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Introduction/Methodology

This report summarizes the results of the usability study that was conducted by Hardwick
Research on behalf of C+C and their client, Waste Management.

Research Goals

This usability study was conducted as a series of in-depth interviews with residents of King and
Snohomish Counties who are customers of Waste Management. The usability interviews were
conducted in March 2015 as a means to gather feedback from Waste Management customers
in the Washington Transportation Utilities Commission (WUTC) areas of the counties regarding
various communication materials they receive as part of their garbage and recycling service.

Objectives of the research were to understand:
e Awareness of schedule and current recycling guide
e Effectiveness of the current WM recycling guide
e Behavior around and usage of the schedule and current guide
e Preferences for potential recycling guide (graphics, content, format)
e Where participants get their information regarding recycling
e Use of relevant terminology and descriptors

Research Process
In-person in-depth usability interviews were conducted with 26 Waste Management customers.
This usability research was conducted as follows:

King Fieldwork Seattle March 18-19, 2015 14
Snohomish The Inn at Port Gardner March 30-31, 2015 12

In order to qualify to be interviewed, a resident must:
e Livein asingle family detached home in the WUTC areas of King and Snohomish
counties
e Know that Waste Management collects their garbage and recycling
e Be 18to 69 years old

The participants were balanced on gender (14 women, 12 men) with at least 2 from each age
group of 18-34; 35-54; and 55-69. Effort was made to recruit foreign language speakers but
ultimately, only three attended the interviews: a Japanese speaker, a Spanish speaker and a
German/Russian/French speaker. Additional details regarding participant demographics can be
found in the Appendix section of this report.

Each interview lasted approximately an hour, and was conducted by Nancy Hardwick.

Participants received $100 cash as a thank you for their feedback. All usability interviews were
videotaped.
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Summary of Results

Residential Recycling Guide

Of the 26 who participated in this usability study, 15 indicated they did not receive the guide.
Those who did either saved it (7) or flipped through it and then recycled it (4). Nearly all
participants indicated that the current guide contained too much information. Some suggested
a simpler format with less material would be easier to read. While the guide contained helpful
information, it was just too long and most lost interest after thumbing through the first few
pages. Many participants learned new information about recycling while reviewing the guide
during the interview, however, indicated that they would likely not take that much time looking
at it at home. Participants overwhelmingly agreed that the pictures are important; they are a
quick visual reference, help break up the text and continue to keep the reader’s interest.

After looking at the guide, some customers still found that they were confused about whether
some items were recyclable. They wanted additional information for items including drinking
glasses, prescription pill bottles, plastic grocery bags, lids/caps, shredded paper, and the plastic
containers fruit comes in from the grocery store. In addition, a few mentioned that they were
unclear on how clean items had to be before they were placed in the recycle bin. Some
participants were surprised to learn that certain items were now recyclable (e.g., Solo cups,
plant pots, aerosol cans, hardback book pages) and that prescription bottles were not
recyclable.

Feedback on Various Formats

The preferred formats were the current King County Recycling Guide, the Seattle Public Utilities
brochure, King County Solid Waste Tri-fold Brochure, and the West Hill Four-fold brochure.
Participants liked different aspects of each of these pieces. Overall, participants liked color, the
images, the way the categories of waste were separated, the overall layout and the cardstock.
They did not like that some pieces presented too much information and were hard to read due
to small fonts and too much text.

Participants were given an opportunity to suggest other ways that Waste Management might
deliver recycling guidelines information to residents. Although not everyone shared a
recommendation, the responses varied greatly from those who did. Top responses included:
the Waste Management website (7), the current format (6), and stickers for the bins (4).

Overall Preferences for the Guides

When asked what they’d like in a guide, participants wanted guides that are a medium size,
easy to post on their kitchen cabinet/refrigerator, easy to read with not too much text-based
information and good images that were situated near the relevant text. They wanted the
categories to be color coded, and explained side-by-side for easy comparison. They preferred
cardstock for the perception of quality that differentiates it from junk mail. They would like a
tips section to cover common questions and mistakes people make.
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Junk Mail or Not

The current guide was not perceived as junk mail due to its appearance and construction.
However, many still threw it out. They felt that people might be encouraged to keep it if the
“please post” message was more prominent.

Communication from Waste Management

Most still receive paper bills though many pay their bill online. The majority said they received
the calendar and half still had it. They used it for checking which items will be picked up in a
given week.

About half of the participants said they did not receive the guide. Only a few of those who did
receive it, kept it as a resource. The rest threw it out after flipping through it and determining
that there was nothing new. The paper version was preferred over electronic, mostly because
it was “handier” that way. Customers could not see themselves stopping to go look something
up on the computer while in the process of throwing things out.

Waste Management Website

Most participants had been to the website at some point and accessed it from their PC at
home. Those who visited the website did so to figure out what to do with an unusual or
hazardous item. Most people were able to find what they needed, though they noted that the
pick-up schedule was hard to find.

Terminology & Preparation of Recyclables

Participants almost unanimously called their curbside containers “bins.” Some participants
were confused about the colors associated with the bins, but it became clear that not everyone
has the same color bins. This changed depending on where they live and how old their bins are.

Both coated and uncoated paper plates were referred to as “paper plates.” Participants were
confused about how to dispose of paper plates of both types and needed further education on

this.

When shown a picture of a clean and a dirty yogurt cup, most participants knew to rinse the
dirty cup before recycling it.

Offering explanations to those who did not know the correct approach for disposing of paper
plates or yogurt cups helped them understand what to do.
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Conclusions and Recommendations

Continue to provide the Residential Recycling Guide in a paper format.

About half the participants preferred the guide in a paper format. The majority of those
who received the current guide acknowledged that they at least flipped through it before
disposing of it. Those preferring an electronic version were varied on the format. Some
preferred it on the Waste Management website, others wanted it via email and a few
suggested an app. Although half indicated they would prefer an electronic format, it does
not mean they were any more likely to review or save the guide.

All acknowledged that the current paper format would not be confused as junk mail. Most
agreed that various features (the thick paper, extensive booklet of information, and the
hole punched in it) imply that Waste Management intends for this guide to be saved. A
change in and reorganization of the contents will help to encourage customers to review
more of the guide. It may even encourage them to save it.

