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0. Sk 720 Fourth Avenue, Suite 400
A AN Kirkland, WA 98033

WASTE MARAGEMENT (425) 823-6164

October 1, 2012
VIA OVERNIGHT MAIL & E-MAIL

Rayne Pearson, Compliance Investigator
Washington Utilities & Transportation Commission
1300 S. Evergreen Park Drive, SW

P.O. Box 47250

Olympia, WA 98504-7250

RE:  Docket No. TG-121265 — Waste Management of Washington, Inc.
(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. Iam 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, I 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 to the
data requests seeking missed collection information on a customer-specific basis. This information is
not reasonably available to WMW,

While WMW has collected 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 staff 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 territories, but instead relies on reports from
drivers and customers to ensure pickups are made timely. As a result, 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 WM Green
Team temporary driver could not complete his or her route on a particular day, it would have been
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
WMW?’s “Super Saturday” 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 entire collection system was disrupted, the focus was on collecting as
much material as possible, and instituting a means for tracking missed collections would have only
distracted from those efforts.

Furthermore, while WMW has used its best efforts to ensure that the data collected and presented
is accurate, some inaccuracies or inconsistencies may exist. During and after the strike, WMW was
focusing its efforts on providing and restoring collection services as quickly as possible, 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 objects to data requests seeking information that is highly confidential,
proprietary, and would cause a significant risk of severe competitive harm to WMW and its affiliates,
and potentially jeopardize the underpinnings of union negotiations. In particular, any disclosure of the
costs associated with activating the Green Team would significantly prejudice WMW and every other
Waste Management subsidiary in all future labor negotiations. WMW understands that the WUTC
regulations and its current interpretation of its authority under Chapter 81.77 RCW do not provide
sufficient protections of highly confidential information to assure WMW that such information would
not be disclosed in response to a Public Disclosure Act request or other similar inquiry. In the absence
of any binding legal protection for this sensitive information, WMW is unwilling to submit those
responses.

SPECIFIC RESPONSES

Request: 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, I1-yard container, etc.) and frequency
of service (e.g., daily, weekly, etc.).

4. Missed Service: 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.

Response: Notwithstanding the above objections and explanation, WMW is attaching several
exhibits containing information responsive to these requests. Attached as Exhibit 1 isa
spreadsheet listing for WMW’s WUTC collection territory in King and Snohomish Counties the
customer counts by container/frequency of service (e.g., one 1-yard container 2x per week) and
line of service (e.g., commercial garbage, residential yard waste). Exhibit 2 presents this same
information for customers serviced under city contracts in King and Snohomish Counties. Each
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service type is listed separately for each customer, and includes customers receiving multiple
services, such as a commercial customer who receives recycling, garbage, and yard waste
services. Thus, the totals are not the number of customers, but the number of services within

each territory.

With respect to “Critical Customers”, the customer counts in Exhibits 1 and 2 include WMW’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 | Roll Off* TOTAL
UTC 799 290 1,089
CITY 3,237 579 3,816

*Represents roll off accounts serviced Jul 25 thru 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 clarified by
discussion at our meeting in September.

With respect to Data Request No. 4, and as mentioned above, WMW does not have information
for determining which specific customers, or which service types were missed on a customer-by-
customer or 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 were performed during the period 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 to identify which
customers received service and which ones did not.

As a substitute for that information, WMW has prepared Exhibit 3, which sets forth — by day
and line of service — the number of scheduled routes for each day of the strike, the number of
routes actually run, 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 average tonnages collected on that day of the week during the three
weeks preceding the strike. For reasons discussed at the September meeting, the actual tonnages
versus 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 customers did not
set out cans, and higher tonnages because customers took advantage of the strike and set out
more than their typical waste amounts (e.g., customers who took advantage of “Super Saturday”
to clean out their garages). It is, nonetheless, the best information currently available to give
some understanding 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 Request No. 4.
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Request: To understand how the company prioritized its resources during the strike, staff requests the
Jfollowing 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.

6. The number of drivers sent out each 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.

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 garbage, drop box, biomedical,
residential recycling, commercial recycling, and residential yard waste routes in all areas of King
and Snohomish County (encompassing both contract city and WUTC areas). Please note that the
“commercial garbage” and “commercial recycling” routes include some multi-family garbage
and recycling where those customers are container-serviced, not cart-serviced routes.

