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A. Executive Summary
Western Disposal appreciates the opportunity to present our bid for the city of Lafayette’s RFP for residential
refuse, recyclables, and organic collection.
In our 50-year history, as the only independently owned Boulder County-based hauling company, we have
leveraged our culture of “do it right the first time” with collaborative partnerships with our public and private
customers, to provide waste management services that achieve high levels of customer satisfaction and
unsurpassed residential and commercial diversion rates.
Western Disposal is uniquely qualified for the opportunity to provide residential curbside services to the city of
Lafayette in a 100% embedded, pay as you throw (PAYT) collection program. Please consider our resume of
experience:
•
•
•
•

Designing & implementing new PAYT trash programs for the cities of Lafayette, Boulder, and Louisville;
services included data transfer, customer billing, customer service & call management
Implementing PAYT programs with recycle and organics
Managing inventory of PAYT carts, including ordering, assembling, delivery, exchanging thousands of
carts for three distinct streams
Designing, conducting, and evaluating waste audits

Our PAYT proposal for Lafayette is structured with diversion as the most important metric and avoids inflexible
rules that deflect imbedded costs back on the customer and disincentivizes diversion. Additionally, our proposal
addresses the single, most important factor to increasing diversion, customer convenience.
Western’s proposal ensures the intended impact of PAYT, diversion, has extra emphasis by allowing appreciable
amounts of extra recycle and organics outside designated carts. Our Lafayette proposal borrows from our
experience in Boulder.
Western manages 20,000 PAYT customers in Boulder, under a program we implemented in partnership with the
city since it was rolled out in 2008. Recent reports for Eco Cycle’s 2021 ‘State of Recycling’ report documented
the Boulder program is achieving 58% diversion. The same program structure in use in Boulder, that has
consistently achieved the best residential diversion in Colorado, is incorporated into our base proposal for
Lafayette.
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Lafayette Proposal Highlights
Western’s proposal progresses diversion way beyond the bin with a comprehensive suite of options that enable
residents to fully customize their services.
•
•
•
•
•

•
•
•
•

100% increment, unit based pricing with imbedded organics and recycling
Overflow recycling allowed outside the cart in containers or cardboard boxes
Expanded yard waste bag and bundle collection to accommodate ongoing organics generation providing
convenience to ensure continual and increased diversion
Recycle Express Service – Curbside collection of Hard to Recycle Items
Alternative bid services specific to monthly trash, weekly recycle and weekly organics collection are
offered on an a-la -cart basis, accommodating households that generate less waste and/or choose to
prioritize diversion
Increased convenience and reduced collection days by integrating special collection events into regular
service routes
An extensive and customized education and outreach plan
Website enhancements that enable customers to access their calendar, download guidelines, search our
database for proper diversion, and test their sorting skills with an interactive game
Utilizing the key concepts of influencing recycling behavior recommended by The Recycling Partnership,
we have built in a series of surveys, waste audits, and waste composition studies conducted in alternate
years aimed at understanding customer behaviors, attitudes and barriers. Findings will inform targeted
messaging and measure subsequent changes in diversion rates, contamination rates and program
participation

Experience and Qualifications
Our bid response illustrates in detail what makes us most qualified. As you evaluate our bid response consider:
•
•
•
•
•
•
•
•

Western’s base of operations is local; located less than 10 miles from the city of Lafayette. This enables us to
maintain a same-day service response standard
Your Team; managers, customer service, dispatch, and drivers, are local as well. This familiarity streamlines
responses and inspires confidence in customer interactions
Our company services approximately 100,000 collection stops per week
Every member of your Western Team has direct experience in managing at scale; we have the systems, staff,
processes, assets and technology to support the expected customer growth in Lafayette
100% of Western’s customer service team is well versed in PAYT standards of service
Western currently maintains a 98% customer approval rating based on our monthly surveys.
Our dedicated fleet of container delivery vehicles has proven capacity to deploy the expected volume of
organic cart exchanges given organic costs are 100% imbedded (90% currently use 32-gallon)
Western has an exemplary safety record and has been insured by The Hartford Insurance Company for over
40 years. We have been awarded five Pewter Stag Safety Awards in recognition of distinguished
achievement in safety and accident control and eight Awards of Excellence which recognize 365 consecutive
days without incidents, injuries, or accidents.
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Environmental Stewardship
Western is in the business of helping customers to responsibly manage their waste. As a corporate citizen, we
continue to invest in reducing the carbon footprint of our own operations with alternative fuel vehicles,
renewable energy, energy retrofits, and innovative waste sorting processes:
Clean & Renewable Fuel:
•
•

100% of our daily collection fleet runs on compressed natural gas, including our roll-off vehicles
In 2019 Western Disposal entered into a long-term agreement with the City of Boulder to purchase 100% of
its renewable natural gas generated at their Water Resources Recovery Facility. As of 2020, 60% of
Western’s fleet runs on this local, renewable source.

Renewable Energy
•

90% of our facility is powered by self and community generated solar and wind offsets.

Facilities
•

Western has had ongoing PACE Certification, a measure of overall commercial environmental stewardship,
since 2008.

Innovation in Waste Sorting
• Construction Waste Diversion: Funded in part by a grant from the CDPHE FRWD fund, Western has installed
a sorting conveyor for construction waste at its new Materials Management Center. This new system is
expected to increase construction waste diversion in the County by up to 4,500 tons annually.
• Cardboard Recovery: Each year more than 14,000 tons of Boulder County’s cardboard goes to the landfill.
Our recently installed sorting screen will segregate OCC-laden trash loads and send it up the line for
separation. Our estimates for additional OCC diversion tops 3,900 tons thus avoiding the equivalent of the
annual emissions of 2,500 passenger vehicles.
Expanded Public Recycling
•

Western’s new Materials Management center, centrally located in Boulder, features a dedicated public drop
off plaza where residents and businesses can recycle a wide range of hard to recycle materials including
electronics, appliances, mattresses/box springs, tires, ferrous and non-ferrous metals, CFC appliances and
yard and wood waste. We have also added curbside collection and recycling of hard-to-recycle materials to
through our Recycle Express collection program.

Thank you for the opportunity to present this proposal.

___________________________________
Mike Seader, Vice President
Western Disposal Services
P: 303-448-2338
E: mseader@westerndisposal.com

_____________________________________
Date
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B. Management and Qualifications
B.1 Proposer
State the name of your entity, home office address, Colorado business address, Colorado agent’s name, address, e-mail address and
telephone number, and the name, address, phone number, fax number, e-mail address, website address and title of the person to be
contacted concerning the Proposal. State also the names of companies that will share significant and substantive responsibilities with you,
as joint venture partners or in another manner, in performing under the Contract. Include documentation that Proposer is duly organized
and validly existing business in good standing and licensed to do business in the state of Colorado. If Proposer is not licensed to do
business in the City of Lafayette, then the Proposer shall provide a sworn statement that it will become licensed if selected as the
successful Proposer prior to executing the Contract.

Entity:
Address:
Agent:
Contact:

Western Disposal, Inc.
5880 Butte Mill Road, Boulder, CO 80301
Danny L. Souders, 5880 Butte Mill Road, Boulder, CO 80301
Mike Seader, Vice President, Western Disposal, Inc.
5880 Butte Mill Road, Boulder, CO 80301
P: 303-448-2338
F: 303-448-2365
E: mseader@westerndisposal.com
W: www.westerndisposal.com

Western Disposal will be the sole provider of services; no other company will share responsibilities for the
delivery of these services.
Western Disposal is licensed to do business in the city of Lafayette. Please see below:

Certificate of Good Standing with the State of Colorado is included with Form 1 as specified in the RFP.
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B.2 Resumes
Supply the names and resumes of the principal officers, partners, or other officials of each entity involved in performing substantive
responsibilities required under the Contract and provide the names and resumes of the individuals who will be directly responsible for
implementation of the Contract. At a minimum, include the general manager, operations manager(s), financial officer, education and
customer outreach manager (or equivalent), customer service manager(s) and other personnel with whom the City will have regular
contact with during the administration of the Contract. Describe the ownership, managerial and/or fiduciary role of each of the
participating entities. Include the names, entity affiliation, telephone numbers and e-mail addresses of key individuals integrally involved
in the Proposal. Provide an organizational chart or other means of explaining the interrelationships between the team members.

Western Disposal, established in 1970, is Boulder County’s only locally-owned, full-service
trash, recycling and composting company. We celebrated our 50th anniversary last year and
attribute our longevity to a laser focus on reliability and customer satisfaction.
Centrally located in east Boulder with experienced staff on call seven days a week, we are
uniquely positioned to deliver responsive, reliable service to the residents of Lafayette.
The City’s services will be overseen by highly experienced, hands-on, management-level employees. These
managers are all based in the same location and meet in person multiple times per week.

