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Cover Letter 

August 20, 2020 

The Towns of Wareham and Carver 

50 Marion Road 

Wareham, MA 02571 

Attn: Derek Sullivan, Town Administrator 

 

Dear Mr. Sullivan: 

Waste Management of Massachusetts, Inc. (Waste Management) is pleased to present the following 

response to the Towns of Wareham and Carver (the Towns) Request for Proposals for Curbside 

Collection of Refuse and Recyclables. Waste Management works with customers of all sizes across North 

America, and we use this vast experience to set a higher standard for our services and drive continuous 

improvement in our operations. With Waste Management as your partner, you can expect:  

The best value for Wareham and Carver: When choosing a provider for your needs, value is 

more than just the bottom line. Value is about what you get for the money you pay. With Waste 

Management, you will receive best-in-class service from an experienced team that is laser-focused on 

delivering quality, on-time, reliable service at the best price possible.  

A partner that does things the right way, every day: Waste, recycling, and organics collection 

are highly regulated operations with the potential for significant adverse environmental impacts if 

not handled properly. As a leader in environmental solutions, we give you peace of mind that your 

materials will be managed in full compliance with all regulations. 

As the largest, most financially stable environmental solutions provider in North America, 

we have the ability to finance operational improvements, equipment, facility upgrades, and 

container purchases. We do not have to rely on the timelines and terms of third-party creditors. 

Our resources also give us the ability to provide gold-standard insurance to protect our partners.  

Dedication to your goals because your priorities are our priority: If selected as your service 

provider, Waste Management will make your program goals our priority. We take pride in being a 

truly collaborative partner that works with our customers to understand their priorities and structure our 

operations to help you achieve your goals.  

Thank you for the opportunity to participate in your selection of an environmental services partner. We are 

eager to earn your business. Our team is dedicated to going above and beyond to deliver best-in-class 

service for the District. Please do not hesitate to contact me with any questions. 

Sincerely,  

 

Heather Louro, Public Sector Sales Representative 

(508) 962-9825, HLouro@wm.com 
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Delegation of Authority 
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Addenda Acknowledgment 

Please note any exceptions on separate contractor letterhead.  

THE UNDERSIGNED ACKNOWLEDGES RECEIPT OF  

Addendum 1, via email  8/6/2020   

Addendum #2, via email 8/17/2020   

*To be filled in by applicant if addenda are issued.  

APPLICANT  Waste Management of Massachusetts, Inc.  

ADDRESS  100 Hill St., Norton, MA 02766-3328  

COUNTY  Bristol  

PHONE  (508) 962-9825  

FAX  N/A  

Date Offered  August 20, 2020  

STATE OF INCORPORATION  01/14/1974  

TAX I.D. NUMBER  042535063 

AUTHORIZED SIGNATURE  ____________________ 

Printed Name and Title  Heather Louro, Public Sector Sales Representative 
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Affirmative Action Survey 

Government agencies require periodic reports on the gender and ethnicity of vendors and/or contractors. Please 
complete information as it pertains to the principal of the company/corporation.  

CHECK ONE:      MALE 

 FEMALE  

 SOMBA CERTIFIED  

 

ENTER THE CODE NUMBER (see below) WHICH APPLIES:  

1. White-origins in any of the original people in Europe, North Africa, or the Middle East  
2. Black-origins in any of the Black racial groups of Africa  
3. Hispanic-Spanish origins in Mexican, Puerto Rico, Cuba, Central or South America  
4. Asian/Pacific Islander-origins in any of the original people of the Far East, Southeast Asia, 

Indian Subcontinent, or the Pacific Island  
5. Native American-origins in any of the original peoples of North American who maintain 

cultural identification through tribal affiliations or community recognition  
6. Cape Verdean-origins in the Cape Verde Islands  

 

CHECK IF ANY OF THE FOLLOWING ARE APPLICABLE: N/A 

 VIETNAM ERA VETERAN  

 DISABLED VETERAN  

 DISABLED INDIVIDUAL 

 

  

✓ 



 

vi 

In depth information about the Leadership Team at Waste Management can be found at 

www.wm.com/us/en/inside-wm/leadership   

Affirmative Action 

As an Equal Opportunity Employer, Waste Management is committed to an environment free from discrimination. As such, 

employment decisions are made by placing the most qualified person in each job without regard to race, color, sex, pregnancy, 

sexual orientation, gender identity, 

religion, marital status, age, 

national origin, disability, genetic 

information, veteran status, citizen 

status or other protected group 

status as defined by federal, state 

or local laws. This policy applies to 

all terms and conditions of 

employment, including hiring, 

placement, promotion, demotion, 

transfer, recall, recruitment, 

recruitment advertising, lay-off or 

termination, rate of pay or other 

forms of compensation, and 

selection for training. We also 

have in place annual Affirmative 

Action plans to analyze and 

monitor the workforce 

composition. Each employee 

receives a copy of Waste 

Management’s Equal Employment 

Opportunity Policy annually, which 

is provided on the following page 

for reference. If awarded this 

Agreement, we will adopt the 

Towns of Wareham and Carver’s 

Equal Employment Opportunity 

policy as a supplement to our own 

internal Policy for all our Wareham 

and Carver operations.  

 

 

http://www.wm.com/us/en/inside-wm/leadership
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1 | EXECUTIVE SUMMARY  

Doing the Right Thing, the Right Way 

Your Priorities are Our Priority 

When partnering with Waste Management, you get more than just a driver and a truck, you will receive a 

proactive partner with best-in-class, proven, and reliable solutions to help you achieve your environmental 

and community goals for both Wareham and Carver’s solid waste programs. The following outline shows 

how we are prepared to not only meet your expectations but exceed them, to prove ourselves as a “highly 

advantageous” partner for the Towns. 

Town and Community 

Priorities for Your 

Service Provider 

Why Waste Management is the Best  

Partner for the Towns of Wareham and Carver  

Experience 

Waste Management has proudly served municipal, residential, and 

commercial customers throughout Massachusetts for the last 45 years and 

our financial strength is the best in the industry. Our experience far 

exceeds the Towns’ requirements of five years of satisfactory curbside 

collection of municipal solid waste and recyclable material for three or 

more cities and/or towns in the Commonwealth of Massachusetts similar 

in size to Wareham and Carver. We can also demonstrate our solid 

financial standing.  

For more information on our experience and financial strength, please see Sections 2, 3, 

and 4 of our proposal.  

Automated Municipal 

Hauler Related 

Experience 

In our list of references, we have provided contacts for 12 communities 

where we currently provide automated municipal curbside collection for 

solid waste and recycling, far exceeding the Town’s “highly advantageous” 

specification for three or more cities or towns in the Commonwealth of 

Massachusetts similar in size to the Towns over the last two years.  

For more information on our automated collection partner communities, please see Section 

4 of our proposal. 
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Town and Community 

Priorities for Your 

Service Provider 

Why Waste Management is the Best  

Partner for the Towns of Wareham and Carver  

Equipment, and 

Schedules 

We are pleased to offer the Town only the best in automated solid waste 

collection vehicles and equipment. We will provide new, CNG-fueled 

trucks for waste and recycling collection in Wareham and Carver and will 

partner with one of our tested and proven best-in-class cart fabricators to 

provide new carts for each residential unit. We will procure and implement 

the Town’s vehicle and carts in a timely manner that is consistent with the 

schedule of implementation. Our commitment to vehicle and equipment 

quality and to providing a schedule tailored to the Town’s needs, exceeds 

your preferences for 50 percent of the collection vehicles assigned to the 

Towns to be less than two years old, and in excellent operating condition 

to service the needs of both Towns and for a partner that will comply with 

the scheduling requirements of the proposed contract terms.  

For more information on the benefits of our state-of-the-art CNG collection vehicles, 

industry-leading carts with 10-year warranties, and your tried, tested, and proven 

implementation plan, please see Sections 2, 3, 4, and 5 of our proposal. 

References 

We have provided 12 strong references for partner communities that will 

attest to our history of excellent customer relations and customer 

satisfaction.  

To learn firsthand about our excellent record of service with communities throughout 

Massachusetts, please see Section 4 of our proposal. 

Exceptions to Contract 

Specifications 

As we noted in the introduction to our requested clarifications and 

exceptions to the Draft Agreement, Waste Management strives to be 

transparent in our proposals. We understand it is difficult for the Town 

when contractors attempt to negotiate new terms after an award is made. 

That is not how we do business. At the same time, we feel a balanced 

contract will benefit both parties over the term of the Agreement. The 

clarifications and exceptions provided for your review and consideration 

are only those that we consider to be essential for a successful program.  

For more information on our requested clarifications and exceptions, please see Section 7 

of our proposal. 

Quality Assurance 

With your agreement, we will be ready to provide service starting on April 

1, 2021 for automated collections in Wareham and Carver.  

For more information the specific procedures we utilize to confirm that high-quality service 

is provided throughout the transition and implementation, please see Sections 2, 3, 4, 5,  

and 6 of our proposal. 
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Town and Community 

Priorities for Your 

Service Provider 

Why Waste Management is the Best  

Partner for the Towns of Wareham and Carver  

Alternative 

Considerations for 

Benefit of the Towns 

We have demonstrated our ability to provide additional alternative service 

offerings in Section 8. These services have proven highly advantageous to 

other Towns and are in addition to those required by this RFP. Use of 

CNG trucks will provide visible evidence of the Towns’ commitment to 

sustainability. 

For more information please see Sections 2 and 8 of our proposal. 
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2 | THE TOWNS OF WAREHAM AND CARVER 

A Seamless Implementation with a Trusted Partner 

Statement of Work 

Waste Management recognizes that Wareham (8,200 households) and Carver (3,200 households) are 

seeking a service partner for a five (5) year term beginning April 1, 2021 and ending March 31, 2026, with 

two possible annual renewals. The Towns are evaluating the following options and we are prepared to be 

your partner regardless of which services you select. 

Towns’ Options Waste Management Proposal 

Weekly curbside collection of solid waste 

(automated or semi-automated) from residential 

subscribers and transportation to disposal facility  

Weekly automated containerized curbside 

collection from either or both Wareham and 

Carver residents to the SEMASS Disposal 

Facility. 

Bi-weekly curbside collection of single stream 

recyclables (automated or semi-automated) from 

residential subscribers, and transportation and 

processing  

Bi-weekly automated containerized curbside 

collection transportation and processing of single 

stream recyclables from either or both Wareham 

and Carver residents to the Waste Management 

owned and operated Recycle America Processing 

facility in Avon, MA. 

Collection, transportation and disposal/processing 

of solid waste and recyclables from Town 

Facilities and possibly Schools (Wareham).  

All services are available to the Towns’ schools 

and facilities for consideration. Dumpsters will be 

provided where requested. Special consideration 

will be given to collection times where requested. 

Additional alternatives and services are also offered for your review within this proposal. 

Collections will occur between 7 a.m. and 5 p.m.; routes will be optimized; and five (5) route maps and/or 

route street listings will be presented to the Towns six weeks before service begins. Waste Management 

will provide, distribute, maintain, and replace 65-gallon carts for trash and 96-gallon carts for recycling for 

automated collection of refuse and recyclables. Services will be available for all residential subscribers, 

including eligible multi-families, housing authority facilities, and possibly schools. The 65- and 96-gallon 

collection carts will become the property of the Town(s) at the end of the contract period. Our wheeled 
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containers will have hinged lids with Town seals and different color lids for easy recognition and will be 

delivered one week before the start date of the contract. 

We will make every effort to collect from Cromesett, Onset, Swift’s Beach, Briarwood Beach, Parkwood 

Beach, and Pinehurst Beach on Mondays. Final discussions will result following route optimization 

pending award. 

We recognize the requirements for the following Town facilities and their requested services. 

