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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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WASTE MANAGEMENT

*» Hardwick Research conducted in-person in-depth usability
interviews with 26 Waste Management WUTC customers

COUNTY LOCATION DATES INTERVIEWS

King Fieldwork Seattle March 18-19, 2015

Snohomish The Inn at Port Gardner March 30-31, 2015 12

s 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
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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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WASTE MANAGEMENT

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

Ay ST e + Like the heavier paper

geadelnes to help make it easier to use our servicas,

Please save and post for easy reference. + 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

www.wmnorthwest.com/snohomishcounty

/
NV

+ Not considered junk
mail

= 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

= |f arrived electronically, not as likely to flip through as would with paper
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COLLECTION GUIDELINES W

WASTE MANAGEMENT

Place containers at curb by 6AM
o Two (2) feet apart with lids opening toward strest
= Af l=ast thees (3) fast from cars, trees and
maitboues, fences and ubiity boxes
= Pleise fermovie CONTRINGTS &5 3 500N &5 possbile
eﬁel Lalleemn™ = b B

“Waste Management
Monday-Friday Fam —5pm, Saturday B am. - 12 pm

-~
~

el Pur Customer Serwce Center 5 here 1o help P
m::ahf:»?qﬂﬂfmm collection, up to :u’:fn%;m i - = Some expected complete contact
O e T e T s e information for WM (customer service
D e i e s s s it o g ST telephone number/email address) in
Visit wmnorthwest com/weatherboard Girsciirde Sy this section, in addition to the bottom of

for Infarmation on weather -related servce delays

the page

STEPS TO RECYCLING SUCCESS

Fecycling is an easy way to keep valuable natural resources out of the landhil. but recyciing only works with your hefp

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

1 o s It recyclable?? Check your Ring County Recycling Guide.

Yes! it's on the list! '_ ‘ Don't see it? = Entire bottom half often skipped

Procead to Step #2 emad recyclenw@wm.com
G . call 1-800-592-9995 . . .
2 2. Prepare your recyclables for s new ife: = Not needed because the information is
o + Rirse or emply recyclabies of all Tood and guids
"-'_;r - Separate newspaper from plastic delvery bag a I ready u nderStOOd
¥ /"‘ s bags, deetard (n the garboge ar bing back 10 ¢ grocery. Bove for secyiing
+ Remave plastic wrap and any packaging foam from cardboard
- oo plcstc iwep and foam pacioging in gorboge. Vst the Commumty Recycling Sesoures poges
LY for foom neesr and recpeling aptioes
* r e « Flatten boxes
3 « Do not put bagged recyclables into cart — emply ot recyclables wits cart loose
Empty paper bags akoy o recyoing cort; empty plostc bags go in the gortioge or back to o groceny
stov far recyeling
Thank you for doing your part to recycle right! 8
www.wmnorthwest.com/kingcounty - 1-800-592-99395
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WHY CAN'T | RECYCLE EVERYTHING?

Recydiing starts when you put the right stuff in your recydiing cart. When in doubt,

WASTE MANAGEMENT

Just bacause you put somethng in a recycling bin, it does not mean it can be tusned
inta something rew. When the wrong stuff goes in the bin, staff at the recycling center
have to remove these tems by hand, and throw them in the gerbage

For a recyclable item to be made into a new product,

all of these things must be true: o
'f Preparation: Each recyclable item must be clears and empty of all debris, food or liguds.
J Separation: A recycling facility must be able to separate the item into its cwn material group so each type of item -
— cardhoard, aluminum, tin, stesl, paper, glass, plastic containers — can be property distnbuted to the correct
manifaciurers.