YOUR TEAM
Vice President
Mike Seader

Finance/Accounting
Robert Mescia

Promotion &
Education
Kathy Carroll

Customer Service
Sandy Reffel

Information
Technology
Sean Henson

Operations
Oscar Salgado

Contract
Management
Eric Loof
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Mike Seader
Vice President
P: 303-448-2338
E: mseader@westerndisposal.com
Mike has worked for Western Disposal for 41 years. He is our strategic leader and
oversees day-to-day operations. His specialty is operational optimization, and his passion
is customer satisfaction. Mike will oversee the Team responsible for delivering
outstanding service to the city of Lafayette and its residents.
Mike’s exposure to the waste management industry started early when at age ten, his father joined Western to
head the maintenance department. In the mid-1990s, Mike started a recycling center and was on the cutting
edge of the recycling business at that time, promoting and processing the collection of cans, plastics, cardboard
and paper.
In 1992, Mike left Boulder to lead Western’s Colorado Springs Operation. There he built a hauling operation,
managed a landfill and launched Western’s first Recyclables Processing Facility (RPC). When Western decided to
cease operating in Colorado Springs and focus on its business in Boulder County, Mike returned to the Boulder
facility as Operations Manager.
Western Disposal’s record of “firsts” on environmental stewardship has been realized under Mike’s steady
leadership.
2001: Automated collection trucks are introduced along with dual-stream recycling
2003: The County’s only commercial composting facility opens for business
2008: The 3-cart system to capture recycling and compostables is implemented
2009: Fleet transition to clean-burning compressed natural gas (CNG) begins
2013: On-site solar array comes on-line, supplying 30% of facility electricity
2015: Commercial construction sorting and recycling services are introduced
2020: Contract to purchase all of the City of Boulder’s renewable natural gas production to
fuel our collection fleet is inked
2021: Guided vision and construction of Western Disposal’s Materials Management Center, a
new hub for waste diversion serving Boulder and surrounding communities.
Mike is known in the waste business for his hands-on approach to innovation in operational safety and
efficiency. If a truck, a machine or a process isn’t quite right, you can be sure Mike is working to improve it.
Many of his ideas in waste collection vehicle design have been implemented and are now industry standard.
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Eric Loof
Sales Manager
P: 303-448-2319
E: eloof@westerndisposal.com
Eric is a sales management professional with 30 years’ experience in the waste and
recycling industry. He understands the importance of waste diversion as a key metric
to successful waste management and the role haulers play in elevating the diversion
levels with their municipal partners. Eric will orchestrate overall contract services for
the City of Lafayette and will be the city’s primary point of contact.
In the summer of 2018, Eric joined Western disposal. Prior to his current position, he represented equipment
manufacturers that supplied carts and containers for innovative County and City programs, including PAYT and
bear proof trash and compost receptacles. Before equipment sales he bought and sold post-consumer
recyclables and continues to utilize this knowledge as it relates to the supply and demand challenges the
diversion economy presents to the waste industry.
Eric manages hauling and collection contracts for Boulder County and for the cities of Boulder, Broomfield and
Superior providing responsive communication, accurate reporting, and support, ensuring all matters receive
immediate attention.
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Sandy Reffel
Customer Service Manager
P: 303-448-2325
E: sreffel@westerndisposal.com
Sandy manages all customer service and billing functions and liaisons to IT and
finance to ensure all clients are receiving Western’s high standards of service.
She directly supervises Customer Service Representatives who are responsible
for setting up services, resolving customer issues and answering general service
questions. She and her team are the hub of our customer-centric culture. Sandy will be the City’s customer
service and administrative contact.
Sandy joined Western Disposal 23 years ago. She is a process professional, skilled in organizing and scaling
systems. She has been instrumental in designing, implementing and improving our IT systems, a key factor in
delivering the consistent, quality customer experience for which Western is known.
Prior to working at Western, Sandy managed large credit card call centers, including Citicorp, for 20 years. This
high volume, fast-paced experience allowed her to improve and develop our more personal processes and
approach to customer service.
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Kathy Carroll
Community Relations Manager
P: 303-448-2313
E: kcarroll@westerndisposal.com
Kathy is a marketing and communications professional whose mission is to
inform and motivate the local community to practice responsible waste
management. She will drive communications, education and outreach for the city
of Lafayette contract.
Her experience was built over a 30-year career as Director of Marketing for Spyder Active Sports and other
notable sport and apparel companies. After representing her home town of Lyons as a City Council member and
on Boulder County’s Resource Conservation Advisory Board (RCAB), she was inspired to apply her skills to
making environmental stewardship more understandable and accessible to the community at large.
Leading from the core value of community partnership, she seeks to maintain a web of communication and
connectivity keeping customers abreast of the broad range of resources and happenings related to local
sustainability through digital marketing and website management, newsletters, email, social media, education
and outreach, events and Western’s blog. She has been on the Western team for 8 years.
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Oscar Salgado
Operations Manager
P: 303-448-2361
E: osalgado@westerndisposal.com
Oscar has worked for Western Disposal for thirty-seven years, beginning as a
helper in 1984 and working his way up to Route Supervisor by 1994. As a
supervisor, he oversaw both residential and commercial route services.
In 2020 Oscar took the reins of the entire operations team overseeing route
management for Western’s 40,000+ commercial and residential customers, dispatch, roll-off and temporary
services, cart/container maintenance and delivery and transfer station and recycling activities. He has a talent
for people management and problem solving, applying his steady hand in assuring Western’s 125 operations
employees are providing exceptional service to Western’s customers.
Oscar will oversee the transition and day-to-day operations for the city of Lafayette contract.
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Sean Henson
Information Technology Manager
P: 303-448-2322
E: shenson@westerndisposal.com
Sean has been with Western Disposal for 10 years. He graduated from DeVry
University with a bachelor’s degree in Network and Computer Management
and started with Western as a Desktop Administrator working his way up to IT
Manager. Prior to starting with Western Sean worked at a call center that was
highly focused on customer service, and he has carried this philosophy into his
position at Western.
He manages a team that does routing, reporting, system improvements, and general IT support. The team
consist of employees that have been with Western for over 20 years with extensive knowledge in waste and
recycling industry.
Sean has knowledge of all departments to better assist with any issue that may arise to provide quick and
effective solutions. Along with supporting the Western team he is always looking at new technology to further
improve Western’s customer service, reporting capabilities and efficiencies.
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Robert Mescia
Accounting Manager
P: 303-448-2329
E: rmescia@westerndisposal.com
Robert joined Western Disposal in 2019 as Accounting Manager and is responsible
for all aspects of accounting and finance including accounting, reporting, investing,
banking relationships, budgeting, planning and analysis. Robert manages the
accounting and finance departments. He is an accomplished financial professional
with over 25 years of waste industry accounting experience.
He started his accounting career with Pfizer in 1987 as a staff accountant after graduation from North Carolina
State University. Robert entered the Waste Industry in 1996 and went on to hold various accounting and finance
positions and several corporate accounting positions.
Robert will provide financial analysis and reporting support as well as billing management for to the city of
Lafayette contract.
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B.3 Subcontractors
List all items of work or elements of the Services to be performed by subcontractors, and the names, qualifications and resumes of the
subcontractors. Also, list the equipment and supplies to be purchased from subcontractors. Provide an estimate of cost, expected time of
purchase, and length of time necessary for delivery for each of the items.

Services for the city of Lafayette will be delivered exclusively by Western Disposal. No services will be performed
by subcontractors.
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B.4 Experience
a.

Describe fully the experience of your team (both individuals and the corporate, partnership or entity team) in providing the Services
requested in this RFP. Describe similar projects and include the scope of Services (including a summary of which collection and/or
processing Services were covered by the contract), annual revenues, tonnages, and number of customers.

