  “As part of our service recovery efforts, Waste

NManagement will re-rin routes from Wednesdoy, 871, on tomorrow, Soturdoy, 844,

Specifically, WUTE Wednesday residentigl custamers will have the following recovery
apportunities:

+  WUTE = between Federal Way & Auburn: garboge, recvcilng, yoard waste

+  WUTC — King County Woodinville Area; garboge, yord waste, recycling ONLY {f
missed on Aug. 1°

o WUTC = Northern Snohomish County: garboge, vord waste, recycling ONLY if
missed on Aug. 17

«  WUTC = Snohomish County Mountioke Terroce,/Brier Areq: garboge, yard
waste, recycling ONLY if missed an Aug, 1

MOTE: This was the first infermation Staff recelved specific to UTC-regulated services.
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APPENDIX B

STATE OF WASHINGTOMN

WASHINGTOMN UTILITIES AND TRANSPORTATION COMMISSION

1300 5. Evergreen Park Dr. 5.W., F.0. Box 47250 = Olympia, Washington $8504-7250
(360} &64-TT60 ¢ TTY (360) 586-0203

August 2, 2012

Sent via US Mail and Electronic Mail

Michael Weinstein

Waste Management of Washington, Inc.
720 4™ Avenue Suite 400

Kirkland, Washington 98033-8136

Re:  Company response (o the strike by recyele and solid waste drivers -
Reguest for information and notice of opening of investigation

Diear Mr, Weinstein:

The Washington Utilities and Transportation Commission is pleased that Waste Management of
Washington, Inc., has resolved its labor dispute resumed providing solid waste, recyeling, and
vard waste services to all its customers.

As this time, the commission intends to open a formal investigation of Waste Management of
Washington's implementation of its contingency plan during this labor dispute and the impacts
on its customers due to the company”s inability to provide solid waste, recveling, and vard waste
collection services,

Specifically, it appears that the resumption of residential collection services was more protracted
than indicated in the company’s contingency plan and the information we received in meetings
with vou and your staff. We seek to understand more fully your strike response and its impact on
regulated customers.

We are also concermed that the company mayv not have allocated available replacement drivers
equitably among UTC regulated and non-regulated service territories. According to news reports
and customer complaints to the UTC, residential collection service resumed Tuesday in contract
cities but not in the unincorporated areas where the UTC-regulated services are provided.

To assist us in our review, we request a detailed status report containing specific information
about customer service restoration on each day of the strike. The daily reports during the strike
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Waste Management
August 2, 20012
Page 2

addressed the status of the strike generally but did not contain sufficient detail for us to assess the
situation thoroughly,

The daily status reports should contain, af a minimum, the following information:

1. When were all replacement drivers in place and working?

2. When were normal solid waste, recyeling and vard waste services restored (o regulated
priority customers identified in your contingency plan?

3. When were solid waste, recyeling and yard waste services restored 1o the remainder of
vour customers in areas where services are regulated by the commission?

4. What days were these same services resumed 1o contract or unregulated service
territories?

5. Who are the regulated priority customers in arcas where services are regulated by the
commission? Please provide a list. We may wish to contact some of those customers to
better evaluate the services they received during the strike,

The commission has opened a formal investigation {Docket Mo, TG-121265) on this matter. The
purpose of this investigation is to inform the commission of the company’s actions during the
srike and to inform potential future decisions, including whether penalties for tardt violations
are appropriate. This matter has been added to the agenda of the August 9, 2012, Open Meeting,
at which we expect the company to discuss its strike response strategy and data related to the
number of drivers and the dates on which priority and other customers received service in both
regulated and non-regulated service territories. The commission further intends to address, a
least in a preliminary manner, the company’s proposed tariff revision in Docket Nos. TG-
120840, TG-120842, and TG-120843.

The commission will inform vou in a separate correspondence of the time and place of the Open
Meeting, which we intend to convene in a community within o near to your service territory.
The commission intends to hear comment from members of the public about their service
experiences during the strike.

Thank yeou for your attention to this matter,

Sincerely,

%deﬂ_ﬁ

DAVID W, DANNER
Executive Director and Secretary
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APPENDIX C

STATE OF WASHINGTON

WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

1300 8, Evergreen Park Dr. S.W., P.O. Box 47250 ¢ Olympia, Washington 98504-7250
(360) 664-1160 @ TTY (360) 586-8203

August 24,2012

Michael Weinstein

Waste Management of Washington, Inc.
720 — 4" Avenue Suite 400

Kirkland, WA 98033-8136

Dear Mr. Weinstein:

The Utilities and Transportation Commission is conducting an investigation into the business
practices of Waste Management of Washington, Inc., related to the service it provided during
and subsequent to the labor strike that began on July 25, 2012,

To complete this investigation, commission staff requests the following information for each
customer for each day beginning the day the strike commenced until all services missed during
and subsequent to the strike were collected, and normal service resumed:

1. Customer Class: City (served by city contract) or UTC (UTC-certificated company).

2, Customer Category: Critical, Commercial Garbage, Commercial Recycling, Residential
Garbage, Residential Recycling, Residential Yard Waste, or Biomedical,

3. Scheduled Service: Type (e.g. residential 1-can garbage, 1-yard container, etc.) and
frequency of service (e.g., daily, weekly, ete.).

4, Missed Scrvice: Date of each missed pick-up, date that each missed service was
collected, and the number of business days between the date of missed service and the
date that service was provided,

To understand how the company prioritized its resources during the strike, staff requests the
following information for each day, beginning ten business days before the day the strike
commenced (July 15, 2012) and continuing until ten business days past the date that normal
service resumed (August 12, 2012):

5. The number of drivers sent out each day for garbage collection by category: residential,
commercial, drop box, and biomedical.
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Michael Weinstein
August 24, 2012

6. The number of drivers sent out cach day for recycling collection by category: residential
(single family and multi-family) and commercial.

7. The number of drivers sent out each day for residential yard waste collection.
Commission staff requests the following additional information:
8. A copy of your labor dispute contingency plan.

9. An itemized list of all costs incurred (e.g., cost associated with the “Green Team™ —
transportation, training, housing, ete.), and savings realized (e.g., wages not paid to
striking workers, avoided fuel costs, ctc.), because of the strike.

10. Information regarding the Green Team:

a) How many Green Team members are there in the continental United States?

b) When did the company activate the Green Team?

¢) How many members of the Green Team were called in?

d) Did requests related to the July 25 strike compete with Green Team requests in other
arcas of the country?

e) Foreach day of the strike, how many members of the Green Team arrived, and how
many were used?

I1. At the commission’s August 9, 2012, Open Meeting, a consumer stated that a Waste
Management employee collected his recycling, but not his neighbor's recyeling, using a
pickup truck. Please provide the following information for all non-traditional colleciion
services the company provided for each day of the strike and continuing until all
customers were restored to regularly scheduled service: a description of the service and
how it was provided, the number of employees that participated in each service, and for
cach customer served, the information requested in items 1-4 above, for Customer Class,
Customer Category, Scheduled Service, and Missed Service.

12. The name, title, telephone number, and e-mail address of the Waste Management of
Washington, Inc., contact person that our staff can work with directly for questions that
may arise concerning any details of the information you provide.

If you have questions regarding this request, the level of detail requested, or altemate data sets or

alternate formats, please contact Rayne Pearson, Compliance Investigator, Ms. Pearson can be
reached at (360) 664-1111, or by e-mail at rpearson@utc.wa.gov. Staff requests that prior o the
company collecting data and information, the company and staff meet to discuss the requesis,
Please contact Ms. Pearson to set a date and time for this meeting.

All requested documents and information must be provided by September 24, 2012, in elecironic
format using Microsoft Word for narrative documents and Excel for data, The response should
be directed to Ms. Pearson. Thank you for your attention to this matter.

Sincerely,

osw

David W, Danner
Executive Director and Secretary

Waste Management of Washington, Inc. 2013 Investigation Report

Page 22



APPENDIX D

720 Fourth Avenue, Suite 400
& Kirkland, WA 98033

VIABTE MANAGEMENT (425)823-6164

=~ -3
October 1, 2012 i B 0
O B 5
VIA OVERNIGHT MAIL & E-MAIL < 2 Ty v
T v A
Rayne Pearson, Compliance Investigator : o 03
Washington Utilities & Transportation Commission I
1300 S. Evergreen Park Drive, SW ™ i3
P.0. Box 47250 &

Olympia, WA 98504-7250

RE:  Docket No. TG-121265 — Waste Management of Washington, Ine,
(Certificate No, G-237) — Response to WUTC Data Requests

Dear Ms. Pearson:

I am submitting on behalf of Waste Management of Washington, Inc. (WMW) responses and
objections to the above-referenced data request concerning the service disruptions during and following
the labor strike that began on July 25, 2012. | am providing narrative responses to each of the specific
requests for information stated in your letter of August 24, 2012, as further clarified by a meeting
between WMW representatives and Commission staff on September 7, 2012, WMW appreciates the
Commissions willingness to extend the deadline for submitting this response. Today with this timely
email submission, | am also submitting in electronic format the exhibits referenced in the responses
below. Today’s email will be followed by an overnight delivery of paper copy documents,

As a threshold matter, however, it is important for the WUTC to understand what information is
available, what information is either not available or not practically available, and what information is
too valuable and sensitive to put into the public record, Of most significance is the fact that WMW does
not track which specific customers have been serviced. As a result, WMW respectfully objects 1o the
data requests secking missed collection information on a customer-specific basis. This information is
not reasonably available to WMW,

While WMW has collceted a significant amount of information concerning its collection services
during the strike and post-strike recovery period, WMW does not have the kind of customer-by-
customer missed service information that stafl requests. As was made clear at the meeting in
September, this is not unique to a strike situation. Even under normal collection operations, WMW does
not have data regarding missed collections in WUTC tervitories, but instead relies on reports from
drivers and customens to ensure pickups are made timely. As a vesult, when a route was not completed
during a strike day, it was not feasible for WMW to determine which customers were serviced before the
driver ended his route. For example, the problem would have arisen on the first day of the strike
because WMW’s regular drivers began collection services that day, but broke off before the end of their
routes when the strike was called at around 10:00 am on Wednesday, July 25. Likewise, if a Wi Green
Team temporary driver could not complete his or her route on a particular day, it would have bean
nearly impossible to determine what customers did not receive service, other than undertaking a hand
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search of all route sheets and follow-up conversations with each driver at that time. Obviously, during
WHW s “Super Saurday™ collection blitz, WMW s drivers collected all containers that were placed
curbside and did not record whether specific customers had or had not placed their containers out for
collection. When the company’s entive collection system was disiupted, the focus was on collecting as
mch material as possible, and instituting a means for tracking missed collections would have only
distracted from those efforts,

Furthermore, while WAMW has used its best efforts to ensure that the data collected and presented
is accurate, somne inaccuracies or inconsistencies may exist. During and after the strike, WhMW was
focusing its efforts on providing and vestoring collection services as guickly as possikle, and was not
focused on verifying the accuracy of the data being collected. As WMW continues to review its data,
we may need to update some of our responses if we find material discrepancies.

WMW also respectfully ohjects to data requests seeking information that is highly confidential,
proprietary, and would cause a significant risk of severe competitive harm to WhW and its affiliates,
and potentially jeopardize the underpinnings of union negotiations. In particular, any disclesurs of the
cosls associated with activating the Green Team would significantly prejudice WMW and every other
Waste Management subsidiary in all future labor negotiations, WHW understands that the WUTC
regulations and its cuwrrent interpretation of its authority under Chapter 81,77 RCW do not provide
sufficient protections of highly confidential information to assure WKW that such information would
not be disclosed in response fo a Public Disclosure Act request or other similar inguiry, In the shscnce
of any binding legal protection for this sensitive information, WMMW is unwilling to submit those
TEEPOTESES,

SPECIFIC RESPONSES

Request: To complete this imesiigaiion, commission stafl requesis the following information for each
cugtomer for each day beginning the day the sivike commenced watil all services mssed during and

suhrequent to the strike were collected, and novmal service resumed:
1. Customer Class: Cily (served by cily conlraet) or UTC (UTC-certificated compny).

2, Customer Category, Critical, Commercial Garbage, Commerciol Recveling, Residential
Garbage, Residential Recycling, Resideniial Yard Wasie, or Biomedical.

3. Schedwled Service: Type (e.g. rexidentiol 1-can gavbage, T-vard container, gie.) and frequency
of service (e, daily, weeldy, ete ).