Entice customers to read the guide by highlighting something new, even if it’s not really
“brand new.”

When asked what would attract their attention, many customers indicted that receiving
information on what’s new is of interest to them. Most indicated they flipped through the
current recycle guide looking for information regarding what has changed.

The majority of participants felt they were correctly disposing of and recycling items,
however after speaking with them it was obvious that most were still doing this incorrectly.
Part of the issue was that they are still following outdated rules, or weren’t aware of new
items added to the lists of what can be recycled or composted.

Each time a guide is issued it should contain information on what’s new. This could include
new items that no longer go into garbage, new rationale for requirements, or just clarifying
an area of confusion. Since so many customers don’t read the guide, many content choices
would be perceived as new, even if they are not.

Consider highlighting areas where Waste Management knows compliance is low and
confusion is high. These areas cannot be positioned as something people are doing wrong,
since the majority believed they were recycling and composting correctly, rather by
positioning it as “new” or “recently changed,” it obviously will be new to many.

Refer customers to the website for less frequently needed information.

Customers were already turning to the Waste Management website when needing to learn
how to dispose of oversized or hazardous items (such as mattresses, paint, construction
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materials, and other durable goods). Since participants were interested in disposing of
items in the right way, it is items they don’t regularly dispose of that cause them to visit the
Waste Management website. Even those who had saved the Residential Recycling Guide as
a reference looked on the Internet rather than the guide.

Consider cutting the three (8.5”x11”) pages containing hazardous waste and community
recycling options from the Residential Recycling Guide. This will save on printing and
shipping costs and help to remove the impression that this guide is overwhelming. With
that said, the guide should include at least one page that talks about disposing of hazardous
waste and community recycling items. This page should include many pictures of the items
that fall into these categories, since nearly all customers stated the images catch their
attention. This page should also refer customers to the Waste Management website for
more information along with a list of places where they can correctly dispose of these
items. Since we know customers already look online for this type of information, directing
them to the website is appropriate.

Create a guide that incorporates the following features:

Eliminate pages with non-critical information — Customers thought the guide contained too
much information and glossed over much of the Guide to get to the “heart” of the issue—
what is recyclable, compostable or garbage. To help ensure customers will actually review
the entire document, remove content that is not considered critical. The following content
should remain in the Residential Recycling Guide: “Collection Guidelines,” “Recycling Myth
Busters,” “Recycling,” “Compost,” “Garbage,” and one page that combines the “Hazardous
Waste” and “Community Recycling” details. The remainder of the current content should
be removed.

Present the pictorial guidelines in three separate color-coded, side-by-side sections —
Participants were drawn to those brochures that included the information about recycling,
composting and garbage in three distinct sections. These sections should be color-coded so
that they are clearly separated; using background colors that are pale (see West Hill Four-
fold Guide for example colors). The sections should match up with the folds of the
document, unlike the Seattle Public Utilities brochure that folded in the middle of one of
the section of groupings.

Continue to use lots of colorful images and place images next to the relevant text —
Participants were drawn to the spreads with lots of images. They asked for more images to
break up large text groupings. In addition, they wanted to see images lined up with the
corresponding descriptive text. When the images were placed in a more random fashion
(King County Solid Waste Tri-fold brochure), participants found them confusing to follow.
Those brochure examples that placed the images next to the relevant text were found to be
much easier to understand (West Hill Four-fold and King County/Snohomish County
Recycling Guide).
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Optimize the guide to be mid-sized — Participants preferred the guides that were mid-sized
among those presented (West Hill Four-fold Guide and King County/Snohomish County
Recycling Guide, as examples.) This size was liked best because it would be big enough to
hold relevant information, and a good size to be posted somewhere at home like inside a
cabinet door.

Limit the number of fold-outs — Participants did not like the guides that folded out to be
too wide to hang on a cabinet door, like the West Hill Four-fold Guide. They want to see all
categories (garbage, compost, recycling) at once; a trifold seemed to be the largest size that
could work.

Consider using a “Tips” section rather than a FAQ section — Some respondents felt that the
FAQ format was too text heavy and harder to read. The tips were found to be lighter and
less detailed, while still providing helpful information.

Better explain that customers need to ignore the recycling symbol stamped on plastic.

The Guide needs to be clearer when explaining that the triangle located on the bottom of
plastic items no longer has meaning when it comes to recycling. Explain that the numbers
are to be ignored and that shapes are what matters now. Perhaps placing a large “X” over
the image of the triangles and a brief explanation will make it clearer that customers should
ignore those symbols. Note, the current text does not actually state that customers “should
no longer use the numbers.” Rather it just says that they indicate what the plastic is made
of and that not all plastics can be made into new products. After reading it multiple times,
some customers still thought they should use the numbers, so additional clarification is
needed.
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Detailed Findings

These one-on-one usability interviews were conducted with King and Snohomish County
residents who are customers of Waste Management.

Terminology & Preparation
In addition to having customers review the guides, we took the opportunity to ask a questions
about three items of confusion:
1. What do residents call their curbside cart?
2. Do customers know the difference between a coated paper plate and an uncoated
paper plate?
3. Do customers know how to prepare a yogurt tub for recycling?

Cart or Bin?
As a means of gathering feedback from customers regarding what they call their curbside

containers, three images were shown to participants. In each case the participants were shown
an image and then asked, “What do you call this?”

o) o) o)

The majority of participants refer to these containers as bins. Recycling bin, yard waste bin and
garbage bin. There was some confusion as to which bin is yard waste and which is garbage.
The confusion stems from the color of these two bins. Apparently the age of your bins and the
area you live in affect the bins’ color. Specifically some customers have a grey yard waste bin
and some have a grey garbage bin.

Coated vs. Uncoated Paper Plates

After the curbside containers,
participants were shown two
different types of clean paper
plates. One was uncoated and
the other coated. For each plate
participants were asked, “What
do you call this? How do you
dispose of it as it sits? Would you
do something different if it had
food on it?”
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Many participants refer to both the uncoated and coated paper plates as “paper plates.” Those
who said “coated paper plate” were adding on the additional qualifier of “coated” because |
was asking them what each was. Most lack clarity on how paper plates should be disposed of.
Most would put the “coated” paper plate in the recycle bin (if not soiled). Some would even
put soiled paper plates (no matter which type) into the recycling bin.