Western Disposal has been collecting waste material in Boulder, Broomfield and neighboring communities for
over 50 years, and is currently providing upwards of 100,000 trash, recycle and organics collection services each
week to residential and commercial customers. We have been serving approximately 40,000 residential
subscription customers in the city of Boulder and Boulder County under a 3-cart, pay-as-you-throw system since
2008.
Western has extensive experience in providing PAYT services under single-hauler municipal contracts as well.
We were the chosen provider for the for the city of Lafayette from 2008-2014 providing PAYT trash collection
with embedded recycling, and for the city of Louisville from 2009-2019 providing trash, recycling and compost
collection under a 3-cart PAYT structure.
Similar Single-hauler, Municipal, PAYT Last Full Year Data
Name

Last Bill
Date

Trash Tons

Recycle
Tons

Organics
Tons

Total Tons

# of
Customers

Revenue

City of
Lafayette

9/2014

4,506

1,629

N/A

6,135

6,195

$983,772

City of
Louisville

9/2019

4,212

1,758

1,415

7,385

5,453

$1,526,208

Resumes have been provided for the Team who will be responsible contract transition and for delivering
outstanding service to the city of Lafayette and its residents throughout the contract term (see Resumes
beginning page 6). Below please find the description of each members’ direct experience with similar Services:
Mike Seader: Vice President
• Managed operations transition and implementation of the city of Boulder’s transition from dual to single
stream recycling in 2001, and to the 3-cart system in 2008
• Managed operations transition and implementation to PAYT system for the cities of Lafayette and
Louisville
• Directed ongoing operations services of PAYT program for the cities of Lafayette and Louisville
Eric Loof: Sales Manager
• Extensive supply side experience specific to residential carts in PAYT collection programs
o 8 years as sales manager with international cart manufacturing company, 30 years in waste and
recycle
• Extensive experience with cart management programs servicing PAYT collection programs
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•
•

Educated on diversion metrics that increase participation, including service frequency, education,
material composition specific to Residential Single Stream, and processing facilities (BCRC)
Specific programs: City of Boulder, City of Loveland, City of San Francisco, City of Seattle, City of
Portland, OR

Sandy Reffel: Customer Service Manager
• Ongoing management of customer service and billing for Western Disposal’s 40,000+ residential and
commercial customers
• Managed customer service, billing transition, and implementation of the city of Boulder’s transition
from dual to single stream recycling in 2001, and to the 3-cart system in 2008.
• Managed customer service, billing transition, and implementation to PAYT system for the cities of
Lafayette and Louisville
• Directed ongoing customer service and billing services of PAYT program for the cities of Lafayette and
Louisville
Kathy Carroll: Community Relations Manager
• Ongoing management of marketing, communications, education and community relations for Western
Disposal’s 40,000+ residential and commercial customers
• Marketing and communications liaison to the city of Boulder, Boulder County and the City and County of
Broomfield
• Education and Outreach Manager for the city of Louisville’s 3-cart, PAYT contract from 2014-2019
Oscar Salgado: Operations Manager
• Worked in field operations and on the routing team during operations transition and implementation to
PAYT for the cities of Lafayette and Louisville.
• Ongoing management of operations for Western Disposal’s approximately 100,000 trash, recycle and
organics collection services provided each week to residential and commercial customers
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b.

Provide references (including contact name, title, organization, mailing address, and contact information) for all similar projects
described. References should have direct operational management responsibility of Proposer’s contract and full knowledge of
Proposer’s detailed performance under that Contract. These references should be local government staff, rather than elected
officials.

Western Disposal was the provider for PAYT services to the city of Lafayette (2008-2014) and the city of
Louisville (2009-2019). Customers to whom are currently providing similar services include:
Four Star Realty
1310 College Ave. Suite 310 Boulder, CO 80302
Peter Chase
858-692-9691
peterchase@fourstarrealty.com
Services being provided: Weekly trash and every-other-week collection of recycling and compost for 200 single
family homes, with options for 32,-64, and -96 gallon carts for each stream
Vista Management
8700 Turnpike DR Suite 230 Westminster, CO 80031
Cindy Combs
303-429-2611
Cindy@vistamgmt.com
Services being provided: Weekly trash and every-other-week collection of recycling for 834 single family homes
located within homeowner’s associations
Boulder Housing Partners
4800 North Broadway Boulder, CO 80304
Dean Rohr, Maintenance Director
P: 720-564-4621
rohrd@boulderhousing.org
Services being provided: Trash, recycling and compost services to over 30 properties
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C. Collection and Management Operations
C.1 Refuse, Recycling, and Organics Collection and Handling
a.

Describe fully the collection equipment and carts to be used under the Base Contract, keeping in mind the Base Contract
specifications for the collection frequency, types of carts, and the City’s intention that refuse, recyclables, and organic material
be collected separately. Identify the chassis and body used to collect refuse, recycling, and organics. Also identify for each type
of truck: the number of compartments, the capacity of each compartment, total weight and volume capacity of vehicle, vehicle
fuels (the City requires use of compressed natural gas vehicles to align with sustainability goals), loading and unloading
characteristics, the number necessary to perform the required Services, the average number of collections each vehicle can make
in a day, and the useful expected life of each collection vehicle. Describe how each vehicle will be marked or signed so that
witnesses to spills, leakage, and/or damage may quickly report such occurrence.

The city of Lafayette will be divided into four routes and served five days per week (Monday through
Friday). Carts will be of the type and specifications designated in this RFP.
Recycle and organics collection will alternate weekly and take place on the same day of the week as
trash. Each vehicle will have a placard in the windshield designating the truck number and material
being collected.
Trash will be taken to Front Range Landfill, Erie, CO
Recycling will be taken to the Boulder County Recycling Center, Boulder, CO
Organics will be ground at Western Disposal’s Materials Management Center then transported to A1
Organics, Keenesburg, CO for processing.
Routes will initially be served by four single-compartment, automated front-load Autocar ACX collection
trucks powered by clean-burning, fuel efficient compressed natural gas (CNG). GVW is 54,000#. Each
truck can accommodate 800-1,000 stops per day and has a useful life of 10+ years. As the Lafayette
customer base increases trucks and routes will be added. These vehicles can collect in alleys and on
narrow streets therefore no special accommodations are required for Western to provide alley service.
The Heil body has a 35-yard compacted load
capacity. Trucks will be outfitted with a frontmounted Curotto Can attachment with a 4yard capacity. The Curotto Can collects 4yards of material before the material is
transferred into the main hopper of the truck.
This increases collection efficiency and
decreases the number of compaction cycles,
reducing noise. Additionally, the driver is
looking forward at all times, which allows the
driver to spot contamination and significantly
enhances safety of both drivers and residents.
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b.

Describe any innovative and propriety technologies designed to improve collection operations and customer service to be
implemented at the beginning of the Contract. Examples of new technologies could include, but are not limited to, electric fleets,
customer notification of extra material charges, special on-board routing technologies, on-board cameras, contamination
identification tools, and other customer notification innovations.

•

Western collection vehicles are all powered by CNG/RNG and are equipped with onboard
computers, GPS and cameras. Routeware fleet management software interfaces on-board truck
technology with Western’s customer management system (CMS) software. Manifests, location data
and work orders are displayed on a tablet and provide real-time information on collection status.
Time-stamped photos document field activity and issues including:
o Service stop confirmation
o Extra Charges
o Contaminated contents
o Not Outs
o Prohibited materials
o Access issues
Photos can also be used as a supplement to monthly reporting.

c.

Identify any subcontractor used for cart inventory management and delivery, and spill response and abatement services.

As previously noted, Western Disposal will not use subcontractors in the delivery of Lafayette’s services.
d.

Describe and provide examples of your route management system. Describe how routes are initially developed and modified
over time.

Western Disposal uses RouteSmart, a route-optimization software, to develop even balanced routes
based off of volume and distance algorithms. There is a custom interface between RouteSmart and our
AS 400 customer management system (CMS) that allows us to monitor and evaluate routes and
rebalance as required to maintain efficiency and consistency of service.
e.

If applicable, how your on-board computer systems manage route progress, route changes, exceptions (no set-out, blocked
carts, contaminated materials, etc.) and diversions from normal routes due to road maintenance, inclement weather or other
unforeseen needs to deviate from the planned route.

Route progress is monitored with GPS and on-board tablets. On route completions and exceptions are
noted on the tablets and automatically conveyed to Western Disposal’s AS400 CMS.
Deviations from routes due to road closures, inclement weather, etc. are managed at the driver level. In
the event these conditions are expected to cause route delays, the driver notifies his supervisor.
f.

Also if applicable, describe how the on-board system communicates with your call center’s account system to provide close-toreal-time updates for each customer during the collection day.

Routeware fleet management software interfaces on-board truck technology with Western Disposal’s
customer management system (CMS) software. The data is collected in real time and automatically
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communicated to the CMS so that dispatch or customer service can provide meaningful and timely
information to customers such as service times, ETA, and any other issues/inquiries.
g.

Provide information on how you reduce contamination with customers, including thresholds for tagging and collecting versus
tagging and leaving carts or removing carts due to chronic contamination. At what point is the customer contacted directly via
phone or e-mail to follow-up on continuing problems? How do you plan to monitor carts? When is service suspended and carts
removed from the Customer’s control? How do they get service back?

Contamination reduction is addressed through outreach and education including email, newsletters,
blog and website. Please see Section D, pages 29-31 for proposed added-value initiatives aimed at
reducing contamination and waste generation and increasing diversion.
In the field, the trucks servicing Lafayette will be outfitted with a front-mounted Curotto Can
attachment into which carts will be tipped. From this front-facing vantage point the driver looks for
contamination. If a contaminant is recognized it is left behind and tagged. Western Disposal does not
suspend customer accounts due to contamination.
h.

Number of repair bays available at the facility and maintenance staffing levels (i.e., mechanics and assistants) dedicated to
Services under this Contract. Provide the total number of trucks maintained at the site for all Proposer operations, as well as the
number of trucks and spares dedicated to the Contract.