4. Missed Sevvice: Date of each missed pick-up, date that each mizsed service was collected, and
the nmber of busivess daps between the date of missed service and the date that service was
provided,

Response: Motwithstanding the sbove objections and explanation, WMW is atiaching several
exhibils containing information responsive (o these requests. Attached as Exhibit 1 isa
spreadshest Hating for WMW?s WUTC collection territory in King and Snohomish Counties the
cuslomer counis by container Trequency of service {eg., ong 1-yard container 2x per week) and
line of service (e, commercial garhage, residential vard waste). Exhibit 2 presenis this same
information for customers serviced under city contracts in King and Snohomish Counties. Each
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service type is listed separalely for cach customer, and includes customers receiving multiple
services, such as a commercial customer who receives reeyeling, garbage, and vard waste
sorvices. Thus, the fotals ars not the number of customers, but the number of services within

cach lerotory.

With respect to “Critical Customers”, the customer counts in Exhibits 1 and 2 include WMMW's
Critical Customers in King and Snohomish Counties, The table below provides a separate count
of Critical Customers, again broken out for WUTC and city territories.

Commercial | Raoll OfT* TOTAL
UTC 700 204) 1,089
CITY 3,237 Y 31816

TRepresents poll off aecounts serviced Jul 25 thm Aug 1

Exhibits 1 and 2 do not however include medical waste customers. Because of the nature of
medical waste collection services, there was no disruption in WMW s medical waste collection
services in King or Snohomish Counties during or after the strike.

Accordingly, Exhibits 1 and 2 are responsive to Data Request Nos. 1-3, as further clavified by
discussion af our meeting in September.

With respect to Data Reguest No. 4, and as mentioned above, WMW does not have information
fur determining which specific customers, or which service types were missed on a customer-by-
customer of day-by-day basis, or for how long each customer went without receiving service. OF
course, for any days when zero collection services were performed in a particular WUTC area
{e.g., no residential solid waste collection services wore porformed during the poriod July 26-31),
WMW can obviously conclude that all scheduled residential customer missed service. Where,
however, partial collection services were provided, it is not practically possible o identify which
customers received service and which ones did not.

Ag a substitute for that information, WMW has prepared Exhibit 3, which sets forth — by day
and ling of service — the number of scheduled routes for each day of the strike, the number of
routes actually mn, and the number of scheduled accounts in WMW?s WUTC territory in King
and Snohomish Counties. For comparison purposes, this exhibit also includes the actual tonnage
collected each day and the averape tomnages collected on that day of the week during the three
weeks preceding the strike. For reasons discussed at the September meeting, the actual tonnages
VEPsus prior average tonnages may or may not be an accurate surrogate for determining
collection services completed. Factors relevant to the suitability of this measure include seasonal
{e.g., declining green waste) and random variability, lower tonnages because customens did not
set out cans, and higher tonnages because customers took advantage of the stiike and set ow
move than their typical waste amounts (g.g., customers who took advantage of “Super Saturday™
to clean out their garages). It is, nonetheless, the best information eurrently available to give
some imderstanding of the number of collections made and missed on any given day during the
work stoppage, and is Waste Management®s best good faith response to Data Reguest MNo. 4.
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Sollowing informaiion for each day, beginming fen businesy dies befove the day the sivike commenced
{(ulv 15, 2002) and continwing until ten busivess days past the date that normal service vesuined
CeAuwgusr 12, 2002);

5. The number of drivers sent ont ench day for garbage eollection by calegory: vesidential,
cemmercial, drap box, and Bomedical,

& The mrimber of drivers sent ont each day for vecycling colfection by category: residential
{zingle family and multi-family) ond commercial,

7. The number of drivers sent owt each day for vexidentiol yard waste collection.

Response: Attached as Exhibit 4 is a table that consolidates the information requested for these
three data requests. The table provides, for each day between July 15" and August 12%, the
number of drivers driving residential garbage, commercial garhage, drop box, biomedical,
residential recyeling, commercial recycling, and residential yard waste routes in all areas of King
and Snohomish County (encompassing both contract city and WUTC arezs). Please note that the
“commercial garbage™ and “cominercial recycling” rowles include some multi-family garbage
and recyeling where those cuslomers are container-serviced, nol cart-serviced routes.

Reguest; Commission stefl veguests the following additional information:
& A copy of your labor dispute contingency plan,

Response; A copy of the Waste Management's 2012 Puget Sound Labor Distuption
Comtingensy Plan is attached as Exhibit 5.

9 An itewized st of all costs incwrred (e.g., cost associaied with the "Green Team" - transportaiion,
training, housing, ctc,), and savings realized (e.g., wages not paid to striking workers, avolded fiel
costs, efe), becanse of the strike.

Response: As noted previously, WMW objects to this request insofar as it requests information
that is highly confidential, proprietary, and would cavse a highly significant risk of severe
competitive harm to WhMW and its affiliates. WMW must therefore decline fo provide the
requested list of costs incurred in activating the Green Team.

Motwithstanding the objection above, WMW is attaching as Exhibit 6 a spreadsheet that
provides a swmmary of certain costs incurred during the sinike and & comparizon of those costs
against prior months and against the same months from the prior year. These costs do not
include the costs for the Green Team members, which would include their labor costs, ravel
costs, hotel and food costs, and security costs, Tt also does not include other costs related o the
strike, such as legal costs. The costs provided are the direct labor costs for WMW's regular
drivers, fuel, disposal costs, and other operating, maintenance and depreciation. The attached
cost comparison shows that, even excluding the Green Temm labor, deployment, and security
costs, WMW's overall costs were 1.3% higher for the two-month July-August period
eneompassing the sirike as compared 1o the prior 12-month average, 'When compared with the
same two-menth perod in 2011, WMW's costs were essentially the same (ie., only 0.1%
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higher). While year-over-year and month-to-month comparisons will reflect other operationsl
changes, thess numbers provide further evidence that WHMW did not realize any savings becmse
of the strike; rather, WMW incurred significantly higher costs because of the sirike when the
novmal operating costs and significant costs from the Green Team deployment are considersd.

{0 Information reparding the Green Team:
a} How many Green Team members ave theve in the continentol United Seates?

Response: The “official" number of Green Team members fluctuates depending upon attrition
and staffing needs of the various districts where they normally work, In strike planning, Waste
Management typically anficipates activaling over 400 Green Team members depending on
circumstances and availahility,

b When did the company activate the Green Team?

Response: As the Local 117 collective bargaining agreement terminated on May 31, 2012,
WHW did not know if and when the union would call a strike or whether any other unions
would honor the Local 117 picket lines. As & result, there was genuine uncertainty as (0 when or
even if a strike would be called. When the contract expired, the Green Team was put on alert
status, but not physically deployed to the Pugel Soumd arca, Green Team managers, however,
were brought in carly to reccive training and familiarization with local eperations immediately
following the expiration of the agreement. Without knowing when or if the strilee would be
called, it was impractical from a cost and operations diswuption standpoint to stage indefinitely
large numbers of Green Team members in the Puget Sound area. When Local 117 called the
sirike on July 25M {he Green Team was officially activated.

&) How many members of the Green Team were called in?

Response: The entire Green Team was activated onee the strike officially began on Wednesday,
July 25™ Due to obvious logistical 1ssues, Green Team members arvived in waves over the
course of the strike. ' When WMW and union representatives reached a settlement on Wednesday
evening, August 1%, 266 Green Team members had arrived and would have been available o
work the following day. Additional Green Team members were either in transit or scheduled to

arrive within 24 hours, See response to {e) below,

d)  Did reguests related to the July 25 sivike compete with Green Team requests in other areas of
the conie?

Response: WHMW's Green Team members are used in different circumatances and not
exclusively strike situations. At the time of the July 25" strike, Green Team members had been
deployed to other WMW locations that needed assistance beeause of local staffing issues.

e} For each day of the strike, how many members of the Green Team arrived, and how many were
psed?

Response: The table below summarizes the number of Green Team members who arrived on
each day of the strike, the cumulative total who had arrived by each day of the sirike, and the
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number of Green Team members who deployed for collection services on each day of the strike,
Whille Green Team members began aviving on Thursday, there are several reasons for the gap
between the mrival day and actual deplovment day, First, for safety concerns, WMW does not
opetate in g strike siteation until full security measures ave in place. Here, security was not in
place until Friday, July 27" Second, replacement drivers must be fully processed to ensure
compliance with federal, state, and local laws and repulations before dispatched to work, whethd
they be Green Team members or local resources. On the last day of the strike, Wednesday
Aupust 1, WMW had deploved 166 Green Team members for collection services and another 21
members & technicians and equipment operators. [T the strike had continued, that number woul
have increased substantially on Thursday and over the weekend.

E Green Team Utilization - Puget Sound Strike
Green Team
Green Team Technieians
Creen Team Used lor and
Arrival by Cumulative Collection Equipment
Date Day Day Gireen Team Services Operntors
26-Jul Thu 10 £ - -
27-Jul Fri | | 12 22 9 -
28-Jul Sal 52 74 24 -
26-Jul Sun 12 B - -
30-Jul Mo 40 126 79 7
31-Jul Tue 75 201 &4 13
1-Aug | Wed 63 266 166 21
E-AuE Thu - All depart - -

11, Af ihe commission's Augiest B, 2002, Open Meeting, o consumer stated fat g Waste Management
emplovee collected his recyeling, but not his neighbers recyeling, using a pickup truck, Please provide
the following information for all non-tradivional collection services the company provided for each day
of the sivike and contiving wntil all customers were restored to regularly schediled service: a
description af the service and how it was provided, the member of employees that participated in each
service, and for each customer served, the information reguested in items T4 ahove, for Customer
Class, Customer Category, Schediled Service, and Missed Service,

Response: While it is not clear what is meant by “non-traditional collection services", WhiW
assumes that the WUTC intends this term to mean collection services similar to the one example
cited (i.e., one specific customer collected with a pickup truck)., We do not understand the fenmn
to encompass collection services that differed from a typical collection day, such as collection of
Critical Customers or collection on days other than scheduled collection days, such as “Super
Saturday.” WMW has made ingquiry of its route managers and other persons know ledgeable
about the collection operations during the strike, To the best of our knowledge, we are nol aware
of any other circumstances where WMW provided any “non-traditional collection services™ to
WUTC customers.
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12, The name, title, telephone number, and e-mail address of the Waste Management of Washington,
Ine., contact person that owr staff can work with directly for questions that may arise concerning any
details of the information you provide.

Response: I will continue to be the WMW contact person to work with your staff on questions

that may arise concerning this response. My contact information is provided on the above
letterhead. My e-mail address is mweinst@wm.com.

» * -

If you have any questions or concerns, please feel free to call me at (425) 814-7840,

Sincerely,

li.40 WZ—

Michael Weinstein
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Waste Management

UTC Labor Disruption Summary
Exhibit 3

Wed - 7/25/2012
htssched | Actuntfits | Sched Accts l:nm" Actoal Tonnage
R - MSW 49 49 24,879 371 244
R - RCY 25 25 12,283 186 61
R-Y/W 23 23 12,174 322 103
C - MSW 18 16 830 169 112
C - RCY 15 15 612 43 35
Thur - 7/26/2012
Avertnge
L8t Sched | Actuol fits Sched Accts Tonnogess Actual Tonnage
R - MSW 52 0 22,631 325 0
R - RCY 29 0 12,038 170 0
R-Y/W 23 0 9,561 241 0
C - MSW 17 0 1,001 228 0
C - RCY 14 0 458 41 0
Fri - 7/27/2012
Avernge
N Rts Sched Acteal Ars Sched Accts - oAA Actue! Tonwags
R - MSW 46 0 21,545 325 0
R - RCY 20 0 10,851 175 0
R-Y/W 21 0 10,464 252 0
C-MSW 14 1 655 185 8
C-RCY 11 Q 382 27 0
Sat - 7/28/2012
Averoge
o Rts Sched Actool Ris Sched Accls Yo Actuol Tonnage
C- MSW 0 1 0 0 1
C-RCY 1 0 15 1 0
Mon - 7/30/2012
wRtssched | Acwalfits | Sehed acts Auerge Actwal Tonnage
JTannagetd
R - MSW 47 0 23,235 336 0
R - RCY 23 0 11,821 152 0
R-Y/W 20 0 9,047 227 0
C- MSW 16 16 650 231 134
C - RCY 12 0 412 39 0
Page 1 of 5
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Waste Management
UTC Labor Disruption Summary