Request: Commission staff requests the following additional information:
8. A copy of your labor dispute contingency plan.

Response: A copy of the Waste Management’s 2012 Puget Sound Labor Disruption
Contingency Plan is attached as Exhibit S.

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

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

Notwithstanding the objection above, WMW is attaching as Exhibit 6 a spreadsheet that
provides a summary of certain costs incurred during the strike and a comparison 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, travel
costs, hotel and food costs, and security costs. It also does net include other costs related to 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 Team labor, deployment, and security
costs, WMW’s overall costs were 1.3% higher for the two-month July-August period
encompassing the strike as compared to the prior 12-month average. When compared with the
same two-month period in 2011, WMW’s costs were essentially the same (i.e., only 0.1%
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higher). While year-over-year and month-to-month comparisons will reflect other operational
changes, these numbers provide further evidence that WMW did not realize any savings because
of the strike; rather, WMW incurred significantly higher costs because of the strike when the
normal operating costs and significant costs from the Green Team deployment are considered.

10. Information regarding the Green Team:
a) How many Green Team members are there in the continental United States?

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 anticipates activating over 400 Green Team members depending on
circumstances and availability.

b) When did the company activate the Green Team?

Response: As the Local 117 collective bargaining agreement terminated on May 31, 2012,
WMW 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 a result, there was genuine uncertainty as to 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 Puget Sound area. Green Team managers, however,
were brought in early to receive training and familiarization with local operations immediately
following the expiration of the agreement. Without knowing when or if the strike would be
called, it was impractical from a cost and operations disruption standpoint to stage indefinitely
large numbers of Green Team members in the Puget Sound area. When Local 117 called the
strike on July 25™, the Green Team was officially activated.

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

Response: 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. When WMW and union representatives reached a settlement on Wednesday
evening, August 1%, 266 Green Team members had arrived and would have been available to
work the following day. Additional Green Team members were either in transit or scheduled to
arrive within 24 hours. See response to (€) below.

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

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

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

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 strike, and the
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number of Green Team members who deployed for collection services on each day of the strike.
While Green Team members began arriving on Thursday, there are several reasons for the gap
between the arrival day and 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. On the last day of the strike, Wednesday
August 1, WMW had deployed 166 Green Team members for collection services and another 21
members as technicians and equipment operators. If the strike had continued, that number would
have increased substantially on Thursday and over the weekend. '

Green Team Utilization - Puget Sound Strike
Green Team
Green Team Technicians
Green Team Used for and
Arrival by Cumulative Collection Equipment
Date Day Day Green Team Services Operators
26-Jul Thu 10 10 - -
27-Jul Fri 12 22 9 -
28-Jul Sat 52 74 24 5
29-Jul Sun 12 86 - -
30-Jul | Mon 40 126 79 7
31-Jul Tue 75 201 84 15
1-Aug | Wed 65 266 166 21
2-Aug Thu - All depart - -

11. 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 recycling, using a pickup truck. Please provide
the following information for all non-traditional collection 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 each customer served, the information requested in items 1-4 above, for Customer
Class, Customer Category, Scheduled Service, and Missed Service.

Response: While it is not clear what is meant by “non-traditional collection services”, WMW
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 term
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 inquiry of its route managers and other persons knowledgeable
about the collection operations during the strike. To the best of our knowledge, we are not 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,
Inc., contact person that our 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,

W0 W=

Michael Weinstein

Exhibits 1-6
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Waste Management

UTC Labor Disruption Summary
Exhibit 3

Wed - 7/25/2012
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
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
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
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
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
Tonnage??

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 0 382 27 0

Sat - 7/28/2012
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
Tonnage?’
C-Msw o 1 0 1
C- RCY 1 0 1 0
Mon - 7/30/2012
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
Tonnage”?