Preparation of Yogurt Tubs
£ ‘ To gather further information on
Waste Management customers’
preparation of recyclables
knowledge, we showed each person
a picture of a clean yogurt container
followed by a dirty container. In both
cases, participants were asked,
“What would you do with this?”
| Nearly everyone understood the dirty
yogurt cup needs to be rinsed before
“ recycling it.
The correct answers regarding how to dispose of the paper plates and yogurt containers were
not shared with participants until after they answered all terminology questions. Since many
were confused by how to correctly dispose of paper plates, it quickly became evident that
explaining that food soiled items will contaminate the clean paper (like junk mail) rendering it
unrecyclable, helped many to understand how to dispose of paper plates. Some participants
still wondered why a clean coated paper plate cannot be placed into the recycle bin.

Communication from Waste Management

Although most participants are still receiving paper bills from Waste Management, many are
paying their bill online. Each customer was asked what they received in the mail from Waste
Management besides their bill.

Calendar

The majority say they received the calendar, about half of which still have it. Of those, around
half said they keep the calendar on their refrigerator. Others taped it into a kitchen cabinet or
pantry. Most agreed the size was perfect. Although some do refer to the schedule, most just

admitted they like having it just in case they need to confirm which item will be picked up this
week.

Those who no longer have the calendar indicate that they recycled it. Several noted it was
clutter that they did not need. Many explained that it is easy for them to keep track of which
bin needs to be placed at the curb each week. Some admitted relying on their neighbors, while
a few said they would check online if they had a question about the schedule. About half said
they’d prefer the calendar in an electronic format, either on the web or emailed to them. A few
declared they would like an app or a way to sync the Waste Management pick up schedule with
their online (Outlook) calendar.
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Residential Recycling Guide

About half (15) of the participants (total of 26) indicated that they did not receive the Guide. Of
those who did receive it (11), only a portion report keeping the guide (7). Some of those who
received it indicated that they flipped through it when it arrived, saw nothing new, and decided
not to save it (4). Those who kept the guide consider it a resource. They like the fact that it
contains a lot of detail, although most have not referred back to it.

Interestingly, the paper version of the guide was preferred slightly over an electronic version.
The paper guide is considered a handy way to look things up quickly. Those who indicated an
electronic version would be nice were split on the best format. Some preferred it via email,
while others liked the idea of having it on the Waste Management website. A few more
suggested some type of app.

The challenge with an electronic version is that customers did not see themselves stopping in
the midst of disposing of an item and going to their computer to look up how to handle it. That
was seen as an extra step. They admitted they were more likely to guess or just place the item
in garbage. They did however have the impression that a paper version would be quicker to
access, but the likelihood of actually looking something up was still low.

Additionally, with the paper version arriving in the mail, they were likely to at least flip through
it looking to see what’s new. If it arrived electronically, participants said they might file it away
and not remember where they saved it, or delete the message without spending the time to
look through the recycling guide.

Junk Mail or Not

Customers who participated in the usability interviews all agreed, the current Waste
Management Residential Recycling Guide does not look like junk mail. It is large and substantial
in size, printed on heavy paper and says “Recycle Guide” right on the cover. Additionally, the
inclusion of the Waste Management logo and the strong colors help to set it apart from any
junk mail.

It appears the issue is not that this is being confused as junk mail, but rather those receiving it
have chosen not to save it. Most participants would at least glance through the brochure to see
what is new. A few said they do so specifically because they know it is from Waste
Management.

When asked what they thought would encourage people to keep the Recycle Guide, some
noted that the hole punched in the guide implies that it is meant to be saved. (Of those who
saved it, only a few have hung it. Most have tucked it into a spot where they keep bills and
other important papers. They felt it was too thick to hang.) A few suggested that if the “please
save and post for easy reference” message on the front cover was larger or in a different color
font it might help encourage customers to save the piece.
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Residential Recycling Guide

Participants were handed the Residential Recycling Guide and asked to go through it as if they
had just received the guide in the mail at home. There was one caveat; as they went through it
they were asked to talk aloud and share feedback on anything, positive or negative, that caught
their attention.

Nearly all participants indicated that the current Waste Management Recycling Guide contains
too much information. Some suggested a simpler format with less information would be easier
to read. While the guide contained helpful information, it was just too long and most lost
interest after thumbing through the first few pages.

The majority of participants learned new information about recycling while reviewing the guide.
However, many indicated that they would likely not take that much time to look through it at
home. They further explained that the request to verbalize what they were looking at caused
them to pay closer attention and spend more time than they would have at home.

Participants overwhelmingly agreed that pictures are critical. They provide a quick visual
reference, help to break up the text, and keep the reader’s interest. The following is a page by
page summary of the feedback shared by customers regarding the content of the Residential
Recycling Guide. (Please note that residents from King County were provided the King County
version of this guide to review, while those from Snohomish County received their version.)

WM Front Cover

Many thought it was clear from the cover (and the
heavier paper) that this was an important guide to
be kept as a reference tool. Some felt that the
holes were great. They indicated you should save
the guide and hang it up on the wall, though most
admitted they would not. There were a couple
negative comments surrounding the image of the
plastic bottles.

Waste Management is pleased to provide these
qguidelines to help make it easier to use our services.
Please save and post for easy reference.

www.wmnorthwest.com/snohomishcounty

VAL Egohemisn
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COLLECTION GUIDELINES

Place containers at curb by 6AM

Monday-Friday 7 am. — 5 pm, Saturday 8am. ~ 12 par
Our Customer Service Center is here to help:

+ Missed collection

+ Missing/damaged containers

+ Sign up or change collection services

+ Rates, billing and service information

« Bulky item pick-up service

+ Construction/demolition containers

+ Disabled service

oard : Espaiiol

STEPS TO RECYCLING SUCCESS

Recycling is 2n easy way 1o keep valuable natural resources out of the landfil, but recycling only works with your help,

To keep the recycling system healthy, follow these simple steps:

. s it recyclable?? Check your King County Recycling Guide.

Yes! It’s on the list!
wws 07 Proceed to Step #2

2. prepare your recyclables for a new life:
« Ri

Don't see it?
email recyclenw@wm.com
call 1-800-592-9995

% 7 allfo
i
ey o
* g g x
1 Thank you for doing your part to recycle right!
www.wmnorthwest.com/kingcounty - 1-800-592-9995

WHY CAN’T | RECYCLE EVERYTH|NG?