Waste Management of Washington, Inc. 2013 Investigation Report

Exhibit 3
Tue - 7/31/2012
WRisSched | Actuoifts | Sehed Acets ':"""9:‘ Actual Tonnage
R - MSW 49 0 25,262 383 0
R - RCY 21 0 12,625 164 0
R - Y/W 22 0 11,815 287 0
C- MSW 16 17 792 222 198
C - RCY 12 0 299 29 0
Wed - 8/1/2012
WhtsSched | Actworses | Scheo Acets r:"'“""“ Actoo! Tonnage
R - MSW 49 3 24,878 359 6
R - RCY 23 0 12,319 169 0
R-Y/W 23 0 12,174 322 0
C- MSW 17 16 830 169 138
C-RCY 15 0 612 39 Q
Thu - 8/2/2012
WRtsSched | Acwal s | sened Accts ’::'“’“' Actun) Tonmoge
R - MSW 52 52 22,630 325 551
R - RCY 24 2 9,902 146 9
R-Y/W 23 1 9,561 241 16
C-MSW 17 18 1,003 228 341
C - RCY 14 4 458 37 4
Fri-8/3/2012
# Ris Sched Actund Ris Sched Acets Avg Taanage Actua! Tonmage
R - MSW 46 48 21,545 325 567
R - RCY 22 24 11,067 165 169
R-Y/W 21 24 10,444 252 389
C-MSW 14 19 620 193 318
C - RCY 11 13 382 26 46
Sat - 8/4/2012 (route counts represent Wednesday 8/1 service)
# Ris Sched Actuol fits Sched Accls Averoge Actuol Yonnoge
rmn&c""
R - MSW 27 43 22,027 320 346
R - RCY 12 21 11,405 152 137
R-Y/W 12 15 7,809 206 208
C- MSW 9 12 762 154 137
C-RCY 6 14 484 42 56
Page 2 of 5
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Waste Management

UTC Labor Disruption Summary

Waste Management of Washington, Inc. 2013 Investigation Report

Exhibit 3
Mon - 8/6/2012
Avarage
O Ris Sched Actwal Brs Sched Acers Tondageth Actuey Tonwage
R - MSW 47 47 23,235 336 595
R - RCY 23 23 11,945 163 155
R-Y/W 20 20 9,047 227 302
C - MSW 16 16 650 231 229
C - RCY 12 12 412 39 44
Tue - 8/7/2012
# REs Sched Actwal Ats Sched Accrs 7:rm i XA Actiey Tonwage
R - MSW 49 49 25,262 383 615
R - RCY 27 27 13,008 182 181
R-Y/W 22 22 11,815 287 374
C- MSW 16 16 792 222 213
C - RCY 12 12 299 29 a0
Wed - 8/8/2012
Average
PRI Sched | Actenl Ars Schod Accts ¥ Ax Actuol Tonmage
R - MSW 49 49 24,878 358 364
R - RCY 24 24 11,634 179 230
R-Y/W 23 23 12,174 322 284
C- MSW 17 17 830 169 157
C-RCY 15 15 612 44 54
Thu - 8/9/2012
witsSched | Actwatits | Sched Accts Areroe Actuod Yonnage
Iomar“
R - MSW 52 52 22,630 325 350
R - RCY 29 29 12,038 170 247
R-Y/W 23 23 9,561 241 376
C - MSW 17 17 1,002 228 240
C-RCY 14 14 458 35 53
Fri-8/10/2012
#RtsSched | Actuatfes | Sched Accts Tm Actut Tonnoge
R - MSW 46 46 21,545 325 323
R - RCY 20 20 10,851 175 271
R-Y/W 21 21 10,464 252 175
C - MSW 14 14 655 186 191
C-RCY 11 11 382 24 30
Page 30f5
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Waste Management

UTC Labor Disruption Summary
Exhibit 3

Waste Management of Washington, Inc. 2013 Investigation Report

Sat-8/11/2012
Witssched | Actuotfts | Sched Acets T:;’;;:‘;‘ Actual Tonnage
R - MSW
R - RCY
R - Y/W
C-MSW
C - RCY 1 1 15 1 1
Mon - 8/13/2012
Avzrage
wrtssched | Actuorsfies | sched Accts s Actoo! Tomnoge
R - MSW a7 47 23,235 336 333
R - RCY 23 23 11,837 152 256
R-Y/W 20 20 9,047 227 161
C - MSW 16 16 650 231 230
C - RCY 12 12 412 39 33
Tue - 8/14/2012
ohrssched | Actualfrs | Sched Accts T::""""‘ Actual Tonooge
R - MSW 49 49 25,262 383 358
R - RCY 21 21 12,625 164 243
R-Y/W 22 22 11,815 287 185
C- MSW 16 16 792 222 215
C - RCY 12 12 299 28 29
Wed - 8/15/2012
¥ Ris Sched Actual Ris Sched Accts 7,::,'3» Actuad! Tonnoge
R - MSW 49 49 24,878 158 355
R - RCY 23 23 12,318 169 190
R-Y/W 23 23 12,174 322 217
C- MSW 17 17 830 169 171
C - RCY 15 15 612 a3 43
Thu - 8/16/2012
#htsSched | Acumifts | Sched Acers r‘"’“‘: 3 Actuo Tonrage
R - MSW 52 52 22,630 325 313
R - RCY 24 24 9,902 146 229
R-Y/W 23 23 9,561 241 154
C - MSW 17 17 1,002 228 222
C - RCY 14 14 458 37 40
Paged of 5
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Waste Management

UTC Labor Disruption Summary
Exhibit 3

Fri - 8/17/2012
oftsschod | Actoalfts | Sched Acers r:mw;;:a Actvo) Tonnage
R - MSW 46 46 21,545 325 300
R - RCY 22 22 11,067 165 169
R-Y/W 21 21 10,464 252 157
C - MSW 14 14 1,039 186 189
C - RCY 11 11 382 25 23
Sat - 8/18/2012
wRissched | Acewalts | Sched Accts ,:&:'M Actun Tanmage
R - MSW
R - RCY
R-Y/W
C - MSW
C - RCY 1 1 15 1 1

* Account Coverage: The estimated number of accounts serviced based on actual

tonnage collected

AhAverage Toanage: Actual average dally tonnage on each route based on the 3
weeks preceding the week of 7/23/12

Page 5of 5
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EXHIBIT

WAL TS SAANADCMINT

Waste Management’s 2012 Puget Sound Labor Disruption
Contingency Plan

Experience

With hundreds of operations across North America, Waste Management is very capable of
dealing with service disruptions. To mitigate this impact, Waste Management has es:ablished
national strategies and support systems to assist local operations. Sharing staffing resources,
knowledge and best practices has proven to be an effective way to minimize the unfortunate
impact these situations can have on our customers.

In the event of a labor disruption, Waste Management will assemble a team of qualified
replacement drivers and other workers. This group of professional employees has experience
working in a variety of situations, including natural disasters and other events that impact
normal operations.

It may be necessary to tailor local collection services with reduced service levels while
continuing to seek a resolution with the Union. As always, we will use our best efforts to
respond to the unique local needs of our customers.,

Replacement Labor Force
A potential labor disruption requires a committed and experienced labor contingency that is

ready to move into position quickly. Waste Management's Green Team of qualified personnel
from across the country is always prepared to respond in the event of a crisis such asa
natural disaster or labor disruption. These employees are willing to travel and work as long
as needed to provide essential services.

Route Sheets and Collection Tools

During a labor disruption each truck will be equipped with a GPS
unit pre-programmed with customer, transfer station and
recycling facility locations for each route, Additionally,
traditional route maps will be generated for each route,

Waste Management of Washington, Inc. 2013 Investigation Report
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EXHIBIT §

VEARTE FAAMAGEMENT

Temporary Collection Schedule
To accommedate the impact of a labor disruption, we will prioritize collection efforts to

ensure services critical to human health and the environment are provided in an orderly and
predictable manner. This prioritized collection plan is similar to the plan used during
prolonged weather events, ensuring solid waste collection services are uninterrupted for
hospitals, nursing homes and other “critical” facilities.

The following temporary collection schedule would begin the first day of any labor disruption:

Temporary Collection Schedule for King and Snohomish Counties

¢ Collection services at all "critical” facilities will begin.

:‘::"gz{lsoﬁf « Residential garbage, recycling and yard waste will not be collected as our
interruption contingency workforce ramps up.
¢ Automated out dial phone calls will be placed to all affected customers
explaining that their materials will be collected as a double load the next
week with no charge for extra material (similar to what happens during a
weather event).
o Our website (www.wmnorthwest.com) will be updated regularly.
¢ We will provide frequent media updates as appropriate.
¢ Commercial and industrial services will be provided, though some multiple
‘F’&rsthufll collection day service may be reduced.
'eek o
Collection e Residential and multifamily collection (garbage, recycling and yard waste)
Interruption will be provided in a reduced capacity such as every other week.

e Extra material collection will be provided at no charge for any customers
missed during the first week.

¢ Automated out dial phone calls will be placed to all affected customers
explaining that their materials will be collected as a double load the next
weelk with no charge for extra material (similar to what happens during a
weather event).

e Our website (www.wmnorthwest.com) will be updated regularly.
¢ We will provide media updates throughout the week as appropriate.

Public Education

Customer awareness of changes to the solid waste collection schedule is an essential aspect
of our planning effort, We have found customers are more accepting of the inconvenience of
service interruptions if they clearly understand when collection services will occur,

It is essential to provide the same public education message to all customers in both City and
Unincorporated County service areas. We have learned that it is difficult for the media to
communicate variances in schedules between different communities or customer subsets.

Page | 2
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EXHIBIT 6

WANEE MAMAGEMENT

Consequently we will use a consistent collection strategy in all our service areas in King and
Snohomish Counties.

Our communication strategy will include multiple outreach methods:

Local Press and Media

We expect the media to cover regularly scheduled updates and press conferences,
We will provide media advisories, press releases and interviews to clearly
delineate variances from normal collection schedules.

In all media advisories, press releases and interviews, we will encourage customers
Lo visit our local website (www.wmnorthwest.com) where they will find
continuously updated information on collection services for each individual
community,

W__ Northwest Region

Welcome 1o Wase Managestant

Pacific Northwesl Region yebate

L L e N e L L L ] "
B bacasasi

¥ Youl [Tl

L83t Mempnemge gt oqut Mppie 3o dun JuAlaTe B E IR T A0 e e 1t g ah e b ) rubibd ¢ Conges

Outbound Call Services

An effective tool we utilize is targeted, automated outbound calls to individual
customers throughout the day and early evening. Waste Management can send
prerecorded messages, tailored to each city or service area, to thousands of
customers within minutes. This allows us to blanket our service area with updated
collection information quickly.

Call Center Staffing
A labor disruption may create a significant influx of calls

to our regional Customer Service Center. To alleviate this
inbound pressure, customer service representatives’ work
hours will be extended, including extended Saturday
hours. Additionally, our state-of-the-art system allows us
to activate resources from other Waste Management
Customer Service Centers. Using web-enabled technology,
trained customer service staff in other areas can assist
local Puget Sound customers. This redundancy is part of

Page | 3
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EXHIBIT &

VAR TE MAMAGEM AT

our emergency preparedness protocol, and can be activated in the event of labor
disruptions. Callers will be encouraged to use Waste Management's local website
(www.wmnorthwest.com), where collection information will be updated
throughout the day.

City Resources
Waste Management will work with local communities to communicate through City and
County websites, cable TV or other available media.

Security
Waste Management's Security group has developed extensive plans to ensure the safety of our

employees, customers, facilities, equipment and the general public. Arrangements have been
made with local security companies and local police agencies to provide staff and oversight at
each of our locations.

We have met with all public agencies that provide disposal sites and transfer stations to
ensure safe ingress and egress for our trucks and the safe offloading of materials.

Conclusion

Our commitment to you requires a diligent approach to contingency planning. We are
prepared for the possibility of an interruption in our regular service. We will do all we can to
minimize the impact on the lacal communities we serve.

Please do not hesitate to contact me with any questions.

WAM Stvand

Mary S. Evans

Waste Management

Area Director, Public Sector Services
Cell: 510 206 8285

Email: mevans4d@wm.com

Page | 4
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APPENDIX E

STATE OF WASHINGTON
WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

1200 S. Evergreen Park Dr. S.W., P.O. Box 47250 = Olympia, Washington 98504-7250
(260) 664-1160 « 1TY (260} 586-8203

May 18, 2012

Dear Solid Waste Carricr:

This letter is intended to provide technical assistance regarding work stoppages related to
unanticipated labor disputes. Washington Administrative Code (WAC) 480-70-236 requires all
companies to file tariffs and comply with the provisions of their approved tariffs.

