
Quarterly Update – Year 3; Quarter 1
October 19, 2018
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•1A. Add more 
recyclable 
commodities 

•1B. Switch from 
recycling bins to carts

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

•1D. Keep up to date 
on new laws and 
regulations and how 
they impact our 
programs and 
localities

•1E. Visit CAOs and 
elected officials to 
educate on programs, 
costs and new topics 
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•2A. Stay current and 
maximize 
technologies that 
engage customers and 
enhance relationships 

•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
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•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

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

•3E. More consistent 
curbside education 
advisory committee 
meetings and 
involvement
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•4A. Develop business 
case that shows the 
long term value of carts

• 4B. Revisit and 
update 
policies/procedures 
for employees and 
Board members

•4C. Encourage locality 
participation on the 
Board, TAC and other 
committees 

•4D. Evaluate staffing 
needs based on service 
demands and make 
recommendations

Strategic Plan Dashboard – October 2018

RED: Beginning ORANGE: In Motion GREEN: Happening/Happened Gray: Not Started



Contract/Service Agreements

Procurements/Renewals
• Issued RFP 18 – 03: HHW (Category 1 and Used Oil Recycling); awarded 

9/21/18
• Issued RFP 19-01: Roll Off Hauling & FEL Recycling Award Pending
• Issued RFP 19-02: Ashland MSW & FEL MSW Award Pending
• Renewal – Hopewell Trash and Recycling
• Renewal – Petersburg Trash and Recycling
• Ewaste – Renewal option Working with Vendors
• Waste Tires – Drafting RFP

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.1: Provide services that are convenient and 
accessible.
Objective 1.2: Keep stakeholders informed about the 
environmental impact of the industry trends and changes
Objective 1.4: Establish clear and concise expectations 
with contractors

Goal #2: Customer Focus
Objective 2.3: Be proactive in operational planning
Objective 2.4: Provide opportunities to customize 
services for our member jurisdictions with a regional 
framework 
Objective 2.5: Provide services and programs that create 
value now and for the future

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members

Amendment – Residential Recycling & Drop Off Processing 
Contract w/ TFC

• Recycling Industry Disruption
• Petition for Relief; worked with TAC and Locality Representatives
• Informed and kept City/County/Town Leaders apprised
• Negotiated and executed amendment w/ TFC – all participating 

localities on Board
• Other Contractors Petitions - Pending



Contract Monitoring/Oversight

Facility Audit Forms; Perf Bonds and COI

Service Monitoring/Follow Up; Penalties - ~$2,000 FYTD

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.2: Keep stakeholders informed
Objective 1.4: Establish clear and concise expectations with 
contractors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.2: Provide with timely response, resolution and 
follow-up
Objective 2.3: Be proactive in operational planning
Objective 2.4: Provide opportunities to customize services for 
member jurisdictions within a regional framework
Objective 2.5: Provide services and programs that create value 
now and for the future

Goal #3: Educational Resources
Objective 3.1: Maximize the use of technology while balancing 
the need for face-to-face communication
Objective 3.4: Have a significant impact with limited resources

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members
Objective 4.2: Deliver high quality services in a low bid 
contracting environment
Objective 4.4: Ensure compliance in an environment with 
growing complexities

Monthly/Annual Program Stats



Contamination of Recyclables Focus - Contractors

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.2: Keep stakeholders informed about the 
environmental impact of the industry trends and changes
Objective 1.3: Change or influence behaviors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.2: Provide with timely response, resolution and 
follow-up
Objective 2.3: Be proactive in operational planning
Objective 2.5: Provide services and programs that create value 
now and for the future

Goal #3: Educational Resources
Objective 3.1: Maximize the use of technology while balancing 
the need for face-to-face communication
Objective 3.2: Provide educational tools and resources that 
meet the needs of diverse audiences
Objective 3.4: Have a significant impact with limited resources

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members

Richmond Family Magazine, 
Chester Village News; Goochland 
Gazette; Henrico Citizen



Contamination of Recyclables Focus 
STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES 
MET:
Goal #1: Protection of Environmental Resources 