Recycling starts when you put the right stuff in your recycling cart When in doubt,
check out your
Jus \g in'a recycling bin, it does not mean it Recycling Guide!

" the wrong stuff goes in the bin, staff at the recycling center
s by hand, and throw them in the garbage.

For a recyclable item to be made into a new product,
all of these things must be true:

t be willing to buy this material,

st be able to make a new product out of the recycled item.

RECYCLING MYTH BUSTERS

MYTH: It doesn't matterif  Garbage and Other
something belongs inthe  Things We Find in the
recycling — the recycling  in Recycling
center will sort everything - loose plastic bags

- hoses

MYTH: All plastics can be recycled.
FACT: Not all plastics can be successfuly recycied

At this time only some plastics can be made into new
things. Recycle plastics by shape - bottles, jugs,

dairy tubs and cups. anyway.

FACT: - light bulbs
s y © Thereis alot of garbagesent  * needies
i tothe recycling center,and ~  1O¥8
3 § ¢ each non-recyclable item is + hangers
s removed by hand by trained ~ * STaWs
staff. « snack wr.
MYTH: A recycling symbol stamped Q> * Garbage placed in the recyciing * €léaning wipes
on plastic means it is recyclable. e "> 52 increases the cost of the - food-soiled
FACT: T recycling process and will conzaers i pwpe:
© There are thousands X increase the cost of garbage  * Non-recyclable
of plastic products and ” PO andrecycling service plastic
packaging, and each ane fias. S, ”

: We're here to help!

* The number only tells us what the primary ingredient | When in doubt, check your Recycling Guide, call the
isin the plastic recipe. Many plastics cannot be made Waste Management Customer Service Center o email

recycling experts at recyclenw@wm.com

www.wmnorthwest.com/kingcounty > 1-800-592-9995

WM Page 2-3

Nearly all participants mentioned the image that
indicates how curbside bins should be positioned
for pick up. Being the only image on this page, it
was eye catching and quickly communicated the
message.

In the section regarding customer service, some
expected to see complete contact information for
Waste Management (the customer service
telephone number and email address) right next to
the hours, in addition to the bottom of the page.

The “Steps to Recycling Success” page was skipped
over by many participants. Some commented that
it was not needed because the information is
already understood.

WM Page 4-5

Many commented that this page contains too much
text. Some said they know why they can’t recycle
everything and would just skip past this.

However, the “Recycling Myth Busters” section was
appealing to some participants. The words “myth
busters” caught their attention and caused many to
stop and read that section. Interestingly, the
contents of this section ended up being confusing
for some. They were not clear if they needed to
take the numbers in the triangle into consideration
when recycling plastics or not. They understood
that the number indicated what type of plastic the
item is made out of, but were unclear how that
applied to recycling. They also understood that
they should recycle by shape. They did not
understand that they needed to ignore the
numbers entirely and only recycle based on shape.
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Waste Prevention is

Even Better Than Recycling

» Buy locally produced items to reduce the amount of natural resources
needed for shipping, packaging and transportation.

+ Choose reusable items such as water bottles, cloth cleaning rags,
shopping bags and rechargeable batteries.

« Use durable dishes, cutlery and napkins, instead of disposable paper or
plastic.

« Carry your own travel mug, water bottle and cloth napkin.

« Reuse containers for storage.

« Buy bulk foods and other supplies to
use less packaging.

WASTE

« Shop at, and donate items to 5 Yp- p ]

secondhand stores. | ATCHER

« Repair furniture and tools, rather than

replacing. ‘f\:an”’f"“'”"“”m“'
+ Rent, borrow or share infrequently \“,-.. o E
used items such as trailers, power =

tools, ladders and lawn equipment.
i \ WA

See www.wm.com/thinkgreen for more ideas.

www.wmnorthwest.com/kingcounty -~ 1-800-592-9995

Ignore the
numbers,
recycle
plastics by
shape!

RECYCLING &

Empty and clean all recyclables. Please da not place in bags - empty loose out of bags and boxes
into your blue recycling cart

Spas e, 2
Clean paper =&= 'ﬁs Plastic bottles, -
Newspaperinserts o <  Jugs, tubs . o
Mai, envelopes - = and cups L =
Cereal and dry Milk, juice and soda battles s

\

aaHd

food bores Yogurt, dairy and
margarine tubs
Paperback books No s
Shampoo and
conditioner bottles

Window, bathroom and

Magazines, catalogs,

phone books

Non-foil wrapping
paper kitchen cleaner bottles

Frozen food boxes cergent and =
fabric softener bottles

eDlﬂ
o > -

Paper cups
Juice boxes, milk,
Soy mik and broth
containers

R -A

,
A |

NE int pots
and 5-gallon buckets
Mo so

Ice cream cartons

| g \ oy /{\/

Cardboard
Flatten all boxes
Donot tevp
Beverage cans Aerosol cans that are not
empty should be taken to|
ahazardous waste drop-

Aluminum
and tin cans a

'

Metal food cans

Glass j e
ass jars il o st offste. Vst Ihwmp.org
and bottles / Bty . - or call 206-296-4692
of slifoodor ; arkol s J for details.

Scrap metal
and clean foil

v
= ®

& -—
m

Recycling Tips

* Empty and rinse aut al

oY
LR

1-800-592-9995

+ Empty recyclables out of bags and
center.

sorted at the recycling

www.wmnorthwest.com/kingcounty -

WM Page 6-7

More times than not, this page was just skipped.
Many glanced at it and then turned the page.
Those who took the time to read it felt they knew
this information and were already implementing
these things in their lives. While a few thought the
“Waste Watchers” was a catchy phrase (some
noting the “play” on the Weight Watchers name),
many were not sure what the image had to do with
recycling.

WM Page 8-9

Once participants arrived on this page, there was a
visible and audible change in their response to the
guide. Many actually verbalized their pleasure in
arriving at this page. It contained the content they
expected to see in the guide. Everyone stopped
flipping pages and actually spent some time on this
page. Some even commented that this was what
they wanted to see.

All participants felt this page had very helpful
information. Some felt strongly that this
information should be placed nearer to the front of
the guide.