Wareham Service Locations 

Wareham EMS  2-yd.  every other week  

Wareham Fields & Grounds  8-yd.  2 times per week 

Multi Service Center  
6-yd. / trash  weekly 

4-yd. / recycle  every other week 

Wareham Middle School  compactor (compactor also required) every 2 months 

Wareham High School  

compactor (compactor also required)  

8-yd. / recycle weekly 

(8) 96-gal.  every other week 

John Decas School  

10-yd. / trash  2 times per week 

4-yd. / recycle every other week 

96-gal. recycle every other week 

Wareham Town Hall  
6-yd. / trash  weekly 

96-gal. / recycle every other week 

Wareham Police Station  
6-yd. / trash  weekly 

96-gal. / recycle every other week 

Wareham Library  
8-yd. / trash  weekly 

96-gal. / recycle every other week 

Wareham Recycling Center  

30-yd. roll offs   

(2) 10-yd. / recycle 2 times per week 

Toter pick up  weekly 

Wareham Middle School  
2-yd. / trash  weekly 

8-yd. / recycle weekly 

School Transport  2-yd. / trash  weekly 

 

Carver Service Locations 

School Transportation Building 4-yd.  weekly 

Carver Fire Station 6-yd. every other week 

Carver High School 

10-yd. / recycle weekly 

6-yd. 5 times per week 

4-yd. / trash 5 times per week 

DPW 8-yd. weekly 
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Carver Service Locations 

Elementary School 
6-yd. / trash 5 times per week 

4-yd. / trash 5 times per week 

School Administration Building 4-yd. / trash weekly 

Town Hall 6-yd. / trash weekly 

Atwood House 6-yd. / trash weekly 

To fulfill these and your residential services, Waste Management will use the following equipment. 

Waste Management Carts  

Waste Management will partner with one of our industry-leading cart suppliers for the delivery of new 

carts in Wareham and Carver. Our hand-picked suppliers have served the solid waste and recycling 

industry for decades and all cart quality and workmanship are backed by 10-year warranties. 

Primary features and benefits of Waste Management-supplied carts include:  

• Product Quality. Carts are produced using an injection molding process that allows for exact 

precision and product uniformity. 

• Warranty. All items will be delivered free from defects in material or workmanship. Waste 

Management will replace any defective carts and/or parts during the warranty period. 

• Distribution. Waste Management will procure and manage the initial distribution of the carts, 

providing an on-site supervisor-level project manager acting as the first point of contact.  

• Durability. Our carts are UV-stabilized and designed for optimal compatibility and functionality 

with both semi- and fully-automated lifter systems. 

• Minimal Assembly. Our carts are quick and simple to assemble - requiring no tools. 

• Customer Convenience. Our carts are easy to handle and provide an excellent balance 

between stability and maneuverability. 

• Customizable Design Options. Carts are available in many standard color options with hot 

stamping and large in-mold labels to display key program instructions. 

• Recyclability. High Density Polyethylene (HDPE) resin makes our supplied carts 100 percent 

recyclable. 
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Sample Waste Management Carts 

64-gallon carts 

96-gallon carts 

Cart Sustainability  

It only makes sense that the carts we provide Wareham and Carver for the collection of trash and 

recyclables should be made as environmentally responsible as they are durable, convenient, and long 

lasting. When selecting our proposed cart manufacturer for each town, we consider the following 

environmental benefits: 

• Environmentally Friendly Manufacturing. Our cart manufacturers are firmly committed to 

minimizing environmental impacts through continual improvement of business practices, 

exceeding environmental regulations, and minimizing carbon footprint in company operations. 

• Post-Consumer Recycled Content. Carts are manufactured using post-consumer recycled 

content, helping reduce our reliance on limited natural resources.  

• Cart Recovery and Recycling. The resin used to make our carts is recyclable at the end of the 

cart’s useful life. This allows our cart manufacturer to create a closed loop system - reclaiming 

and recycling products at the end of their lifecycle for reuse in the production of new products. 

Cart Warranties  

Our proposed cart suppliers all provide a non-transferable 10-year warranty period from date of cart 

shipment. The provided warranty does not cover negligence, abuse, or normal wear and tear, but does 

protect Waste Management and both towns from defects in materials and workmanship.  

Waste Management has long-standing vendor histories with all of our suppliers and has successfully 

utilized cart warranties when needed. We are confident our suppliers will stand behind their product 

quality.  
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The Towns’ Routes to Innovation with Automated Collection 

Automation Technology Creates 

Safer, Faster, More Efficient 

Collection System for Wareham 

and Carver 

Just as Waste Management has 

transformed the way waste is 

managed, we have dramatically 

altered the way we collect and 

transport it. An outdated, manual, and 

tedious collection process has been 

replaced by a far safer, less time-

intensive, and much more efficient 

collection process. Today, automated 

collection is leading the way and 

pushing the waste services industry 

forward because it is: 

Safer: For our drivers, automated collection eliminates manual lifting and exposure to possible hazards 

such as sharp objects, exposure to pathogens in waste, and traffic accidents. Additionally, the steering 

wheel is on the right side of the cab so if the driver must get out of the truck for any reason, they are 

stepping out to the curb and not the road.  

Faster: With improved collection efficiency, automated collection truck drivers can pick up more carts in a 

day, reducing operational and labor costs and helping to keep service rates competitive. The technology 

also allows for the truck to function at idle speeds, which reduces fuel consumption and keeps noise at a 

minimum. 

Convenient: Customers are embracing the many conveniences and benefits of wheeled carts versus 

bags and cans. The carts are easy to roll, have larger capacities than most resident-provided containers, 

and are maintained by Waste Management, eliminating the need for residents to worry about replacing 

cans as they age. 

Aesthetically Appealing: Our automated collection carts improve the look of neighborhoods by providing 

a uniform look and cleaner streets, as waste carts eliminate the need to pile trash bags at the curb. The 

automated carts are also more resistant to tipping by animals than customer-owned containers, which 

reduces blown litter and strewn garbage. The articulating arm on the truck can lift up to 2,000 pounds, 

allowing residents to place more items inside their cart as opposed to large piles by the street.  

Why Automated? 

Customer Benefits 

✓ Safer - no more lifting heavy bins or cans 

✓ Carts are wheeled and easier to roll and reposition 

✓ Attached lids help keep pests out and reduce fly-away litter 



The Towns of Wareham and Carver 

Request for Proposals - Curbside Collection of Refuse and Recyclables Non-Price Proposal 

10 

✓ Carts can hold more material than cans and come in a variety of sizes to meet customer needs – the 

automated side loader mechanical arm can lift up to 2,000 pounds 

Community Benefits 

✓ Safer, quieter, more modern collection  

✓ Greater curb appeal with a more uniform look on collection day 

✓ Cleaner streets with less wind-blown litter 

✓ Reduced truck traffic - more efficient service means fewer trucks and less drive time 

✓ Lidded carts keep materials dry – material reaches recycling plant in optimal condition for reuse 

✓ Carts are durable and long-lasting 

✓ Stress-free upkeep - carts can be provided and maintained by Waste Management 

Operational Benefits 

✓ Decreases risk of driver injury – fewer injuries due to lifting cans manually and less risk of being 

struck by passing automobiles 

✓ Greater productivity as drivers can service more customers in less time 

✓ Improves collection efficiency, which reduces operational and labor costs, helping to keep service 

rates competitive 

✓ Automation positively impacts driver job satisfaction and retention 

✓ Automated collection helps Waste Management attract highly qualified, experienced drivers 

Innovating Collection with the Automated Side Loader Truck 

Waste Management will use the automated side loader to collect waste and recyclables. Operated by a 

single driver from inside the truck, the automated side loader utilizes a mechanical arm with a claw to pick 

up a cart from the curb. When grasping onto the cart, the claw makes a secure grip around the widest 

part of the cart body. After gripping the cart, the mechanical arm lifts the cart up, dumping waste into the 

top front of the truck. Waste is then forced through an aperture into the main body and compacted toward 

the rear of the truck. The driver is able to then reset the cart in its original curbside position. 

Automated Side Loader 

 

 

 

 

 

 

Materials Collected 

Recycling & Garbage 
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Type of Fuel 

Compressed Natural Gas 

Crew Size 

1 driver 

Service Procedures 

Services containers with mechanical arms that lift and tip contents into the body of the truck. Operated 

by the driver - on the right hand side of the cab - with controls inside the cab. 

Why We Recommend Automated Collection for Wareham and Carver 

The Town’s choice to transition to automated collection will offer safer, more efficient, and more 

aesthetically pleasing services for Wareham and Carver. Automated collection is popular with residents 

because the lidded, two-wheeled collection carts are easy to use and maintenance free. The quality and 

workmanship of the carts we provide are backed by a minimum 10-year warranty. We have successfully 

utilized wheeled carts in communities throughout North America and consistently receive positive 

feedback from individual customers and community leaders.  

Primary features and benefits of our automated collection carts include: 

Customer Convenience: Carts are easy to handle and provide an excellent balance between stability and 

maneuverability. Customers are often surprised by how much easier it is to place their waste at the curb. This 

benefit is especially valuable to our aging customers that may not feel comfortable lifting and carrying a non-

wheeled can to their curb each week. 

Increased Curb Appeal: Waste Management carts create visual uniformity in our neighborhoods and lids 

keep waste contained – all leading to a much neater, cleaner collection day. 

Variety of Sizes: Our carts satisfy your requirement for 65- and 96-gallon choices. 

Product Quality: Carts are produced using either an injection or roto-molding process. Both allow for exact 

precision, product uniformity, and extreme durability. The carts we provide are capable of standing up to the 

everyday wear-and-tear of automated collection, frequently lasting well over 10 years. 

Minimal Assembly: Carts are simple to assemble. Requiring minimal tools, carts include snap-on wheels, 

axles, and a one-piece lift bar. Quick assembly allows Waste Management to efficiently distribute carts to 

entire communities. 

Easy Maintenance: Waste Management provided carts are simple to maintain. Cart components that 

receive the highest levels of wear and tear (e.g., lids, wheels, etc.) are easily replaceable. Customers simply 

report maintenance issues to Waste Management and our staff will promptly handle necessary repairs. 

Customizable Design Options: Communities can work with Waste Management to customize their carts. 

Carts are available in a selection of standard colors with hot stamping and full-color, in-mold labels to display 

key program instructions. 

End-of-Life Cart Recovery and Recycling: The resins used to make carts are recyclable at the end of the 

carts’ useful life. This allows our cart manufacturers to create a closed loop system - reclaiming and 

recycling products at the end of their lifecycle for reuse in the production of new products. 

If Wareham and Carver decide to move forward with automated collection, we will partner with one of our 

industry-leading cart suppliers for the delivery of new carts. Our hand-picked suppliers have served the 
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solid waste and recycling industry for decades, and, as noted before, the quality and workmanship of all 

our carts are backed by 10-year warranties. 

State-of-the-Art Vehicles with Industry-Leading Technology 

With more than 32,000 collection and support vehicles on the road throughout North America, Waste 

Management trucks are a familiar sight and one of the most visible symbols of our company. Our state-of-

the-art fleet - navigating your Towns - 

assures Wareham and Carver are provided 

safe, quiet, efficient, and environmentally 

friendly collections.  

All of our vehicles are fully enclosed and 

designed to be leak-proof with self-

contained mechanisms to compress the 

material collected. The vehicles are painted 

in a uniform color and are easily identifiable 

as they adhere to specific branding 

guidelines. Vehicles are marked with unique unit identification numbers on both sides and the rear. We 

maintain detailed records of each collection vehicle and all vehicles are meticulously maintained for a 

clean and orderly appearance, as well as good working condition. 

Waste Management’s industry-leading onboard technology minimizes the environmental impacts of our 

collections while maximizing reliability and efficiency. From our advanced onboard computing system that 

streamlines communication, to our eRouteLogistics® mapping and routing software with real-time GPS, to 

our onboard digital cameras, to trucks powered by cleaner and more cost-effective natural gas - a 

partnership with Waste Management means that Wareham and Carver receive the latest advancements 

in always-evolving industry technology. 

Compressed Natural Gas-Powered Trucks for Cleaner, Quieter, and More Cost-Effective Solid 

Waste Collections  

Waste Management would service both Towns with vehicles that run exclusively on CNG. CNG is a fuel 

used in place of gasoline or diesel that when combusted produces fewer undesirable gases than gasoline 

or diesel, resulting in improved air quality emissions.  