It has recently come to staff’s attention that companies may be relying on inclement weather or
similar provisions of their tariff to address work stoppages related to unanticipated labor strikes.
Following procedures that fail to address the actual issue results in tariff and rule violations.

Commission staff has recommended in the past that all solid waste carriers revise their tariffs to
include a provision regarding how they will address work stoppages related to unanticipated
labor strikes.

Staff considers this letter to be technical assistance regarding the need for all solid waste carriers
to revise their tariffs to include procedures for addressing unanticipated work stoppages related
to labor disputes. If future violations oceur, staff may recommend enforcement action, including
penalties.

Tariff questions should be directed to Gene Eckhardt, Regulatory Services Assistant Director.
Mr, Eckhardt can be reached at (360) 664-1249 or geckhardf@ute, wa, gov.

Sincerely,

%Ac/cﬂw

David W, Danner
Executive Director and Secretary

Waste Management of Washington, Inc. 2013 Investigation Report
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APPENDIX F

Complaint Date Missed Violations Cited Date
Number Filed Class Pickups WAC 480-70-236 | Recowvered
114700 B/3/12 | Res G- 7/30-1 2 G-5/5

¥-7/30-1 R-8/6
Y- 8/6
114701 Bf3/12 | Res G-81-1 2 G-g/4
¥- 08/1-1 R-8/4
Y- 8/4
114703 Bf3f12 | Res & 7/30- 1 2 G-8/6
Y- 7/30- 1 R-B/6
Y- 8/6
114704 8/3/12 Res G-7/27-1 2 G-&/3
B-7/27-1 R-8/10
114705 B/3/12 | Res G-8/1-1 2 G-8/4
¥- 08/1- 1 R-8/8
Y- 8/4
114706 8/3/12 | Res G-7/26-1 3 G-8/2
R-7/26-1 R-8/16
¥-07/26-1 Y- 8/9
114707 Bf3/12 | Res & 7/31- 1 3 G-8f7
R-7/31-1 R-8/14
¥-07/31-1 Y-8/7
114708 B3/12 | Res & 7/27-1 3 G-83
R-7/27-1 R-B/10
¥-7/27-1 Y- 8/3
114708 B/3/12 | Res G-8/1-1 2 G &/7
¥- 08/1-1 R-8/7
Y- 8/7
114710 B/3/12 | Res G-8/1-1 3 G-8/4
R- 811 R-8/4
¥- 08/1- 1 Y- 8/4
114711 B/3/12 | Res G-58/1-1 1 G- 8/4
R-8/8
114712 Bf3/12 | Res & 7/30- 1 2 G- 86
¥-7/30-1 R-8/6
Y-8/6
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Complaint Date Wissed Violations Cited Date
Number Filed Class Pickups WAC 480-70-236 | Recovered
114720 8/3/12 | Res G-8/1-1 3 G-8/4
R-8/1-1 R-8/8
¥- 08/1- 1 Y- B4
114721 8/3/12 | Res G-7/26-1 2 G-8/2
¥-7/26-1 R-8/9
Y- 8/9
114722 8/3/12 | Res G-7/26-1 4 G-8/2
R-8/2-1 R-8/16
¥-7/26 and Y-8/9
B/2-2
114725 8/6/12 | Res G-7/27-1 3 G-8/3
R-7/27-1 R-8/10
¥-7/27-1 Y- 8/3
114730 8/6/12 | Com | SwW-7/31-1 1 R-&/7
114731 8/6/12 | Res G-7/26-1 4 G-8/9
R-8/2-1 R-8/16
¥-7/26 and Y-8/9
Bj2-2
114742 8/6/12 | Res G-7/27-1 3 G-8/3
R-7/27-1 R-8/10
¥-7/27-1 Y-8/3
114743 8/6/12 | Res G-81-1 2 G-8/4
¥- 08/1-1 R-8/2
Y- B4
114744 8/6/12 | Res G-7/27-1 3 G-8/3
R-7/27-1 R-8/10
¥-7/27-1 Y- 8/3
114745 8/6/12 | Res G-7/26-1 3 G-8/2
¥-7/26 and R-8/9
B/2-2 Y-8/9
114763 B/6/12 | Res G-81-1 2 G-8/4
R-8/1-1 R-8/4
114752 Ef6/12 | Res G-7/26-1 4 G52
R-8/2-1 R-8/9
¥-7/26 and Y-8/2
Bj2-2
114755 8/6/12 | Res G-8/1-1 2 G-8/4
¥- 08/1-1 R-8/2
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Complaint Date Iissed Violations Cited Date
HNumber Filed Class Pickups WAC 480-70-236 | Recovered
114762 8/af12 Res G-7/30-1 1 G-8/6
114764 8/6/12 | Res G-7/27-1 3 G-8/3
R-7/27-1 R-8/10
¥-7/27-1 ¥-8/3
114767 8/6/12 | Res G-7/26-1 1 G-8/2
R-8/2-1 R-8/16
¥-7/26 and Y-8/9
g8/2-2
114768 8/6/12 | Res G7/271 2 n/a
R-7/27-1
114772 8/6/12 | Res ¥-7/27-1 1 G-8(3
R-8/3
¥-8/3
114783 8/6/12 | Res G-7/31-1 2 G-8/7
R-7/31-1 R-8/14
114784 8/6/12 | Res G-7/30- 1 1 G-8/6
R-8/6
114786 8/7/12 | Res G-8/1-1 3 =-8/8
R-8/1-1 R-8/15
¥-8f1-1 ¥-8/8
114790 B/7/12 | Res G-7/31-1 3 G-8/7
R-7/31-1 R-8/14
¥-7/31-1 Y-8/7
114801 8/7/12 | Res G-8/1-1 3 G-8/4
R-8/1-1 R-8/4
¥-8f1-1 Y-8/4
114804 B/7/12 | Res G-7/30- 1 3 G-8/6
R-7/30- 1 R-8/6
¥-7/30-1 Y-8/6
114806 8/7/12 | Res G-8/1-1 2 G-8/4
R-8/1-1 R-8/4
Y-0
114808 B/7/12 | Res G-7/26 1 1 G-8/2
R-7/26-1 R-8/9
¥-7/26 and Y-8/9
B2-2
114809 8/7/12 | Res G-7/26- 1 4 G-8/2
R-8/2-1 R-8/2
¥-7/26 and ¥-8/2
B82-2
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Complaint Date Missed Violations Cited Date
Mumber Filed Class Pickups WAC 480-70-236 | Recovered
114811 8/7/12 | Res G-8/1-1 1 G-8/8

R-8/8
114812 8/7/12 | Res G-7/30-1 2 G-8/6
¥-7/30-1 R-8/6
Y-8/6
114815 8/7/12 | Res G-7/31-1 2 G-8/7
R-7/31-1 R-8/14
114817 8/7/12 | Res G-8/1-1 2 G-8/4
¥-8/1-1 R-8/2
Y-8/4
114827 8/8/12 | Res G-7/27-1 2 G-8/3
¥-7/27-1 R-8/3
Y-8/3
114828 2/8/12 | Res G-7/31-1 2 G-8/(7
¥-7/31-1 R-8/14
Y-8/7
114829 8/8/12 | Com G-7/30-1 3 G-8/5
R-7/30- 1 R-8/13
¥-7/30-1 Y-8/6
114831 B/8/12 | Res G-7/30- 1 1 G-8/6
R-8/6
114832 B/8/12 | Res G-7/30- 1 1 G-8/6
R-8/6
114836 2/8/12 | Res G-8/1-1 1 G-8/4
R- /8
1148432 8/8/12 | Res G-7/27-1 2 G-8(3
¥-7/27-1 R-8/10
Y-8/3
114843 8/5/12 | Res G-8/1-1 1 G-8/4
R- B/4
114845 B/2/12 | Res G-7/26- 1 4 G-8/2
R-7/26-1 R-8/9
¥-7/26 and Y-8/9

Bf2-2
114848 8/8/12 | Res G-8/1-1 1 G-8/3
R-8/10
Y-8/3
114845 B/2/12 | Res G-7/27-1 2 G-8/3
R-7/27-1 R-8/3
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Complaint Diate Missed Violations Cited Date
Humber Filed Class Pickups WAC 480-70-236 | Recovered
114850 B/&/12 | Res G-7/26-1 1 G- 8/9
R-8/9
114853 B/&f12 | Res R-8/1-1 1 R-B/4
114856 B/8/12 | Res G-8/1-1 2 G-8/4
R-8/1-1 R-8/4
114857 B/8/12 | Res G-7/27-1 2 G-8/3
R-7/27-1 R-B/17
114866 B/8/12 | Res G- 7/26 1 4 G-8/2
R-8/2-1 R-B/16
Y- 7/26 and Y- 8/9
Bf2-2
114875 B/8f12 | Res G-7/31-1 3 G-8/7
R-7/31-1 R-B/14
¥-7/31- 1 Y- 8/7
114877 B/8/12 | Res G- 8/1-1 1 G- 8/4
R-B/E
114879 8/8/12 | Res G-7/27-1 2 G- &/3
R-7/27-1 R-8/10
114881 BJE/12 | Res R-7/30- 1 7 G- 86
¥-7/30- 1 R-B/13
Y-8/
114882 B/8/12 | Res G-7/27-1 1 G- 8/3
R-B/3
114884 B/8/12 | Res G-7/30-1 3 G- 8/6
R-7/30- 1 R-B/13
¥-7/30- 1 Y- 8/6
114885 8/8/12 | Res G-8/1-1 2 G-8/8
R-8/1-1 R-B/4 or
B/15
114886 B/&f12 | Res G-7/31-1 3 G- 82
R-7/31-1 R-8/16
¥-7/31- 1
114887 B/8/12 | Res G-7/26-1 2 G- 82
R-8/2-1 R-8/16
114889 8/8/12 | Res G-7/26-1 2 G- &/6
R-8/2-1 R-8/6
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Complaint Date Missed Violations Cited Date
Humiber Filed Class Pickups WAL 480-70-236 | Recovered
114907 gfaf12 Res G-7/30-1 2 G-B/6

R-7/30- 1 R-8/6
Y-8/6
114913 8/9/12 | Res G-7/30- 1 2 G-8/7
¥-7/30- 1 R-8/14
Y-8/7
114914 8/9/12 | Res G-7/30- 1 3 G-7/30
R-7/30- 1 R-8/10
¥-7/30- 1 Y-8/6
114916 8/9/12 | Res G-7/26-1 4 G- 82
R-8/2-1 R-8/16
¥-7/26 and Y-8/9
8f2-2
114917 B/9/12 | Res G-8/1-1 3 G-8/4
R- 8/1-1 R-8/4
¥-8/1-1 Y-8/4
114018 B/9/12 | Res G-7/30- 1 3
R-7/30- 1
¥-7/30- 1
114519 B/9/12 | Res G- 7/26 1 2 G-8/2
R-8/2-1 R-8/16
114830 B/9/12 | Res G-8/1-1 3 G-8/4
¥- 8/1-1 R-8/4
Y-8/4
114871 B/9/12 | Res G- 7/30- 1 1 G-8/3
R-8/10
114837 B/9/12 | Res G-7/27-1 3 G-8/6
R-7/27-1 R-8/6
114873 B/9/12 | Res G-8/1-1 2 G-8/4
R-8/1-1 R-8/2
114934 8/9/12 | Res G-7/30- 1 3 G-8/6
R-7/30-1 R-8/13
¥-7/30- 1 Y-8/
114835 B/9/12 | Res G- 7/26 1 4 G-8/2
R-8/2-1 R-8/16
¥-7/26 and Y-8/9
8/2-2
114939 8/9/12 | Res G-7/31-1 3 G-8/7
R-7/31-1 R-8/14
¥-7/31- 1 Y-8/7

Waste Management of Washington, Inc. 2013 Investigation Report

Page 71



Complaint Diate Missed Violations Cited Date
MNumilber Filed Class Pickups WAC 480-70-236 | Recovered
114934 8/9/12 | Res G-7/26-1 4 G-8/2