Nearly everyone agreed that this page has the right
amount of information, images and text. The
photos appeared clearly on the white background.
Many added that they liked how the photos were
visibly associated with the text.
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A few did not like the yellow colored text box and thought there were too many words in the
box. Some liked the highlighted blue box. They thought the color caught your attention and
attracted your eye to the message contained in the box.

A few participants voiced surprise to learn that certain items were now recyclable (e.g., Solo
cups, plant pots, aerosol cans, and hardback book pages) and that prescription bottles were not

recyclable.

COMPOST | FOOD SCRAPS AND YARD DEBRIS
These items go in your compost cart

Signu i compest sevicn by oo o prleat
v thaest Comygcounty » 1.800. 5920995

Monday-Friday 7 am. — S pm, Saturday 8 am - 12 pm

Food scraps & ‘
i Nl

No plastic, glass, metal, liquids,
cooking oil or pet waste

Plants, flowers

and yard debris * | 7
e =

raps and yard debis are processed
mr 0 compost, soid Jocally at home and
garden stores and used by local farms

www.wmnorthwest.com/kingcounty  — 1-800-592-9995

GARBAGE

3q all garb d put in your garbage cart

Non- recyclable R Non-recyclable
glass

pIastlc N

am tal

Non-recyclable paper g hardcorer
Disposable wipe: books to a local
oty o o

‘wfg

meta

8ag plastic bags and
bring them back to
the grocery store.

Garbage Guidelines
Please:

EXTRA GARBAGE
G changes e b on ot sz There £ chirge o
cart with

el ot 73 Garbage that doessit it inyour the ld dosed. If
_mkmm R yxgaizm‘arwsmmmwsmhes there wil be &
tter, packng peanuts, vacuum  C0% 1or extra garbige

Ui MR 1 cOM RS Bulky items such as mattresses, large appliances and bukling
e o b e U by 4pocl Srangean 101 e o

www.wmnorthwest.com/kingcounty 1-800-592-9995

WM Page 10-11

Most commented that the Compost page was very
helpful and felt that it should come sooner in the
guide. Like the previous recycle page, they agreed
that this page contained the right amount of
information, images and text.

A few participants noted that some images were not
always easily discernable (e.g., shredded paper,
nuts). Many glossed over the “Be a Foodcycler!”
section, but those who stopped to read it voiced
interest in having additional information on how to
compost food scraps.

WM Page 12-13

The garbage page, with its similar format to the
recycle and compost pages, was likewise well
received.

Participants spent some time on this page reviewing
what should be placed in the garbage. Many talked
about confusing items including drinking glasses,
prescription pill bottles, plastic grocery bags,
lids/caps, shredded paper, and the plastic
containers fruit comes in from the grocery store.

Some liked the blue highlighted speech bubbles.
They commented that the color and shape brought
their eye to the text. A few felt there were too
many words in the yellow text box and indicated
they would not read it.
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Free Hazardous
Waste Disposal

HAZARDOUS WASTE

TVs & Computers

TVs, monitars, computers, e
laptops and e-readers }
are banned from

disposal and can be.

recycled for free. Visit

ecyclewashington.org of call
1-800-RECYCLE for more recycling
locations and details,
Electronics

Electronic equipment such as
printers, cell phones, stereos, CD/
DVD/VCR players and household
electronics should be properly

recycled. Visit takeitbacknetwork.

org or call 206.296 4466 for more
recycling locations and details.

Medication ’.E
Retun unwantedor M
expred medication to keep your
home and environment safer.

Visit g

Fluorescent
Tubes <= A

& Bulbs v
Compact fiuorescent lights and
tubes can be recycled at a variety
of locatians

Visit thinkgreenfromhome.com
(1-800-592-9995),
takeitbacknetwork.org
(206-296-4466) or
pse.com/cfirecycle for locations
and details.

Also accepted at the Auburn
SuperMall Wastemobile (limit 10).

Batteries & =l
Cell Phones “
Recycle rechargeable batteries
and cell phones at 3 variety of
electronic, office supply and
building supply stores.

/

for locations and details on the
ted

Visit
‘whatdoidowith,

types of medicat 5
Needles & Sharps

Used needles and sharps are
dangerous in the garbage because
they can inre sortersand
spread disease :

Free drop-off programs are listed
onlne: kingcounty.gov/
whatdoidowith. Mail in

programs are also available:
thinkgreenfromhome.com/
SyringesAndLancets.cfm

(1-800-592-9995) or
call2recycle.org
(1-877-723-1297) for locations
and details.

Used Motor Oil

Auto Parts Stores: Most auto
part stores will accept used =
motar oil for recycling

Call ahead for quantities

and restrictions.

For your safety and that of others:

Do not mix products + Keep products in original containers

Label products not

1 original containers

Secure products so they won't leak

www.wmnorthwest.com/kingcounty

Caution. Warning. Danger. Poison.
Many items with these words on the label are considered hazardous. These items cannot be placed in
the garbage, recycling, yard waste or poured down the drain. Empty containers can be placed in garbage.
Please properly dispose of unwanted household hazardous waste.

1-800-592-9995

WM Page 14-15

There was definitely interest in the Hazardous
Waste page. Many participants acknowledged that
at some point in time they have needed or expect
to need this information.

Many did NOT like the color scheme on this page.
They understood why the colors were chosen
because of the hazardous waste content, but felt
they were off-putting, especially the orange. Some
noted the orange background made the text very
difficult to read.

Customers liked the photos, which enabled them to
quickly spot information regarding an item they
might need to dispose of, but thought there was
too much text on this page.

Some participants noted that this information does

not actually have to be in this guide. Because this is addressing items not typically dealt with,
they had no problem with the guide referring them to the Waste Management website for
information. Most customers are interested in learning how to correctly dispose of these

items.

WM Pages 16-17 and 18-19

The Community Recycling Options pages were skimmed over by the majority of participants.
They were placed so far back in the guide that by the time they got there, they were losing
interest. Some thought the information on this page was not necessary and could easily be
accessed on the Waste Management website. Also, a few commented that there were too
many words and not enough pictures to capture their interest.
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COMMUNITY RECYCLING OPTIONS COMMUNITY RECY(ELING OPTIONS

Bulky Materials
Many items are recyclable, but don't belong in the curbside recycling cart. Here are some recycling options for a
variety of materials. Please contact businesses for current rates, hours and restrictions.