Objective 1.2: Keep stakeholders informed about the 
environmental impact of the industry trends and changes
Objective 1.3: Change or influence behaviors
Objective 1.4: Establish clear & concise expectations with 
contractors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.3: Be proactive in operational planning
Objective 2.5: Provide services and programs that create 
value now and for the future

Goal #3: Educational Resources
Objective 3.1: Maximize the use of technology while 
balancing the need for face-to-face communication
Objective 3.2: Provide educational tools and resources that 
meet the needs of diverse audiences
Objective 3.3: Identify and use subject matter experts to 
further CVWMA goals
Objective 3.4: Have a significant impact with limited 
resources

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members

Petersburg Sheriff – gave out 300 to residents



Contamination of Recyclables Focus 
• Customer Service –

one on one 
conversations

• Newsletters –
CVWMA, Localities, 
HOAs

• Social Media

• Ads – local papers

• Website – CVWMA 
and localities

• Boards/Council 
Meetings 

• Various meetings 
with City / County / 
Town Leaders



Contamination of Recyclables Focus 

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.2: Keep stakeholders informed about the environmental impact of the industry trends and changes
Objective 1.3: Change or influence behaviors
Objective 1.4: Establish clear & concise expectations with contractors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.2: Provide with timely response, resolution and follow up
Objective 2.3: Be proactive in operational planning
Objective 2.5: Provide services and programs that create value now and for the future

Goal #3: Educational Resources
Objective 3.1: Maximize the use of technology while balancing the need for face-to-face (aka one on one) communication
Objective 3.2: Provide educational tools and resources that meet the needs of diverse audiences
Objective 3.3: Identify and use subject matter experts to further CVWMA goals
Objective 3.4: Have a significant impact with limited resources

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members
Objective 4.4: Ensure compliance in an environment with growing complexities



Solid Waste Management Plan

• 5 year Update for 2019-2039 Years – Due August 
2019

• Several Meetings/Discussions with TAC
• Sent Surveys to Members – waiting on feedback
• Population Estimates and Trends – working with 2 

PDCs
• Landfill Plans – requested information from 

landfills in and outside the region
• Beginning to Draft sections of the Plan

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.1: Provide services that are convenient and accessible
Objective 1.2: Keep stakeholders informed about the environmental 
impact of the industry trends and changes

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.3: Be proactive in operational planning

Goal #3: Educational Resources
Objective 3.3: Identify and use subject matter experts to further 
CVWMA goals

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members
Objective 4.4: Ensure compliance in an environment with growing 
complexities



Disaster Preparedness
• June 7 – regional workshop; 60+ attendees; 

collaborative w/ localities, VDEQ, VDEM and 
Contractors 

• July TAC meeting – Representative of VDEM
• Contact with contractors in anticipation of 

Florence
• Provide contracts, contact info etc to localities
• Assist in overall preparedness in event of 

disaster

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.1: Provide Services that are convenient and accessible
Objective 1.2: Keep stakeholders informed about the environmental impact of 
the industry trends and changes
Objective 1.4: Establish clear & concise expectations with contractors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.2: Provide with timely response, resolution and follow up
Objective 2.3: Be proactive in operational planning
Objective 2.5: Provide services and programs that create value now and for 
the future

Goal #3: Educational Resources
Objective 3.2: Provide educational tools and resources that meet the needs of 
diverse audiences
Objective 3.3: Identify and use subject matter experts to further CVWMA 
goals
Objective 3.4: Have a significant impact with limited resources

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members
Objective 4.4: Ensure compliance in an environment with growing 
complexities



Education and Outreach
-- > 100 requests (presentations, programs in schools and 

various groups, educational materials, grassroot events, 

media)

-- Estimate impacting over 2,500  people and distributing 

over 7,000 educational materials 

-- Education focus: summer camps, reduce, reuse, recycle 

and contamination

-- Reached all 13 localities in some way

-- >32,000 subscribers to email reminder (updated with Oops 

tag info

-- 20,000 visitors to our website each month; continually 

updating content

-- Journey Through the MRF – closed captioning & Spanish

-- Lots of Social Media Activity

-- Holiday Messaging (4th of July; Labor Day; Columbus Day

-- Regional Waste Line Newsletter ~1,100 emails including 

elected officials, administrators and partners

-- Design 2019 Calendar

-- Curbside Education Advisory Committee – June 28

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES 
MET:
Goal #1: Protection of Environmental Resources 