CNG trucks emit nearly zero particulate emissions, reduce greenhouse gas (GHG) emissions by 15 

percent, and cut smog-producing NOx emissions by 50 percent compared to the cleanest diesel trucks. In 

another effort to improve air quality, the engines automatically turn off after five minutes of idling to further 

reduce emissions and conserve fuel. CNG engines run much quieter than diesel trucks – many 

customers have commented that they cannot even hear our quieter CNG trucks coming down the street. 

While our “last generation” natural gas engine cuts smog-producing nitrogen oxide (NOx) emissions by up 

to 50 percent compared to the cleanest diesels, our 2017 near-zero-emission natural gas engine (ISL-G 

“NZ”) is the cleanest heavy-duty machine ever certified by the California Air Resources Board (CARB). 

Waste Management helped pioneer this engine with Cummins, and it now provides a 95 percent reduction 

in NOx emissions compared to the current NOx standard and a 93 percent reduction in NOx compared to 
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the latest diesel engine technology. Additionally, the new engine is already certified at 16 percent below the 

current GHG emission standard and is 12 percent below the 2027 standard. 

As mentioned, the Towns of Wareham and Carver will be serviced from our Norton Hauling District. This 

location houses a full-service maintenance facility. Detailed records are kept for all vehicles in our fleet 

and copies of that information will be available at any time for Towns’ personnel. The ability to maintain 

our fleet in-house assures that we can rotate vehicles to maintain back-up collection equipment to ensure 

uninterrupted collection service. 

Additional details regarding safety are provided in Section 5. 

Holidays 

Waste Management will provide a schedule of company holidays for each year. If a driver cannot perform 

a pickup on the regularly scheduled service day because of a holiday, the pickup will occur on the next 

business day. Waste Management typically observes the following national holidays: 

New Year’s Day Labor Day 

Memorial Day Thanksgiving Day 

Independence Day Christmas Day 

Ongoing Communications 

Effective communication is critical to a successful contract. Not only will we communicate with the Towns’ 

staff, we will routinely communicate with your residents, schools, and facilities. Waste Management 

continuously invests in effective communications to accommodate a wide range of preferences. 
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Wareham and Carver’s Service Team  

At Waste Management, we believe that developing a strong relationship with you and your community is 

important to our long-term partnership. Our priority is to thoroughly understand our customers’ program 

goals and service expectations – we listen first, and act second. Through on and off the street research, 

our conversations with you, and this RFP process, we have developed substantial insight into the Towns 

of Wareham and Carver’s expectations for your program.  

Appreciating our customers’ unique needs allows us to customize services and program offerings. We 

understand that disruption of services is a major concern when changing service providers, and our 

experienced team and transition plan are key to a smooth implementation. We will work with you, your 

community, and internally, as your Waste Management service team, to transition and execute collection 

services that align with all your requirements and expectations. Our goal is to make our customers’ jobs 

and lives easier, eliminating your waste and environmental-related worries.  

We would like to introduce you to the dynamic team members that will serve you and your community. 

Your local Wareham and Carver service team brings a diversity of backgrounds, skillsets, and job 

responsibilities.  

Heather Louro will lead our Wareham and Carver Project Team. Heather is uniquely qualified because 

she works only with our municipal customers, and she will manage the Towns’ contracts. She can be 

reached at (508) 962-9825 or HLouro@wm.com. John Cederquist, Senior District Manager, manages our 

Norton Transportation Facility and will oversee all operational activities for both towns. Our team and the 

resources they bring to the table are equipped and ready to meet every requirement identified in the 

Curbside Collection of Refuse and Recyclables RFP. 

Upon award, a dedicated route manager will be assigned to provide feedback to Towns’ officials and 

additional training to drivers through route observation. Your dedicated route manager will oversee our 

day-to-day operations in both Towns. They will host morning huddles with all drivers that include safety 

briefings. They will also coordinate daily operational needs with our maintenance team and will develop 

and monitor daily route assignments. The Towns’ route manager will always be easily accessible for 

Town staff for prompt resolution of immediate service needs. They will spend the majority of their day in 

the field preventing service issues and addressing any that may arise. 

Meetings: Throughout the life of the contract regularly scheduled meetings will be established at mutually 

agreeable intervals to evaluate performance and any discuss service modifications, issues, or requests. 

Reporting and audit requirements will be detailed during transition planning.  

Tagging:  

Wareham and Carver’s designated Route Manager will be in each Town on collections days and in 

constant communication with all drivers assigned to your routes. The Route Manager is responsible for 

communicating with Town officials and our customer service and dispatch departments regarding any 

operational obstacles that are identified on the streets that might interfere with our collection routes.  

In addition, we will assist you with quality control of Wareham and Carver’s solid waste and recyclable 

material set-outs through our Waste Management tagging process.  

Because the Towns of Wareham and Carver are offering a fully automated cart collection program, 

unacceptable materials and improper set-outs are not always visible to our driver. While approaching the 

set-out, our drivers are trained to identify any improperly prepared or unacceptable material that he/she 

can visibly see. If this type of discovery is made, they will affix a non-compliance tag sticker on the cart to 
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indicate why the 

material was not 

accepted and leave 

the material 

curbside. The driver 

will report the 

incident to our 

dispatch center 

where the infraction 

is electronically 

logged. A report of 

violations will be 

transmitted to the 

Town each 

afternoon.  

As an added benefit, all our automated collection vehicles have cameras allowing the driver to see the 

contents of each container as it is being emptied into our trucks. In the event that the driver recognizes 

contamination or unacceptable waste while the cart is being emptied into the vehicle, the driver will follow 

the same process by calling into our dispatch department and alert them that unacceptable material was 

identified through the truck camera while tipping. This practice will allow the Town the opportunity to 

communicate a “set out warning letter” with the locations if necessary. 

If the unacceptable material is of the nature that will pose a health hazard for the driver or disposal site 

personnel, a supervisor will be notified immediately, and the vehicle will cease operation until the situation 

is resolved.  

Outreach Sponsorship: 

Waste Management has developed a full suite of graphics for education and outreach efforts for program 

participation and recycling including introductory postcards/flyers, basic start up literature to residents 

about how, what and why to recycle and what collections are scheduled. We offer a no cost website 

option that is discussed in detail Section 8. Additional examples follow in Section 3. Below is a additional 

example of our outreach materials provided for your use.   
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3 | SCHEDULE OF IMPLEMENTATION 

A Proven Transition Process Centered on Wareham and Carver 

Our Commitment to a Successful, Stress-Free Service Transition 

Waste Management understands that transitioning to a private hauler is a big change, but with your 

Waste Management team, it will not be a stressful experience. We recommend automated collection for 

the Towns because of the many benefits it will provide each community. We will be prepared to provide 

service starting on April 1, 2021 for the new Agreement.  

The goal of our implementation plan and process is to ease your transition worries by listening to your 

needs and using what our experience has taught us. We prepare for each of our implementations by 

assembling a fully-staffed transition team that can navigate through and tackle all the details. Your 

transition team will have access to all the resources available through Waste Management to smoothly 

execute your transition.  

We have introduced our services to many communities, and we have seen that a successful transition 

more often than not recognizes that:  

• Your community needs a customized plan. We value the fact that Wareham and Carver are 

different and has specific service requirements and goals. We have learned that taking the time to 

ask questions, listen, and appreciate unique customer needs results in a smoother 

implementation. Together, we will anticipate and overcome hurdles before they become 

challenges.  

• Relevant local experience is key. Our local team has expertise in new contract start-ups and 

relevant local experience with neighboring communities as outlined in Section 2 of our proposal. 

We encourage you to contact our partner jurisdictions, so you may learn firsthand about our 

record of stellar experience. 

• A smart approach includes proven processes and technologies. From operations to 

customer service, you will find tested processes and innovative new technologies that allow us to 

bring a level of service reliability and customer satisfaction that is truly unmatched. 

You will see these learnings intertwined throughout our implementation plan and within our entire 

proposal. First, we cover core administrative competencies like customer service and data integrity, and 

then we address our operational approach to Town-specific transition details such as how and when we 

will deliver new carts, develop routes, and purchase equipment. A transition will not be successful without 

both parts of the plan. Working with you, we are committed to a smooth introduction of Waste 

Management, our employees, and our collection services to the Wareham and Carver communities. 
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Implementation - Customer Service and Employee Training 

Implementations often come with a lot of change and we do everything 

possible to make these transitions hassle-free for our new customers. 

From day one, we put the Town’s residents in control by providing 

many options for how and when they can interact with Waste 

Management. We connect with them in whatever format they prefer, 

whether via our mobile app, LiveChat, online at wm.com, or by phone. 

Regardless of how they reach out, it is essential that residents receive 

accurate information, immediate answers to their questions, and quick 

resolutions to their service requests. We accomplish this through 

preparing and training our customer experience team to be experts in 

your community and your contract.  

We place significant resources and time in our training efforts, which 

include:  

• Town-specific content for our online reference database. 

Waste Management will develop Town-specific content on 

Green Pages, our online database that allows a Waste Management customer service 

representatives (CSRs) to access Town-specific service information, service offerings, and rates 

within a matter of seconds. Each time a mailing is sent out to your community, it is uploaded to 

Green Pages allowing agents to reference and look at the same documents that the resident is 

viewing. Our CSRs use this tool during every call to provide residents with the most accurate 

service information. Green Pages is a tool that we will use throughout the entire contract term and 

will be updated frequently to confirm information accuracy.  

• Intensive, customized training for 

implementation. We begin by developing 

customized training presentations and 

materials with information on the Town’s 

collection services, programs, rates, and 

contract terms. Training also includes 

information on our Town implementation plan 

and timeline. Our customer service staff will 

know exactly when key mailings go out, and 

when important implementation milestones 

(e.g., cart deliveries, day changes, rate 

changes, etc.) occur so that they can prepare 

to assist residents with related inquiries.  

• Increased staffing during implementation 

when we know there will be a spike. Although minimal resident impact will be associated with a 

Waste Management transition, there may be a call spike during the first couple weeks before and 

after Waste Management collection begins. Sometimes residents call to request duplicate copies 

of materials already sent or to confirm their collection schedule. We will prepare for this spike in 

call volume with additional on-call staff who are trained on the Town’s program and who are 

ready to assist as needed.  

For the second year in a row, 

Waste Management has been 

named a 2018 “BBB Award for 

Excellence Winner of Distinction.”  

The Award for Excellence honors 

businesses and charities who 

demonstrate superior ethics, 

reliability, and trustworthiness.  

CSRs handling Wareham and Carver’s calls regularly receive 

training in small groups to facilitate discussion and questions. 

http://www.wm.com/
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Education will Show Residents How Easy it is to do Business with Waste 

Management  

In today’s world, we cannot rely on one form of customer communication, which is why we have many 

methods of connecting with our customers. All of our outreach efforts share a common goal - to provide 

clear, concise, and relevant service information. During a contract transition, Town residents will want to 

know:  

• Who will be picking up their material and how to contact them 

• What the major changes will be and how those changes impact them 

• When new services and service-related changes go into effect 

• How to properly participate in new services 

• Where to go for more information 

We will proactively answer these questions and engage customers in-person, online, through local news 

outlets, and by providing printed material via direct mail. Our public education resources and outreach 

efforts will include:  

24/7 access to wm.com. We will collaborate with Town staffs to build out a Wareham and Carver-

specific webpage(s) that includes meaningful service information, photos, and resources that reflect the 

interests of your community. Using Waste Management’s local website, customers will easily find 

information about the upcoming service transition as well as service information, disposal resources, 

rates, and recycling resources. Online account management functionality allows customers to:  

Initiate service or request additional services View pickup schedule and collection ETA 

Schedule an extra pickup or bulky item collection Request cart or container repair 

Edit account contact information  

A Comprehensive Welcome Packet. Prior to the commencement date, we will mail each residential unit 

a welcome packet that contains an overview of key implementation information and dates, an overview of 

new services, a collection schedule, recycling guide, and information on local resources and events. 