Bulky itern collection service is rough Waste Management for a fee. Please call 1-800-592-9995 for
ates for specific items and ick-up
Plastic Bags % Clothing & Household Goods
Clean plastic bags, dry cleaning b i Second hand stores and clothing banks w =
bags and other types of film plastic S clothing and household goods in reusable condition Appliances ;
n most grocery stores, x \*
bt # your.kingcounty.gov/ -«
Visit plasticbagrecycling.org for .
locations and information 2 2, solidwaste/wdidw/
¢ = Pochel \ce Center
X g a2 33029 Pacific Hwy S -
Used Cooking Oil Federa ]
Used cooking oil can be recycled A~ Online Materials Exchange 253-517-3162
into biodiesel. P e = A Plus Recycling
usehold items can be sold or given away. 116 Clay SENW #81
free ad. You will be amazed at what other Aiborm?
c i 253-737-4441 T _
. el = The Freecycle Network: freecycle.org # Jaco Environmental
6333 15t Ave. S, = Craigslist: seattle.craigslist.org Pick up only
Seattle, WA, 98108 ® 2Good2Toss: 2good2toss.com 800-414-5072 =
206-932-1600 =i Materials Exchange: Ihwmp.org jacoinc.net
For additional drop-off locations visit -
. Ibiodiesel. .
www.generalbiodiesel.com/ m -1 Porcelain, Concrete = stoneway Concrete Scrap Metal
g & Brick SR u Schnitzer Steel
Foam Blocks d asphalt can b > . A wDr
ard Packin - Other Items \i;l‘a;jﬂ[gr = 425-226-1000
Materials 9 COMPREHENSIVE LOCAL RECYCLING DATABASES
= “What Do | Do With...?” Recycling Database Window Glass
Most mailing stores (such as UPS stores) accept clean 206-296-4466 i ® Valley Recycling /Rusty Rack
Packing peantits for révse. kingcounty.gov/whatdoidowith 6l el Guys
Auburn 7201 Marginal Way S 312 W Valley Hwy S
= Washington State Recycling Database S5 yem T Seattle Paciic
1-800-RECYCLE (732-9253) aplusremovelandrecyding.com  206-763-2002 253-833-5431
1800recycle.wa.gov : . rustyrackguys.com
# Lloyd Enterprises (no porcelain)
80 5th Ave l/

Milton '
253-874-6692 v i §
lloydenterprisesinc.com =

Looking for Reusable Products? # Renton Concrete Recyclers
500 Monster R SW
The Sauth Seattle Household Hazardous Waste facility and Wastemabile will provide free products to the public. Renton Check out King County’s
ia\_:sezld Msfm r:uugmuaue that other King County residents have tumed in, Indudmg:oil-b;s:': paint, 206-772-2278 Eco-Cool Remodel Tool at
. { o 't com m

wood care .q. bleach,
cleaner); automotive products (e.g. oil, antifreeze, car wax). Residents will need to fill out and sign a release form
. i )

pr

www.wmnorthwest.com/kingcounty 1-800-592-9995 www.wmnorthwest.com/kingcounty 1-800-592-9995

Overall
Participants agreed this Residential Recycling Guide is very comprehensive. A small group

found that ideal, while most were overwhelmed by the contents. They indicated that there is
just too much information to go through. A guide with less content and more pictures is
preferred. It needs to highlight what has changed to be appealing to customers.

Interestingly, most participants felt they were following the rules outlined in the Residential
Recycling Guide. When asked what percent of the time they followed the guidelines, responses
ranged from 70% to 100% of the time. However, after listening to their responses to the
guestions, taking into consideration the information they provided about how they dispose of
items and the questions they asked, it is obvious that most were not following the guidelines

nearly as well as they proclaimed.

Feedback on Various Formats

As part of this research process, participants were shown six potential formats for the recycling
guide and asked to provide feedback on each format. Brochures were provided to each
participant in a spread-out pile that was sorted differently each time. Participants were asked
to go through the brochures and share their thoughts on each. Although we tracked the order
in which participants picked up the brochures, the results from that exercise did not correlate

with preference.
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Seattle Public Utilities Brochure

One of the well-liked formats was the

Where Does It Go? three-fold piece developed by Seattle

See what goes in your recycling, food and yard waste or garbage Public Utilities. This piece (pictu red to
e e ———
@ Recycling Place clean, empty items loose in cart, not in bags or boxes.

the left, folded) is appealing due to its
bright colors and lots of pictures. The
fact that recycling, food/compostables,
and garbage are split into three color
coded sections was well received.

Paper i = Lids (3 in. or wider) Packaging must be Iean to be recyclable. Some pa rtICI pa ntS |IkEd the pleCEIS
Cartons & boxes Scrap metal (less than 2x2x2 ft.) Rec glgblg 4 Garbage . .
format. They felt it could easily be

posted on the refrigerator or in some other location. A few noted the contents of the backside
are not critical and therefore it would be okay to have them inaccessible once posted.

On this Seattle Public Utilities piece, the clean-dirty example was pointed out by participants as
something they liked. Additionally, the “no” information was also considered very helpful.
Specifically the red bars at the top of each section (recycle,
food/compost, and garbage) provided additional direction
to customers regarding how to correctly dispose of items.

Packaging must be clean to be recyclable.

Recyclable Garbage

C | ean I D]:I"fgf Some participants were frustrated by the way that the
Ieas ise different categories did not match up with the crease
e Eiiesycsl where the brochure was folded. They wanted to be able to
flip it and see a complete section.

Some felt this piece did not look “official” and that it was too much like an advertisement or
grocery store flyer with coupons. This was in part due to the glossy paper. They did not think
they would keep it as it felt like junk mail. One participant said, “Don’t know if | would keep
this. | would look at it and throw it away.” Another said, “It looks too much like an
advertisement. It does not catch my attention.” Others thought the appearance of this guide
made it look like it was meant to be a reminder or that it was announcing something new.

Finally, a few participants would like to see the piece include the contact information for the
locations that accept items not collected the curb.
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King County Solid Waste Tri-fold Brochure

Your [ aw . #
Recycling .
Yard Waste
Food Scraps ' & ‘ --l
Food-Soiled Paper
Garbage : 3
& & =

Guide

RESOURCES

-
Garbage, recycling and yard waste

Get curbside service by contacting your garbage hauler. Find your garbage hauler: kingcounty.gov/solidwaste
or call 206-477-4466.