J Markets: & manufacturer must be willing 1o buy this material

J Manufacturing: A manufactures must be able to make a new product ot of the recycled item

— Em o = .
—_— -—~

4 RECYCUNG MYTH BUSTERS + Title caught the reader’s attention

——__—

M\'TH A!pmbuﬂnhutydﬂ. MYTH: it dossn't matter if  Garbage and Other
FACT: Not all plastics can be successiully récycied something belongs in the Things We Find in the
A2 this time only some plastics can be made mto new  Tecyeling — the recycling hml‘ﬂ“ﬂ
things. Recycle plastics by shape - bottles, jugs, center will sort everything - loose plastic bags
dalry tubs and cups. BRyWRY. + hoses
EALT: - light bulbs
f * There s alot of garbage sent. - NEedies
-I’ to the recycing center,and. h‘Pﬁ'S ) )
4 d sach nonrecyclebke kemls  © 9 = |nformation on triangles was
rermoved Ly Rand by trained e ) .
staff i "'I“‘j‘ il on il confusmg to some
* Carbage placed in the recycling * S/E8NINg Wipes
increases the cost of the » food-saied .
\ recyeing process and will CONNOME 31\ P = Not clear whether to ignore numbers
J ircrease the cost of garbage non-recyclable
and recyclng service plastic altogether
hodifipitcbrest ok, cal e
ja:u
WM&WM-
www.wmnorthwest.com/kingcounty - 1-800-592-9995
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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.

= Shop at, and donate items to
secondhand stores.

» Repair furniture and tools, rather than
replacing.

= Rent, borrow or share infrequently
used iterns such as trailers, power
tools, ladders and lawn equipment.

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

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

WASTE MANAGEMENT

= Most skipped this page
= Many knew information already

= Know everything is not recyclable

= Some thought the image was
confusing

10
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RECYCLING &

Empty and clean all recyclables. Please do not place in bags - empty loose out of bags and baxes

into your blue recycling cart

Clean paper
MNewspaper, naerts
Mail, envelopes

Cereal and dry
foed bomes

Rerinre fewvs
Paperback books

Magannes, cataiogs,
phore books

Meaan-foil wrapping
paper

Frozen food boxes
Paper cups

luice boxes, milk,
5oy mille and broth
CORNtamers

lce cream cartons

Plastic bottles,
jugs, tubs

and cups

Milk, juice and soda bottles

Yoqurt, dairy and
margarine tubs

N licks

Sharrigoo and
conditioner bottles
‘Window, bathroom and
kitchen cieaner botthes

Detergent and
fabre safterar bottles

Pl bl e

o presonpraon ok

MEW| Plastic plant pots
and S-gallon buckets

o sl

Ignore the
numbers,
recycle

plastics by
shape!

Lo%

-

|k:. G ‘

Cardboard

Flatten all boxes
D nar e ap

Glass jars
and bottles
Ermpty of all Food or
lquid

Linthesty O

Recycling Tips

Aluminum
and tin cans

Beverage cars
'-du:..aﬁe-:}d cans l!

bty DI

Lids v con. enmyp shed
Scrap metal
and clean foil
Small non-working meta
appiances, pots, ool

Lime 2R s 2ol ® IS
o sforp o gredey manhif
Holl efeem fod Lot

* Empty and rinsa out al food residus. Labals da not nead 1o be remewid

* Empty recyclables out of bags and boxes into the cart 5o they can be sasily sorted at the moycling

CEMTET,

* Extra recyclables? At no extra charge, place eutra ecyclables in a bin or cardboand bas

&t the ourb nast 1o your I'EC‘,'H""IJ cart

www.wmnorthwest.com/kingcounty

-

/ nmmm“m}

- | ahazerdoos veste dop-
r | off=te Vit hwmp.om
,, or call J06-796-2697
Fowr dletaile
\ /

Tl
-

e
e

- B

[ 4 )

-

1-800-592-9995

Bty St ba teker 1o [\

m.‘

WASTE MANAGEMENT

=+ Contains the content readers
expected to see

+ Has the right amount of information

= Many thought this page should come
sooner in the guide

+ Some liked the light blue box
+ Highlights message in the box

11
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COMPOST | FOOD SCRAPS AND YARD DEBRIS

These fefms §o i your compost cart

Mo plastic, glass, metal, liquids,
cooking oil or pet waste

Plants, flowers

and yard debris k.
l::n-pruuh

Gress chppings, weeds
Rermowe DT D, Qordenng

tape o Pttt ‘h
Twviggs, branches, roots ¥ .
i

from pruning
Uncoated paper
Greasy paper of pizia boxes

Food-soiled paper towels
-~
( ﬂ )
N — - 7

Mapam
Be a Foodcycler! it’s easy to do!