Samples of welcome packet information are provided in the graphics below.   

file:///C:/Users/bhaggar/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/2QIMV81X/www.WM.com
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Community Meetings. Waste Management will participate in community meetings as requested by the 

Town to provide updates and address questions from the Board of Selectmen, Town staff, and the 

community.  

Contract Compliance and Reporting  

Our contract compliance team will play an integral role in implementing new services in the Towns of 

Wareham and Carver. As part of our implementation team, they provide oversight so that transition and 

contract implementation are conducted in accordance with contract terms. Specifically, the team will: 

Develop a comprehensive compliance checklist that will be 

used during implementation 

Review the Town’s Green Pages information, webpage, and 

promotional content to confirm accuracy 

Establish ongoing data reporting protocols Review, adjust, and audit rates per contract specifications 

Conduct internal contract compliance audits  

Execution of Operational/Transition Plan  

Building from the more than 45 years of experience we have with service transitions throughout 

Massachusetts, we customize our operational tasks and timeline to your specific needs. Whether we are 

providing all new carts and adding new services or if we are keeping most items status quo, we still 

review each operation and service requirement to validate we are 100 percent ready to roll by Day One of 

the new contract.  

Major implementation tasks for the Town include: 

Implementation meetings, coordination, and course correction New collection vehicles 

Cart and container deliveries, as applicable Driver screening, hiring, and training 

Route development Contingency planning 

Implementation Meetings, Coordination, and Course Correction 

Waste Management’s internal Town team will meet weekly throughout planning and implementation. At 

the onset, these meetings will include our regional team of experts. As the contract start date 

approaches, the local district operations team will meet daily to review the most critical components of 

service delivery.  

Our team is committed to keeping the Towns informed of our implementation progress, and we will ask for 

your feedback as we customize our transition efforts to reflect the needs of your community. For example, 

if a proposed communication or outreach method is not working or does not make sense, we are not 

afraid to scratch the idea and discuss an alternative. From the onset of our transition, we propose 

meeting with Town staff regularly to review key implementation milestones, our progress, and any 

proposed changes. We can start with monthly meetings initially, and increase the frequency, if needed.  

In addition to our internal meetings and meetings with staff, it is important for us to coordinate closely with 

your outgoing service provider. From our experience, the outgoing service provider has been cooperative 

and helpful during contract transitions, and we often make their exit easier and more efficient. We will 

coordinate with them on the removal of their carts and containers and customer data exchanges.  

New Collection Vehicles  

With such a sizable company-wide fleet, we have developed a strong partnership with our vehicle 

manufacturing and onboard technology partners allowing for continuous innovation and vehicle 
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enhancements with dependable purchasing and delivery timelines. We will service Wareham with three 

(3) and Carver with two (2) new CNG collection trucks and our order for the new vehicle will occur shortly 

after our contract is finalized.  

Cart and Container Deliveries for Automated Collection Implementation 

Each residential unit will receive new 64-gallon solid waste and 96-gallon recycling carts prior to their first 

scheduled collection day under the new collection system. We will educate residents on the benefits of 

cart-based collection, cart sizes, placement instructions, and key cart delivery dates. Information will be 

communicated at community meetings and through direct mail.  

We would rely on the Towns to provide us with an Excel list of all residential units/addresses that should 

receive carts. That list will need to specify precise address and the quantity/size carts to be issued. This 

list would need to be received 60-90 days prior to scheduled assembly and delivery of the carts. 

Operationally, we would then take the following steps to ensure the proper containers are delivered to 

each customer: 

• Acquire conveniently located cart delivery staging area to maximize our ability to deliver all 

containers efficiently.  

• We will send mailers to notify residents about the day(s) that their new carts will be delivered.  

• Any discrepancies in planned versus actual delivery will be noted by the delivery crew and 

resolved daily by route management.  

Driver Screening, Hiring, and Training  

Through our existing recruiting and hiring 

efforts, we screen driver applicants 

weekly, and we maintain a list of 

candidates to hire when positions become 

available. Qualified driver applicants must 

undergo a comprehensive background 

check, fingerprinting, and drug testing 

before joining our team.  

At Waste Management, new drivers 

participate in more than 80 hours of 

classroom and in-field new hire training – 

regardless of prior, relevant experience. 

Prior to a new contract, all drivers 

assigned to the Town will receive 

contract-specific training that includes a 

review of our implementation education efforts, materials, and resources, as well as information regarding 

the Town’s unique service requirements, collection offerings, and contractual requirements.  

Waste Management focuses on hiring the most qualified applicants to 

reduce turnover rates, and we reach out to our local communities to 

advertise openings. 
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Route Development  

Waste Management will build the Town’s routes to 

accommodate new services and changes to collection 

frequencies while considering current routing to minimize 

changes. All Waste Management routes are developed 

using our proprietary routing software, eRouteLogistics®, to 

minimize customer impact and maximize safety and 

efficiency. New routes will be street-tested and adjusted by 

our route managers prior to finalization.  

Contingency Planning 

Our longstanding supplier relationships, smart technologies, 

and our regional network of equipment and personnel make 

it possible to carry on with collections should a delay or 

unexpected event occur during a new contract 

implementation. Key contingency plans address: 

• Staffing. Additional route management staff will be brought in from surrounding districts to 

provide in-field support during our implementation period. New drivers hired to serve the Town 

will have completed their six-week training at least two weeks prior to our start date. Our staffing 

plan includes personnel to fill in for employees who are sick, on vacation, in training, or to provide 

extra help due to spikes in collection volume.  

• Collection Vehicles. Town collection vehicles will be delivered to our maintenance shop prior to 

our contract implementation so that they can be inspected and prepared for service. Each of our 

districts across the nation maintain extensive backup resources, allowing us to draw from our 

existing fleet of collection vehicles if needed.  

• Cart and Containers. We build in a buffer between when equipment begins to arrive and when 

we start customer deliveries. Our selected suppliers have multiple manufacturing locations and 

our order can be reassigned to a backup facility should the primary production facility experience 

a delay. Additionally, we will stock a surplus of carts and containers during the implementation 

period to accommodate a spike in new customer sign-ups or service level shifts.  

• Customer Service. Our online customer database, Green Pages, is accessible to our CSRs 

across the nation, enabling us to enlist backup support from other regional centers in the event 

we receive a major spike in call volume for any reason, at any time. 

Transition Plan Development 

Upon award, your public sector solutions representative, Heather Louro, will meet with Town officials to 

develop an implementation plan that is tailored to the timeline expectations of your community and that 

will meet all requirements of the new Agreement. 

 

 

 

  

Onboard Tablets Eliminate Learning 

Curve 

Each of the collection trucks used to serve the 

Town will be equipped with onboard tablets that 

display the driver’s exact route, all scheduled 

collections, and relevant account notes such as 

container placement. The tablets include GPS 

technology that allows drivers to capture route 

data in real time.  

Collection statuses minimize the opportunity for 

missed collections and provide CSRs with near-

real-time field data to assist with customer 

inquiries. 
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4 | WASTE MANAGEMENT QUALIFICATIONS 

A Company, People, and Resources You Can Count On 

Experience 

Waste Management’s collection experience is second to none, spanning decades and county lines. We 

have proudly served municipalities, residents, and businesses throughout Massachusetts for 45 years, 

and we will bring our unparalleled expertise and best practices to the Towns of Wareham and Carver. We 

provide waste management services for more than 180 jurisdictions from 31 hauling districts in our New 

England operations alone. This section provides an overview of our qualifications, commitment to safety, 

and information on the team that will oversee our operations for the Town. 

Our Local History  

We will service the Towns from our state-of-the-art Norton Transportation Facility located at 100 Hill 

Street in Norton. This facility opened in August 2013 and operates 118 vehicles, of which 58 run on 

compressed natural gas (CNG). The site is also home to a CNG fueling station.  

Our Norton facility, under the direction of John Cederquist, has personnel on site who are certified to work 

on CNG vehicles. Waste Management attracts highly qualified mechanics to keep our fleet of trucks up 

and running. Our Norton facility carries a 15 percent spare ratio of vehicles for repairs and mechanical 

failure. We can also rely on our network of transportation facilities throughout New England in the event of 

an emergency. 

Waste Management Provides the Town Local, Regional, and National Resources  

When partnering with Waste Management, Wareham and Carver will receive more than simple waste 

collection services. You will each get a partner with unmatched resources that give your communities 

peace of mind that your waste will be collected, transferred, processed, and disposed of, even during 

emergency and natural disaster situations. Collections will be managed using proven best practices in full 

compliance with all local, state, and federal regulations.  

Local support: Within a reasonable drive of each Town, there are six other Waste Management hauling 

sites. This means that if there is a need, we can deploy equipment and people to Wareham or Carver the 

same day. While we strive always to have our fleet on the road and not in the shop, garbage trucks are 

complicated pieces of machinery, and they break down sometimes. Having the ability to share resources 

within a small geographic area allows us to keep rates low and service your residents and businesses 

without interruption. 
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Regional support: Our New England operations 

stretch from Maine to Rhode Island. This allows our 

team to respond to regional events with seamless 

support. Needed carts, bins, trucks, drivers, and 

managers can be requested from our regional 

areas to support unusual events if ever needed. 

These resources can be deployed the same day.  

National support: As the leading waste provider in 

North America, Waste Management can get the 

best rates and availability from our truck, cart, bin, 

and office equipment vendors. In the event of an 

emergency or natural disaster, we can pull 

additional resources from our hauling districts 

throughout the nation.  

Through our subsidiaries, our company provides 

collection, transfer, recycling, resource recovery, 

and disposal services. We are also a leading developer, operator, and owner of landfill gas-to-energy 

facilities in the United States. Our mission is to maximize resource value while minimizing environmental 

impact to improve economic and environmental sustainability for our stakeholders. Our references can 

attest to these efforts. 

Local References 

Proof of Our Excellent Service Record and High Customer Satisfaction in Neighboring 

Jurisdictions 

The following table provides an overview of Waste Management's service offerings provided by our 

Norton Hauling District and managed by Heather Louro for neighboring communities with similar service 

requirements as Wareham and Carver. We selected these New England jurisdictions because they best 

reflect the unique service requirements of the area. We encourage you to contact them to learn firsthand 

about our high service quality.  

Location of 

Contract 
Start 

Customer 

Contact 
Title Phone Number Services Provided Homes 

Attleboro 1987 Alan Perry 
Health 

Director 
(508) 222-2232 

Manual solid waste and 

automated recycling 

collection 

13,000 

Dedham 2014 Joe Flannigan 
Public Works 

Director 
(617) 799-9940 

Automated solid waste and 

recycling collection 
8,000 

Easton 2007 Connor Read 
Town 

Manager 
(508) 230-0510 

Automated solid waste and 

recycling collection 
5,500 

Franklin 2010 
Robert 

Cantoreggi 

Public Works 

Director 
(781) 316-3108 

Automated solid waste and 

recycling collection 
8,930 

Mansfield 2001 Lee Azinheira 
Public Works 

Director 
(508) 261-7462 

Automated solid waste and 

recycling collection 
6,336 
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Location of 

Contract 
Start 

Customer 

Contact 
Title Phone Number Services Provided Homes 

Marion 2019 Jay McGrail 
Town 

Administrator 
(508)748-3550 

Automated solid waste and 

recycling collection 
2,605 

Newton 1988 Waneta Trabert 
Recycling 

Manager 
(617) 796-1491 

Automated solid waste and 

recycling collection 
26,000 

North 

Attleborough 
1987 Michelle Bernier 

Recycling 

Administrator 
(508) 699-0100 

Manual solid waste and 

automated recycling 

collection 

7,895 

Norwell 2014 Ben Margo 
Health 

Director 
(781) 659-8016 

Automated solid waste and 

recycling collection 
3,500 

Norwood 2003 Mark Ryan 
Public Works 

Director 
(781) 762-1240 

Automated solid waste and 

recycling collection 
7,800 

Westwood 2002 Todd Korchin 
Public Works 

Director 
(781) 326-8661 

Automated solid waste and 

recycling collection 
4,700 

Whitman 2015 Bruce Martin 
Public Works 

Director 
(781) 618-9817 

Automated solid waste and 

recycling collection and 

disposal 

4,000 

 

Our Company Profile 

With headquarters in Houston, Texas, our more than 43,700 employees provide environmental services 

and solutions to customers throughout North America each day. With our extensive network of facilities, 

we processed more than 15.3 million tons of recyclables and produce enough energy to power nearly 

1.59 million homes while meeting the unique collection needs of 20 million customers.  