Objective 1.2: Keep stakeholders informed about the 
environmental impact of the industry trends and changes
Objective 1.3: Change or influence behaviors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.2: Provide with timely response, resolution 
and follow up
Objective 2.3: Be proactive in operational planning
Objective 2.5: Provide services and programs that create 
value now and for the future

Goal #3: Educational Resources
Objective 3.1: Maximize the use of technology while 
balancing the need for face-to-face (aka one on one)
communication
Objective 3.2: Provide educational tools and resources 
that meet the needs of diverse audiences
Objective 3.3: Use subject matter experts 
Objective 3.4: Have a significant impact with limited 
resources

Goal #4: Financial Stewardship Through a Well-Run Org
Objective 4.1: Add value to members



-- Processing ~6,000 calls per month, 

1,000 emails mailings, database and 

cart management and credit card 

transactions

-- Updating Phone messaging (queue, 

automated attendant, etc.

-- Researched and considering upgrade 

to phone system to better serve 

customers

-- Updated Real-Time Application to 

enhance rejection input and enhance 

response to customer

Customer Service STRATEGIC PLAN GOALS, OBJECTIVES & 
INITIATIVES MET:
Goal #1: Protection of Environmental Resources 

Objective 1.2: Keep stakeholders informed about 
the environmental impact of the industry trends and 
changes
Objective 1.3: Change or influence behaviors

Goal #2: Customer Focus
Objective 2.1: Provide easy access to accurate info
Objective 2.2: Provide with timely response, 
resolution and follow up
Objective 2.3: Be proactive in operational planning
Objective 2.5: Provide services and programs that 
create value now and for the future

Goal #3: Educational Resources
Objective 3.1: Maximize the use of technology while 
balancing the need for face-to-face (aka one on one)
communication
Objective 3.2: Provide educational tools and 
resources that meet the needs of diverse audiences

Goal #4: Financial Stewardship Through a Well-Run 
Org

Objective 4.1: Add value to members
Objective 4.2: Deliver high quality services in low 
bid contracting environment



Admin and Other

Pay and Classification and Benefits Study & Personnel
• Consultant
• Revised Job Descriptions
• Survey to Localities, Authorities, PDCs, Private
• Annual Evaluations - July

2020 Operating Budget
• Began Drafting
• Providing estimates to localities to help with their 

budgets

Standard Operating Procedures
• Drafted and Provided to Staff office operating 

procedures

STRATEGIC PLAN GOALS, OBJECTIVES & INITIATIVES MET:
Goal #4: Financial Stewardship Through a Well-Run Org

Objective 4.1: Add value to members
Objective 4.2: Deliver high quality services in low bid 
contracting environment
Objective 4.3: Demonstrate sound financial practices
Objective 4.4: Ensure compliance in an environment with 
growing complexities
Objective 4.5: Increase participating a competitive 
environment
Objective 4.6: Attract and retain an exceptional workforce
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•1A. Add more 
recyclable 
commodities 

•1B. Switch from 
recycling bins to carts

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

•1D. Keep up to date 
on new laws and 
regulations and how 
they impact our 
programs and 
localities

•1E. Visit CAOs and 
elected officials to 
educate on programs, 
costs and new topics 
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•2A. Stay current and 
maximize 
technologies that 
engage customers and 
enhance relationships 

•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
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•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

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

•3E. More consistent 
curbside education 
advisory committee 
meetings and 
involvement
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•4A. Develop business 
case that shows the 
long term value of carts

• 4B. Revisit and 
update 
policies/procedures 
for employees and 
Board members

•4C. Encourage locality 
participation on the 
Board, TAC and other 
committees 

•4D. Evaluate staffing 
needs based on service 
demands and make 
recommendations

Strategic Plan Dashboard – October 2018

RED: Beginning ORANGE: In Motion GREEN: Happening/Happened Gray: Not Started