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
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Waste Management

UTC Labor Disruption Summary
Exhibit 3

Tue-7/31/2012

# Rts Sched

Actual Rts

Sched Accts

Average

Actual Tonnage

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
# Rts Sched Actual Rts Sched Accts T:r\::;:ii a Actual 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 0

Thu - 8/2/2012
# Rts Sched Actual Rts Sched Accts T:::;Zii" Actual Tonnage

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
# Rts Sched Actual Rts Sched Accts Avg Tonnage Actubl Tonnage

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)
# Rts Sched Actual Rts Sched Accts Tjr‘:::;ii " Actual Tonnage

E - 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
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Waste Management

UTC Labor Disruption Summary
Exhibit 3

Mon - 8/6/2012

# Rts Sched Actual Rts Sched Accts T:r‘:::;ii" Actual Tonnage -
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
# Rts Sched Actual Rts Sched Accts T::::;ii" Actual Tonnage
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 40
Wed - 8/8/2012
# Rts Sched Actual Rts Sched Accts T:::;Zii" Actual Tonnage
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
# Rts Sched Actual Rts Sched Accts T:::;:ii" Actual Tonnage
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
# Rts Sched Actual Rts Sched Accts Tj::;;ii" Actual Tonnage
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
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Waste Management
UTC Labar Disruption Summary
Exhibit 3

Sat - 8/11/2012

Average
Tonnage”?

# Rts Sched Actual Rts Sched Accts

Actual Tonnage

R - MSW
R - RCY
R-Y/W
C- MSW
C-RCY 1 1 15 1 il
Mon - 8/13/2012
# Rts Sched Actual Rts Sched Accts Tj::;:ii " Actual Tonnage
R - MSW 47 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
# Rts Sched Actual Rts Sched Accts Tj::;;ii/\ Actual Tonnage
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
# Rts Sched Actual Rts Sched Accts T:::;ZiiA Actual Tonnage
R - MSW 49 49 24,878 358 355
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 43 43
Thu - 8/16/2012
# Rts Sched Actual Rts Sched Accts T::::;ii A Actual Tonnage
R - MSW 52 52 22,630 325 313
R - RCY 24 24 9,902 146 229
R-Y/W 33 23 9,561 241 154
C- MSW 17 17 1,002 228 222
C-RCY 14 14 458 37 40
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Waste Management
UTC Labor Disruption Summary

Exhibit 3
Fri-8/17/2012
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
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
# Rts Sched Actual Rts Sched Accts Average Actual Tonnage
Tonnage?”

R - MSW
R - RCY

R-Y/W

C-MsSwW

C-RCY 1 1 15 1| 1

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

tonnage collected
AMAverage Tonnage: Actual average daily tonnage on each route based on the 3

weeks preceding the week of 7/23/12

Page 5 of 5
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EXHIBIT 5

WASTE MANAGEMENT

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 established
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 as a
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.
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WASTE MANAGEMENT

Temporary Collection Schedule

To accommodate 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, riursing 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.
First days of

a.collectiorr | * Residential garbage, recycling and yard waste will not be collected as our

contingency workforce ramps up.

interruption
+ 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
First Full collection day service may be reduced.
Week of . . oy . .
Collection ¢ Residential and multifamily collection (garbage, recycling and yard waste)
Interruption will be provided in a reduced capacity such as every other week.

¢ 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
week 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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WASTE MANAGEMENT

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.

Web-based Information

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

watTe samamemnnt

P % B Jobs ArewUs  CodtactlUs  Susharsblt, . 2 ]
VAW Northwest Region [ ok creen |

Your State Municipal Opporfunities OF Interest

H-:”.-‘%!'"’ |

&L e ETUmeTS | WesRITER f aeyE / AmANLC ST Othar S=rvicaz

Welcome to Waste Management

Pacific Northwest Region Update
For local service information, click on &4t s@te @ the right-hand mem. or & T8
focs! servios ares below.
Choose Your Local Service Ares - e
You ()
35tz Man el 1 : o5 = hnd =2 i for borres 3nd susinggises it Orenon

Outbound Cali 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 tc 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



EXHIBIT 5

WA

WASTE MANAGEMENT

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 {ocal 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 local communities we serve.

" Please do not hesitate to contact me with any questions.

Wy Stvens

Mary S. Evans

Waste Management

Area Director, Public Sector Services
Cell: 510 206 8285

Email: mevans4@wm.com

Page | 4
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