To serve our diverse customer base, we have developed the industry’s largest network of collection 

operations, transfer stations, and recycling and disposal facilities. Unmatched in geographical reach and 

ability, our network enables us to manage every aspect of our customers’ waste streams. 

But, our broad geographical coverage and depth of experience allow us to do so much more. With our 

team of in-house environmental experts, we assist customers with customized sustainability plans. In 

response to natural disasters or unforeseen needs, we provide almost immediate support to customers by 

quickly assembling emergency collection services. And, as North America’s leading post-consumer 

recycler, we navigate a complex international commodity market to safeguard the long-term viability of our 

customers’ recycling programs.  

For many customers, the authenticity of who we are and the depth of what we do make us more than just 

a service provider. We strive to be a long-term partner that our customers can trust by doing things the 

right way, every day. 
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Waste Management At-a-Glance (data represents Waste Management’s most recently published 

information) 

 

An important part of our strategy is developing new waste solutions that can help our customers achieve 

their goals, including zero waste. Often that means developing and implementing customized service 

offerings for our diverse group of customers, including municipalities. Because of our diverse customer 

experience, we know what works, and we make implementing recycling and waste reduction programs 

easy for our customers. 

  

Every day, each of our more than 44,900 employees goes above and 

beyond what is expected to find what is possible. 

See how by clicking or going to: bit.ly/31ymNIC 

https://bit.ly/31ymNIC
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Our Financial Strength 

The Foundation for Our Commitment 

As a wholly–owned, indirect subsidiary of Waste Management, Inc., Waste Management of 

Massachusetts, Inc. does not report financial results. All financial reporting occurs through our parent 

entity. As a publicly traded company, Waste Management is held to the most stringent regulations for 

accurate and timely financial disclosure.  

Revenue in 2019 was $15.46 billion, and Waste Management has an asset base of $27.7 billion. The 

company generates strong and consistent cash flow and has access to an extensive line of credit. Waste 

Management’s financial strength is 

the foundation for our commitment 

to serve our customers, perform 

our obligations, and protect the 

environment in carrying out our 

broad waste management 

services. Full financial results are 

available on our website at 

http://investors.wm.com/.  

Waste Management has achieved solid investment-grade credit ratings from three major rating agencies. 

Most recently, the company has been assigned ratings of A-/A-2 by Standard & Poor’s, BBB+ by Fitch, 

and Baa1 by Moody’s. The ratings are based on expectations that management will maintain good 

liquidity, pursue a moderate financial policy, and allocate capital in a disciplined manner. The credit 

outlook from each agency for Waste Management is characterized as stable.  

Waste Management’s financial strength, as summarized above, gives Wareham and Carver assurance 

that we can and will fulfill our obligations. 

• Waste Management is committed and financially able to perform all operations in full compliance 

with applicable federal, state, and local regulations and to provide clear documentation of that 

compliance. 

• Waste Management offers the most extensive network providing waste management services in 

North America, including transportation, disposal, treatment, recovery, remediation, waste 

identification, and several other specialty services. This network enables us to provide a single 

source of responsibility, from transportation through disposal of waste. 

• Typically, new capital requirements are internally financed by Waste Management using cash 

flow from existing operations - freeing our new trucks, carts, containers, and facility investments 

from the timelines and terms of third-party creditors. 

Waste Management's financial strength helps us to continually advance services for all of the customers 

we serve, including Wareham and Carver, and we are committed to maintaining that strength. 

Bonding Capacity  

Waste Management has a comprehensive surety program with multiple surety companies participating, 

offering large amounts of capacity. Due to the number of instruments we administer, we do not provide 

detailed information. However, surety bonds are issued in the range of $1,000 to excess of $25 million. 

http://investors.wm.com/


The Towns of Wareham and Carver 

Request for Proposals - Curbside Collection of Refuse and Recyclables Non-Price Proposal 

30 

Waste Management has a $100 million aggregate and $50 million single capacity limit and has never 

been denied project bonding. 

Credit Ratings (as of April 2019) 

Moody’s Standard & Poor’s Fitch 

Baa1/P-2/Stable A-/A-2/Stable BBB+/F-2/Stable 

 

Dun & Bradstreet Rating D&B Number 

5A2 19-467-2085 

 

 

 

 

 

 

Certificates of Insurance 

Waste Management secures gold-standard insurance coverage to protect our partners. Going above and 

beyond, we provide environmental site liability coverage, which covers all active sites that are owned or 

operated by Waste Management. It offers third-party liability for bodily injury and property damage, and 

off-site clean-up coverage, coverage for both sudden and non-sudden pollution incidents, and 

transportation coverage including the loading and unloading of the vehicle. Wareham and Carver can rest 

easy with Waste Management as your service provider knowing that you are always protected by best-in-

class insurance.  

Copies of our certificates of insurance, as well as the bond for this proposal, are included on the following 

pages. 
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Bid Bond 
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Consent of Surety  
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5 | SAFETY, TECHNOLOGY, AND CUSTOMER 

SERVICE 

Critical Components to Success 

Safety: A Core Value for Waste Management 

It is our duty to take every sensible step to prevent injuries in the workplace and return our employees 

home safely every night. Likewise, Wareham and Carver and all of the communities we operate in 

depend upon us to safely collect, process, and dispose of their wastes while being mindful of our actions 

in their neighborhoods to protect the environment that we share.  

Therefore, safety is not just a priority for Waste Management - 

because priorities often change - safety is a core value for our 

company. We understand the magnitude of the responsibility we 

have and strive to confirm that each task, piece of equipment, and 

company policy and procedure reinforces safe actions and 

behaviors. 

Providing the safest possible service starts with our employees and establishing a culture for them that is 

grounded in safety. We do this through: 

• Hiring the Right Employees: Our diligent pre-employment screening process includes a 

comprehensive background check, fingerprinting, and drug testing. All candidates and employees 

are subject to Waste Management’s Drug and Alcohol-Free Workplace Policy, which includes 

regular, ongoing screenings for employees who operate company vehicles. 

• New Hire Training: Regardless of prior relevant experience, all new drivers participate in new 

hire training at one of our regional Driver Training Centers. Through this two-week immersion 

training experience, drivers learn safety rules, procedures, vehicle inspections, safe lifting, and 

DOT required safety curriculum. In total, each newly hired driver undergoes more than 80 hours 

of training both in classrooms and behind the wheel with an experienced driver. 

• Ongoing Training: Every morning, each of our drivers attends “tailgate” meetings where relevant 

and time-sensitive safety topics are often discussed. Monthly safety training series are also held 

and provide employees additional time to go in-depth on new or key safety topics. Observation 

behavior assessments are conducted regularly by route managers and driver trainers and provide 

on-the-job assessments to evaluate driver knowledge, operating behaviors, and compliance with 

safety rules and best practices. 



The Towns of Wareham and Carver 

Request for Proposals - Curbside Collection of Refuse and Recyclables Non-Price Proposal 

36 

Industry-Leading Safety Technology 

Our fleet’s technology needs are specific to the services we perform, requiring us to custom develop and 

implement advancements based on what matters most to Waste Management - our partners and 

customers and our ability to deliver safe and efficient collection services with outstanding customer 

service.  

• DriveCam®:  Each Waste Management truck cab is equipped with a forward-facing camera 

constantly recording everything that happens. Whenever there is a sudden movement, such as 

hard braking, swerving, or a collision, the camera automatically saves a 12-second section of 

video. Once an event is captured, information is sent to Waste Management route managers for 

performance coaching with the driver. 

• Back Up Cameras: Our trucks have back up cameras that provide a view of the area behind the 

truck whenever the truck is in reverse. This reduces the potential for backing accidents and 

enhances pedestrian safety. 

• eRouteLogistics®: eRouteLogistics software on each trucks’ onboard computing system takes 

into account traffic patterns in the community through GPS – giving us the ability to modify routes 

in real time so our trucks avoid congested areas or ongoing community events. 

• On-Board Methane Detection: On CNG-powered trucks, methane detectors provide immediate 

visual and audible alarm for potential leaks from fuel tanks or lines. 

Additionally, all Waste Management trucks come standard with safety features such as electric heated 

rear view mirrors, BusBoy mirrors for unrestricted views of the area in front of the truck, side floodlights to 

illuminate both sides of the truck, and heavy duty disc brakes that exceed all applicable Federal Motor 

Vehicle Safety Administration requirements.  

Safety: A Commitment to Our Customers and Our Employees 

There may be no other consideration as important as safety when selecting a service provider for your 

home, your place of work, or your community. Without a doubt, safety matters. It is no surprise that after a 

tragedy most will say that as long as their family is healthy and safe, nothing else matters - material items 

can always be replaced.  

At Waste Management, we all recognize safety as a core value - from our local District Manager to the 

drivers, mechanics and staff who represent each district. With a constant focus on and meaningful 

investments in training, technologies, maintenance and continuous improvement, we will deliver safe and 

reliable collection services that protect the cities we serve, the people we employ and the environment we 

share. 

Our Mission to Zero™ 

About a decade ago, we made a commitment to overhaul our safety culture and to 

put processes and systems in place that would make every site and each individual 

responsible for safe behaviors. As a result, we launched our internal safety 

philosophy that we call Mission to Zero™ or M2Z. The core of the M2Z philosophy is 

zero tolerance for unsafe behaviors by all employees, with a goal of zero accidents 

and injuries. All operational employees benefit from the program’s safety training, rulebooks, fleet 

processes, and standard practices. Over the years, the M2Z approach has resulted in programs that have 

improved safety performance, including worker injury rates, vehicle collision prevention, and safety 

leadership development. The program, which ranks among the most far-reaching and comprehensive 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiQ7ZaFl7jcAhUCSa0KHTjPAxcQjRx6BAgBEAU&url=http://blog.preco.com/workforce-safety-and-health-initiatives-on-the-rise&psig=AOvVaw3sNNQ7gSxW83ebSDck8_S3&ust=1532536913887519
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worker safety plans in our industry, involves classroom instruction, route observation, monitoring of safety 

data, and driver training. Since its adoption, we have seen significant improvements in on-the-job safety. 

 

Advancing Safety Technology  

Our great strides in safety performances reflect an ongoing strategy to leverage technology in our safety 

processes. In recent years, our Service Delivery Optimization (SDO) program has significantly improved 

collection and maintenance operations by optimizing our systems through technology that includes 

onboard computers, routing software and cameras.  

DriveCam®: Utilizing Technology to Help Create Safer Streets in Your Towns 

One of our safety technology innovations is DriveCam®, a coaching tool that 

allows us to see and talk through the safety issues drivers face each day. Each 

truck cab is equipped with a forward-facing camera constantly recording 

everything that happens. Whenever there is a sudden movement, such as hard 

braking, swerving, or a collision, the camera automatically saves a 12-second 

section of video. Once an event is captured, information is sent to Waste 

Management route managers for performance coaching with the driver. Drivers 

also can manually start the camera if they witness a potential crime – making it 

an invaluable tool for our Waste Watch program. Recorded events also help us appreciate the many 

times that our drivers avoid collisions through using proper defensive driving techniques. We believe our 

investment in DriveCam has contributed to reducing our reported vehicle accidents by almost 80 percent 

since 2005.  

Back Up Cameras on All Vehicles 

All Wareham and Carver vehicles include back up cameras that provide a view of the area behind the 

truck whenever the truck is in reverse. This reduces the potential for backing accidents and enhances 

pedestrian safety. 