Shredded paper
& A stylish
n :mpcm‘

Leayes Lree ranches
Lincierr 4 izt Inng,
4 ey N domarter

Hobday trees

Cut trmig indo o Sl s tions

lack-o-|lpntems
Pty coviiory

Solled paper CoMEEnSrs

container, such as
an old pitcher

A paper hag of
n an appeoved
m"q:lmlabiemg

www.wmnorthwest.com/kingcounty -

Empty colflected food scraps mio your
compost cat. Your compost calt wll be
pked up on your next collecton day. Visit
wminortheeest com, king county for o st

ol appiosed cormpost absle bags o o in e
' A reusabile kitchen ek costmgerit il

Extra Yord Waaste: There 2 charge for
gxtra yard waste Fut ewtra yard waste in
Krafl paped bags o 3] -gallon centanes
with handles and lidls (85 i femir), labed
"yanl.” L ieaft bags to store exira yard
debirls anly. Food scraps and wosted papes
must be placed n the compast cart

Sagn 1 for cormpost: servce by phane o onilee ot
e [Pt oy mgoounty

+ 1-800-5F2-999%

Mrm-ﬂlﬂynm Spm, Saturday Ham - 12 pm

Food scraps
and leftovers
Fruit and vegetable scraps

)

Leftovers

Bread, pasta, graim
and bears

Eggubedl, nutshefly
Coffee Hiters and grounds
Tea bags and Lea leaves
Maat, fish, pouliry, bones

Dunry products such s
yogurt and cheese

Uncoated non- sty paper plates _Q‘ ‘
Wased paper, waxed cardboard

Papeer bags
¥
Dol you know?

Approved compostable packaging
e Ol - o cam dod i fog_food_
commport sbiay pdf

ol et s and yard debrin e procesied
RO COMpast, skl kecally ot home and
garden stores and wed by lacal famm.

s t:f."

Y e

1-800-592-9995

m.‘

WASTE MANAGEMENT

=+ Contains the content readers
expected to see

+ Helpful information

+ Contains the right amount of
information

= Many thought this page should come

sooner in the guide

= Some glossed over this section

= (Qthers wanted additional information

on how to compost food scraps

12
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GARBAGE

Baq ol garbage and put in your garbage cart

Non-recyclable J &
Yy, =

plastic
L9 e
!\._

Foam take-out comtarens
Foam packing peanuts
Caps and small kds
{
g8\ =

A7

antifreste contaness
Plast plates and ubensils
& R

Empty présonphion viak
Garden hoses
D=posable dispers
Hangers

Strinen

snack wrappers,
condiment packets

Berars and ribsons
Zigiop bags

Other garbage
Cold ashes

Wacuum bags and dust
Broken office supplies

Pet waste, cal iier

Clathing, cleaning wipes

Non-recyclable
glass

Marrors, window glass
Corarnics, cahis

Ts
ncandescent and ha 'lt'

fight lulbs only .

Flucrescend kght bulbs and tubes hg Q

el Tl bt - ey Dok
-

Waaite poge

Non-recyclable paper / e e \
Chsposabie wipes books toalocal
Hardcover books ¥ g 4

TP Rurvwir faige friaim fha fwe ii\- — -4

ard iwcyche e poper
ry Ny

Foll wrappng paper
.

Dwrty papes and platis
Facil tasee

Shredded paper
TP Con b ploved foote 5 cormypont (et

Non-recyclable x,
metal }".‘_’_’_ '

Caps, lids i
Leid thon 3 mches. m diamieler

Empty ol contaners ﬂ m

Empty latem pant® cans
Worrove bt vl Aaiened v ooy

Shanp or greavy metal
Clathes hangers
Srmall mon-workng
plastic applenies
M, ey
Ty, ol

1-800-592-9995

Ma

=+ Contains the content readers
expected to see

+ Helpful information

+ Contains the right amount of
information

= Many thought this page should come
sooner in the guide

+ Some liked the highlighted blue
speech bubble

13
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HAZARDOUS WASTE W

WASTE MANAGEMENT

Free Hazardous TVs & Computers Fluorescent .
Waste Disposal TVs, monitors, computers, gy Tubes <= ar
laptops and e-readers & Bulbs -