R-7/26-1 R-8/9
¥-7/26 and Y-8/9
B2-2
114943 8/9/12 | Res G-7/26-1 4 G- 82
R- 8/2- 1 R-8/16
¥-7/26 and Y-8/9
Bf2-2
114047 B/9/12 | Res B-7/31-1 3 G-8/7
R-7/31-1 R-5/14
¥-7/31- 1 Y-8/7
114950 8/9/12 | Res G-7/26-1 4 G-8/2
R-8/2-1 R-5/16
¥-7/26 and ¥-8/9
Bj2-2
114955 8/10/12 | Res G-7/27-1 3 G-8/3
R-7/27-1 R-8/10
¥-7/27-1 Y- 8/3
1149565 B/10/12 | Res G-7/26-1 2 G-8/2
R-8/2-1 R-8/16
114958 8/10/12 | Res G-7/26-1 4 G-8/2
R-8/2-1 R-8/16
¥-7/26 and Y- 82
B2-2
114960 8/10/12 | Res G-7/26-1 4 G-8/2
R- 8/2-1 R-8/16
¥-7/26 and ¥- 82
B/2-2
114961 | 8/10/12 | Res G-7/30-1 1 G-8/6
R-B/6
Y- B/6
114962 | §/10/12 | Res G-7/26-1 4 G- 8/2
R- 8/2-1 R-8/16
¥-7/26 and ¥- B2
B/2-2
114965 B/10/12 | Res G-8/1-1 1 G-8/B
R-B/2
Y- 8/8
114969 g/10/12 Res G- 7/26-1 4 G- 8/2
R-7/26-1 R-\E,l'lg'
¥-7/26 and Y-8/9

Bf2-2
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Complaint Date Missed Violations Cited Date
Mumber Filed Class Pickups WAC 480-70-236 | Recovered
114971 | 8/10/12 | Res G-7/26-1 4 G-8/2

R-7/26-1 R-8/9
¥-7/26 and Y-8/9
8/2-2
114975 | 8/10/12 | Res R-8/2-1 1 G- 1xm
R-8/3
114985 | 8/13/12 | Res G-7/26-1 4 G- 8/2
R-8/2-1 R-8/9
¥-7/26 and Y-8/9
8f2-2
114997 | 8/13/12 | Res G-7/27-1 3 G-8/3
B-7/27-1 R-8/10
¥-7/27-1 Y-8/3
114998 | 8/13/12 | Res G-7/26-1 2 G-8/2
R-7/26-1 R-8/9
114998 | 8/13/12 | Res G-7/27-1 2 G-8/3
B-7/27-1 R-8/3
115023 | 8/14/12 | Res G-8/1-1 2 G-8/8
R-8/1-1 R-8/15
115037 | 8/14/12 | Res G-7/31-1 1 G- 8]7
R-8/7
115044 | B/16/12 | Res G-7/31-1 3 G-8/7
R- 7/31-1 R-8/14
¥-7/27-1 Y-8/3
115061 | 8/17/12 | Res G-8/1-1 2 G-8/4
¥-8/1- 1 R-8/8
Y-8/4
115063 | 8/17/12 | Res G-7/26-1 4 G- 82
R-8/2-1 R-8/16
¥-7/26 and Y-8/2
8/2-2
115080 | 8/23/12 | Res G-7/26-1 1 G- 82
R-8/2-1 R-8/4
¥-7/26 and Y-8/4
8/2-2
115085 | 8/23/12 | Res G-7/30-1 3 G- 8/6
R-7/30-1 R-8/13
¥-7/30-1 Y-8/6
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Complaint Date Missed Violations Cited Date
Humber Filed Class Pickups WAC 480-70-236 | Recovered
115091 | 8/23/12 | Res G-7/27-1 1 G-8/3

R-8/3
115116 | 8/23/12 | Res G-7/31-1 3 G- 87
R-7/31-1 R-8/7
¥-7/31-1 ¥-8/7
115022 | 8/14/12 | Res G-8/1-1 2 G- 8/4
R-§/1-1 R-8/4
Y- n/a
115055 | 8/17/12 | Res G-7/26-1 2 G-8/2
R-§/2-1 R-8/9
¥-8/9
115125 | 8/24/12 | Res G-7/31-1 3 G- 87
R-7/31-1 R-8/7
¥-7/31-1 Y-8/7
115127 | 8/24/12 | Res G-7/31-1 2 G- 87
R-7/31-1 R-8/7
115128 | 8/24/12 | Res G-7/26-1 4 G-8/2
R-7/26-1 R-8/16
¥-7/26 and ¥-8/2
g8f2-2
115130 | 8/24/12 | Res G-7/30- 1 3 G- 8/6
R-7/30-1 R-8/13
¥-7/30- 1 ¥-8/6
115142 | 8/28/12 | Res G-7/26-1 4 G-8/2
R-7/26-1 R-8/9
¥-7/26 and ¥-8/9
8f2-2
115168 | 8/28/12 | Res G-7/26-1 4 G-8/2
R-7/26-1 R-8/9
¥-7/26 and ¥-8/9
8f2-2
115170 | 8/28/12 | Res G-7/30- 1 1 G- 8/6
R-8/6
115171 | 8/28/12 | Res R-7/30- 1 1 G-n/fa
R-8/13
115179 8/28/12 Res G- 7/26-1 4 G- 8/2
7128 R-8/9
B2 ¥Y-8/9
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Complaint Date Ilissed Violations Cited Date
HNumilber Filed Class Pickups WAC 480-70-236 | Recovered
115184 | 8/28/12 | Res G-7/26-1 2 G- 82

R-7/26-1 R-8/9
Y- 8/9
1152389 9/4/12 | Res | G7/25&8/1 I G-8/8
R-7/281 R-8/8
¥-7/25 and ¥-8/8
8/1
1157284 | 9/17/12 | Res G-8/1-1 3 G-8/4
R-8/1-1 R-8/15
¥-8/1-1 Y- 8/4
115319 | 9/12/12 | Com G-8/1-1 2 G-8/4
R-8/1-1 R-8/4
115320 | 9/12/12 | Res G-7/31-1 3 G-8/7
R-7/31-1 R-8/14
¥-7/27-1 ¥-8/3
115355 | 9/24/12 | Res G-7/27-1 3 G-8/3
R-7/27-1 R-8/3
¥-7/27-1 Y-8/3
115561 | 10/9/12 | Res G-8/1-1 1 G-8/3
R-8/8
115567 | 10/9/12 | Res G-7/31-1 1 G-8/7
R-8/7
115667 10/17/12 Res G-7/26-1 4 G- 8/2
R-8/2-1 R-8/9
¥-7/26 and Y-8/9
8f2-2
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APPENDIX G

Washinglon UTC Complaint 114699
Company: Wasta Management of Washington, Inc.  M37365

Customer:  Account

Master complaint - Waste Management Sno-King (strike)
Contact:

WA,

Complaint: 114699 Serviced by: Susanne Stillwell

penad on: 0BS03/2012 Grouped by: MHaster Complaint
Closed on: 1073172012 pisposition: Consumer upheld

Description:

&

Complaints {136) relating to the tabor strike in Snohomish, King, and Skagit countias (July 25 through
August 1; contract ratifisd Argust 2). The customers solid waste, recycling and for lawn services wera
missed.

Rasulls:

The company does nol intend fo provide credils for missed solid waste, recycling and yard waste
collection during the laboer dispute from July 25 to Aug. 2. The company did allow customarns 1o sat out
extra solid waste, recyeling and yard waste on the next scheduled of available collection date al no
additional charge.

Customers were advised that the commission is conducting a formal Investigation into the campany's
actions during the labor dispute and the impacts on its customers in TG-121265. Separately, the
commission intends to consider whether o amend part of the indusiry standard tariff 10 address service
interrupticns due to labor disputes in TG-010374. The resuliz of these proceedings will be posted on the
COMMISSIoN's Webslle 3t Wiww, LUIC Wa.gov,

Violations notad - 331

Activily:
Activity Links
E‘ 08/032012 10:43 AM Email: Stlllwell, Suzanne (UTC) == UTC DL Complaint Team

If wou get calls from Whi customers, log them into the publle invelvement
database; and advise them about the upcoming publlec meating on the Sth at Spm
to discuss the striike. Please get thelr contact information, elther, mailing

address or email,

| have created a master complaint #1 14659 for regulated customers 1 receive

credit for their missed pickups. Please enter any new complainis and fink it to

the master complaint. Thanks, Suzanne

E]. D&3/03/2012 12:58 PM Email: Stillwell, Suzanne (UTC) »> mweinsteini@wm.com
I am farwarding complaints we received from some of your customers about the

strike situation, | ook forward to your response which is due not later than

August 7, We axpect that you will apply WAC 420-70-391 and take the appropriate
action o satisfy their concams, Thank you, Suzanne
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{Forwardad all complaints opened on B873)
“OBMEA2012 12:15 PM Email: Stillwell, Suzanme (UTC) => mweinsteing@wm,com

I am forwarding 3 new complaints received from some of your customers about the
sirika situation, | look forward to your responae which is due not later than

August 8. We expect that you will apply WAC 480-70-391 and take the appropriale
action to satishy their concarns. Thank you, Suzanns

11472 William A, Smith
114743 Ollo Krause
114744 Mary Ann Elbert

D 08062012 04:05 PM  Email: Stillwell, Suzanne (UTC) => mweinstein@wm.com

| am forwarding & new complaints received from some of your customers about the
strike situation. | look forward (o your response which is due not later than

August 8, W expect that you will apply WAC 480-70-391 and take the appropriate
action to satisfy their concems. Thank you, Suzanne

Forwarded the following complaints:
Complaint 114752 Hope Gibsan
Complaint 114755 Terrence J. Connar
Complaint 114762 |sha

Complaint 114764 Brian Lans
Complaint 114767 Steve Tolpingrad
Camplaint 114789 Linda Hartley
Complaint 114772 Michasl Steinore

a OB/06/2012 04:15 PM  Email: Stillwell, Suzanne (UTC) == mweinstein@wm.com

Caorraction, there are 7 complaints not 6 as noted below:

Complaint 114752 Hope Gibsan
Complaint 114755 Terrence J. Connor
Complaint 114762 Izha

Complaint 114764 Brlan Lane
Complaint 114767 Steve Talpingrud
Complaint 114769 Linda Harllay
Complaint 114772 Michael Steinore

E 002012 05:07 PM Phone: Suzanne Stilwell =< Mike Weinstein

Michael called and requested an extension until Friday. Af this time there are

32 complainis &nd they need the time o investigate aach and every one bafora

they respond fo us. | approved the request. He thinks they served many of the

UTC regulated customers on Saturday.

= OBORE02 121 AM Email; Stillwell, Suzanne (UTC) => mweinslain@wm,com
| am forwarding complaints we received from two of your customers aboul the

strike situation. | look forward 1o your response which is due not later than

August 10*. We expect that you will apply WAC 450-70-381 and take the

appropriate action to satisfy their concemns. Thank you, Suzanna

*Extension granted by S5 £,
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Complaint 114786 Curl Whitaker
Complaint 114780 James Clancy

;_5 0B/072012 04:03 PM Email: Stillwedll, Suzanne (UTC) << Weinstein, Mike

Suzanne, ag | mantioned to you yestarday and | am confirming with this e-mail,
we are working diligently investigating each of the 34 complaints you have sent
o me. As you and | agreed to, we will respond to ezch of these complaints and
document our recovery afforts for each of these customers by the and of this
week

However, if we find that more time is necessary we will advise you as soon as
we can. Flease let me know if you have any questions. Thank you

Mike Weinstain

Senior Area Pricing Manager

Wasle Management - Pacific Morthwest Market Area
[425) 814-7840 (office)

(425) B14-T8G6E (fax)

(206) 954-3831 (call)

E O8OTF2012 04:15 PM Email: Stillwall, Suzanne (UTC) >> Waeinstein, Mike

There are about 15 or so more that | will send you at the end of the day.
Suzanne

5‘ 08/08/2012 08:01 AM Email: Stillwell, Suzanne (UTC) << Weinstein, Mike
Hi, Suzanna

Just checking, | did not receive the 15 complaints you menticnad balow that you
weem e sending e,

Mike Weinskzin

 OB08Z012 08:32 AM Email: Stillwell, Suzanne (UTC) >> Wainstein, Mike
Heallo Mike! | was working on it and ‘couldn't send them all at once for 2omea
raason. | may have to sand them all one at a time. Suzanne

%" 08/08/2012 08:33 AM  Email: Stillwell, Suzanne (UTC) »>> mweinsteln@wm.com

| am forwarding 25 new complaints received from your customers on August 7 and
8 about the sirike situation, It is pessible that a couple have already been

passed to you by stall. ook ferward to your response which is dua not later

than August 10. Wa expect that you will apply YWAC 480-70-391 and take the
appropriate action to satisfy theair concerns, Thank you, Suzanne