Western Disposal has twenty-two team members on staff to maintain its eighty trucks. Our maintenance
shop has five bays and operates twenty-two hours per day/six days/week.
At the onset of the contract there will be four trucks dedicated and five spare trucks available to support
Lafayette services.
i.

The City actively works to protect its water resources, including surface and groundwater. It is essential that all carts do not leak,
have tight fitting lids that close, and that they are always closed after servicing. What steps do you propose to ensure these
requirements are met?

Western Disposal’s drivers are trained to monitor cart condition. If a damaged cart is observed by the
driver, or reported by a customer, carts are replaced the same day.
The motion of the vehicle arm that grasps the cart assures lids close after being emptied. Western
Disposal’s standard is that all carts are to be placed back at the curb upright with lids closed.
Drivers are trained and responsible for upholding that standard. Route supervisors conduct random
checks.
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C.2 Billing Support and Customer Service Support
a.

Describe in detail the manufacturer and model of equipment and software used to maintain route lists, customer service
histories, and the ability to provide City-requested reports of customer-specific information and data.

Western Disposal’s computer equipment is an IBM Power9 server utilizing custom-built software specific
to our requirements. The reports requested in this RFP are already programmed and we have an AS400
programmer on staff to update existing and write new reports.
b.

Describe how you will provide accurate and timely billing data downloads and reports at regular intervals to the City Utility
Billing Division.

Western has a custom-programmed monthly billing process that currently serves more than 40,000
customers. This is the same proven process as was used when serving the city of Lafayette from 20082014, that is:
• On the first business day of the new month, files will be generated which will output billing data
including the customer location and amount due for that month.
• A file containing canceled service locations will also be created.
• Both files will be sent via email to the City Utility Billing Division.
• The following reports will be sent to the City along with these files:
o Resolved misses and complaints
o List of service changes
o Material weights for trash, recycle and organics
o List of service for persons needing accommodation
c.

Discuss how you have implemented services in other municipalities, with particular emphasis on how the transition between
the previous Contractor and your company was handled, and how your company developed accurate customer service level
and billing data in the event the predecessor’s records were unavailable.

Western Disposal’s experience with transitioning services in both Louisville and Lafayette from
subscription to single hauler under a municipal contract was seamless. Previous contractor information
was not available, so we used data provided from the cities’ utility database to import the customerlevel information and sent a postcard directly to residents asking them to confirm their desired service
level. If no response was received, default-level cart sizes were delivered and subsequent service level
adjustments were made at the customer’s request.
d.

If you have transitioned from municipal billing to Contractor billing, please detail the successes and challenges of that process
and how you envision the transition working if the City elects to implement the Contractor billing agent relationship described
in Section 1.3.2.

Western Disposal worked with the city of Boulder in the late ‘90s to transition municipal recycle services
to Western collection using the same CMS system we use today. We also implement billing transitions
regularly with homeowners associations.
We will implement the following process if the city of Lafayette chooses to move to contractor billing:
• Acquire the city’s Utility Department database which should include customer name, contact
information, service address, billing address and service levels.
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•

•
•
•
•

e.

If service-level information is not available, Western Disposal will:
o Set up a form on the Western/Lafayette website for residents to order their desired
service level.
o Send a postcard directly to residents providing them with the website form URL to
confirm their desired service level. Alternately they will be able to return the postcard to
order service. If customer does not respond they will receive default-level cart sizes with
the option to change container sizes at any time on their service day.
Commence service
Integrate into our billing process (AS400 → BillTrust)
Send data file to our billing partner BillTrust for statement generation and mailing/e-mailing.
Billing cycle (monthly/quarterly) can be designated by the City. Customers can select paper or
paperless billing and can set up autopay.

The City considers customer service to be a very important aspect of this residential refuse, recycling, and organics collection
services contract. Outline your overall approach to customer service and how the various elements of customer service (call
center and web-based) work together to provide excellent customer service.

Customer Service Standards
At Western Disposal, it’s all about the customer. We have a customer service staff of six, but every
employee in every department is involved in customer service. At Western our services and systems are
built on the following underlying principles of service:
1. Do it right the first time - keep systems in place to make sure that everyone knows what they are
supposed to do each day, delivering consistency and the quality of service the customer expects and
deserves.
2. Offer flexibility to our customers - flexible services to meet a variety of resident needs; flexible
equipment that can work in a variety of areas and flexible systems that can accommodate changes
based on customer needs, not our needs or limitations.
3.

Be consistent ourselves - delivering the same high-quality services in the same manner week-in and
week-out is one of the things that we know customers value.

4.

Communicate, communicate, communicate - keep customers informed and offer them a variety
of ways to get the information they need.

5.

Be responsive - listen to customers and respond to their needs. Ask for feedback and continually
improve in meeting customers' expectations and needs.

Our Employees Make the Difference
Western has 160 employees who have learned that "good enough" is never that. Western employees
have exceptional longevity with the Company as evidenced by average employee tenure of 10 years.
Employees stay with us because they know they can be proud of the Company and the services we deliver.
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From collection at the residence, to talking with our employees, to billing, our goal is to avoid problems
before they happen which reinforces the positive image of City government in the community.
Response Protocol
Regardless of whether a customer contacts Western via phone or web, the same response protocol is
followed. Our Customer Service Representatives receive extensive training in customer service
principles and Western service standards.
•
•
•

Service change requests are processed the same day. Cart exchange are scheduled for switch
out on the next service day for that specific material.
Misses/complaints are entered into our customer management system (CMS) when received
and we resolve the issue the same day.
A live customer service representative is available Monday-Friday, 8 AM to 5 PM. At the contract
commencement, customer service will be staffed at 7 AM to service Lafayette customers. All
customers have the option to leave a message or send us an email after normal business hours.
These voicemails and e-mails are returned the following business day.

Western Disposal uses an Avaya phone system and real-time contact center management solution
system (Xima Chronicall™) for recording, monitoring and reporting all received calls.

More than ninety-five percent of our customer service calls are answered within
20 seconds.
We use Xima Chronicall™ to randomly monitor all of our customer service representatives calls on a
daily basis. The system gives us real time visual display of the number of calls in process, calls waiting
and the status of each representative. All calls are recorded for training purposes.
We use Chronicall™ to run reports daily, weekly and monthly which provides us with:
•
•
•
•
•
•
•

Where the call originated
Which representative took the call
Number of calls per hour and per day each representative handled
Speed of answer
Average time on hold
Number, if any, of dropped calls and the time on hold until call was terminated
Average talk time

Call monitoring and the regularly run reports help to properly staff for the busiest time of day and make
sure we have the optimum phone coverage and ensure a high level of customer service.
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f.

Provide the location and staffing levels at your call center facility and local office.

Western Disposal is locally based and operates out of a single facility located at 5880 Butte Mill Road in
Boulder. Our local office and call center facility are one in the same. The call center is staffed with six
customer service representatives Monday through Friday, all of whom will be trained to service
Lafayette residents. Live customer service representatives will be available to serve Lafayette residents 7
AM – 5 PM.
g.

Describe the functionality of your website including the basic structure, interface to customer service representatives, and the
degree to which customers can manage their accounts (e.g. change their subscribed service levels, order service, request a
missed pick-up collection), and how you ensure that web requests are accurately tracked, resolved, and reported.

Western Disposal’s website describes our brand and business philosophy, hosts our blog, and details
products and services available to residential and commercial subscribers, construction contractors and
the general public.
The site is enhanced with a series of widgets aimed at providing customers with quick and convenient
access to most commonly searched information; downloadable collection calendars and
recycling/compost guidelines, the ‘Waste Wizard’, a searchable database that guides users in proper
sorting and disposal, the ‘Waste Master’ sorting game to reinforce waste sorting knowledge (fun for all
ages!), a self-scheduling tool for bulky item collection (coming in 2022), and a bill pay portal should the
city decide to switch to contractor billing.
The Waste Wizard and Waste Master are produced in English and Spanish as are calendars and recycling
and compost guidelines.
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Outside of the free bulky item collection program, orders for on-call bulky item collection can be made
online using Western’s Special Collection tool, a new feature for 2022. This widget allows customers to
select and schedule their collection and designate what is to be collected. They receive both a
confirmation and a collection reminder via email. If there are charges associated with the transaction,
payment via credit card is scheduled. Please see Exhibit 3 for a visual summary of the user experience.
Collection addresses and item descriptions are tracked through the tool’s reporting feature.
The Special Collection tool can also be to schedule curbside collection of hard to recycle materials
through Western’s ‘Recycle Express’ program. This service removes a significant barrier to recycling
items that are heavy, bulky, or require special handling. For a $50 collection fee, Western dispatches a
box truck to collect electronics, small household appliances, large appliances (including CFCs)
mattresses, box springs, tires and more. There is an additional charge for some items, but many items
are free.
For Lafayette, Western will build out a custom sub-site specific to the services, rates, events, and
education targeted to Lafayette residents and will include the same widget enhancements previously
described. The sub-site will be structured with navigation, landing pages, .pdfs and forms specific to city
of Lafayette residential services and information.
Customers seeking to manage their account online will use web-based forms which are sent to a contact
e-mailbox monitored continuously by a dedicated customer service representative. The customer
receives an instant e-mail acknowledgement of their request and a follow-up from customer service on
the same business day.
A unique form and email address will be set up exclusively for Lafayette residents. Through our forms
platform, we will export a daily report of customer requests to assure tracking and resolution.
Lafayette will also be set up with a custom contact phone number featuring ‘whisper’ technology. When
a call comes in from this number, the representative receives a ‘whisper’ letting them know the call is
from Lafayette. This custom number includes reporting based on phone number, and the call is
recorded.
h.

