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Strategic Plan Dashboard - June 2017
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Goal 4: Financial Stewardship Through a Well-
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Goal 2:
Customer Focus

“enguge with our member
Jfurlsdictions and the community to

deliver timely, accurate and cost
effective services

TAC COMMITTEE

OBJECTIVES:

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 regjonal framework

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

*2A, Stay current and maxtmize
technologies that engage
customers and enhance
relationshlps

=28. Enhance the call center
systems to accommodate
increased informatlon tallored to
individual jurisdictions’ needs

*2C. Conduct customer surveys to
assess service levels

+2D. Provide more Rexibllity
through contracted services in
arder to maet memberns’ necds

&

Goal 2:
Customer Focus

MEETS ORJECTIVES:

2,2 Provide with timely response,
resolution and follow-up

2.3 Be proactive In operatlonal
planning

2.4 Provide opportunlties to
tutoinlie services far our member
jurisdlctions within a reglanal
framework

2A, Stay current and maximize
technologies that engage customen
and erbance relationahips

*2B, Enhance the call center systems
to accommodate increased
Informatton tallored to individual
Jurisdictions’ needs

#2C. Conduct customer
surveys to assess
service levels

+2D. Provide more flexibiilty through

contracted services in ofder ta moet
members’ needs

New and Ongoing Efforts:

* Researched phone system survey
{end of call survey)} — determined
too costly, Working on ather
options,

Drafted Survey for customers — to
be reviewed by CEAC 6/23/17.
Survey will be emalled through
email reminder, put on website
and send out through social
media, Survey to be sent outin
Sept through 11/15/17 (ARD)




Customer Service Survey
Five questions:

1. Do you recycle?
O Yes
O No

If No, why?

© Don’t want to {or use phase Not Interested)
QO Dor’t think it does any good

O Too confusing

O Don’t know how or who ta contact

© Other

41 VP

6/23/2017

Customer Service Survey
If Yes, where do you recycle? {check all that apply)

© On the curb at my house {or in the alley, if applicable)
O At a drop-off recycling Gecenter

If you recycle at the curb or at a drop off location, what do you recycle {check all that
apply)?

O Cardboard

O Mixed Paper

~@-Aluminum Cans/foil

O Steel Cans

O Glass Bottles & Jars

O Plastic Bottles (#1-#2} on the bottom

O Other Plastic Containers (#3-#7) on the bottom

O Cartons, such as milk, juice, etc.

Q Other - L1y VRN

Customer Service Survey

What else have you recycled at a drop off location or an event?
O Appliances or Scrap Metal

Q Electronics, such computers, TVs, etc.

O Qil-Based Paints and/or & Solvents

O Used Oil, Antifreeze or Qil Filters

© Propane Tanks

O Textiles (clathing, shoes, beits....)

O Tires

O Lead Acid Batteries

O Yard Waste {leaves, grass, tree trimmings, etc.)

O Other.

What do you wish you could recycle or what other programs would you like to see
offered by CVWMA or in your jurisdiction? @
[&: 5 IRERN




Customer Service Survey

2, Have you contacted CYWMA in the past 6 months?
O Yes
O No (If no, skip}

IFyes, how did you contact us?

O By phone

O By Email

O Through the website

O Community Event

Q Facebook, Twitter or other social medla
© Other

If yes, was your concern resolved on the first contact?
© Yes (will add drop down of call type was about- callection day verificatlon, missed collection, bin,etc)
© No

1t no, can you biriefly describe your concern of issue?, @\.\ i
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Customer Service Survey
3. Do you regularly th or recelve Irom CYWMA?
O Yes
O No

1 yes, how and/or where do see or hear communications from CYWMA? {Check all thar apply)
O Phane

O Email

O soclal Madia

Q Medla [TV, Radio, Newspaper}

O website

O Community Event/Presentation

O Othet

How would you prefer to recelve updates, spacial and any from CYWMA?