Fassed following complainta:

Complaint 114801 ELIZABETH HILL
Complaint 114803 Palricia Warran
Complaint 114804 Dean Komala
Compiaint 114805 DAVE GEISERT
Complaint 114806 Peter Boltman
Complaint 114808 STEPHEN MAGLADRY
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Complaint 114809 JEFF ALIMAN
Complaint 114810 ROGER BOWIE
Complaint 114811 JEFF STANLEY
Complaint 114812 LEEANN MAIN
Complainl 114815 SUSHIL BOGATI
Complaint 114816 LYNN OLIVER
Complaint 114817 DAVE BLOMBERG
Complaint 114818 Steve Silcock
Complaint 114832 Casey Harrison
Complaint 114831 Oksana Lysenko
Complaint 114829 Marie Ramirez
Complaint 114828 Charles Stoliz
Complaint 114827 BRETT WILLIAMS
Complaint 114835 Barb Lark
Complaint 114826 AMY BURTIS
Complaint 114827 LUIS ROSA
Complaint 114842 RUBIN JACKSON
Complaint 114843 LANE HOBACK
Complzint 114845 Craig Bowen

E;"' 08M&2012 12:24 PM Email: Stillwell, Suzenne (UTC) >> mweinstainf@wm.com

I am forwarding 12 complaints we received from your customears about he slike
situation. | look foresard to your responsa which is due not later than August

10. We axpact that you will apply WAC 480-70-391 and take the appropriate
action to satisly their concerns. Thank you, Suzanne

Forwarded the following complaints:

Complaint 114846 KYLE SCHADT
Complaint 1148438 DOUG JUNTWAIT
Complaint 114849 LYNN STONE
Complaint 114551 STEVE FISHER
Complaint 114850 Spencer Broome
Complaint 114853 KAREN 1SAACSON
Complaint 114854 J K CLANCY
Complaint 114855 CHERYL FONTAINE
Complaint 114856 MARK AVLON
Complaint 114857 Jennifer L Casay
Complaint 114866 CAROL FREDRICKSON
Complaint 114868 Michael Ross

F’I' 0BMOS2012 01:22 PM Email; Stillwell, Suzanne (UTC) << Weinstain, Mike
t;'.-nmplﬂint # 114855 does nof seem to be a complaint to me. Could you please
consider remaving it? In addition, complaints #114790 and 114854 are from the
same customer. Should these ba consolidated into ena complalnt?

The total numbers of complaints are over 70 at this point and where we will

slrive 1o have as many of the lirst 34 recelved as of yesterday by Friday
afterncon, | hope that you will understand that it is very possible the

complainis since added will rot be fully Investigated and resalved by that

time. Thank you

EI' 0882012 01:43 PM Email: Suzanne Stillwell >> Michael Weinstain
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Mike, | agrea that this is not a complaint {114855) and will changa i into an
inquiry. Suzanne

E; 08082012 02:01 PM Email: Suzanne Stillwell >> Michag! Weinstein
Mike, 114554 will be delated and added to the criginal 114790,

In terms of responzes to these newly pazsed complaints, the due date iz &M110;
and if you need an extension, please request it by 810 with a requested due
date. Thanks, Suzanne

“QEON2012 0910 AWM Email: Stillwell, Suzanne (UTC) => mweinstzin@wm.com
1=

| am forwarding 14 new complaints received from some of your customers about

the strike situation. These paicular complaints have a due data of August 13,

We axpect that you will apply WAC 480-70-391 and take the appropriate action to
satisfy thair concerns. Thank you, Suzanne

Forwarded the following complaints:
Complainl 114886 CAROL FREDRICKSON
Complaint 114875William and April Brady
Complaint 114877BARBARA STOCKING
Complaint 114878 TRACY TALLMAN
Complaint 114879 KEVIN BUCK

Complaint 114880 LINGA JESCHRKE
Complaint 114881 CAROL SULLIWAN
Complaint 114882 TOM ALSTON
Complaint 114883 LINDA VETTER
Complaint 114884 FRANK MICHOLS
Complaint 114885 WILLIAM R, SLATER
Complaint 114336 WILLIAM AND APRIL BRADY
Complaint 114887 Joe Cllom

Complaint | 14888 FETER SAMS0ON

" 002012 08:16 AM Email: Stillwell, Suzanne (UTC) == mwainstein@wm.com

Mike, if any of the complaints are found to be in non-UTC regulated territory,
leat e kinew and | will change them into an inguiry. Suzanne

T MEOS2012 1225 PM Email: Stilhwell, Suzanne (UTC) > mwainstain@@wm.com

| am forwarding 18 new complaints received from some of your customears about
the strike siluation. Thesea paricular complaints have a due dale of August 13,
We expect that yvou will apply WAC 480-70-391 and lake he appropriate action lo
satlsfy thelr concerns. Thank you, Suzanne

Forwarded the following complaints:

Complaint 114907 Fatima Benghaly

Complaint 114513 LAWRENCE DILLARD

Complaint 114914 LARRY CIVARRA

Complaint 114915 CHERYL

Complaint 114916 LYNDA AND GEORGE WESSMAN
Complaint 114917 SHIRLEY SCHMIT

Complaint 114918 KIRBY JOHNSOM

Complaint 114919 TERRY MARTZ
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Complaint 1145920 JOHN SMITH
Complaint 114921 SUSIE BURKE
Comptaint 114522 CHERRYL MAMNN
Complaint 114923 JUDY THOMPSON
Complaint 114924 LEON KOS

Complaint 114825 MARLJANE MARCEAL
Complaint 114927 TOM MARTINDILI
Complaint 114928 JOE ZOMAR
Complaint 114529 Michael Geer
Complaint 114934 Michelle Wanstrom

v BA09/2012 05:17 PM Email; Stillwell, Suzanne (UTC) »> mweainsteln@wm.com

Here is ancther complaint from one of yaur customars about the strike
situation. Your response is due not later than August 14, We expact that yvou
will apply WAC 480-70-291 and lake the appropriate action o satlsfy thalr
concerns. Thank you, Suzanne

Complaint 114947 JAIMEE ENGLISH
%’ 081072012 08:01 AM Email: Stillwell, Suzanne (UTC) >> "Weinstein, Mike'

Suzanne, | do not belisve 1142316 is techrically a complaint. Please review.
Thanks

E!' 0802072 09:16 AM  Email; Stillwell, Suzanne (UITC) >> Weinstein, Mike

Mike, | agree that 114976 is not a complaint about the compamy and 1 will
change it inte an inguiry.

E’ OBAM2012 10:54 AM Phone: Suzanne Stillwall << Michael Wainstain

Callad o say that he will have & spreadshaet latar that will inciude responses
for the initial 34 complaints. Ha would like o dizcuss the credil issus

furthar with Stave, Polly and | nest waek in person. | advisad him that the
commission expects hal the cradits will be provided 1o these customers, He is
fully aware, yal wants Lo lalk in perzon o address the credit issue.

0802012 01:00 PM Emall: Stillwel, Suzanne (UTC) << King, Steve (LITC) to Polly Neill\Waste
Management

Hi Pally:

Thank you for your voicemail. I'm sorry | wasn't able 1o call you back bafore
your 11 a.m. meeting, | will be out of the office next week and Suzanne will
respond as towhen a meeting about the commission-referred complaints might
ake place.

Complisnce investigations are generally done by staff within my area of
responsibility, Rayne Pearson in our Compliance Investigations section will
head up the investigation relatad to the service isswes, Sharon Wallaca
supervises that section. Someone from our Molor Carrier Safal‘:,r saction will
cover the safety rules. That assignmeant has not yet been made, Dave Fralt
supervises that section,

Thank you again for your help with the public meeting yesterday. | thaught it
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went quite well given the short timeframes involvad,
Sleva

Stevan King
Diractor, Safely and Consumer Prolection
Unilities and Transporation Commission
360-664-1115 (office), 360-35%-3883 (mobile)

From: Pally kcMeill [maiito: pollym@rSummillaw.com)
Sent: Friday, August 10, 2012 11:17 AM

To: King, Steve (UTC)

Subject: Mesting te Dizcuss Complaint Resolution

Hi Steve,

Following up on my voicemail message - Waste Managament is continuing to
investigate the consumer complaints as they have filterad in, and | believe

Mike will ba communicating with Suzanne about the progress made (which, in my
view, is significant) and the need for more time to complete the company’s
analysis, The company is contacting customears and reviewing its internal
information to determine each customer's situation. Although the number is not
a high percentage of overall WUTC customers serviced, it is nonethelass a
greater amount than usual ad iUs teking some fime lo ged the infermation
about all of them. So wa would like to requast additional time, and Mike will

be communicating that to Suzanne, along with the summary of our investigation
=0 far.

In the meantime, we would like to come down to meet with you and whoever you
deem appropriate (presumably Suzanne, and maybe Gene as well) to discuss how 1o
handle these complaints while the formal Investigatlon I ongoing. (It is not

entirely clear to me who all is involved In the various moving pans, for which

| apoicgize.) Obviously the compialms need to De resclved sooner than later,

and yei the investigation will not quickly be concluded. We have some ideas

that we'd like 1o presant

Mike and | are available Monday aftermnoon after about 2:00; Tuesday morming
before 10:30; and Wednesday morning almost any time, Can you let me know if
amy of those are good?

Thanks for your consideration.
Best, Polly

------------------------- Summit Law Grouwp --—--—--m-me—eeeeeeee

The informalion contained in this e-mall message may be privileged,
confidential and profected from disclosure. If you are not the intendead
recipient, any disseminalion, distribulion or copying is strictly prohibited,

If you think that you have raceived this e-mail message in error, please a-mail
the sander at the above e-mail address.

Clreular 230 Motice: To comply with IRS regulations, pleasa note that any
discussion of Federal tax issues in this email (and in any allachments) ks not
intended or wiilten o be vsed, and cannol bo used, by any laxpayer for tha
purpese of {a) avoiding any penallles Impesed under the Internal Revenue Code
or (b} promaoting, marketing or recommending 1o another party any transaction or
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matier addressed herein.

S 0T2012 0101 PM Action: Suzanne Stillwell

g:hedulad meeting Wed, 815 1030am.

“408M02012 02:28 PM Email: Stillwell, Suzanne (UTC) => mweinstein@wm.com

| am forwarding 9 new complainis received from some of your customers about the
strike situation. Your response is due not later than August 15, We expect that

woll will apply WAC 480-70-391 and také the appropriate action o satisly heir
concerns. Thank you, Suzanne

Forsarded following complaints:

Comgplaint 114956 Shane Anderson
Compiaint 114955 Gene McDermott
Complaint 114959 BETTY GOETZ
Compiaint 114960 DEAN MUNDAY
Complaint 114961 Ron Hopper
Compiaint 114962 Jenny Fransson
Complaint 114965 Anne Cochez-Lind
Compiaint 114869 Ann Dean
Complaint 114971 Mick Vicente

E; 802012 04:00 PM Email: Stillweall, Suzanne (UTC) << Weinstein, Mike

Suzanna, a8 promisad attached is a log of the 111 complaints from our customars
that you have forwarded o mea, This log summarnizes the complaint numbear, namea,
address, account numbar, lalephona number, recovery schadule, and nolas
regarding the customer and our efforts to contact the custamer. Duea to our
ongoing afforts to get all our customars' garbage, recycling, and yard waste
collactad, we havea only had enough lime o research and contact tha st 34
complaints recedved. We will make every altempt 1o document the stalus of the
remaining customers on this log within tha first faw daye of next week.

There are few things on this log that | would like 1o bring to your attention:

We believe that complaint numbers 114803, 114805, 114810, 114846, 1145915 and
114928 are contract city customers (highlighted in yellow). Complaint & 114769
cancefled thelr account with us

We could not locate in our systern complaint # 114762, Possibly, the address is

in error

In column | where we document our recovery schedule, the letter G denotes
garbage, R denotes Recycling and ¥ denote yard wasie

As | obtain additional information regarding these complaints, | will update
the: log and send back 1o you.

| along with Polly McMeill look forward to meet with you 1o discuss in more
detail the resolution of these complaints.