Describe your most recent innovations in service; for example, new technology on trucks or new methods/technologies to
better communicate with customers.

•
•
•

As previously noted in item C.1.b, our on-board software, Routeware, provides real time data on
collection status or field issues which are communicated back to the customer when relevant.
For weather or other delays, Western utilizes email, social media and website notifications.
Western has local, live customer service representative available Monday-Friday.
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i.

Discuss how staffing levels are established and modified to ensure timely customer service, and how new and existing staff is
trained.

The primary metric used to establish and evaluate staffing levels is average wait time, which is
monitored on a monthly basis. As previously noted, current average wait time is 20 seconds or less for
95% of callers.
New Customer Service Representatives enter into a 5 month training program after which they
‘graduate’ and begin to receive and manage calls on their own. The training program is organized as
follows:
Overview (1 day)
• Company Standards and Expectations
Classroom Training (1 month)
• Customer Categories
• Areas Served, Google Maps, Price Charts
• Truck Types
• Residential Customers by Geography/Ordinance Area
• Commercial Services
• Commercial Special Considerations
• Services and Managing Service Issues
• Introduction to AS400 Power9
• Accounts Receivable Training
• Reports
Live Training (3 months)
j.

Describe how customer service performance is measured, including the specific targets or performance metrics used to evaluate
your performance.

Customer Service Representatives are evaluated based on four key-performance indicators:
1. Customer Interactions: demonstrating professionalism, engineering positive customer
interactions, thorough documentation in CMS.
2. Administrative Responsibilities: Responding to incoming e- and voice mails, consistency and
accuracy of clerical response to report data.
3. Business Knowledge: Product and service, recycling and composting, business processes
4. System Knowledge and Proficiency: Ability to use the Customer Management System to
effectively find required information and to implement changes and updates.
Methods/Standards:
• Thorough on-boarding and training (see C.2.i)
• Quality assurance monitoring: phone calls are monitored daily and at random by Customer
Service Manager. CMS notes randomly checked.
• Daily reports of completed tasks document administrative follow up.
• Weekly group meetings for coaching, updates and feedback.
• Individual coaching as needed.
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k.

When call center staff handle calls from more than one municipality or Colorado Utilities and Transportation Commissioncertificated service area, describe the procedures and aids used by those staff to address calls from different service areas
without delaying responses to customers.

•
•

l.

Incoming calls from the city of Lafayette will be 1st on Western’s phone tree, avoiding delay of
listening to full menu of phone tree options.
As noted in C.2.g, Lafayette will be set up with a custom contact phone number featuring
‘whisper’ technology. When a call comes in from this number, the representative receives a
‘whisper’ letting them know the call is from Lafayette, providing the customer with a more
streamlined experience.

Discuss how long it takes you to respond to service calls, how you monitor and adapt your field staffing to minimize your
response time, how the resolution of each service call is performed in a timely manner, and how this is tracked and routinely
reported as part of internal performance evaluation as well as required periodic reports.

Service calls are resolved the same day. The process is as follows:
1. Call is received and account-level notes are entered into our system
2. A work order is created and sent to a route driver via our on-board software application
Routeware.
3. The driver completes work order which is time-stamped ‘completed’ and marked ‘resolved’ in
the system.
4. If the call related to a missed pick up or other ‘service failure’ the customer is contacted directly
to affirm issue resolution.
Field Staffing: Western Disposal has sixty collection trucks operating throughout Boulder County on a
daily basis. From 7am – 5pm, we are never more than five miles away from an address that requires
service.
Tracking: Western Disposal generates a ‘Misses and Complaints’ report daily, which is reviewed by the
route supervisor to assure resolution.
Reporting: A monthly version of the ‘Misses and Complaints’ report will be provided to the city of
Lafayette.
m. Describe your procedures for handling missed collections and service failures. Do you have a separate route for handling missed
pick-ups at the end of each day; is each route driver responsible for collecting their misses on the day or day after regular
collection; or do you use some other system? How has this approach worked to minimize repeat missed pick-ups? How do you
handle customers who repeatedly report unwarranted missed pick-ups?

For the missed collection and ‘service failures’ procedure please see previous answer to C.2.l. above.
Missed collections are routed back to the driver who missed the collection.
If the same address has a repeat service issue the supervisor is responsible for evaluating the situation
and resolving the issue. In situations where customers repeatedly report unwarranted missed pick-ups
(e.g.: fail to have their carts out on time) are handled as follows:
• 1st time: Driver is sent back
• 2nd time: Supervisor becomes involved to understand and resolve the problem
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C.3 Transition and Implementation Plan
a.

Describe your proposed transition and implementation plans to ensure an efficient and successful implementation of Service
provisions as outlined in the Base Contract. Include a timeline which identifies major tasks and key dates in the transition and
implementation plan. Identify the major issues and describe your proposed approach. Discuss customer information, promotion
and notification, customer service, customer response, procurement and delivery of vehicles, carts, and other equipment,
contingency plans and other considerations which will ensure a successful transition and implementation of the Services under
the Base Contract.

Western will collect the city of Lafayette’s residential waste five days per week with recycle and compost
collected bi-weekly on the same day of the week. This will require 20% or fewer residents to experience a
day and/or schedule change.
Below is the proposed transition plan and timeline. Based on a February award date, this timeline provides
ample time to address any transition issues that may arise.
Item
Customer list provided by city or
current hauler
Cart inventory provided by current
hauler
Inventory assessment/order
additional carts
Draft ‘Welcome’
Information/Notification for residents
submitted to City for review
Draft postcard for residents to confirm
desired service level submitted to City
for review
City of Lafayette wireframes and subsite design submitted to City for
approval
Draft educational videos submitted to
City for review
Draft notification tags submitted to
City for review
Final educational videos submitted to
City for approval
Routes finalized, ‘Welcome’
Information/Notification and postcard
mailed to residents
City of Lafayette Website Live
Customer information and service
levels data base finalized
Customer service and Dispatch trained
on city of Lafayette program
Western Services Live

Notes
Including name, service address, cart sizes
and current day of service
Cart delivery window is 4-6 months for
purchasing additional carts
In anticipation of size changes and new
customers

Date
April 1, 2022
April 1, 2022
May 1, 2022
June 30, 2022

June 30, 2022

June 30, 2022

July 31, 2022
July 31, 2022
August 15, 2022
August 15, 2022

August 15, 2022
August 15 –
September 15
August 15 –
September 15
October 1, 2022
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D.

Implementation and Public Information

Implementation
a.

If you would be a new service provider for the City, describe in detail how you would work with the existing Contractor to
ensure a smooth transfer of information in a timely manner to meet the October 1,2022 start date.

Western Disposal has longstanding professional relationships with other haulers providing services
in this area and expect the transfer of information to be smooth and timely.
b.

Identify the individuals involved in this effort, their qualifications and previous experience in transitioning another city’s
Three Cart Program. Describe whether the same person will be serving as part of the management staff throughout the
Contract term as serves during the transition/implementation period.

The Team that manages the transition will be the same Team to manage Lafayette services on an
ongoing basis. Please see sections B.2 and B.4 for experience and qualifications.

Public Information
c.

Describe and provide examples of materials developed by Proposer’s staff and used to introduce and support Three Cart
Programs.

Please see Exhibit 1 for an example of introductory and informational collateral developed for the
city of Louisville’s 3-cart PAYT system.
d.

Address how materials will be distributed and how customers seeking additional information will be accommodated
throughout the Contract.

•
•

e.

Introductory program information will be distributed via mail and will also be available as a
.pdf on the city of Lafayette’s custom website.
Customers entering the program after initial launch will receive a ‘Welcome’ packet when
they sign up which will contain program details, a website guide and recycling/compost
guidelines.

Detail how your approach will increase and maintain participation, reduce contamination, and how methods may change
as participation levels increase or decrease.