O Phane

0 Emait

O Social Media

O Media (Tv, Radto, Newspaper)

O website

O Othar. S

Customer Service Survey

Comments:

hity ac ¥Ou wodld e to share with us,

1 yau would like to be entered in a drawling for a $XXX gift card, please include the following:

Name:

Emall Address:

Ifyou would fike to recelve our oniine resources, check the appropriate boxes and provide us with an emall address.
Q Emall Reminder for the curbslde recycling pregram

© Monthly Emall Newsletter

O Emall regarding upcoming e-cyclingand other recycling events in your community

If yes to any of the ahove, provide your amail addtess:




Customer Service Survey

September — America Recycles Day (11/15/17)

Survey will be emailed through email reminder, put un website and send out

through social media

6/23/2017

Goal 3:
Educational
Resources

~maximize our influence by
ippi and

OBIECTIVES:

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 audl

*3A, Increase capacltyto increase
grass roots educational efforts

*3B. Work with lacality
lalsons to identify barriers
Including language barriers

*3C. identify and utliize subject
matter experts and resources on

3,3 Identify and use subject
matter experts to further
CVWMA goals.

with information and toolfs needed 3,4 Have a significant impact

to impaet & positive ehvironment,

CEAC COMMITTEE

with limited resources.

various il topics

*3D. Wark with national
organizations on promotional,
education and outreach best
practices

*3E. More consistent
curbside education
odvisory committee
meetings and invalvement

Goal 3:
Educational
Resources

MEETS OBJECTIVES:

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

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

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

*3B. Work with locallty llaisons to

identify barriers including
language barrlers

*3C. Identify and utillze subject
matter experts and resources on

New and Ongoing Efforts:

*  Envirenmental Literacy Evgats—
educatlon of science teachers [n
Chesterfleld County and at Varlna HS
in Hangica {ivw hovel of recyeling
education to engage students on how
recycling can help solve
environmental concerns/problems)

* Partner with locallty staff to comblne
efforts

various environmental toplcs To Do:

*30, Work with national
organizations on promotionai,
educatlon and outreach best
practices

+3E. More consistent curbside
ion advisory if

= Begln to evaluate the number of

averis CVWMA b involved bn and
i to be lvvolved [0, the thme
commitment, after work hours, and
the etc,

* Baviel new Federal Overtime laws

3.4 Have a impact with
limited resources,

meetings and involvement

impact on Increasing capaclty




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

*3B. Work with locality

Goal 3: liaisons to identify

barriers including

Educational | janguage barriers
Resources | .;c ientity ana utiire susject

MEETS OBJECTIVES:

2.2 Frevide sducational tools and
restnirces that meet the needs ol @
diverse audlence

34Havea i with

matler cepertd and rétources on
varlous environmental toplcs

=3D. Work with national
organizatlonson promotlonal,
educationand cutreach best

limited resources,

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

New and Ongoing Efforts:

= Attended Hispanlc Chamber of Commerce
Buslness Conference on Qct 13
Developed work group of and with CEAC
members; discussed barriers ~ 2/8/17

*  Collsboratowith viegisia Govsenitont

Cammunlcators on biest practices to overcome

tanguage barrler
Warkahop for ko incosme homeownen -
Hearico (March)

10 he peinted s 16035 posten to be vied
public bulldings, schools, cammunity
centers, etc.
« Clty of Richmond DPU used at a City
Hispanic community event recently
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T
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Translated the drop off decals Into Spanish

Goal 3:
Educational
Resources

MEETS OBJECTIVES:
3.3 identify and use subject matter
experts to further CYWMA goals.

*3A, Increase capacity to increase
grass roots educational effarts

*38. Work with locality ilaisons to
identity Barriers includifg
|anguage barriers

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

*30. Work with national
organizations on promotional,

education and outreach best
practices

=3E. More consistent curbside
education advisory committee
meetings and [nvolvement

New and Ongoing Efforts:

~ Disaster and Debris
Management/Monitoring —
collaborating with VDEM to review
RFF 1o endune compliange with
state/federal requirements

= DEQ/EPA — guidance on various
topics such as HHW, sharps, etc.