SEE ATTACHED - updated spreadshest of individual complaint status

T O8AA2012 12:52 PM Email: Stillwell, Suzanne (UTC) == mweainsteln@wm.com
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| am forsarding six new complaints recaived from some of your cusiomers about
the strike silualion. Your rasponsa is due nal later than August 15. Wa expect
that you will apply WAC 480-70-381 and take the appropriate action to satisfy
their comcerns. Thank you, Suzanne

Forwarded following complaints:

Complaint 114285 Rebecca Randolph

Complaint 114595 SHARON GREGORY (withdrew B/14)

Complaint 114397 LARRY EHOFF

Complgint 114998 LAUREEN DRISCOLL

Complaint 1145899 DALE JOHNSOMN

Complaint 115000 ANNE GOCHEZ-LIND

‘r':' OBM312012 02:41 PM Email; Stillwell, Suzanne (UTC) << Weinstein, Mike
&
Suzanna, no address or phone number was supplied for complaint #114336. We
cannol respond o this complaing unlil we can verify the address. Mike

08132012 02:48 PM Email: Stillwell, Suzanne (UTC) >> mweinstein@wm,.com
I'll check on it.

EODEA42012 09:06 AM Emaill: Stillwell, Suzanne (UTC) >> mweinstein@wm.com

Mike, the customert1 14996 withdrew her complaint because the cans were picked
up yesterday. | changed it to an ingquiry.

E DBMN4/2012 11:52 AM Voice Mail: Suzanne Stillwell >> Mike Welnstein
LM to call and discuss tomorrow's meeting about complaint resalution.
E DEMA2012 0330 PV Phone: Suzanne Stilwell << Mike

Called 1o confirm and suggest & teleconfarence rathar tham a meeting tomonrow
al 1030am,

a‘ 0814/2012 04:18 PM Email: Stillwell, Suzanne (UTC) >> mweinstein@wm.com
Mike, can you please add another column to your spreadshest which includes each
customers date of servica for garbage, recycling and yard waste, Thanks,

Suzanmne

E 081472012 04:20 PM Email: Stillwell, Suzanne (UTC) << Weinstein, Mike

Do you mean if they have service on each Teesday put “Tuesday” in the column?

E 081472012 04:47 PM Email: Stillwell, Suzanna (UTC) << Weainstain, Mike
Suzanne, | will send you an update to the complaint log lomarrow moming before

our meating. However, | will not have the informaticn that yvou requasted balow

within that timeframe.

é’ 08M14/2012 04:57 PM Email: Stillwell, Suzanne (UTC) == Weinstein, Mike

Yes, and whether it is weekly, bl-weekly or monthly. You've included the dale
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the servica was restored; | wanl 1o detarming how many plckups were missed.
Thanks, Suzanna

EI“ 081452012 04:58 PM Email: Stilhwell, Suzanne (UTC) >> Weinstein, Mike
W can discuss nimarrow when you think you'll have the info. Thanks, Suzanne
E 0852012 08:08 AM Email: Stilhwell, Suzanne (UTC) << Weinstein, Mike
Suzanne, altached iz an update 0 the master complaint log that | sent to you

last Friday. As you can see, we have included information on the first 102
compiaints. If column | is blank, we are still researching thessa customerns. We

will try to have information on these and the remaining complaints (103-117)
[oniy thru 111 was included] along with the additional informetion you

requasted yesterday (their regular schaduled servica day) by the and of the
waeh,

SEE ATTACHED - uvpdated spreadsheet of individual t:l:rmplaint slalus

DM 52012 08:40 AM Email: Stillweall, Suzanne (UTC) >> Weinstein, Mike
Thanks, Mike.

O OEME2012 10:30 AM Phene: Suzanne Stillwell >> Mike Weinstein, Folly McNeil & Sharon
Wallace

Teleconference about customer rezolution. The company's position regarding
crediting customers I to wait until the conclusion of the formal

investigation. By Friday, BM17, Mike will provide an updated spreadshesat that
includes all complainants’ resolution and add & column that will include the
numbear of missed pickups per sarvice for each customer,

BN S20N2 0147 PM Email: Stillwell, Suzanna (UTC) >= mweinslaindwm.com
Mike, this is one of the two complaints that | mentioned earlier. | am wailing

to hear back from the other since she asked thal ber complaint be anodymous (we
cam't help if she dossn't provide her address), The due date is Friday, August

17, Suzanne

Farwarded Complaint 115023 IRENE

é‘}' 08M52012 04:28 PM Email: Stillwell, Suzanne (UTC) => mweinstein@wm.com

Mikea, hare is another strike-ralated complaint. Respoense is dua Friday, August
17, Thank you, Suzania

Forwarded Complaint 112037 Stanly Donogh
é‘ 0BM6/2012 02:55 PM Email: Stillwell, Suzanne (UTC) == mweinstein@wm.com

Mike, hare is anothar strike-related complaint. The response is due Monday,
Auogust 20, Suzanne

Complaint 115044 Joe Zomar
** DEAT2012 0310 PM Email: Stiliwell, Suzanne (UTC) =< Wainstain, Mike
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Suzanme, atlached is an updata lo the master compaint log thet sant to you on
Wednesday, As requested, wa have addad a column (column 1} that shows the
nurnbear, typa and date the sarvices were missed during the sirike. We are still
investigating a number of complaints where we have incomplete information (see
thasa highlighted in yellow). In somea instances, we are having difficully

lecating the account either due to a lack of or errar in an address or namsa or

if we are having difficully bocaling the account in our billing systam.

Whera thare is a note regarding a lack of or errar in an address or name could
YU plesse review the complaint again at your end and ket us know if you can
provide us with further information.

| will again try to give you a funther update in the first part of next week,
Thanks

SEE ATTACHED - updated spreadshesat of individual complaint status

“ 0892012 0345 PM Email: Stillwell, Suzanne (UTC) == Weinstein, Mike

E]

Thank you, Mike, | will be out of the office until Thursday so you can provide
your update by the end of Wadnesday, 8722, Suzanne

‘_L;: 0R/19/2012 03:59 PM Email: Stillwell, Suzanne (UTC) == mwelnstain@wm.com

Mike, passing & new strike relsted complaint. Your response is due on August
22, Sincerely, Suzanne

Washington UTC Complaint 115063 Tassie Medlin
e DR2272012 03:26 PM Email: Stillwell, Suzanne (UTC) << Weinstein, Mike

Suzanne, here i2 the latest update. We are continuing o research some of the
accounts still highlighted in vellow. Mike Weinstein

SEE ATTACHED - updated spreadshest of individual complaints

E" 082312012 01:44 PM_Email: Stillwell, Suzanne (UTC) >> mweinstein@wm,com
| am forwarding three complaints received from some of your customers about the
strike situation. Your response is due not later than August 27, Thank you,

Suzanns

Crowell, Walcker, and Harfin [far some reason the complaints did not farward
over|

8232012 01:48 PM Email: Stillwell, Suzanne (UTC) >> mwelnslain@wm.com
E,Er is o of the complaints that | referenced in the prior email.

115081 Customer: Kirstie Hariin

e DR232012 01:49 PM Emall: Stillwell, Suzanne (UTC) == mweinsteinwm.com

Here is the sscond complaint.
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115085 Customer: Steve Walcker

E‘ 02372012 01:50 PM Email: Stillwedl, Suzanns (UTC) == mweinstein@wm.com
Here is the third,

115080 Customer: JOHN CROWELL

I’é‘* 08/23/2012 01:58 PM  Email: Stillwell, Suzanne (UTC) << Waeinstain, Mike

Suzanne, do you have any additional information from this customer? There is no
address, phone number of account number identified?

et 0Er232012 0200 PM Email: Stillwedl, Suzanne (UTC) >> Weainstein, Mike

Sorry, nowthera Iz an emall address | noticed. Perhaps you can follow up that
way.,

E 08/24/2012 03:09 PM Email: Stillwell, Suzanne (UTC) == mweinsteini@wm.com

Here are six more strike-related complainis. The response is dus August 28.
Thanks, Suzanne

115125 CRAIG AND JAYNA POIROT

115126 LYNDA AND GEORGE WESSMAN

118127 R MURRAY

115128 SHARON GREGORY

115129 SHAWN SULLIVAN

115130 CYNTHIA STENSAA,

= DR272012 0722 AM Email: Stillwell, Suzanne (UTC) << Waeinstein, Mike

Suzanne, | question thal Complainl s 115726 and 115125 are in 1acl
complaints, Please review thelr commentary. Thanks

E;.' 0BA28/2012 02:39 AM Email: Stillwell, Suzanne (UTC) << Waeinstain, Mike
Swzanne, attached is our most recent update to the complaint log. There are

still about 12 complaints that we are still researching for more information,

This log siso includes information for complaints 118126 and 115129, which

according to my e-mail to you yesterday, | belisve are not in fact complaints

FPleasa let me know if you have any questions. Mike Weinstein

SEE ATTACHED - spreadshest of customer resolutions

o 0BF282012 04:20 PM Email: Stillwell, Suzanne (UTC) == mwainstein@wm.com

I am forwarding seven sirike-ralated complaints, The response is due August 30,
Thanks, Suzanne

Forwarded complaints:
116142 Loann Grauer

115168 Deborah Mimmons
115165 Staven Walcker
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115170 Shan Dean

115171 Kristen Bamford Wynne

115179 Clyde La Roy Griffey

115184 Sabine Alde

E‘ O8430/2012 Action: Suzanne Stillwell

55 oul of the office 8231 through 96,

E; 08/31/2012 03:38 PM  Email: Stillwell, Suzanne (UTC) << Weinstein, Mike

Suzanne, here is the lalest update. We are continuing to research the remaining
slx accounts that are highdighted in yellcw.

SEE ATTACHED - updated spreadsheet of individual complaint status
E]‘ 090772012 10:50 AM Email: Stillwell, Suzanne (UTC) >> mweinstein@wm.com
Passing two new complaints; your response is due September 11, Thanks, Suzanne

Complaint 115213 CLYDE L GRIFFEY
Comgplaint 115239 Chen Briar

Il':’]. 0072012 11:12 AM Email: Stillwell, Suzanne (UTC) << Welnstein, Mike

Suzanng, | recaived complaint #115213 previoushy. Il was submilled as complaint
#115179 last woek.

*E*"" 00772012 11:34 AM Email: Stllwell, Suzanne (UTC) >> Welnstein, Mike

Sure encugh; sorry. We'll do better at double checking the names. Suzanne

E’ U200 24 PM Emadl: Stllweall, Suzanna (U10C) >> Weinstein, Mike {mweinsti@wm.com)
| am forwarding a new complaint recaived from one your cusiomers about the

strike situation. Your response is due not later than September 14, Thank you,

Suzanne

Complaint 115294 Margaret Godon

= DH14/2012 08:47 AM Email: Stillwell, Suzanne (UTGC) == Weinstein, Mike

Hi Mike! In reviewing the attachment, it includes only 111 customears and | have
sent over 140, Plaasa send me the mora current raport. Thanks, Suzanng

142012 04:08 P Email: Stitlwell, Suzanna (UTC) >> Weinstein, Mike
E Mikel Maybe | am missing something, but the count still shows 111,

e 2012 0714 AM Email: Stillwell, Suzanne (UTC) << Weinstein, Mike
E.Jzanne, all the information is thare on the file. [ just falled 1o axpand the

print ranga to go from line 111 to line 143, Here is the revised file that

expands the prinl range.

SEE ATTACHED - vpdated spreadsheet of individual complaint status
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DA T20N2 08:58 AM Email: Stilhwell, Suzanna (UTC) == Wainstein, Mike
B

Thank you..l didn't even look at the file. Knowing that it was so large, | just
printed it so it would be easier o read

e 09724/2012 02:24 PM Email: Stillwell, Suzanne (UTC) == Weinstein, Mike (mweinst@wm.com)
Paszing three new camplainis that ara sirike-related; response is due 9126,

Forwarded complaints:

115318 Sandy Oellion

118320 Lindsey Gilbreath

115355 Steven Carlson

E 09/25/2012 07:37 AM Email: Stillwell, Suzanne (UTC) << Wainstein, Mike

Suzanna, | have previously received complaints 115318 and 115320 from Janmifer
Whealy.

ET; 09/26/2012 01:34 PM Email; Stllwell, Suzanne (UTC) <= Wainstein, Mike

Suzanne, attached is an update to the complaint lag including tha mest recent
complaints that you have sent 1o me,

SEE ATTACHED - updated spreadshesat of individual complaint status

v MY2E2012 02:11 PM Email: Stillwell, Suzanne (UTC) >> Weinstein, Mike
Phanlcs, Milged

E’ 1041272012 11:18 AM Email: Stillwell, Suzanne (UTC) << Weinstein, Mike

Suzanne, here is the most recent update o the log incleding the most recent
o complaints received earlier this week.