Leading Safety with Onboard Technology Advancements 

On-Board Methane 

Detection 

On CNG-powered trucks, methane detectors provide immediate visual and audible alarm for 

potential leaks from fuel tanks or lines. 

Maximum Idle Time 

Limit 
After five minutes, engines turn off to reduce fuel consumption and exhaust emissions. 

Electric Heated Rear 

View Mirrors 

Provides fog and frost-free view of both sides of the truck. Mirrors are adjustable electronically from 

the driver’s seat to provide an unrestricted view of the sides and rear on the truck. 

Bus-Boy Mirrors 
Angled convex mirrors allow the driver an unrestricted view of the area in front of the truck. 

Especially valuable when children and/or adult pedestrians are present. 

Trapezoidal Side 

Lights 

Floodlights located halfway down the side of the body come on automatically when the truck is in 

reverse. Bright flood lighting illuminates both sides of the truck and roadway providing added safety. 

LED Strobe Lights 

and Flashers 

Enhances rear of truck visibility for approaching motorists. Improves safety for helpers while 

working at the rear of service trucks. 

Sears Air Ride 

Drivers Seat 

Provides added comfort and excellent ergonomics for the driver. Includes eight-way adjustability 

including lumbar support to help reduce driver fatigue and improve overall performance. 
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Reflective 

Signage/Striping 

Highly reflective rear of vehicle striping and signage to provide exceptional visibility when 

approaching trucks from the rear during nighttime hours. 

Heavy Duty Disc 

Brakes 

Provide the best stopping distance for heavy trucks in the industry. Exceeds all applicable Federal 

Motor Vehicle Safety Administration requirements. 

Electromagnetic or 

Hydraulic Driveline 

Retarders 

Retarders are silent and provide additional braking capacity. Eight-inch-wide rear brake lining also 

increases braking capacity and improves vehicle safety. 

Four Braid Hydraulic 

Hoses 

Part of Waste Management’s standard truck body specification, doubling the safety margin against 

high-pressure hydraulic leakage. 

 

Industry-Leading Onboard Technology for Wareham and Carver 

You do not have to look hard to find innovation in the 

automobile industry. Auto advancements in the past 30 

years are countless - antilock brakes, airbags, back up 

cameras, blind spot detection, GPS navigation, just to 

name a few. Although the appearance of your car may 

change based on current trends, each technology 

innovation has a clear purpose and function.  

Just as your personal vehicle has progressed, so have Waste 

Management vehicles. Our fleet’s technology needs are 

specific to the services we perform, requiring us to custom 

develop and implement advancements based on what matters 

most to Waste Management - our partners and customers and 

our ability to deliver safe and efficient collection services with 

outstanding customer service.  

The Power of Our People and Technology 

State-of-the-art trucks alone are not enough to meet expectations. Through our comprehensive 

operations framework, Service Delivery Optimization (SDO), we harmonize the technology used onboard 

our trucks with our logistics management processes, and the skills of our drivers. With technology, 

processes and people working in sync, we are able to maximize safety, customer service, and efficiency 

while collecting Wareham and Carver routes. 
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Technology at Work for Wareham and Carver 

Clearly documenting route exceptions 

 Among its many benefits, Onboard Computing 

is a key tool for noting and communicating route 

exceptions such as “no can out,” blocked 

containers, extras and contamination. Each 

exception has a designated code. Drivers log 

the appropriate code at the time of collection 

and also have the option to add supplementary 

notes and photo images. This documentation is 

often shared with customers to help facilitate 

resolutions and confirm service delivery.  

Addressing unplanned events to maintain on-time collections 

 In office, dispatch and route management staff 

proactively address unplanned events with 

Onboard Computing System Dispatch (OCSD). 

Traffic can slow a driver on their route. A sick 

driver’s route still needs to be serviced. Route 

managers and dispatchers can take a portion of 

a route, or an entire route, divide it up among 

other trucks, and seamlessly drop those stops 

onto the other drivers’ tablets. This puts the 

customer first, allowing us to quickly react to all 

situations.  

Data-driven performance and safety coaching  

 One of our most recent safety innovations, 

DriveCam, allows us to see and talk through the 

safety issues drivers face each day. Each truck 

cab is equipped with a forward-facing camera 

constantly recording everything that happens. 

Whenever there is a sudden movement, the 

camera automatically saves a 12-second 

section of video. The videos are reviewed with 

the driver to improve safety.  

 

Customer Service 

The Towns of Wareham and Carver will have access to our dedicated email box, 

newenglandmunidispatch@wm.com, for reporting missed pick-ups, checking eta’s, reporting service 

issues etc. This email box is constantly monitored by our entire dispatch department and typical response 

time is one hour or less.  

mailto:newenglandmunidispatch@wm.com
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Customer Experience Staff Dedicated to the Towns of Wareham and Carver  

As mentioned previously, Wareham and Carver’s Waste 

Management team is both professional and proficient in 

leading a transition team from start to finish. Regularly 

scheduled meetings will provide the opportunity to identify 

progress and shortfalls, and document detailed plans to 

make every agreed upon deadline.  

Routine customer contacts including requests for service, 

change of status, change of service, status of service, 

complaints and compliments are recorded in Waste 

Management’s MAS Ticket System. Each ticket is created in 

an open status and requires closure upon completion of 

requested action and/or resolution. The timeframe for ticket closure is dependent upon the type of ticket 

opened. Local management and their teams are responsible for providing requested service and/or issue 

resolution and monitor tickets live in MAS. 

• If an issue requires immediate attention and/or escalation, an email is also sent to the attention of 

the Operations Management Team.  

• If a repeat issue occurs within two months, a ticket is also opened to alert the Management Team 

that a reoccurring problem exists. 

Ticket creation, closure and tracking as well as service recovery falls under Service Machine Standards 

and are reported weekly and tracked corporate-wide. Local management is responsible and accountable 

for these statistics.  

All Waste Management collection trucks are equipped with radios to ensure constant communication with 

the drivers by customer service and operations/dispatch personnel. This expedites all customer service 

requests and allows customer service representatives to contact the driver during the time of the call, 

obtain the information needed, and provide an answer to the customer before they hang up the phone.  

It has been our experience that most issues can be resolved through our Customer Service Center. 

However, in the rare instance that a serious dispute arises, it will be immediately elevated to Heather 

Louro, who has significant expertise in problem resolution. 

In the event of an outage at your Foxboro customer service center, Waste Management maintains other 

customer service centers throughout the United States that can support City calls if needed. Our 

technology infrastructure allows calls to be rerouted among Waste Management call centers in other 

regions in the event of an emergency (e.g., power outage, natural disaster, etc.), creating system 

redundancy. The customer service representatives (CSR)s have access to our Knowledge Management 

Tool, “Green Pages,” and can assist Wareham and Carver customers at all times with community-specific 

information 

Our Commitment to the Towns of 

Wareham and Carver 

✓ Quick resolution of issues 

✓ Ease of integration across 

communication channels 

✓ Backup customer service centers 

located throughout the Country in case 

of an emergency  

✓ Complete customer satisfaction 
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. 

Wareham and Carver’s Foxboro Customer Service Center 

Number of Agents 
11 Inside Customer Representatives 
25 Customer Service Representatives 
3 Digital Care Representatives (DCR) 

Number of Bi-lingual (Spanish) 
Speaking Agents  

4 Agents 

Number of Supervisors 3 Supervisors 

Agent Training Method 
Instructor led Classroom training 
Supervised on-the-job training 

Number of Calls Per Day 2,000 on average 

Average Speed of Answer (ASA) 
The residential goal for ASA is 45 seconds or less. For first quarter 2020, 
WM averaged 20 seconds 

Abandonment Rate 
The residential abandonment rate goal is 5% or less. For first quarter 2020, 
WM averaged 1.1% 

Process used by agents to answer and 
resolve customer requests 

Use of comprehensive account/billing system that provides agents the 
information necessary to manage call flow. Also use in-house portal “Green 
Pages” that houses all SOP’s, resources, job aids etc., to confirm accuracy 
in ticket entry, billing and adherence to trash/recycle guidelines by area. 
Comprehensive quality program/scorecard to make sure agents are 
following call standards, best practices and ensuring customer satisfaction. 

Corporate Recognition 
Recipient of the Enterprise Call Center of the Year - 2014 
4-time Recipient of Call Center of the Month (April 2014, July 2014, April 
2015, December 2015, July 2016) 
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6 | AN UPDATE ON RECYCLING 

Finding the Next Best Use for Everything We Collect 

The Towns’ recyclables will be processed at our Avon MRF located at 40 Ledin Drive, Avon, MA 02322. 

Waste Management owns and operates this facility, and we will allocate roughly 2,500 tons per year of 

capacity for both Towns, and can accommodate more if needed,.  

The permitted annual capacity is 100,000 tons per year. If ever required, Waste Management can divert 

excess recycling to other MRFs we own and operate in New England. 

A Cleaner Recycling Program – Tactics and Strategies  

How we can work together to address the new recycling norm 

The recycling market of today is drastically different than just a few years ago. For some materials, there 

is an abundance of material being generated to feed limited markets. Existing and new markets are now 

in the driver’s seat and are demanding the highest quality material, free from contamination.  We can no 

longer place items in the cart and hope that they will be recycled. We must work together to reduce 

contamination and improve quality. Our programs can only include material for which a reliable market 

exists. This is the new recycling norm. By collaborating with our communities and customers, we can 

create cleaner recycling programs that are free from contamination. Below are some ways we can work 

together to educate, enforce, and reset recycling: 

• Practice and share recycling tips at every opportunity: Waste Management’s education and 

outreach website Recycle Right (wm.com/RecycleRight) has tips and tools to help customers 

reduce and eliminate contamination.  

• Make recycling work: Be transparent and honest about keeping recycling sustainable in your 

Towns. Engage your residents, schools, and facilities to help find solutions and maintain their 

trust in the recycling process.  

• Enforce quality requirements: Increase recycling education and adopt consequences for not 

recycling properly that drive behavior change. Waste Management will continue to help educate 

customers to reduce contamination and drive behavior change – and we will take necessary 

steps to seek recovery costs to keep recycling economically sustainable. 

• Market reset: The market quality requirements and depressed commodity values necessitate a 

holistic market reset to reflect the new “norm.” The cost of collection and processing has always 

exceeded the value of the commodities; however, this cost has never been transparent to 

consumers. And current quality requirements are driving up processing costs at Material 

http://www.wm.com/RecycleRight
http://www.wm.com/RecycleRight
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Recycling Facilities. Every community and every recycler is impacted. It is time for a paradigm 

shift regarding the business of recycling.  

Contamination is a global issue, and to help solve it we have joined forces with industries, businesses, 

cities, and consumers like you to recycle right. Join us now in the battle against contamination by learning 

about the challenges impacting recycling and then share it with others. 

Waste Management - Your Reliable, Stable Partner for All Your Recycling Solutions 

Waste Management differentiates itself from our competitors by entering into recyclable materials 

marketing relationships that are good for our company and our customers. We are the largest marketer of 

residential recyclables in the nation, giving us greater negotiating ability on behalf of our customers, to 

bring more revenue or minimize costs for the sale of recyclables. Our history, knowledge, and planning 

are what sets us apart from competitors, who may or may not be able to honor their pricing and rebate 

structures when the going gets tough. Waste Management’s materials marketing team will consistently 

and aggressively: 

• Explore all potential short and long-term material sales options 

• Maintain an accurate and detailed compilation of end markets, market opportunities, and material 

market specifications 

• Negotiate and sell materials in an honest, forthright manner to our customers, for the best 

possible prices on behalf of our projects 

• Provide material marketing services that exceed your requirements and expectations 

We are committed to developing local markets where it benefits our customers. We seek to provide 

quality feedstocks to support local projects and markets. In addition to marketing to domestic consumers, 

we have agents major export markets, such as China, South America, and India. This allows us to work 

directly with all end consumers, cutting out the middleman, which facilitates materials movement, even in 

depressed markets. 