Household Hazardous Waste collection sites and other services
hazwastehelp.org on the web.

King County Recycling and Solid Waste Transfer Stations
Allfacilities accept garbage for disposal; most accept a wide range of recyclables. Visit kingcounty.gov/solidwaste
o call 206-477-4466 for locations, hours and fees.

Medicine Take-Back Program
Residents can dispose of unwanted medicines. See takebackyourmeds.org for a list of take-back locations.

Take it Back Network
Recycle ics, mercury-
takeitbacknetwork.org on the web.

bulbs and tubes and mattresses. Find locations at

This material will be provided in
alternate formats upon request.

Lg King County
Department of
Natural Resources and Parks

206-477-4466; 1-800-325-6165, ext. 7-4466; TYY Relay: 711 B
Solid Waste Division

kingcounty.gov/SolidWaste on the web.

said, “It’s simple to look at, it’s all right there.

Participants liked many aspects of this brochure.
They found it very useful to have all three classes
of garbage laid out side by side for easy
comparison. They liked the light colored
background for the images, as well as the brighter
colors used as accents. Some mentioned they
wish this was a sticker so they could place this on
their garbage can.

Other elements that participants liked about this
brochure were the “Tips and Hints” section and
the example of the available bin sizes as compared
to an adult. “Tips and Hints” were liked in part
because they were topical rather than
conversational like a FAQ. A few also liked The
“What Do | Do With?” section.

Some participants found this guide to be too big,
although they liked the overall layout, contents,
fonts, and colors. They felt it was very easy to

read, comprehensive and not too wordy. As one

”

The front cover of the King County Solid Waste guide was not well-liked. Participants did not
like the random images on the upper right, and the text column listed between “your” and

“guide.”

Lt 3 xR 3

Paper and
newspaper:
Newnpapes iers

Mail, envelopes (windowed too

Paper cups, coffes cups.

Glass jars and
botties, any color:
Nobrol

stuff.”

Not sure? Check the kingcounty.gov/WhatDolDoWith website or call 206-477-4466;
1-800-325-6165, ext. 7-4466.

Some felt this whole page should be on the back, rather than the front page.

Many participants wanted the guide to be smaller. They found
it to be too big to post or store easily, and also didn’t like that
they couldn’t fold it in half.

Some found the overall layout to be confusing because the
images were placed randomly and not directly associated with
text. They wanted the relevant text to be near the pictures and
to have the pictures laid out more linearly. They wanted it to
be laid out in such a way that you could tell if “it’s good or bad

A few participants were distracted by the color-coded bars
describing each class of solid waste. The mix of orange/blue,
then green/blue, then orange/green was confusing.
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West Hill Four-fold Guide

Overall, participants liked this brochure. They liked having all

w I three categories of waste laid out side-by-side so they could
WEST HILL | easily compare all three. As one said, “It feels organized with
Residential . three sections.” They also like the color scheme of this guide
Sﬁébgg%p%iiggl':sg best, relative to the other guides presented. The blue, grey
Guidelines and green tones highlighting each category of waste were

WELCOME TO THE CITY OF AUBURN very appealing.
NEW SERVICES EFFECTIVE OCTOBER 1, 2011

The way the items were grouped was preferred: lined up and
under the relevant text. Participants also liked having the
information regarding where to take items not accepted
curbside.

Waste Management is pleased to
provide these guidelines to help make
it easier to use our services.

el x-S This guide was seen by many participants as being a good size

Visit our website, www.wmnorthwest.com,

for more ts on how to Think Green and having a substantial feel. Some said they would keep it

and refer to it. Some mentioned that they liked that there
were fewer pages relative to the current guide.

Participants were frustrated by the large amount of text when the guide was first opened, as
well as on the next opened page. (These were the darker green pages, an example is included

below.) The font was considered too small. One said, “/’ll
never read the small text. It seems complicated to me.”
Some also felt there was too much of the darker green
color used on the pages.

~ NEW SERVICE EFFECTIVE OCTOBER 1, 2011

Additionally, several felt the guide was unwieldy with all
the folds. It was too wide to post on their refrigerator as
they wanted to post it spread open so they could easily
see each category.

Recycling 35, 64 and 96-gallon
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Auburn Bi-fold
WASTE MANAGEMENT This version of the guide generated mixed opinions. On the positive side,
0 TIOI participants liked the small size and the card stock, with some saying they
SUIDELINE “would keep this one around,” and could post it easily as a reference.
The way in which the important information was consolidated inside
meant nothing would be missed when posted.

Participants felt this piece contained the basic information. However, on
closer review, many felt it lacked important information. As one said,
“It’s down to just about nothing. Not enough information for me.”

Some thought the front was “kind of boring” and that it looked like “a
million other things in the mail.” They also thought that with its smaller
size, it would get lost in the mail.

THINK GREEN!

Canadian Version

> This Canadian version was not liked by participants. Participants

gwun shared more concerns with this version. On the upside one or two
Sl il T o ST CRae participants mentioned they liked the garbage truck on the front (but

Collection In View Royal

as many said they didn’t like it.) What generated the most favorable
comments was the yes/no format which participants thought would
be very helpful for understanding what can and cannot go in each
bin.

