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Agenda

Welcome

CVWMA Strategic Plan Update

Communication Plan: Additional Commodities

Customer Service Survey

Outreach and Education Resources

Stormwater Education & Litter Prevention Updates

Train the Trainer-Engaging with MS & HS Environmental Clubs
Locality Roundtable

Barriers to Recycling- Education Work Group
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Goal 1:
Protection of
Environmental
Resources

~increase awareness, knowledge
and access to information and
services that result in a positive
environmental impact.

Lead Committee: TAC

OBIJECTIVES:

1.1 Provide services that are
convenient and accessible

1.2 Keep stakeholders
informed about the
environmental impact of
the industry trends and
changes

1.3 Change or influence
behaviors

1.4 Establish clear and
concise expectations with
contractors

INITIATIVES

e1A. Add more recyclable
commodities

¢1C. Better manage contracts
and contractors for
performance, compliance and
adherence to environmental
standards

e1E. Visit CAOs and elected
officials to educate on
programs, costs and new
topics




Goal 2:
Customer Focus

~engage with our member

jurisdictions and the community to
deliver timely, accurate and cost

effective services.

Lead Committee: TAC

OBIJECTIVES:

2.1 Provide easy access to
accurate information.

2.2 Provide with timely
response, resolution and
follow-up

2.3 Be proactive in
operational planning

2.4 Provide opportunities to
customize services for our
member jurisdictions within
a regional framework

2.5 Provide services and
programs that create value
now and for the future

*2B. Enhance the call center
systems to accommodate
increased information tailored to
individual jurisdictions’ needs

*2C. Conduct customer surveys to
assess service levels

*2D. Provide more flexibility
through contracted services in
order to meet members’ needs




Goal 2:
Customer Focus

e2A. Stay current and
maximize technologies
that engage customers
and enhance relationships

MEETS OBJECTIVES:

2.1 Provide easy access to accurate
information.

2.2 Provide with timely response,
resolution and follow-up

Service Quality
Management — Customer
Service Experts

Improving One Contact Resolution

60% -
50%
40% -
30% -
20% -
10% -

0% -

Lead Committee: TAC

Contact Channel Preference
For Resolving Inquiry or Problem

Goal 3: Educational Resources
#3.D. Work with National
Organizations on Best Practices
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Goal 2:
Customer Focus

MEETS OBJECTIVES:

2.2 Provide with timely response,
resolution and follow-up

2.4 Provide opportunities to
customize services for our member
jurisdictions within a regional
framework

e2A. Stay current and maximize .
technologies that engage customers New and Ongomg Efforts:

and enhance relationships * Prepared list for application
¢2B. Enhance the call de.velloper of enhancem-ent.s to
existing call center application
center systems to * Negotiated and authorized vendor
accommodate to begin implementation of
increased information priority enhancements in

accordance with budget

tailored to individual
jurisdictions’ needs

¢2C. Conduct customer surve -
assess service levels CW,‘WM Call Center Application

‘ CSR  QAddress Search +AddAddress . General Request

*2D. Provide more flexibility
contracted services in order
members' needs AddressSearch

Jurisdiction:

CSR /' Address Search




Lead Committee: TAC

New and Ongoing Efforts:

* Researched phone system survey
(end of call survey) — determined
too costly. Working on other
options.

* Will gain input on the survey from

Goal 2 CAEC at meeting on 2/8

Customer Focus | .>c. conduct customer

MEETS OBJECTIVES: surveys to assess

2.2 Provide with timely response, service levels
resolution and follow-up

2.3 Be proactive in operational

To Do Next 3-6 Months:

* Research other options for
creating and disseminating survey.

e Draft Survey — both for phone and
for email/website. Gain input

planning
2.4 Provide opportunities to from CAEC work group and TAC on
customize services for our member the survey.

jurisdictions within a regional
framework




Goal 3:
Educational
Resources

~maximize our influence by
equipping members and customers
with information and tools needed
to impact a positive environment.

Lead Committee: CEAC

OBIJECTIVES:

3.1 Maximize the use of
technology while balancing
the need for face-to-face
communication.

3.2 Provide educational tools
and resources that meet the
needs of a diverse audience.

3.3 Identify and use subject
matter experts to further
CVWMA goals.

3.4 Have a significant impact
with limited resources.

*3A. Increase capacity to increase
grass roots educational efforts

*3B. Work with locality liaisons to
identify barriers including
language barriers

*3C. Identify and utilize subject
matter experts and resources on
various environmental topics

*3E. More consistent curbside
education advisory committee
meetings and involvement




Goal 3:
Educational
Resources

MEETS OBJECTIVES:

3.1 Maximize the use of technology
while balancing the need for face-to-
face communication.

3.2 Provide educational tools and
resources that meet the needs of a
diverse audience.

3.3 Identify and use subject matter
experts to further CVWMA goals.
3.4 Have a significant impact with
limited resources.