Most importantly, we are working closely with our customers to reduce contamination in inbound material 

streams through proactive public education and through the implementation of new processes and 

controls at recycling facilities to remove unwanted items. For Waste Management and our customers, this 

means a greater emphasis on recycling right to keep loads of recyclable materials clean and clear of 

contamination. Not just clean as “rinsed,” but also excluding items that are not recyclable, such as food-

soiled containers, hoses, polystyrene, plastic bags, and other materials. To assist our customers, Waste 

Management developed our proprietary Recycle Right education toolkit to help educate consumers on 

the new recycling paradigm and the important role their actions play in preserving the future of America’s 

recycling programs.  

Why it is So Important to Recycle Right 

In the midst of the challenges facing recycling programs, we must remember to pause to think about why 

we recycle. We recycle to reduce our environmental impacts in a socially and economically responsible 

way. Recycling reduces greenhouse gas emissions, conserves resources, saves energy, and reduces 

landfill usage. Contamination threatens that by preventing thousands of tons of recyclables from ever 

seeing a second life. This, in turn, negatively impacts value and demand of recyclable materials, which 

dictates the growth of recycling infrastructure and the expansion of collection programs at the local level. 
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The sustainability of all recycling programs is dependent upon collecting high quality recyclable materials 

free of unacceptable materials.  

In order to overcome this, we must work in close collaboration with our customer partners - municipalities, 

businesses, education institutions, and residents - to confirm that both new and established recycling 

programs are sustainable given today’s realities. We must all work together to develop local, effective 

solutions for this global problem.  

Collecting materials is not the same as recycling them. It is only when a material is recycled into 

something else that we realize the economic and environmental benefits. Anything short of this, and we 

are simply creating a problem that results in a negative environmental impact. To certify that our local 

recycling programs remain viable, workable operations, Waste Management has taken proactive steps to 

help our customers understand the new recycling paradigm and how local actions have global impacts.  

Proactive Public Education Specific to Your Towns 

Preserving natural resources and virgin materials through recycling is at the heart of what our customers, 

communities, and Waste Management want to accomplish. It is a key component of our business and it is 

what you, our customers, are requesting. But, recycling simply must be both environmentally and 

economically sustainable. By cleaning up collection, reducing contamination and limiting what we place in 

our carts to material that has a reliable market and can be reprocessed into new products, we can reduce 

the risk of recycling programs. A global effort is underway to move the needle in a more sustainable 

direction, and we know that this process starts with addressing contamination. 

Waste Management has dedicated manpower and made a significant investment in our Recycle Right 

education program. The comprehensive, complimentary offerings found on the Recycle Right website 

provide tailored tools for everyone from residents to businesses to educators to property managers as 

well as our government customers. Recycle Right is successful at getting customers to change their 

recycling habits because we: 

1. Clearly define the problem (recycling confusion and contamination) 

2. Simplify the message – we use 3 simple rules (see following graphic) 

3. Give consumers a reason why they should do something 
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These customer-specific tools and resources recognize that recycling presents different challenges in 

different environments. Multifamily property managers need tools that are formatted in a way that makes it 

easy for them to educate residents - a “what goes where” doorhanger or a new resident welcome letter, 

while a business may really benefit from posters designed specifically for break rooms or desk side 

recycling tips.  

Based on community-based social marketing precepts, the Recycle Right program includes educational 

videos, printed inserts, posters, bin decals and bookmarks, a robust social media campaign, elementary 

school resources that include a STEM-approved Curriculum for K-Five, and other interactive tools you 

can use to make recycling sustainable for future generations. Examples of current materials include:  

Home Property Management Business Schools Municipalities 

✓ Recycling Get Started 
Guidelines, Posters, and 
Container Labels 

✓ Tips for Streamlining 
Recycling at Home 

✓ Videos designed to help 
customers set up 
successful at home 
recycling programs 

✓ Family recycling activities 

✓ Recycling Get Started 
Guidelines, Posters, and 
Container Labels 

✓ Multifamily Recycling Setup 
Checklist 

✓ Customizable Multifamily 
Newsletters 

✓ New Resident Welcome 
Letter 

✓ Recycling Doorhangers 

✓ Staff Recycling Training 
Factsheet 

✓ Recycling Get Started 
Guidelines, Posters, and 
Container Labels 

✓ Tips for employee 
engagement 

✓ Steps for setting up 
office place recycling 

✓ Widgets linking to 
educational videos - 
these can be posted on 
business webpages to 
help cross- promote 
Recycle Right resources 

✓ Resources for how to 
recycle without using 
plastic bags 

✓ Educational curriculum 
designed for grades K-
5, including: 

✓ Lesson plans 

✓ Activities 

✓ Worksheets and lesson 
extensions 

✓ Videos 

✓ Posters and Container 
Labels 

✓ Recycling 
Guidelines, 
Posters, Container 
Labels and 
Resident Mailings 

✓ Widgets linking to 
educational videos 
- these can be 
posted on 
municipal 
webpages to help 
cross- promote 
Recycle Right 
resources 

✓ Social media tools 

✓ Cart tags 

We are constantly adding new tools and resources to our Recycle Right education program and have 

designed the program to be an ongoing resource for our customers with fresh materials and content 

appearing regularly. A valuable part of the Recycle Right website, in addition to the tools and resources, 

is what we call Recycling 101.  Here, visitors can easily find what items are acceptable to recycle or dig 

into some common recycling myths to ensure that you are recycling right. 

wm.com/recycleright 

Waste Management firmly believes in education – it is the foundation of everything we do regarding 

recycling. We invest to leverage all communication channels and maximize those channels to best fit our 

customers. 

On the following page is an example of a Recycle Right poster available to you on wm.com/recycleright: 

http://www.wm.com/RecycleRight
http://www.wm.com/RecycleRight
http://www.wm.com/RecycleRight
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A Dynamic Duo - Education and Enforcement  

Contamination in the recycling stream impacts everyone - customers, cities, collectors, and processors. 

Together, we can solve this problem by increasing customer access to education and consistently 

enforcing recycling guidelines.  

It is no surprise that roughly 80 percent of consumers want, and try, to do the right thing when it comes to 

recycling and the remaining nearly 20 percent are responsible for most of the contamination. Using 

research conducted for prior 

community-based social marketing 

programs, we have identified three 

unique customer groups: Show 

Me, Help Me, and Make Me 

customers, and have developed 

targeted education and messaging 

for each. 

The Show Me and Make Me 

customers understand recycling 

but occasionally need prompts to 

consistently recycle right. We have 

developed a suite of tools for 

them, but the newest includes our 

videos on wm.com/recycleright, in 

the Recycling in Action section.  

These five, 30-second videos 

show customers how to set up 

recycling systems in their homes 

and reduce contamination.  

Another prompt involves tagging 

carts that contain trash or 

contamination.  Research 

indicates that providing education is very effective in changing behavior – we address the behavior where 

we want that behavior to change. 

For our “Make Me” customers, consequences and levers need to be enforced, so when necessary, we 

will take action at the source through proactive monitoring. Our drivers who are the first line of defense in 

identifying contamination issues will perform recycling audits and when contaminated containers are 

identified, they will take action which may include: 

• Taking a picture of contaminated materials 

• Making a note of the contamination issue in our onboard computing system so your Account 

Manager can follow up with your designated contact to develop a proactive education plan 

• Leaving a contamination notice on the container  

• Depending on the level of contamination, the driver may or may not service the container, and 

fees for contaminated containers may be assessed 

As a service provider, Waste Management values the trust communities place in us to process and 

recycle materials responsibly and keep recycling economically sustainable. Our first efforts are always to 

http://www.wm.com/RecycleRight
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educate and share recycling tips at every opportunity. Our Recycle Right education program has tips and 

tools to give customers the knowledge to reduce and eliminate contamination.  

Given that our overriding goal is to make recycling work; and realizing that not all constituents will 

embrace that goal, we will be transparent in our attempts to prompt consumers to recycle right.  

While we have expanded recycling education, we have also adopted consequences for not recycling 

properly to drive behavior change. Together, we need to keep reinforcing the message about the 

importance of recycling the right things correctly. Waste Management will continue to help educate 

customers to reduce contamination - and we also will take necessary steps to seek the recovery of 

increased costs to keep recycling economically sustainable. Every community and every recycler is 

impacted. Recycling is truly undergoing a paradigm shift that requires all of us to work together to reduce 

contamination. We want to help you engage your residents to help find solutions and maintain their trust 

in the recycling process.  

Material and Delivery Specifications 

As a society, we understand that recycling is important, but in order for recycling to make an impact, we 

have to recycle right. Today’s most successful and sustainable recycling programs emphasize the value 

of the acceptable materials. We must ask ourselves, does this material have a viable market? If the 

answer is yes, we must also ensure the material we are recycling is properly prepared, clean, and free 

from contamination. 

Our list of acceptable materials is reflective of today’s market reality and includes only materials that meet 

industry quality standards and have viable market demands. However, due to the length of our Contract 

with Wareham and Carver, it is important to allow for the possibility that this list may need to be adjusted 

at some point. Contract language must support our collective need to make changes to acceptable 

materials in order to respond to global market demands as well as protect the quality of material we 

process. In light of these considerations, we propose the following contract language: 

SINGLE STREAM SPECIFICATIONS 

RECYCLABLE MATERIALS must be dry, loose (not bagged), unshredded, empty, and include ONLY the 

following: 

Aluminum food and beverage containers - empty 
Glass food and beverage containers – brown, clear, or green - 

empty 

Ferrous (Iron) cans – empty 
PET plastic containers with the symbol #1 – with screw tops only 

- empty 

HDPE natural plastic containers with the symbol #2 (milk 

and water bottles) – empty 

HDPE pigmented plastic containers with the symbol #2 

(detergent, shampoo bottles, etc.) - empty 

Plastics with symbol #5 – empty Newsprint 

Old corrugated containers Magazines, glossy inserts and pamphlets 

Catalogs Cereal boxes; detergent, gift and snack boxes 

Telephone books Printer paper 

Copier paper Mail 

All other office paper without wax liners  
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NON-RECYCLABLES include, but are not limited to the following: 

Bagged materials (even if containing Recyclables) Microwave trays 

Mirrors Window or auto glass 

Light Bulbs Ceramics 

Porcelain Plastics unnumbered 

Plastic bags expanded polystyrene Coat hangers 

Glass cookware/bakeware Household items such as cooking pots, toasters, etc. 

Flexible packaging and multi-laminated materials Wet fiber 

Excluded Materials Fiber containing, or that has been in contact with, food debris 

Any recyclable materials, or pieces of recyclable materials, 

less than 2” in size in any dimension 

Materials: (a) that contain chemical or other properties 

deleterious, or capable of causing material damage, to any part 

of Company's property, its personnel or the public; and/or (b) 

that may materially impair the strength or the durability of the 

Company's structures or equipment. 

DELIVERY SPECIFICATIONS 

Single Stream Materials delivered by or on behalf of Customer may not contain more than 10 percent 

Non-Recyclables or any Excluded Materials. In the event a load of Single Stream Materials does not meet 

Specifications, the load may be rejected and/or Customer may be charged additional processing, return 

or disposal costs, including Excess Contamination Charges as set forth in Attachment A in the Price 

Proposal. 
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7 | CONTRACTUAL CONSIDERATIONS 

Cultivating Respect and Building Trust 

Clarifications/Exceptions 

Waste Management strives to be transparent in our proposals. We understand it is difficult for our 

customers when contractors attempt to negotiate new terms after an award is made. That is not how we 

do business. At the same time, we feel a balanced contract will benefit both parties over the term of the 

Agreement. As such, we have included the following list of clarifications and exceptions for your review 

and consideration. 

1-Our proposal assumes each Town will award one contract in its entirety and that Waste Management 

will become the sole provider for all services (trash and recycling collection) indicated in each Towns 

scope of work. 

