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� Gather feedback from Waste Management customers from King 
and Snohomish Counties living in the Washington 
Transportation Utilities Commission (WUTC) area

� Objectives of the research were to understand:  
� Awareness of schedule and current annual recycling guide 
� Effectiveness of the current annual WM recycling guide
� Behavior around and usage of the schedule and current guide
� Preferences for revisions to potential recycling guide (graphics, 

content, format)
� Where participants get their information regarding recycling
� Use of relevant terminology and descriptors
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� Hardwick Research conducted in-person in-depth usability
interviews with 26 Waste Management WUTC customers

� Each one-on-one interview lasted approximately an hour
� Participants received $100 cash as a thank you for their feedback
� All usability interviews were videotaped
� Nancy Hardwick conducted the usability interviews

COUNTY LOCATION DATES
# 

INTERVIEWS

King Fieldwork Seattle March 18-19, 2015 14

Snohomish The Inn at Port Gardner March 30-31, 2015 12
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� In order to qualify to be interviewed, a resident must:
� Live in a single family detached home in the WUTC areas of King 

and Snohomish counties
� Know that Waste Management collects their garbage and 

recycling
� Be 18 to 69 years old

� Research 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

� Average age of participants was 53
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Recycling Guide and Calendar
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� Of the 26:  15 said did not receive, 7 kept the guide, 4 flipped through then recycled

� A few negative comments regarding the bottles image

� Most were overwhelmed by the amount of content in the guide

� If arrived electronically, not as likely to flip through as would with paper

� Prefer paper over 
electronic format; easier 
to quickly look things up 
(won’t stop when 
disposing an item to 
check computer)

� Like the heavier paper

� Clear from cover text 
that this is an important 
guide to keep as a 
reference tool

� Like the hole to hang 
guide; means you 
should save it

� Not considered junk 
mail
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� Entire bottom half often skipped

� Not needed because the information is 
already understood

� Some expected complete contact 
information for WM (customer service 
telephone number/email address) in 
this section, in addition to the bottom of 
the page

������
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� Information on triangles was 
confusing to some

� Not clear whether to ignore numbers 
altogether 

� Title caught the reader’s attention

��

��
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� Some thought the image was 
confusing

������

� Most skipped this page

� Many knew information already

� Know everything is not recyclable

�����
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� Many thought this page should come 
sooner in the guide

� Some liked the light blue box

� Highlights message in the box

� Contains the content readers 
expected to see

� Has the right amount of information

��
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� Many thought this page should come 
sooner in the guide

� Some  glossed over this section

� Others wanted additional information 
on how to compost food scraps

� Contains the content readers 
expected to see

� Helpful information

� Contains the right amount of 
information

���
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� Many thought this page should come 
sooner in the guide

� Contains the content readers 
expected to see

� Helpful information

� Contains the right amount of 
information

��

� Some liked the highlighted blue 
speech bubble
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� Interested in this page

� They expected to see this information
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� Those who do not have calendar 
considered it clutter

���

� Most received the calendar, about half 
still have it

� Of those who have it, half store it on 
their refrigerator and others taped it to 
a kitchen cabinet/pantry

� Most agreed size is perfect

� Some do refer to it, but most have it 
just in case 
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Potential Recycle Guide Formats

17

© 2016 WM Intellectual Property Holdings, L.L.C.



18

© 2016 WM Intellectual Property Holdings, L.L.C.



� No big blocks of 
small text

� A basic 
piece is not 
enough 
information

Key Watch Outs

�����

� Should not 
look like a 
advertisement 
or grocery 
store flier

�����

���

� Don’t make it too 
small or it will be 
thrown away

� Yes / No list was 
appealing to some

���
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Physical Characteristics:
� Roughly same dimensions as current WM guide
� Fewer pages
� Cardstock, with hole punch
� Tear-out summary of categories (recycle, compost, garbage)
� Color code the category groupings
� More pictures, fewer words

Content:
� A side-by-side layout of recyclables and garbage for comparison purposes
� What can and cannot be recycled (yes/no list)
� Indicate where customers regularly make mistakes so they can learn what to do

Language:
� English preferred by these participants

Website:
� Most would access using a PC from home
� Want to learn how to dispose of a major item (mattress, paint, construction waste, 

needles/sharps) or a hazardous item
� Pick-up schedule was harder to find than expected����� 20
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Terminology and Preparation
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Cart or bin?

Coated vs. Uncoated Paper Plates

= Paper Plate

� Most do not know how to correctly 
dispose of paper plates

����

Preparation of Yogurt Tubs

� Most know to rinse the tub before 
recycling

� Explaining that food soiled items will 
contaminate the clean paper, helped 
clarify how to dispose of paper plates

� Believe they follow recycling rules 70-
100% of the time, however after 
interviewing them it is obvious they 
are not following the guidelines as 
well as proclaimed

������
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Conclusions and Recommendations
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� Continue to provide the Residential Recycling Guide in a paper
format

� Half preferred paper
� Most who received at least flipped through it
� Those preferring electronic not more likely to review or save
� Less likely to look something up if need to go to computer
� Some interest in an app specifically to sync pick-up schedule with

their online (Outlook) calendar

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

� Want to receive information on what’s new
� Most flipped through guide looking for what has changed
� Majority felt were correctly disposing of items, but that is not really

the case, so content items would be perceived as new even when
they are not

� Highlight areas with low compliance and high confusion as “new”
or “recently changed”
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� Refer customers to the website for less frequently needed
information

� Customers already turning to WM website when need to learn
how to dispose of oversized or hazardous items

� Even though they saved the guide as a reference, still looking on
the WM website for this information

� Consider cutting the three pages of hazardous waste and
community recycling options information down to one

� Refer them to the WM website for additional information

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

� Numbers are to be ignored and shapes are what matters
� Current information is confusing to some customers

25

© 2016 WM Intellectual Property Holdings, L.L.C.



� Create a guide that incorporates the following features:
� Eliminate pages with non-critical information
� Present the pictorial guidelines in three separate color-coded,

side-by-side sections
� Continue to use lots of colorful images and place images next to

the relevant text
� Optimize the guide to be mid-sized
� Limit the number of fold-outs
� Consider using a “tips” section rather than a FAQ section
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