::!mm:::w W Compact fucrescont lights mq_h + Interested in this page
recycled for free. Vist L‘;E:i'“mffﬁﬁhdatavaw

ecyclewashington.org or call

+ They expected to see this information
1-RO0-RECYCLF for mome recycing  Yisit thinkgreenfromhome.com

focations and detais, lmﬂ h:ﬂ 2-0905),
T knetwork.or
Electronics @ (206-206-A466) o
Electronic aquepment such as pse.com/cfirecycla for lncations
printers, cell phones, sterens, C0Y and detais =
DD/ VCR players and household oo accepted at the Auburn
elactronics shood be propery Super Mol Wastemoble (imt 10)
recycled. Viul takelthacknetwork. —
org orcall 206.296.4465 for more . Batteries & o
recycling lacations and detals, Cell Phones “
Medication Riecych rochargeabibe battares
SBturn Lrwanted of ard ced phonet at a varety of =
expired medeation 1o keep your electronic, office supply and
hormse and emdsanment safer, bhulding sispply stones
Visit takebackyourmeds.org Vit kingoounty.gov/
for locations and detads on the whatdoldowlth,
types of midication acoepted. thinkgreenfromhome.com
Needles & Sharps ihﬁ'ﬂ;f: _f;%]' o
Used needles and sharps e {1-B77-723-1297) for location

dangerous in the garbage because  and details
they £an inpire sorters and .
mgm M = Used Motor Oil

Auto Parts Stores: Mosl suto
Frea =off pmgrams are lsted ;
Mmf:phg:nmlyqﬂvf part stores will accapt used -
whatdaidowith. Mail in motor ol for recycling
programs are also avalable; Call ahead for quantities
thinkgreenfromhome.com/ and restrictions
SyringesAndLancets.cfm

For your safety and that of others:
Do not mix products « Keep products in original containars
Labe! praducts not in angmal containars
Secure products $o they won'T leak

Caution. Warning. Danger. Poison.

Many items with these woeds on the label are considered hazamous, These mems cannol be placed in
ﬂ!:g.hﬁﬂgt.mtyﬂ'ng.}ardﬂmormmﬁwmﬂu*mmmmnbeplndngibagr 14
Pieass properly depose of unwantad household hazardous waste.

www.wmnorthwest.com/kingcounty _ 1-800-592-9995
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COMMUNITY RECYCLING OPTIONS

Many items ans recyclable, but don't belong in the curbside rmcycling cart. Here are some recycling options for a
varety of materials. Please contact businesses for current rates, hours and restrctions.

_—
Plastic Bags : Clothing & Household Goods o
Clean plastic bags, dry cheaning Second hand stores and clothing banks will accept
bags and other types of film plastic clothing and howsehold goods in rewsable condition.
can be recycled at most grocery stores
Vst plastichbagrecycling.org for &
lixcations and information. * .
- ]
Used Cooking Oil
Used caoking ol can ba recyicled Online Materials Exchange
e S Reissable household tems ¢an be sold or gven a -
nEai ith tight -fit tireg |
i o Tiy posting o free ad. Vou wi be amazed st whe|  COMMUNITY RECYCLING OPTIONS
collection stations. - peaple might want Bulky Materlals
Sl ® The Freecycle Metwork: freecycle.org
= Ganeral Biodiesal m S1-pen
6333 1st Ave S, ® Crisgsist: seattie.craigslist.org e e e e S S
Sesttle, Wb, SE10R B 2Good 2 Toss: 2good2toss.cam
206 -9?2-150?.} = industrial Matarials Exchange: lhwmp.org Appliances r
For additionsl drap-off lacations visit B yu ARty T Wi g Linancy Wi fek sEagt e
www.generaiblodiesel.com, h m N \ J e Ll e
= T = e v
Foam Blocks : ki, . T e
and Packin Ty Other Items HE S o rHt:r\:"Jim!;ﬂmmxm
- L 1 rhrr W RERHET -
iExng B COMPREHENSIVE LOCAL RECYCLING DATABA 263737424 o i o el ¢ o b 1
Materials B Lnce Frsbmemeatsl F NPeashent.
® “What Do | Do With...?” Recycling Databas| oo i
Mb!.? mailing stores {such a5 UPS stores) accept clean I06-T06-4456 - 1;:ur.
packing peanuts for reuse. kingcounty.gov/whatdaidowith
= Washington State Database Porcelain, Concreta = Soswey cenzrs Serap Metal
1-BOD-RECYCOLE (732-9253) & Brick :1';“::“‘"" R1gw 'i{h‘lﬂ:ef“l:l &
$000e8Cycle: s g0 B merlgmeTl A ekt
I'Hi‘.ﬂ . mﬁ;
l:::::‘-:‘r:l]q Window Glass = Whlhey Racsicing /Nasky Rack
316 Cay S b o84 s gt
MORE COMMUNITY RESOURCES s iSiopintebinit Tt ke s
253-737-4421 I iR oo T
. Imhl:;ﬂw"lnlmmnﬁi: '!j:.
:‘s.:?:?t-{aw f" ‘
Heyrfenbarpriy edre com
® Rgivban Concrets Recpckens
500 Moeste” Bl 54
Rerton x -
i L _ e ki 15
M [
www‘wmmrthwnn.mmfﬁng rlt)' = 1-800-59 wwwsmnarthwest.com kingcounty © 2016 WM Intellectual Rroperty-toldings, L.L.C.