2- Our proposal assumes that all collection carts distributed will become property of the Town(s) upon 

conclusion of a full (5) five-year term In the event the Town fails to approve funding, then in such event, 

the Town agrees the Contractor shall be reimbursed for its capital outlay for carts, divided by the number 

of months remaining in the initial term of the five-year Agreement.  

3- Waste Management proposal is valid for 90 days from the date of submittal and assumes contract 

award will be made in October 2020. 

4- Automated Cart Delivery/Replacement/Repair/Title – Waste Management proposal for Wareham 

assumes we will procure 8,200 64-gallon trash, 8,200 96-gallon recycling, and a total of 70 additional 

automated carts for the life of the five-year contract. Our proposal for Carver assumes we will procure 

3,200 64-gallon trash, 3,200 96-gallon recycling, and a total of 40 additional automated carts for the life of 

the five-year contract.  

5- The Town(s) will be responsible for purchasing additional carts if required to support additional 

deliveries, replacements, and repair requests throughout the term of the Agreement. Waste Management 

will not be responsible for replacement costs if the carts are lost, stolen, or damaged due to citizen 

neglect. 

6- Our proposal for fully automated, cart based, collection assumes all materials will be placed curbside in 

the carts provided. 
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8 | ALTERNATIVE PROPOSALS 

Above and Beyond the Basics 

Following are services that, as a valued customer, are available at no cost and could improve levels of 

service. 

A Local Website for Local Customers  

Like many communities, Wareham and Carver have tailored their solid waste programs to meet the unique 

collection and disposal needs of residents, facilities, and businesses. No longer a one-size-fits all approach, 

the Towns have a customized list of acceptable material, service levels, rates, pick-up schedules, drop-off 

locations and more.  

Clearly communicating these program details to customers is essential to fully utilize available services and 

resources. With over 60 percent of consumers preferring to conduct business online, providing solid waste 

information through a simple, 

easy-to-use website is an 

essential communication tool.  

As a Waste Management 

customer, the Towns’ residents 

and businesses, and staff 

could have access to a local 

Waste Management website 

that is both easy to navigate 

and functional. Working in 

collaboration with your staff, 

we will customize the website 

with meaningful service 

information, photos and 

resources that reflect the 

services, schedules and 

interests of the Towns. Using 

Waste Management’s local 

website, customers will easily 

and quickly be able find:  



The Towns of Wareham and Carver 

Request for Proposals - Curbside Collection of Refuse and Recyclables Non-Price Proposal 

54 

• Community-specific service information – an overview of all Waste Management services 

available including waste, recycling, yard waste, bulky items and special collections. This section 

also informs customers of where to place bins, collection times, and acceptable items.  

• Helpful resources – including information concerning holiday schedules, seasonal cleanups or 

nearby drop-off sites, Waste Management’s local website allows us to advise customers of 

special programs and services available only for the Towns. Upcoming events (such as 

Christmas tree collection) can be promoted with a prominent banner ad located on the home 

page.  

• Recycling education. Customers have access to educational materials and resources available 

through Waste Management’s Recycle Right. campaign. Whether looking for recycling posters or 

activities for students, content is printer-friendly and ready to use.  

Waste Management’s local Medway website will also allow customers to take action through 24/7 self-

service and account management functionality. Customers can: 

Initiate service or request additional services 
Schedule an empty and return (roll off customers 

only) 

View pickup schedule and collection ETA  Schedule an extra pickup or bulky item collection  

Request cart or container repair  Sign up for autopay or make an online payment 

Enroll in paperless billing Edit account contact information  

As an added convenience, Waste Management staff will share access to our web content for cross-

promotion on your website. Connecting directly to Waste Management’s information will save the Towns’ 

staff time and confirm Wareham and Carver continuously receives accurate and consistent information.  

Answering questions, finding service information, and utilizing local solid waste services should be easy. 

Waste Management’s new, local solid waste website will guarantee the Towns’ residents and businesses, 

and staff have the information and tools they need, when they need them. 

Waste Watch®  

Collaborating with Local Law Enforcement to Keep Neighborhoods Safe  

Serving Wareham and Carver’s neighborhoods each week allows Waste Management drivers to become 

familiar with their routes while providing exceptional customer service. Likewise, this level of familiarity 

enables drivers to identify when a situation does not feel right. From an abandoned car to a door left 

open, our drivers are in a unique position to act as an extra set 

of eyes and ears on the street. Our Waste Watch® program 

leverages this advantage by formally teaching Waste 

Management drivers how to observe and report suspicious 

activity or an emergency situation to law enforcement.  

Waste Watch-certified drivers participate in a formal training 

program administered in collaboration with local public safety 

and law enforcement officers. Training includes what to look for, how to react, and how to report 

incidents. Drivers are reminded they should not approach or attempt to resolve a suspicious situation, but 

they are encouraged to call law enforcement if a situation does not look or feel right.  
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After our drivers complete their initial training, we maintain ongoing efforts to keep community safety a top 

priority by sharing emergency messages with drivers as-needed and passing along reminders from law 

enforcement regarding seasonal crimes, such as holiday package and mail theft.  

Onboard technology such as DriveCam®, our small video recorder mounted on the windshield of our 

trucks, has also helped make our Waste Watch program successful. The recorder is triggered by certain 

vehicle behaviors, such as swerving or a collision; however, drivers also can manually start the camera if 

they witness a potential crime. This is an invaluable tool for our Waste Watch program.  

In addition to local agencies, Waste Management partners with National safety-related organizations and 

programs, including: 

AMBER Alert National Center for Missing and Exploited Children 

Community Crime Stoppers U.S. Department of Homeland Security 

Urgent messages, such as AMBER Alerts, can be communicated to drivers via our onboard computing 

system. This allows for instant and geo-targeted communication in case of an emergency.  Over the past 

decade, Waste Watch-certified drivers throughout the U.S. and Canada have reported suspected crimes 

and assisted with emergencies caused by car crashes, house fires, and pedestrian accidents.  

Waste Management WM TRACKER® SOLUTIONS 

Waste Management WM TRACKER® SOLUTIONS offers safe, simple, compliant recycling solutions for 

universal wastes, including fluorescent lamps, dry cell batteries, lighting ballasts, mercury switches and 

devices, and most recently smoke detectors. The prepaid program includes recycling containers, shipping both 

ways via UPS, recycling of the wastes, an emailed recycling certificate and complete online documentation of 

every container ordered and recycled. Patent-pending Mercury VaporLok® containers dramatically reduce the 

risk of potential mercury exposure and can be ordered at wmlamptracker.com. Auto-reorder and auto 

compliance features will ensure that your locations have a container available 

at all times.  

For a reasonable, use-based cost to residents, but no cost to Wareham and 

Carver, Waste Management offers our Tracker Solutions suite. For 

customers of all types and sizes we provide a simple, safe, and compliant 

recycle-by-mail program to properly recycle non-standard materials from 

the convenience of home. We make this possible in three (3) easy steps: 

order, pack and ship – with no interaction from the Towns required. 

Postage prepaid shipping supplies can be ordered 24/7 by phone or online. 

The program includes recycling containers, shipping both ways via UPS or 

FedEx ground, recycling of the wastes, and complete online documentation of every container ordered 

and recycled. Containers are available in a variety of sizes and shapes to fit different facilities and needs. 

Customers fill up boxes, and mail them back when full, using the included prepaid postage labels. Waste 

Management will safely recycle contents and provide each customer with a Certificate of Compliance 

after the material has been processed. Waste Management LampTracker boxes are the only type of 

waste lamp packaging approved for shipment by the United States Postal Service (USPS), have been 

tested according to American Society Testing Materials (ASTM) standards for safe storage and transport, 

and are U.S. Department of Transportation (DOT)/United Nations-certified for hazardous waste. 
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A Simple Recycling Solution for CFLs 

Compact Fluorescent Lamps (CFLs) light up our homes, stores, retail 

spaces, office buildings, and schools - and that is a good thing. According 

to the EPA, CFLs and bulbs use 75 percent less energy than traditional 

incandescent bulbs and last longer. Although the advantages of CFLs are 

abundant, they do contain mercury, a toxic substance harmful to your 

health and the environment.  

In the past, options for properly disposing of CFLs were limited and often 

required a trip to a hazardous waste drop-off center or waiting for an 

annual hazardous waste collection event. But safely disposing of CFLs doesn’t need to be difficult. 

Customers of all types and sizes can utilize Waste Management LampTracker® - a simple, safe, and 

compliant recycle-by-mail program.  

Proper Disposal of Medical Sharps and Hazardous Waste 

Often requested by schools, Waste Management could partner with the Towns, if requested, to handle 

the disposal of used needles and other medical “sharps.” Our MedWaste Tracker program provides a 

comprehensive, practical solution to ensure that medical waste is properly managed and destroyed to 

protect the 

environment, the 

public and the 

students and 

employees. 

Information sheets 

are provided here for 

your review. Further 

details are available 

upon request or by 

visiting 

www.wmtracker.com 

Using the WM 

Tracker Solutions 

tends to reduce 

contamination as 

well. 

  

Waste Management’s CFL 

recycling efforts resulted in 

the recovery of 54,484 lbs. of 

mercury and 208,711 lbs. of 

phosphor powder containing 

rare earth minerals. 

http://www.wmtracker.com/
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The Recycle Right Widget 

According to our customer service satisfaction surveys, 45 percent of our municipal resident customers 

look to their municipalities for recycling information, primarily on their municipal websites, and one of the 

biggest frustrations that residents have around recycling is a lack of information available to them. To help 

solve this problem, Waste Management has designed a new tool - the Recycle Right widget - to help 

keep your website up-to-date and provide current recycling information to your residents. 

The widget is easy to use, hosted by the municipality, there is no 

cost involved, and it provides targeted recycling education. 

• The widget is a small image that displays a message on 

your website and links to www.wm.com/recycleright. 

• Your webmaster does a one-time update, dropping the 

embedded code into the recycling page on your website 

and the widget is installed. 

• It provides an easy way for consumers in your community 

to get the most up-to-date information about recycling. 

 

Additional Waste Stream Alternatives 

In many neighboring communities, Waste Management provides for the collection and transportation of 

bulk rubbish, yard waste, household appliances, and/or electronic waste. Bulky items and household 

appliances collection could be administered on an appointment/fee-based system or possibly use 

collection stickers. Yard waste can be accommodated in Kraft bags or bundles. While not requested 

within this RFP, the Towns might consider implementing programs in the future and we are well equipped 

to facilitate these additional alternatives.   

http://www.wm.com/recycleright
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CONCLUSION 

We're There When You Need Us 

Waste Management is a proactive partner with proven results. Our work throughout Massachusetts, New 

England, and North America is a testament to our professional approach over the long term and we are 

excited about the opportunity to work with the Towns of Wareham and Carver in managing your 

community’s waste and recycling needs. 

First, we believe this to be a significant opportunity for both Waste Management and the Towns. We 

strongly invest in our partner communities and want to be your waste solutions provider of the future. We 

understand your priorities and are well-equipped to provide the services and resources you need to 

achieve your waste and recycling goals. We will provide tailored services to meet your operational needs 

and exceed your residents’ expectations.  

Second, we are committed to building a strong partnership by providing high quality, reliable service for 

the entire term of the Agreement. Our long-term partnerships with neighboring communities prove that we 

are a trusted and dependable partner. We have the resources to make needed adjustments, when 

necessary, to facilitate continued satisfaction for you and your residents. Waste Management will provide 

uninterrupted stability backed by innovation, value, and price, and we are committed to being a proactive 

partner. 

Lastly, entering into a partnership with Waste Management will provide your Towns with uninterrupted, 

guaranteed service delivery for an essential and highly regulated responsibility. We have the experience 

to develop a collaborative implementation plan to provide a smooth and seamless transition. Our best-in-

class collection, processing, and disposal operations, along with our industry-leading safety and 

environmental practices, will give you peace of mind that your wastes are being managed in full 

compliance with all regulatory requirements and standards.  

Waste Management is dedicated to being the best environmental solutions partner for Wareham and 

Carver now and in the future. 
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