= March TAC Meeling — Yuck Oid Paint

= June TAC Meeting - Safety Kleen

= Working on 2017 Debris

Management Workshop with VDEM,

DEQ and other industry experts

Recycling Partnership — natlonal

Industry expertise; assisted with

promotion and education of new

commaodities — continuing

relationship

* DEQ eWaste Workshop w/ VDEQ,
EPA, other state reps

.

Goal 3:
Educational
Resources

MEETS OBJECTIVES:

3.1 Maxlmize the use of
technology while balancing the
meed lor face do-lace
cammunication.

1.2 Provide sducationsl tesl avd
respwces that mest the needs of 4
dlverse audienca,

3.3 dentlfy and ute subject matte
experts to further CYWMA goals.
3.4 Have a significant Impact with
limited resources.

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

*38, Work with locality liaisons to
identify barrlers including
fanguage barriers

»3C. ldentify and utilize subject
matter experts and resources on
vitlous environmental togics

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

*3E. More consistent curbside

education advisory committee
meetings and involvement

New and Ongoing Effarts:

New Commodities Campalgn with the
Recycling Partnership

= Utllity bill stuffer - ~300,000printed

RECYCLE MCRE!

| {3

= Banners for drop off sites final;
Mags being printed
Carton Council — grant for educatlon
SWANA/VRA Conferences
To attend national conferences — ISWA
in Baltimore and Resource Recycling in
Minneapolils




[
*3A. Increase capacily to increase New and Ongoing Efforts:
WSS 1o0Ls aducatlapst affarts + Met February 8 with CEAC and
«3B. Work with locality llaisons to work group and discussed
G ' 3' identity barriers including communlcation and
oat 5 language barriers involvement going forward
Educational *3C. Identify and utilize subject | * Plan to meet quarterly - Next
matter experts and resources on meeting 6/23 @ 10am
Resources varlous anvironmental 1oples
MEETS ORIECTIVES: =30, Work with natignal
3.1 Mawimize the use of D an p i

while balancing the need for face-to-
face communication

4.2 Provide educationol tock and
resources that meet the needsafa
diverse audience,

3.3 rdentity and uie tobject matier
experts ta further CYWMA goals

3.4 Have a slgnificant Impact with
limited resources,

education and outreach best
practices
*3E. More consistent
curbside education
advisory committee
meetings and
involvement
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Communication Plan: Additional Commodities

Recap- Now o £
Press Release, Andrew Freiden/Hallie Stephenson News story, Virginia This a 1§
H

Morning Segment, WWBT NB@ 12 Digital Campalgn, Facebook contest, PSS R CARTCHS,
Social medla pasts/ pictures of commodities "
Locallty staff educational video clips, updated Journey to the MRF video
Bus ads, ads in local publicatians, utility bill inserts, posters, magnets,
2017 CVWMA Recycling Collectlon Schedule, updated activity books,
updated bulletin board kits, decals for drop-off containers, banner signage,

Impact to the Regional tonnage




Additional Commodities: Impact to Regional Tonnage

NOW YOU CAN RECYCLE MORE PLASTICS
TUBS « CUPS * CONTAINERS

cT=
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AND
FOOD AND
BEVERAGE
CARTONS
(RS
Real Estate Card
Applicable for all localities- residential DIDYOU JUST
and drop-off recycling programs MOVE IN?
T—
Open Houses SRECICLER
-

New neighbor packets

Locality Welcome Packets

Locality Roundtable

Save the Date! Thursday, September 28- Henrico Training Center
(VCLPR meeting, Mini- Litter Workshop }

America Recycles Day- Jonathan Austin
Locality Roundtable

Next CEAC Méeting Date?

[ S