Advancing diversion requires equipping users with the tools they need, when and how they need
them. As noted by The Recycling Partnership in its 2021 report, influencing recycling behavior
requires infrastructure, knowledge and engagement.
Infrastructure
First and foremost, recycling must be convenient. While essential, the 3-cart system is just a
beginning. Is it easy to recycle extra material? Is large volume organics collection constrained to
certain times of year? Is throwing away a bulky item the only option? How are landfill-banned
materials such as electronics and tires managed? Where does material get stored until ‘events’ roll
around?
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Western’s program advances diversion by providing solutions to all of these questions.
•
•
•
•

•

Extra single stream recycling can be left outside the bin in a cardboard box or reusable bin
Up to (10) bags of leaves and (6) bundles of branches can be set out regularly on compost day
Holiday tree collection is included
Recycle Express service collects recyclable bulky items, metal, electronics, tires, mattresses and
small appliances curbside. This service is available year-round. (see description pp. 25, some
fees apply).
Each resident can put out ten bulky items per year, when it is convenient for them. No waiting
for the next quarter or for an annual event.

Knowledge & Engagement
The city of Lafayette’s base contract has defined minimum requirements for education and outreach via
print, web, video, and events; those requirements are included in Western’s proposal.
Western proposes to go above and beyond requirements by developing, in partnership with Lafayette’s
Sustainability Coordinator and Waste Diversion Advisory group, a cross-platform communications plan
featuring timely recycling and sustainability articles, diversion tips and resources, community event
details and spotlight features.
This custom plan will include:
• Email communications
• Newsletters (print and electronic)
• On-site recycle and composting training for businesses, work teams, school groups and non-profits.
• Tours of Western Disposal’s Materials Management Center
• Blogging
• Videos
• Social Media
Please see Exhibit 2 for sample communications and sample plan.
Charting a Path
“In order to influence how people think, feel and act,
we have to understand how they think, feel and act.”
-The Recycling Partnership

Utilizing the key concepts of influencing recycling behavior recommended by The Recycling Partnership (see
Exhibit 6), we have built in to our proposal a series of surveys, waste audits, and waste composition studies
conducted in alternate years aimed at understanding customer behaviors, attitudes and barriers. Findings
will inform targeted messaging and measure subsequent changes in diversion rates, contamination rates
and program participation.
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Residential Surveys: Survey tools are well suited to assist in uncovering attitudes, circumstances and
barriers contributing to lack of progress in increasing program adoption and diversion rates. We propose
to conduct a residential survey ever-other-year beginning in 2024 to better understand how to adjust
messaging to improve program utilization.
Randomized Waste Audits: In alternating contract years, beginning in 2023, Western Disposal will
conduct a randomized, statistically relevant waste audit to identify contamination in recycle and
compost carts. This information will be used to develop targeted messaging aimed at reducing
contamination. The initial audit will be used as the baseline for measuring improvements and continuing
to identify problematic materials.
Waste Composition Studies: Waste composition studies are used to identify divertible material being
thrown in the trash. Western Disposal will conduct a waste composition study in alternating years
beginning in 2023. The information will be used to develop targeted messaging aimed at increasing
diversion. The previous years’ study will be used as the baseline for measuring improvements and
continuing to identify opportunities for diversion.
Western conducted a residential survey and a waste audit for the city of Louisville in 2015 and 2016
respectively. Please see Exhibits 4 & 5 for samples of this work.
f.

Explain your procedures for submitting public information material to the City for approval and any approval timelines you
will expect the City to meet.

Western’s Community Relations Manager will collaborate with the City to determine the
purpose/content of the communication and the target ‘in-home’ date. The communication would then
be designed by Western Disposal and submitted to the City for approval.
Timelines will be established based upon the desired ‘in-home’ date, method of dissemination (i.e.:
print/mail or electronic) and the time required by the City for its approval process.
Print/Mail: after approval by City: allow 5-7 business days for printing + 5 days for mailing.
Electronic: after approval by the city: allow 1 business day to prepare communication using Western’s
email platform.
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g.

Describe and identify your website, and how you plan to present information about the Services on the website. Describe your
procedures to keep information on your website up to date.

Western’s website URL is: https://www.westerndisposal.com/
Lafayette’s website URL (hosted by Western) will be: https://www.westerndisposal.com/lafayette/
Western will build out a custom sub-site specific to the services, rates, events, and education targeted to
Lafayette residents. It will be structured with navigation, landing pages, .pdfs and forms specific to city
of Lafayette residential services and information.
Lafayette’s site will also feature the same widgets as the main Western site; calendar search and
download, recycling and compost guideline download, Waste Wizard, and Waste Master (please see
page 24 for widget descriptions) aimed at providing customers with quick and convenient access to
most commonly searched information.
Outside of the free bulky item collection program, orders for on-call bulky item collection can be made
online using Western’s Special Collection tool, a new feature for 2022. This widget allows customers to
select and schedule their collection and designate what is to be collected. They receive both a
confirmation and a collection reminder via email. If there are charges associated with the transaction,
payment via credit card is scheduled. Please see Exhibit 3 for a visual summary of the user experience.
Collection addresses and item descriptions are tracked through the tool’s reporting feature.
The Special Collection tool can also be to schedule curbside collection of hard to recycle materials
through Western’s ‘Recycle Express’ program. This service removes a significant barrier to recycling
items that are heavy, bulky, or require special handling. For a $50 collection fee, Western dispatches a
box truck to collect electronics, small household appliances, large appliances (including CFCs)
mattresses, box springs, tires and more. There is an additional charge for some items, but many items
are free.
Customers seeking to manage their account online will use web-based forms which are sent to a contact
e-mailbox monitored continuously by a dedicated customer service representative. The customer
receives an instant e-mail acknowledgement of their request and a follow-up from customer service on
the same business day.
A unique form and email address will be set up exclusively for Lafayette residents. Through our forms
platform, we will export a daily report of customer requests to assure tracking and resolution.
There is a team of three who coordinate to keep Western’s website up to date and functioning:
• Kathy Carroll, Western’s Community Relations Manager, manages website workflow and
oversees the look, feel, features and navigation for the site. She determines and writes content
(including blog), manages forms and widgets, updates notifications and makes textual and some
graphic updates.
• Sean Henson, Western’s IT Manager, is the in-house back up for Kathy executing any updates
necessary in Kathy’s absence.
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•

h.

MAPR Agency is the web master and host for our site. They are responsible for site design,
handle technical issues, make graphic updates and also serve as backup to Kathy.

Identify and describe fully the qualifications of your Education and Outreach Manager (or equivalent) including previous
experience in working with another city’s Three Cart Program and government organizations.

Kathy Carroll will be the Education and Outreach Manager for the city of Lafayette during the transition
period and throughout the duration of the contract.
Kathy has been working in the marketing and communications field for more than three decades. As a
member of the Western Team, she is responsible for educating and maintaining communications with
Western’s 40,000+ subscription customers through:
•
•
•
•
•
•
•
•
•

Website structure and content planning and development
Email communications
Newsletters (written and electronic)
Business education on recycling and composting
Blogging
Tours
Customer Notification
Social Media
Media Relations

Kathy was the Outreach and Education Manager for the city of Louisville when Western was the service
provider. In addition to annual program communications, (see Exhibit 1), she designed and managed a
Diversion Outreach Survey and a Waste Composition Sort.
Diversion Outreach Survey ‘Be Trash Smart’
The purpose of this project was to probe the interest and potential motivations of residents with 64- or
96-gallon trash carts in switching to a smaller size, price and other factors driving compost cart usage,
attitudes and barriers to recycling, and to gauge levels of understanding regarding proper sorting.
Eco-Cycle partnered on this project and sent out a canvassing field team post survey door-to-door to
enlist residents to commit to reducing their trash cart size.
Please see Exhibit 5 for survey communications plan and survey response summary.
Waste Composition Study
In 2016, Western Disposal organized a waste composition sort, sampling trash collected throughout
Louisville, to gain insight into the types of divertible material that was being thrown in the trash in order
to develop targeted messaging to increase diversion.
Please see Exhibit 4 for methodology and results.
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E. Base Contract Modifications
Submissions contingent on an alternative Contract cannot be reasonably compared with competing Proposals and shall be
considered non-responsive.
For each Proposer-proposed Base Contract modification the following format shall be followed to maintain consistency between
Proposals:
•
Clearly indicate the reason for the requested change;
•
Whether the proposed change is a mandatory part of your Proposal or is simply a preference;
•
Propose alternative text; and
•
Provide the rate impact to your Proposal (or “no rate impact” if none) resulting from the proposed change.