Many felt the small size of Organics (Kitchen Scraps) Guidelines | Garbage Guidelines
this brochure would make it @9 e {
too easy to ignore. Nearly oo |
everyone felt the print was
too small. Some added the
amount of information seemed overwhelming to the
point they would not read it. It was widely agreed
that this piece would need to be printed on card stock
to make it seem more important.

fon I added 1o your property tax notice 2.3
prop

9 Department at
ww.viewroyal.ca

el these wn and arden teriak e
e Upto o e o b bnds

wilbe colected per dwing it A
* GrasSeavs, Rowers, e chpplags g Dicd e stz 1 och

Slbs
e b P shke o 3y exta sl
rom fomess and weecs 0 ek g
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Auburn Four-fold

The four-fold Auburn piece did not
SOL|D WASTE engage participants. A few liked it for
& RECYC LI N G its simplicity (“/t tells the most with

P ———p less stuff’) and the fact that the
Everyone can make a difference... CART PLACEMENT INSTRUCTIONS calendar was incorporated.
 Blce s o o AL e om0
SERVICE NUMBERS © Nhow S eaof ceanca ol sdes of e colction .
ity of Auburn s s s boweary Some did not want the calendar
gellcng' :el up, service changﬂs 25393]‘3"35 - Move ca;ls ba«:r to_youdr property (away from curb or i i
sl it ey o et colection oy included, while others felt the
W: :Z &r A;g;":ew!ezsufhwm aubumwagovisolidwaste £y 1 SN TLE WEB .
e 18005926995 ot an g g calendar was hard to read in part due
ecycling Centers upcoming events and waste prevention:
AP o e i VmwasuEoy o Rtaugs to the light color used. They preferred
Klr:\?gcn(:\in;!a:vz::Se(’az';:?;; Recycling Facilities) £ Still have questions? .
Enumclaw Transfer Station (Recycling Facites) Call the City of Auburn at 253-931-3038 th e co | oring Of th e current ca | en d ar

they receive in the mail from Waste
Management.

The majority felt the print was too small and there was too much text in the sections describing
the services. Participants also thought the guide itself was too small and because of that would
get lost in the mail.

A couple of participants noted the dancing garbage can mascot, referring to it as goofy.

Overall Preferences for the Guides
When asked what they thought were “must haves” for a recycling guide, participants shared
many expectations.

Physical characteristics: They would like a guide to be roughly the same dimensions as the
current version, with fewer pages, but filled with information so that it feels comprehensive.
They also would like the guide printed on cardstock, which they believed felt less like junk mail,
and its durability would signal that it was something to keep. Some would like a hole punched
so they could hang it. Additionally, they’d like a tear-out summary of the disposal categories
(recycle, compost and garbage) that could be posted at home. The idea of having the calendar,
also as a pull-out, was appealing to some. The majority like the color groupings of the
categories. All would like fewer words, more visuals and high-quality picture to break up the
text.

Content: Participants were interested in further education on recycling. They would like to see
the different categories of items displayed next to each other for comparison. In addition, they
would like side-by-side examples of various items, pictured next to each other that clearly
delineate what can and cannot be recycled. For example, show various plastic items and where
they go.

Participants were very interested in learning what Waste Management considers to be most

important when it comes to recycling. They would like Waste Management to highlight areas in
which customers are regularly making mistakes so that they can learn what needs to be done.
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One customer would like a You Tube video of what happens to garbage after it leaves his
house. Participants believed it was worth educating people to reduce contamination.

Some felt that they’d rather have more frequent mailings with less content, than larger ones
less often. One participant explained, “If there is too much info ...l won’t read it.”

Language: All participants preferred that the guide be provided in English for their family.
Some shared that they noticed it is available in Spanish. Another remarked that on the Seattle
Public Utilities version they could see that the guide could be obtained in many languages.

Participants were given an opportunity to suggest other ways that Waste Management might
deliver recycling guidelines information to residents. Although not everyone shared a
recommendation, the responses varied greatly from those who did. The most recommended
location was on the Waste Management website, with 3 of the 7 specifically mentioning they
assumed it was there already. Six noted they prefer the current format. Stickers for the bins
were also popular (4 mentioned it), although one respondent said he would not put it on if it
were mailed to him; he assumed the waste collectors would do so. Email (3), an insert in the
bill (1), a link with the electronic bill (1), and add it to the back of the schedule (1) were also
suggested. A phone app (2), a laminated version (1) and a magnet for their refrigerator (1)
rounded out the suggestions.

Waste Management Website

Many participants said they have been to the Waste Management website at some point in the
past. Most used their PC from home to access the site. A few used their smart phone. The
Waste Management website is typically accessed when a major item needs to be disposed of.
This occurs when people are at home sitting at their computer, not when using their phone.

The majority of those who visited the Waste Management website did so to learn what to do
with unusual or atypical items. Mattresses, paint, construction waste, and needles/sharps were
some if the items the researched. A few visited the Waste Management website to access
their schedule or billing information.

Overall customers are comfortable turning to the Waste Management site for information.
Most seemed to be able to find what they needed, but a few noted finding the pick-up schedule
was much harder than they expected. It is important to note that customers do not turn to the
website to gather information on how to dispose of the more “typical” everyday items as most
felt (in some cases incorrectly) they already knew what to do with those items. Customers do
think to turn to the Waste Management website for unusual items; even those who had saved
the paper Recycling Guide, still turned to the website rather than the guide for information.
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Appendix

The following shows the demographic breakdowns for the participants.

King County
Type of Rentor Age Primary Other Ethnicity
Language Languages
Art Single family | Own 55 English None Caucasian | Male
David Single family | Own 57 English None Caucasian | Male
Noriko Single family | Own 42 English Japanese Asian Female
Lyndsey Single family | Own 29 English None Caucasian | Female
Susan Single family | Own 59 English None Caucasian | Female
Hank Single family | Own 59 English None Caucasian | Male
Tony Single family | Own 56 English None Caucasian | Male
Allen Single family | Own 66 English None Caucasian | Male
Tammi Single family | Own 54 English None Caucasian | Female
Sharlene Single family | Own 63 English None Caucasian | Female
Daneen Single family | Own 59 English None Caucasian | Female
Tom Single family | Own 66 English None Caucasian | Male
Susan Single family | Own 58 English None Caucasian | Female
Justin Single family | Rent 36 English None Caucasian | Male

Snohomish County

Rentor Age Primary Other Ethnicity Gender
Own Language Languages
Kathy Single family | Own 55 English None Caucasian | Female
William Single family | Rent 39 English Spanish | Caucasian | Male
Sandra Single family | Own 48 English None Caucasian | Female
Steven Single family | Own 68 English None Caucasian | Male
Todd Single family | Own 35 English None Caucasian | Male
Charles Single family | Own 59 English None Caucasian | Male
Richard Single family | Own 64 English German, | Caucasian | Male
Russian,
French
Sandy Single family | Own 60 English None Caucasian | Female
Carla Single family | Own 52 English None Caucasian | Female
Angela Single family | Own a7 English None Caucasian | Female
Carrie Single family | Own 33 English None Caucasian | Female
Don Single family | Own 63 English None Caucasian | Male
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