KJ[‘lg CDU ﬁt}( PLEASE FOST| —
2014-15 Collection Schedule w AW

Please place containers at the curb by 6 a.m. WASTE MANAGEMENT
Two 2] feet epart with lids apaning toward slresl
+ At leask three (3) feet fromi cars, trees, malboxss

+ \Whesls as cloae e the surh o _J-q,'r‘_ulLllL
Flegee rernove Containers as 5000 45 possiile affer colection .
s Wik Colléceadeuanytier ek + Most received the calendar, about half
12 Yard/food waste collected weekly from suzsonbers St|” have |t
E3 It colkection tells on or after Thanksgireng, Chnstmas [Dec 25), or Kow
Year {Jen 1) :_u:lII-:t:r.-cln is one day later thes wesk anly (ncluding . .
Saturday sarvice Sor Friday customers) + Of those who have it, half store it on
=M T W T F % S 00 1 W T (i 1 1 1
e P TTIREN N E thellr refrlgeraltor and others taped it to
1 103 4 56 78 9(%ce8 510111213 14 a kitchen cabinet/pantry

81210 11 12 13 14 15 16 | 1215 16 17 18 19 20 21
1217 18 19 20 21 22 23| e1#22 23 24 25 26 27 28
01224 25 26 27 28 2930 Mar 121 2 3 4 5 6 7 + Most agreed size is perfect
231 2 3 4 5 6|0 e 8 9101112 13 14
Copars 7 B 9 10 11 12 13| 1215 16 17 18 19 20 21

4 1214 15 16 17 18 19 20|  wi=22 23 24 35 26 27 28 + Some do refer to it, but most have it
cym 21 22 23 X4 25 X6 27 1928 30 N1 2 3 4 . .
1238 29 3u|'1 2 3 4|%prai=5 6 7 B 910 11 justin case

Ucteis 5 6 7 910 1119 1412 13 14 15 16 17 1a
14 1w12 13 14 15 16 17 18 ase19 20 21 22 23 1.1
5119 20 21 22 23 24 25 1426 27 28 20 30
1226 27 28 29 30 31[ 1 Mayei=3 4 5 & 7 a g
Movete 2 3 4 5 B 7 813 1210 11 12 13 14 15 16
i @40 11 12 13 14 15 ois17 18 19 20 21 22 23
c1=16 17 18 19 20 21 22 1#24 325 26 27 28 29 30
12232425 26 ¥ 28 29| ee31[1 2 3 4 5 6
21230) 1 2 % 4 B 6| 127 B 910 11 12 13
Dec 1@ 7B 0 10 11 12 13 |17 21e14 15 16 17 18 10 20
4 51214 15 16 17 18 19 20 1921 22 23 24 35 26 27
122122 23 24 # 26 27| o128 29 30[1 2 3 4
222029 30 31[% 2 3| 125 6 7 & 910 11
lan 1= 4 5 6 7 B 9§10 15m~=12131d15151?13
15 ate 11 12 13 14 15 16 17 i#10 20 21 23 33 24 3
€218 19 20 21 22 23 24| o¢=26 27 28 29 30 31|_
21225 26 27 28 29 30 31 [dug 12 2 3 4 5 6

wmnorthwest.com/kingco Sare 910 11 12 13 14 —;5 == Those who do not have calendar