Lead Committee: CEAC

*3E. More consistent
curbside education
advisory committee
meetings and
involvement

New and Ongoing Efforts:

* Scheduled meeting for
February 8

* Work group also scheduled for
Feb 8

* To discuss communication and
involvement going forward

To Do Next 3-6 Months:

« Communicate to provide
update on education/outreach
activities



Customer Service Survey

Discussion areas:
Goal 2: Customer Focus 2.C (Lead Committee:TAC)

Customer Focus- Customer Service Surveys to Access Service Levels

Survey Format, Questions, time period Online

Activity

-
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Strategic Plan Update

Discussion areas:

Goal 3: Educational Resources- 3.E More CEAC Meetings and Involvement
(Lead Committee: CEAC)

Meetings, Best way to receive updates



ldentify Barriers to Recycling

Goal 3: Educational Resources 3.B ( Lead Committee: CEAC)
Work with locality liaisons to identify barriers including language barriers

Will discuss as part of Education Work Group at the end of this general
meeting



Communication Plan: Additional Commodities

Discussion areas:

What we have done since last meeting in May 2016.

2017 Calendar Mailing

What do you want to see moving forward next fiscal year?

NOW YOU CAN

RECYCLE
MORE!

PLASTICS & CARTONS

TUBS « CUPS « CONTAINERS

Recycle these items through Henrico County

Your 2017 CQ/:‘WMA Recycling Collection Schedule
ITSTIMETO

ecycle And Foop & [Ed
M° Plas ' . BEVERAGE |age
'ruas CUPS + CONTAINERS CARTONS | L—ﬂ

JANUARY FEBRUARY MARCH Now All These Items
SSSSSSSSSSSSSSSSSSSSSSSS Can Be Recycled!
RRRRRRRRR 1234 R 12 3 4

o

curbside and drop-off programs
www.cvwma.com
P
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2017 Calendar & Inclement Weather

Impact to Call Center
e 12,250 Total Inbound

Calls (recycle, trash)
* 6,272 processed service Jan. 2015 392 3,415 437 45 Bins
request for recycling 199 carts
. (5,47/6 ﬁbanddoned Calls
45% heard queue 34 Bins
message) Jan. 2016 372 3,206 303 198 carts
e Call Center Supervisor
and 2 Customer Service 50 Bins
Representatives Jan. 2017 631 6,272 466 »95Carts
* Dec.27-Jan 31

| S
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Data compiled Dec. 27 - Jan 31
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Outreach and Education Resources

Using Facebook- Tips/Tools- Jenny Schontag
Ashland Contest
Educational Slide Show
Cost Effective [ e v

Recycling is rewarding in more ways than onel On recycling day, tell us
about which one of one of the new materials now accepted in our curbside
recycling program you recycled for a chance to win a $20 Ashland gift
certificate. Look for the contest post on Monday!

Caps-and lids!
New Items Now e -‘
Accepted for & &

Rec\?ling!

Ashland just got a little greener -
curbside recycling now accepts even -
MORE items! After rinsing out the containers, just put their caps and
lids back on before placing them in the recycling cart -
that’s it!

www.facebook.com/TownofAshland/ CRNAWMA



Town of Ashland

Jenny’s slide show

-
CWAWMA



Using Cell Phone-Free Apps

Create messages, info graphics, etc. for free using your cell phone-Nancy

CVWMA Collection Service Update

: = B —_—
P I C CO I | a ge C “\/0‘\\'/ ]\/ l A . ' 22 s i All CVWMA residential recycling and trash
: Yy < & = < collections on one day delayed schedule this
340-0900 o Aol week.
cvywma.com \ , R

Please place container out. The driver will
service as road conditions safely permit.

Lipix

Thank you for your patience.