Western Disposal understands and agrees to the requirements, terms and conditions of the base proposal
excepting the following (2) Base Contract Modifications outlined below:
Section 4.2.1.3 regarding Quarterly Bulky Item collection and the Saturday Annual Bulky Waste Event
Western’s proposed alternative for collecting bulky waste reduces cost and is more convenient for residents.
Rather than (1) bulky item per quarter and (5) bulky items during an annual event, we are offering (10) items
total at no charge, to be collected on any service day throughout the calendar year. Western’s system will track
the number of items collected per household and once the (10) item threshold has been met, the customer will
be a charged $40.50 per item by credit card.
Western’s base unit price has been calculated using the above proposal. Should the city of Lafayette require an
annual curbside event on a specified Saturday allowing (5) bulky items as specified in the base contract, the rate
impact would be an additional $1.75 in garbage rate per customer (i.e.: per home).
Proposed alternative text:
The Contractor shall offer free Bulky Waste collection for ten (10) items per calendar year for items that do not
fit inside their collection cart at no additional cost to every Customer. Items that are excluded from this Curbside
collection are; freon contained appliances, electronic items, and Hazardous Waste.
Section 4.2.3.2 regarding Bi-Annual Yard Waste Cleanup Collection Events
Western’s proposed alternative to Bi-Annual Yard Waste Cleanup Collection Events increases diversion
exponentially, reduces cost and is more convenient for residents.
Rather than limiting organics collection to (2) 32-gallon compostable bags allowed next to the cart on collection
day and bi-annual events to manage branches and additional leaf volume, we are offering (10) 32-gallon
compostable bags and (6) bundles of branches to be set out on any service day throughout the calendar year
without additional fees. This will enable residents to conveniently manage their yard waste as it is generated,
eliminating the need to store the material and removing the impetus to throw the material in the trash.
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Western’s base unit price has been calculated using the above proposal. Should the city of Lafayette require an
annual curbside event in spring and fall as specified in the base contract, the rate impact would be an additional
$1.75 in garbage rate per customer (i.e.: per home).
Proposed alternative text:
In order to be collected by the Contractor, all Organic material must be contained within the Cart with the lid no
more than six (6) inches open. Each Customer is allowed to have up to ten (10) 32-gallon compostable or kraft
paper bags next to their Cart on collection day and six (6) bundles of branches at no additional cost. Bundled
shrubbery, tree limbs and other green matter shall not exceed 6’ long, 3’ in diameter, 35 pounds and must be
bundled together with twine for removal. The Contractor shall be responsible for educating residents about the
preparation requirements through their annual or quarterly and electronic or mailed communications and/or
outreach.
The Contractor shall, at no additional cost to the Customer or City, provide a Bi-Annual Yard Waste Cleanup
Collection in the Spring and Fall on a week agreed upon by both parties. Each Customer is allowed to dispose of,
as part of the Customer’s regular collection day, a maximum number of twenty (20) bags of leaves in
compostable or kraft paper bags, plus an unlimited number of bundled shrubbery, tree limbs and other green
matter for collection. Excess shrubbery, tree limbs, stumps, etc. must not exceed four feet long by 4 inches wide
(4’ long by 4” wide) and must be bundled together with twine for removal. The Contractor shall be responsible
for educating residents about the preparation requirements through their annual or quarterly and electronic or
mailed communications and/or outreach.
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F. Sustainability and Innovation
Throughout our history, on our own and in partnership with local governments, Western has created and
implemented solid waste initiatives that provide opportunities for residents and businesses to reduce their
waste and move closer to a zero-waste community.

As a corporate citizen, we continue to invest in reducing the carbon footprint of our own operations
with energy retrofits, alternative fuel vehicles and renewable energy.

CLEAN & RENEWABLE FUEL: 100% of our daily collection fleet runs on compressed natural gas,
including our roll-off vehicles.
In 2019 Western Disposal entered into a long-term agreement with the city of Boulder to
purchase 100% of its renewable natural gas generated at their Water Resources Recovery
Facility. As of 2020, 60% of Western’s fleet is runs on this local, renewable source.

FACILITIES: Western Disposal has
had ongoing PACE Certification, a
measure of overall commercial
environmental stewardship,
since 2008.

RENEWABLE ENERGY: 90% of
our facility is powered by selfand community generated
solar and wind offsets.
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January of 2022 will mark the public opening of Western Disposal’s new Materials Management
Center (MMC), a centralized drop-off facility and transfer center diverting construction waste, wood
and yard waste, scrap metal, aggregates, cardboard, single-stream, mattresses, box springs,
electronics and small appliances.

CONSTRUCTION WASTE DIVERSION: Funded in part by a grant from the CDPHE
FRWD fund, the new MMC features a sorting area and conveyor for construction
waste. This new system is expected to increase construction waste diversion in the
County by up to 4,500 tons annually.

CARDBOARD RECOVERY: Each year more than 14,000 tons of Boulder
County’s cardboard goes to the landfill. With new sorting infrastructure
recently installed at the MMC, Western will segregate OCC-laden trash loads
and send it up the line for separation. Our estimates for additional OCC
diversion tops 3,900 tons thus avoiding the equivalent of the annual emissions
of 2,500 passenger vehicles.
More than 40,000 residents and businesses look to Western Disposal to connect them with
information, tips and local resource providers to help responsibly manage their waste.

EDUCATION: Western’s e-mail updates, blog and quarterly newsletters
feature timely recycling and sustainability articles, as well as community
event and spotlight features. We also provide on-site recycle and
compost training to businesses, work teams, school groups and nonprofits. Tours of Western’s Materials Management Center are available
spring through fall.

KEEPING IT CLEAN: Our web-based Waste Wizard database guides
residents and businesses in properly sorting their materials, avoiding
material stream contamination and upholding the value of recyclable
material. The app logs more than 2,000 material searches every
month.
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Appendix C: Form 2
City of Lafayette Residential Solid Waste Services RFP
Counts current through October 31, 2021
Service Level
Includes bi-weekly collection of Recyclables and Organics

One 32-gallon Garbage Cart (Weekly)
One 64-gallon Garbage Cart (Weekly)
One 96-gallon Garbage Cart (Weekly)

Single Family
Residential Garbage
Service

Proposer:___Western Disposal, Inc._____________________________
Monthly Service
Level Count
2,192
3,384
1,159

Pounds Per
Unit
30
30
30

787

Additional 96-gallon Garbage Cart (Weekly)
Miscellaneous Fees
Extra Organics Cart Fee (64-gallon Cart)
Extra Recycle Cart Fee (96-gallon Cart)
Return Trip Fee
Carry-out Fee, per 25 ft, per cart

$1.10
$2.20
$3.30

Collection
Fee
$15.58
$30.15
$46.73

Total Service
Fee
$16.68
$33.35
$50.03

30

$3.30

$21.71

$25.01

22
40

N/A
N/A

N/A
N/A

$2.00
$2.00
$11.00
$23.45

Disposal Fee

Cart Exchange Fee (Organics Only)

$30.00

Cart Replacement due to Customer Damage Fee

$60.00

Non-CFC Large Appliances (per item)
On-Call Bulky Waste
Sofa, Chairs, Furniture (per item)
Collection
Mattresses and Box Springs (per item)

Captures cart cost and maintenance
Captures cart cost and maintenance

Service includes (2) cart exchanges annually at
no charge

$40.50
$40.50
$40.50

1. Weekly Organics Collection

$4.00

Monthly increase (+) or decrease (-) in garbage rate per customer

2. Weekly Recyclables Collection

$4.00

Monthly increase (+) or decrease (-) in garbage rate per customer

3. Additional Recycle Cart Size (32-gallon and 64-gallon)

$2.00

Monthly increase (+) or decrease (-) in garbage rate per customer

4. Additional Refuse Cart Size (20-gallon)

$16.68

Monthly increase (+) or decrease (-) in garbage rate per customer

5. Monthly Refuse Collection

($6.34)

Monthly garbage rate per customer, if applicable include monthly increase (+) or decrease (-) in garbage rate
per customer

6. Annual Hard-to-Recycle Collection Event

$0.10

Monthly increase (+) or decrease (-) in garbage rate per customer

7. Contractor Billing Agent

$1.75

Monthly increase (+) or decrease (-) in garbage rate per customer

8. Contractor Retains All Commodity Revenues/Pays All Expenses

$1.00

Monthly increase (+) or decrease (-) in garbage rate per customer

RFP Alternatives1

1

Under this PAYT structure, 50% of the rate is
trash and 50% is diversion. Therefore additional
96 gallon trash unit is based on trash costs only.

Alternatives 1-5 are available to individual households on an 'a-la-cart' basis enabling each household to customize their recurring service level.

1. Customers will be served on their regular collection day. In addition to disposal, cost includes required custom routing.
2. Customers will be served on their regular collection day. In addition to disposal, cost includes required custom routing.
3. In order to be eligible for an additional cart, customer's 1st cart must be 96-gallon size.
4. In order to be eligible for an additional cart, customer's 1st cart must be 96-gallon size.
5. Customers will be served on the first regular collection day of the month.
6. Six-hour collection event on a Saturday mutually determined by the city of Lafayette and Western Disposal.
7. Western Disposal does not require an additional administrative fee for this service. The city of Lafayette's administrative fee, if required, is not included in the quoted rate.
8. Cost for intial 15 months. Will be re-evaluted in subsequent contract years.