1-B00-592-9995 =16 17 18 18 20 21 22 H H

(4 -F Lam.-5 pum, Sat 9 am-1 pmg) ai=33 24 35 36 37 28 20 ConS|dered |t Clutter

Informacian en espand

Trarsiation servics avallable 1230 AN 16
WASTE IaANASEMENT THINK GREEN,

{3 Frintea on 100% post-cofsunmar eopckid papsr FROGEGAS KINGEO_ROOa KESI0TL- 1

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






RESOQOURCES

Bty e b eiemnie

G ciabeEte oA b A wiid jatvoe heok B R s ek R bty pua oo

o el ILETT

Heanshols Hezardoun Warie ool lecrka s gimes and ocher cend oes

Acrrrsdi i g o e s

King Ceurrty Incymling snd Dol W Waarta Trarmiee Sintloae

AR ot g (0 R o e ezl a vk ge 2] s bloa

o o | ST T ot e v 11 B arad e
Hadiie L Rk Pragrae

Negtd oy zar e of Lraamisd resdicies o rofbockyasveadingg Bo ol ol o labes fuck ba,

Take b ack Seoeark

Therpe 8 Bbcnr ki macur<or g S eace S tze ass meme e P ooy

el s P vk

Thisratenal vl ke provided in

alensate Tneals npen eguesl
SRS S ddnie 133N IIE-RIEL
KAgeasTryg e ol o

sl SA4bE: 17T Fakay: 711
T onrhearh

Where Does It Go?

See what goes in your recycling, foed and yard waste or garbage

REﬂy"l:Iil'lg Place clean, empty items loose in cart, not in bags or boxes,

WASTE nman m-m:m

R Py R T

SERVICE NUMBERS

Lids (3 in. orw cerl
Serap medal {less than Pala? fr)

[ e e L]
P Bl A Py

2

Residential Garbage and Organics
Collection In View Royal

Waite Management prowsdess the reghdeniis)l garbege and
organics callection for Wiew Roysl recidenis.

Cinbage wd argarics {lichen sragal sre colertied w seeebr Towst-suppbi
teet. Tha are e pied By a Dhuck giimg mpometed s Collection negubst e,

ot resdeiz @ro deemled i Tawr o Wi Fopsl Bl Py Jd5,

OO & e ol

TErHE STy deeis 1o S nem homEn LOOn COCLEn y BETTEE s

An ssneal charge foi This ool

e ala B Fam be b gl in Sonjens TEn s e Peeieneiael proparty

(ST

q- Bharis, il @Sl lare T

oot b Bowr's Enghresr g Dispar e ng o

TTi TG0 e weii], wew vl
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R @ Elak
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o T TG O D WS
g
B L

o mashnadre b

11 ddded ED your pronerty TR ROTISE LB

G e
STh e i e melemg P
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SOLID WASTE
& RECYCLING

251 & Colaction Schadle - Esun

Ewurpoin: cart #aied a diMe ol

YA
A

SR

E LT
B kL]
S

]
et g s

CHAT FLACERENT IS TRUCTIENS

= Pasriars e
- e i M:'I-wl' .-lu'h-' ad

i~ PT ——
Vo v . Bt e ey et 0 T
e T R

FIND IT 0N THE WeER

T R s
g s e
At subaren go el lzwnaie

Still heve guasbcna !
Dallibe Chyof Aubu—r gl I23527 4598

%

WEST HILL |
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WASTE MANAGEMENT

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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Cart or bin?

Coated vs. Uncoated Paper Plates

= Paper Plate

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

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

4+ Most know to rinse the tub before
recycling

= 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

22
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Conclusions and Recommendations




*» 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

s 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” 24
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

s 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
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WASTE MANAGEMENT

% 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

26
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