Stormwater Education & Litter Prevention Updates

Henrico County MS4 Education

Dominion Environmental Education Grants

www.dom.com/community/the-dominion-foundation/environmental-stewardship-grants

Middle James Roundtable Annual Workshop

Keep Virginia Beautiful and Adopt-a- Highway

Volunteers Cleaning Virginia

1-800-PRIDE-VA

-
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Train the Trainer

A New CVWMA Recycling Education Initiative

N &5, | Program Goals:
ﬁ SRRl = ©  Reach out to a new population -
A N High School & Middle School Teens
—— ReCrcLEpIRETIC)
'S ‘ A
& "1:’M"’=7” |
) ) 23 | . .
HRoy ER CBUNTYILT  Educate & raise awareness about the importance
Hanover County Public Schools of recycling & caring for the environment
TV99 interns’ Recycling ] ] ]
Education video. * |nspire them to be champions for the environment
A great example for
Train the Trainer students! e Motivate them to educate others

-
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Sherese Bonner, New Kent Clean
County Committee, in an
education video she created.
Another great example for

Train the Trainer students!

Train the Trainer

Brainstorm project ideas that will
teach & inspire others

Create/develop teaching materials
(for elementary school kids, peers, community gatherings)

Create a video, game, PPT

Set up a kiosk in high traffic area at school

Have a recycling themed contest at school

Make recycling happen at an event
(decorate collection boxes, have students
nearby to teach about recycling) CWAWMA



Train the Trainer

Environmental Clubs * Community Service Clubs * Mass Comm Clubs
Teachers for Tomorrow Clubs

# St. Catherine's School

Dear Mrs. Ritchig,

on behdif of the St Ldtherine's Envirenmentsl
AWAreness club, we would Yipe to thdang You
s0 muCh for Coming to Spedf with s dboul
recyding! We qil tearned 50 much from
Jour presentation and dare eatited 4o (tmpiemem
many of your ideds into our (ommunity.
Thant you fet 14“(’3 ihe {ime {0 share
wWith 1% 4he importance of bUBg Environmentely
ConsGous Students. We are 100Kng forward 4o
WOLFING with you in fhe future!
SINLETrelY , Emma WalFer opd Lareling Matawaran

St. Catherine’s — Enviro Club

Godwin HS — Recycling Club

Manchester HS — MHS Voice (Mass Comm Center)
Manchester HS — Teachers for Tomorrow
Chesterfield County STEAM Fair

Clover Hill HS — Enviro Club

Deep Run HS — Enviro Club

Salem Church MS — Enviro Club

1)
YW AW
Stonewall Jackson MS — Enviro Club CRWMA



Train the Trainer

Students are asked to report back to me with details & photos
of their project. CVWMA will thank them with a Certificate of
Recognition/Achievement.

Teachers are also encouraged to arrange for students to earn
community service hours or extra credit.



Earth Day 2017 & Locality Roundtable

Earth Day 2017

Locallty U pdateS: E| New and Ongoing Efforts:
AS h Ia n d' * Scheduled meeting for

February 8
* Work group also scheduled for

Chesterfield- Goal 3: Fens

Educational + To discuss communication and

G OO C h I a n d - Resources involvement going forward

MEETS OBIECTIVES:
H a n Ove r_ 3.1 Maximize the use of technology To Do Next 3-6 Months:

while balancingthe need for face-to-
face communication * Communicate to provide

H e n ri CO _ 3.2 Provide educational tools and . update on education/outreach
resources that meet the needs of @ *3E. More consistent activities

diverse au dience. curbside education
H O e We | | _ 3.3 Identify and use subject matter dvi .

p experts to further CVWMA goals, advisory committee
3.4 Have a significant impact with meetings and

Rlch mond_ limited resources. involvernent

-
Next meeting date: TBD CYAWMA




Lead Committee: CEAC

Goal 3:
Educational
Resources

~maximize our influence by
equipping members and customers
with information and tools needed
to impact a positive environment,

Education Work Group

OBJECTIVES:

3.1 Maximize the use of
technology while balancing
the need for face-to-face
communication.

3.2 Provide educational tools
and resources that meet the
needs of a diverse audience.

3.3 Identify and use subject
matter experts to further
CVWMA goals.

3.4 Have a significant impact
with limited resources.

*3A. Increase capacity to increase
grass roots educational efforts

»3B. Work with locality liaisons to
identify barriers including
language barriers

«3C. Identify and utilize subject
matter experts and resourceson
various environmental topics

«3D, Work with national
organizations on promotional,
education and outreach best
practices

+3E. More consistent curbside

education advisory committee
meetings and involvement

1)
CYAWMA



ldentify Barriers to Recycling

Goal 3: Educational Resources 3.B (Lead Committee: CEAC)
Work with locality liaisons to identify barriers including language barriers

Some we have found:

* Reaching out to lower socioeconomic groups
* Access and ease of recycling (in certain areas)
e Confusion- contactor names and trucks
 Education

* Language

* What else?