1

Exhibit 1
Sample Program Introduction Flyer

Exhibit 2
Marketing Communications Sample
Calendar and Communications

ELECTRONIC CUSTOMER NEWSLETTER

PRINTED CUSTOMER NEWSLETTER

WESTERN BLOG

Exhibit 3
Online Bulky Item Scheduling Tool
Visual User Experience

Bringing your Bulky Item Collection Online

Resident Experience
Step 1:
Select items and date of pickup (according to route/zone)

Step 2:
Provide contact information and confirm

Step 3:
Pay via Stripe + Success Screen!

Step 4:
Email confirmation & Stripe receipt

Step 5:
Email Reminder automatically sent out the day before collection

Exhibit 4
Waste Composition Study

City of Louisville Waste Composition Study
Conducted July 15, 2016
Purpose
Western has been providing residential trash, recycle and compost collection services to the City of Louisville for more
than seven years. In the 2014 contract, an added value component was included which allocates Western resources that
can be applied to initiatives intended to understand and/or impact Louisville’s waste generation and diversion.
For 2016, the City of Louisville chose to engage Western to conduct a waste composition study. Waste composition
studies are an industry-standard practice often used to identify divertible material being thrown away. This information
can be particularly useful in developing targeted messaging once the type of divertible material heading to the landfill is
identified.

Waste Composition Sample
The sample was taken from (3) distinct Louisville residential routes that represented a diversity of housing stock and
demographics. These sample areas are shown on the attached “Louisville Collection Routes” map.
Due to time and budget constraints, the total amount sorted and the number of neighborhoods included was
constrained to what could be accomplished in one day, which (based on our previous experience) is approximately one
ton.
When the first collection truck for each of the previously noted neighbor hoods came in to tip, they were directed to an
area segregated from the rest of the material coming in to the transfer station. Each load was “mixed” by spreading,
pushing and piling several times, then (6) skid steer bucket loads were picked from each, for a total of 5,220 pounds.
This pile was then spread, pushed and piled and (8) bucket loads drawn, for a total sample weight of 2,320 pounds, or

1.16 tons. The sample was loaded into a roll-off container, weighed, then transported to an open site for sorting.

Roll-off Containing Sample for Sorting

Process and Materials Sorted
The materials sorted included paper, metal, glass, #1-#7 plastic, food waste and yard waste. Platforms were fashioned
on which the sorters placed the material and sorting bins were labeled for intended contents. Sorters were briefed on
recycling and compost guidelines and signage was posted to ensure accuracy.

Material Enroute to the Sorting Station

Sorting Station

Yard waste waste placed
on a tarp and weighed
at the end of the day.

Small bins where weighed as they filled up and the weight of contents was logged. (Weights in Pounds)

Once weighed the organics and the recyclable
materials were put into a container and at the end
of the day recycled or composted.

Results
Out of the total sample of 2,320 pounds approximately 385 pounds, or 17%, could have been diverted from the landfill.
This is an exceptionally low number (we expected the 30-40% range) – kudos to these neighborhoods for doing an
outstanding job of recycling and composting!
Weights are in pounds

Recommendation
As terrific as these results are, this information still provides insights to behaviors and diversion opportunities. At 57% of
total divertible weight, food waste was by far the primary divertible material found.
In 2015, Western Disposal and EcoCycle partnered with the City of Louisville to conduct a survey and canvassing
outreach project from which a list of insights was gleaned. Of particular relevance to what was found in this sample are
the insights “few residents use their curbside compost cart for kitchen, food or paper waste” and “many residents didn’t
understand the negative climate impacts of food waste in the landfill”.
In fact, food waste in the US is staggering; EPA data shows consumers waste about 290 pounds per person, per year. The
EPA and the USDA have taken up the cause of the “Sustainable Management of Food” and have developed tools and
education materials to assist communities in understanding how much they waste and how to reduce that waste.
As a possible initiative for the added value project for the next contract year, Western Disposal would like to explore
with the City of Louisville, ideas around educating residents about the social, economic and environmental costs related
to food waste with an eye to reducing overall volume and increasing the use of compost carts.

Exhibit 5
Residential Survey

City of Louisville
Diversion Outreach
Survey
Tuesday, August 04, 2015

Powered by

648
Total Responses
Date Created: Thursday, April 02, 2015
Complete Responses: 596

Powered by

Q1: Please indicate what size TRASH cart you currently have at
your home:
Answered: 648

Powered by

Skipped: 0

Q2: Switching to a smaller trash cart could save you at least $5/month, if
not more. How interested are you in switching to a smaller trash cart?

Answered: 302

Powered by

Skipped: 346

Q3: Why are you interested in switching to a smaller trash cart?
(check all that apply)
Answered: 124

Powered by

Skipped: 524

Q4: Why are you not interested in switching to a smaller trash cart?
(check all that apply)

Answered: 172

Powered by

Skipped: 476

Q5: Picking up COMPOST every week instead of every other week can
reduce the problems with odors and pests. If your compost was picked
up weekly, how motivated would you be to compost?

Answered: 612

Powered by

Skipped: 36

Q6: Several communities with strong composting and recycling programs
pick up TRASH every other week instead of every week. If your trash was
picked up every other week instead of weekly, how motivated would you
be to compost and recycle?

Answered: 608

Powered by

Skipped: 40

Q7: If a larger composting cart was available at no additional cost,
how likely would you be to compost more?
Answered: 609

Powered by

Skipped: 39

Q8: How often do you use your curbside compost cart?
Answered: 620

Powered by

Skipped: 28

Q9: You indicated you do not use a curbside compost cart. Why
do you not use it? Choose your TOP reason:
Answered: 86

Powered by

Skipped: 562

Q10: Please indicate your level of agreement to each of the
following statements:
Answered: 524

Powered by

Skipped: 124

Q11: For each of the following, please indicate how important the
reasons for curbside composting service are to you:
Answered: 590

Powered by

Skipped: 58

Q12: How often do you use your curbside recycle cart?
Answered: 604

Powered by

Skipped: 44

Q13: You indicated you do not use a curbside recycle cart. Why do
you not use it? Choose your TOP reason:
Answered: 11

Powered by

Skipped: 637

Q14: Please indicate your level of agreement with each of the
following statements:
Answered: 589

Powered by

Skipped: 59

Q15: Please indicate what you do with the following items when
you dispose of them:
Answered: 597

Powered by

Skipped: 51

Q16: How many people (including children) live in your
household?
Answered: 595

Powered by

Skipped: 53

Attachment H - Western Disposal Rates
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Appendix C: Form 2
City of Lafayette Residential Solid Waste Services RFP
Counts current through October 31, 2021

Proposer: Western Disposal
Monthly Service
Level Count
2,192
3,384
1,159
787

Service Level
Includes bi-weekly collection of Recyclables and Organics

One 32-gallon Garbage Cart (Weekly)
One 64-gallon Garbage Cart (Weekly)
One 96-gallon Garbage Cart (Weekly)
Single Family
Additional 96-gallon Garbage Cart (Weekly)
Residential Garbage
Miscellaneous Fees
Service
Extra Organics Cart Fee (64-gallon Cart)
Extra Recycle Cart Fee (96-gallon Cart)
Return Trip Fee
Carry-out Fee, per 25 ft, per cart
Cart Exchange Fee (Organics Only)
Cart Replacement due to Customer Damage Fee

Pounds Per
Unit
30
30
30
30
22
40

Non-CFC Large Appliances (per item)
On-Call Bulky Waste
Sofa, Chairs, Furniture (per item)
Collection
Mattresses and Box Springs (per item)

$1.10
$2.20
$3.30
$3.30

Collection
Fee
$15.58
$30.15
$46.73
$21.71

Total Service
Fee
$16.68
$33.35
$50.03
$25.01

N/A
N/A

N/A
N/A

$2.00
$2.00
$11.00
$23.45
$30.00
$60.00

Disposal Fee

$40.50
$40.50
$40.50

Weekly Organics Collection

$4.00

Monthly increase (+) or decrease (-) in garbage rate per customer

Weekly Recyclables Collection

$4.00

Monthly increase (+) or decrease (-) in garbage rate per customer

Additional Recycle Cart Size (32-gallon and 64-gallon)

$0.00

Monthly increase (+) or decrease (-) in garbage rate per customer

Additional Refuse Cart Size (20-gallon)

$16.68

Monthly increase (+) or decrease (-) in garbage rate per customer

Monthly Refuse Colletion

($6.34)

Monthly garbage rate per customer, if applicable include monthly increase (+) or
decrease (-) in garbage rate per customer

Annual Hard-to-Recycle Collection Event

$0.10

Monthly increase (+) or decrease (-) in garbage rate per customer

Contractor Billing Agent

$1.75

Monthly increase (+) or decrease (-) in garbage rate per customer

Contractor Retains All Commodity Revenues/Pays All Expenses

$1.00

Monthly increase (+) or decrease (-) in garbage rate per customer

RFP Alternatives

1