SEE ATTACHED - updated spreadsheet of individual complaint status

= 11272012 11:29 AM Email: Stillwell, Suzanne (UTC) >> Wainstein, Mike'
"Il;:lla nks Mikel Suzanna

E 10/16/2012 (:4:00 PM Letter: Suzanna Stillwell == Cuslomers

Copy of letter that went to 2l customers, both email and hard copy for those
customers without email,

Dear Waste Managemeant customer:

| am responding to you sboul your concerns with Waste Management of Washington,
Ing, (Waste Management) and its response o the recent labor dispute July 2510
Aug. 2, The company does nat intend to provide credits for missed solid waste,
recycling and yard waste collection during the labor dispute.

Washington Administrative Code (WAC) 430-70-391 states, *..Companies may
[emphasis an may versus shall] offer customers a credit on the customers’
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bill.." The company is not obligated to provide credits. The company did allow
cusiomeans 1o 2al oul extra solld waste, recycling and vard waste on the next
scheduled or available collection date al no addiicnal charge. | have recorded
violations in your informal complaint for every missed solid waste, recycling
and yard wazste collection.

The commission s conducting a formal investigation inte Waste Managemeni's
actions during the labor dispute and the impacts on its customers, The dockeat
number of this proceeding is TG-121265. Separately, the commission intends ta
consider whether to amend part of the industry standard tariff to address

service interreptions due to labor disputes in docket number TG-010374, Tha
results of these two proceedings will be posted on the commission’s wabsile al
WA LLCWE.GOV.

Thank you for sharing your concerns with the commission. If you have furlher
questions or comments, please reply to this amail or contact me at
1-888-333-WUTC (9882),

Sincaraly,

Suzanne Stillwall, Consumer Proleclion
Litilities and Transportation Comnission

a’ 10/16/2012 0:36 PM Email: Stiliwell, Suzanna (UTC) => Weinstein, Mike (mweinst@wm.cam)

Mika, | am re-reviewing e aclivities associated with the informalmaster
complalnt, In the fellowing text vou sayv that you believe that complaint

numbers 114803, 114805, 114810, 114846, 114915 and 114928 are coniract city
customers. Did you verify that? If so, | will change the complaint to an

imquiry for those complaints.

Alzo, | will be sending cne more complaint o you. Sincarely, Suzanna
4 1016/2012 04:41 PM Email: Stillwedl, Suzanne (UTC) == Wainstein, Mike (mweinst@wm.com)
&

| agree with you that thess two are not complaints and | will change therm o
inguiries.

QEFAT2012 07:22 AM Email: Stillwell, Suzanne {UTC} <= Walnstein, Mike
Suzanne, | question thal Complaint #'s 115126 and 115125 are in fact
complaints. Plaase reviaw thair commentary. Thanks

a' 1062012 05:30 PM Email: Stillwell, Suzanne (UTC) >=> Wainstein, Mike (mweinst@@wm.com)
Mike, hwo complaints atteched were missing on your spreadsheet (Hariharan and
Dajong). Also, | will llst some things that need to be changed in your printout

to corraspand with our complaints, Let me know if you want the actual copy of

the complaint o ensure the addresses/phona nos. are correct, After vou make
the chamges, please send me a clean version and I'i do one more check o meke
aure wa're in sync with our records. Thanks, Suzanne

Line 32 114784 please check your records to see if it is Larry Butler ar Buehler
Line 98 Your 114928 Michael Geer should be 1145929

Line 989 Your 114529 Michelle Wenstrom should be 114834
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Lime 100 Yaur 114934 Fran Godding should b 114943
Lime 101 Your 114943 Jaimes English should be 114247
Lime 102 Your 114947 Mike Peterson should be 114950
Lime 117 115004 delete; duplicate (see line 109 114565)
Lime 128 and 121 ok o delete; changed to an inguiry

Line 135 115160 delete; duplicate (see ling 124 115085)

Forwarded following complaints:
115022 GLORIA HARIHARAN
115055 SUE DEJONG

B 0AT2012 08:12 AM Email: Stillwell, Suzanne (UTC) << Wainstein, Mike

Suzanne, yes thesa are confract city custormers. | know this because of the
representations made ko me by my associates, which is also evidenced by the
unigue customer account numbers that only apply o city contracts,

From: Stillwell, Suzanne (UTC) [mailto: 33tllwe@ute. wa.gov]
Sent Tuesday, October 16, 2012 4:36 PM
Ta: Weinstein, Mike

Subject: WA - UTC request 114699 for Master complaint - Waste Managemant
Sno-King (strike)

Mike, | am re-reviewing the aclivities associated with the informalimaster

complaint. In the following text you say that you balieve that complaint
numbers 114803, 114805, 114810, 114546, 114915 and 114928 are conlracl city

customers, Did you verify that? If so, | will change the complaint 1o an

inquiry for those complaints.

“ 072012 09:17 AM Email: Stillwell, Suzanne (UTC) »> Weinstein, Mike

F?uill delete them as complaints and changs them to inguires.

OA0AWR012 09:45 AM Email: Stillwell, Suzanne (UTC) >> Weinstein, Mike (mweinst@wm.com)

You can deleta the Tracy Tallman complaint since it s not in your service
araa. Line 72 #114878.

H 1072012 10:59 AM Email: Stillwell, Suzanne (UTC) << Weinstein, Mike

Suzanne, attached is a revised complaint log that reflects the changes and
additions from your previous e-mails earlier today.

SEE ATTACHED - updated spreadsheet of individual complaint status
E 172012 11:46 AM Email: Stillwell, Suzanne (UTC) == Wainstein, Mike {mwsainsi@wm.com}

Passing new complaint.
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115667 Robert Dirlckson
E; 10M17/2012 05:14 PM Email: Suzanne Stliwell >> Michael Wainstain

Mika, 'locks like wo mora can be deleted since they are in the city limits of
Sealtle. Can you double check; and, If so, delete from your spreadshest 5o we
can gel o a final count. I'm caming up with 136 complaints after delaeting
these two. Thanks, Suzanne

Line 45 1148138 Steve Silcock, 8316 Dayton Ave. M., Seattle, WA 93103
Line 42 114814 Brad Hole, 916 NW 56th 5t,, Seatile, WA 28107
E‘ 10M18/2012 03:56 PM Action: Suzanna Stillweil

Closed 135 associated complaints; wailing to hear aboul jurisdiclion on lwo
slill apean.

E; 10M9/2012 11:18 AM Email: Stillwall, Suzanne (UTC) =» Weinstein, Mike (mweinst@wm.com)

Hi Mike, yesterday | actually came up with 135 complaints rot including the two
thal I'm waiting 1o hear back from you on. | am beoking forward to wrapping up
the informal complaints today and will want a final spreadshest. Thanks,
Suzanne

E 10/25/2012 01:41 PM Action: Suzanne Stillwell

Assass WAL 480-70-386(D)(I) for late response (apparently Miks is on vacation
umtil 10428).

e A02012 0232 PM Email: Stillwell, Suzannea (UTC) >> Wainstein, Mike (mwainst@wm.com)

Mike, | haven't heard back from you about the following items from 1017 and
1019, | would like a final spreadsheet basad on ramoving the 10M7 emall below
{presurning they are contract vs. jurisdictional). Thanks, Suzanne

----- Forwarded by Suzanna Stillwell on 10002012 2:25:24 PM -—--

Activity Lag

1072012 05:14 PM Email: Suzanne Stillwell == Michael Weinstein
Comgplaint 10; 1146594

Customear MNama: Master complaint - Waste Management Sno-King (strike)

Mike, Tocks lika twa more can be deleted since they are inthe city limits of
Seattle. Can you double check; and, If 20, delete from your spreadshest so we
can gel o afinal count. I'm coming up with 136 complaints after daleting
these two. Thanks, Suzanne

Lina 46 114818 Steve Silcock, 8316 Dayton Ave. M., Seattls, WA 98103
Line 42 114814 Brad Hole, 516 MW S6th St., Seattle, WA 98107

Activity Log

1014972012 11:18 AM Email: Stillwell, Suzanme (UTC) >= Weinstein, Mike
{miwelnstEwm.com)

Complaint 1D: 114690

Customer Mame; Master complaint - Waste Managament Sno-King (strike)
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Hi Mike, yesterday | actuzlly came up with 135 complaints not including the two
that I'm waiting to hear back from you on, | am looking forward to wrapping up
the informal complaints today and will want a final spreadsheat. Thanks,
Suzanne

“4OVINZ012 02:38 PM Email: Stiliwedl, Suzanne (UTC) =< Wainstain, Mike

| am sorry Suzamne. | have been an vacation and just returmed yasterday. | will
iry ke get this bo you shartly.

E“ JO0A02012 G2:48 PM Email: Stillwell, Suzanme (UTC) << Welnstein, Mike

You wera correct 1o deleta these twa lems. Hera s the revised file that
reflects 136 complaints.

SEE ATTACHED - final spreadsheet of complaint status

= 002012 04:03 PM  Action: Suzanne Stillwell

Ejdde-d violation counls te company spreadshest; 323 counts; 136 customers,
SEE ATTACHED - spreadshest with viclations

E 10/3072012 04:07 PM  Violation: 480-70-386(b)(i) -

Violation for not responding timely. Passed additional questions on Oct 17 and 19. Did nol recaive
response until Cot 30, 8 counts,

E 1302012 Vialation: 480-70-236 -

136 customers with a total of 323 viclations for each missed solid waste, recycling andfor yard waste
collacton durning e labor dispute from July 25 o Aug. 2, 2012,

'é‘* 10/31/2012 071:21 PM Email: Stillwell, Suzanne (UTC) =>> Weinstein, Mike [mweinst@wm.com)
Mike,

| completed nvy informal investigation and closed 136 complaints relating 1o the
labor dispute between Jul. 25 and Aug. 2. | recorded a total of 3371 violations
detailed below. Attached 15 a revised spreadsheet which includes a column
showing the number of viclations by customer.

323 counts af WA 420-70-236 for missing the collection of 323 solid
waste, recycling andior lawn service from 136 customers

8 counts of WAC 480-70-386(b)(i) for a late responss (o my questions an
Ot 17 and 19

Following this email is the content of a letter | sent to each customer cloging
their informal complaint, The disposition is consumer upheld, Pleasa note that
the Consumer Protection seclion has an interna| quality review program and all
closed complaints are subject o possible review andfor re-opaning. Thank you.
Suzanne
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Latter to Waste Managemant customears:
Dear Waste Management customer:

| am responding Lo you aboul your concerns wilh Wasle Management of Washington,
Inc. (Waste Management) and lts response to the recent labor dispute July 25 to
Aug. 2. The company does rot intend 1o provide credits for missed solid wasie,
recycling and yard waste collection during the labor dispute.

Washington Administrative Code (WAC) 480-70-391 states, "..Companies may
[emphasis on may versus shall]) offer customers a credit on the customers'
bill.." The company is not obligated 1o provide credits. The company did allow
customers to sa1 out extra solid waste, recycling and yard waste on the next
schaduled or available collection datae at no additional charge, | kave recorded
violations in your informal complaint for every missed solid waste, recycling
and yard waste collection.

The commission is conducting a formal investigation into Waste Management's
aclions during tha labor dispute and the impacts on its customears. The docket
nurmber of this proceading is TG-121265. Separalely, the commission intends o
consider whather to ameand part of the industry standard tarilf 1o addrass

sarvice mtarfuplions dus o labor dispulas in deckel numbear TG-010374. The
results of these wo proceadings will be posted on the commission's waebsite al
WA LITE WL GOV,

Thank you for sharing your concerns with the commission. If you have further
questions or comments, please reply to this emall or contact me at
1-B88-333-WUTC [9882).

Sincerely,

Suzanne Stiliwell, Consumer Proweciion
Liilities and Trangporiation Commission

SEE ATTACHED - spresdsheat of 126 customers, services missed and violations,
L:]' 10/31/2012 01:38 PM Email; Stillwell, Suzanne (UTC) =< Weinstein, Mike

| apologize for the late response on October 17 and 19, 1 was on vacation and
ot of town with little access o e-mail during that timeframe.

E" 10/31/2012 03:30 PM  Email: Stillwell, Suzanne (UTC) == Wainstain, Mike
Mike, it iz impaortant to heve someaone fill in for you while you're gone to
handle commission complaints, Other companies advise us ahead of time wiho will

be repdacing the primary represantative, thair contact informatian, the dates,
elc. Suzanna
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