Exhibit 3
Contamination Notification and Surcharge Protocol

Utilizing the Emeryville Public Education Budget as outlined in this agreement, WMAC will
work with CITY staff to develop outreach communication. Avenues of outreach include new
start service brochures, web site updates, social media, emails, bill inserts, postcards, letters,
auto-dials, bus ads, and other media.

Communication and Outreach plan

Three Months Before Go Live Date
e Introduction letter (example provided below) will be sent out to all customers explaining
the new contract requirements regarding contamination. The letter will feature a
discussion on the importance of recycling right. It will also include insert of what goes
where brochure and/or link.
e WM will update its local website with warning/charge program

e City will update its website

Recycling




Image is an example for illustrative purposes.

Two Months Before Go Live Date
e Social Media / Facebook ads begin
e Reminder postcards

Waste Management i Like Page

Sponsored

W

Removing Plastic Bags From Your Recycling Cart Keeps Emeryville Clean

Lose the Bag
Recycle Right

Sz 2 Learn More
EMERYVILLE.WM.COM

O 20 562 Comments 311 Shares

Like B Comment « Share

Image is an example for illustrative purposes.



One Month Before Go Live Date
e Start WM SmartTruck®M technology warning notifications (example provided below).
Notices are sent to customers with audited instances of contamination as a lead up to
Warning/Charge program. It is designed to educate them how to avoid a future charge.
e Send one-time “good job” communication

®
WASTE MANAGEMENT

Waste Management of Alameda County Inc.
172 98% Avenue
Oakland, CA94603

Unigue ID# 26252525252
John Doe Sandwiches
10 Main Street
Emeryville, CAS4602

Date: 1/5/20
Account: 656256
Incident: 15252

Dear <*Service Name™>

During a recent service call to <*Service Address™> we noticed your recycling container was contaminated with
more than 10% of unacceptable material. Garbage can ruin an otherwise good load of recyclable material. The
enclosed photo shows what we found on <*Incident Date™s.

Emeryville customers are subject to a "contamination surcharge” as provided below:

o 1%tand 2™ Incident Warning
e 3" |ncident: $25 for Carts; $75 for Bins
o 4hand following Incidents: $50 for Carts; $100 for Bins

To avoid a contamination surcharge, please place only recyclable material in the recycling container. Remember to
keep all materials loose and recycle only empty bottles and cans and dry paper and cardboard. Proper use of your
container is essential to meeting the recycling goals of our community. Please follow these simple guidelines:

e Put material in correct containers

o Do not overfill containers - lids must close to keep paper dry

e Secure adequate container sizes - never mix trash with recyclables

e Foralist of acceptable items, visit: RORR.com/resources/for-business

If you need service assistance, please call 800-321-8226. Working together, we can keep our community green.

To receive future service notifications, including holiday reminders, weather alerts, and mare via email or text, use
your Customer D #<*Customer Key™> to update your contact information at wm.com/mypreferences.

Sincerely,
Waste Management of Alameda County Inc.
510-613-8700

Image is an example for illustrative purposes.



Email

e Notices required by Section 6.03.2 of the Agreement may be sent by email. Emails
will be sent to any customer that have valid email addresses on their accounts. Email
messages will include a link to a video that shows the contamination (example
provided below). The emails are sent after the incident is reviewed and registered.

W' THINK GREEN:

A TE AR R T

Your Recycling Had Garbage in [l

Dear Valued Customer.

While servicing your Recycling container, we noticed garbage in it {visible in
the video link below). Garbage can ruin an othenwvise good load of recyclable
materials. Below are some recycling tips fo help you keep your container free
from contaminants.

Remember to keep all maternials loose (bagged material is treated as
garbage) and recycle only empty cans and bottles and clean paper and
cardboard. Confinued contamination of your recycling centainer could
adversely impact your services,

Proper use of your containers is essential to meefing the recycling goals of
our community. Please follow these simple guidelines:

= Put materials in the comect containers (see lists below)
= Do not overfill confainers — lids must close .
» Secure adequate container sizes — never mix trash with recyclables

If you need service assistance, please call LOCAL CALL CENTER &
Working together, we can keep our community green.

Service Details

Customer 1D
Service Address:
Service Date:

Incident #:

Accepted Recycling ltems

>IN

Recycle all empty bottles, cans, paper and cardboard. Keep foods and
liguids out of recycling. Keep loose plastic bags and bagged
recyclables cut of recycling.

Image is an example for illustrative purposes.



One Week Before Go Live Date
e Postcard goes out reminding customers how to stay clear of additional charges
e City may use materials to link to City tweets or other communications

IMPORTANT NOTICE w 1980 e

St ay C I e a r Of - W . Oakland, CA 94603
Ad d I t I O n a | C ha rg e S Set Your Service Notification Preferences

Using Your Customer ID# Below.
Go to WM.com - MyAccount/ManageMyPreferences

CUSTOMER ID# <Customer Unique>
<Service Name>

<Service House#> <Service Street Name>
<Service City>, <Service State> <Service Zip>

To avoid additional charges, keep your recycling
containers clear of contamination and ensure all
container lids are closed.

See reverse side for more information.

Example postcard front for illustrative purposes.

AVOID AN OVERAGE CHARGE AVOID CONTAMINATION CHARGES - RECYCLE RIGHT
Materials must fit inside a container Only place allowable materials in your recycling and
with the lid shut for regular service. green waste/organics containers.
Eliminating excess materials in containers helps: Only materials free of contaminants are recyclable.
« Minimize Service Delays - Reduce Equipment Failure
« Decrease Litter « Eliminate Safety Risks a
+ Prevent Animal Hazards - Reduce Truck Fires = ﬂ U @ @
Overage Charge: $25 o =
Charges Begin Month Day After Two Warnings Recycle only empty plastic bottles/ No plastic bags. Keep food and
RECYCLING  containers, glass jars/bottles, and  Place recyclables directly  liquids out of the
clean paper and cardboard. into your container. recycling.

Contamination Charge: $25 | Begins Month Day After Two Warnings

gﬂiE® i

Collect only yard trimmings, Only clear or No plastic, glass, metal,
food and food-soiled paper. compostable bags  treated wood, hazardous
ORGANICS accepted. or pet waste.

If you regularly have excess materials, we’re here Contamination Charge: $25 | Begins Month Day After Two Warnings

to help you put a lid on overages.
Call Customer Service at 510-613-8710 to help Visit oroloma.wm.com for recycling tips and more information. w e
you right-size your service. AN e ——

Example postcard back for illustrative purposes.



Go Live
e Program starts
e Start charging after 2 warnings

Schedule of Notifications and Fees

Commercial/MFD
Carts Bins

Incident 1 and 2 | Warning | Warning
Incident 3 $25 $75
Incident 4+ $50 $100

e Customers who have gone 1 year since most recent contamination fee will reset to the
lowest incident fee (example cart customer would be back at a $25 charge).

Ongoing communications
e Bill Inserts
e SmartTruckSM notifications mailed/emailed
e Any New Accounts that start service after the original launch will receive information on
how to avoid contamination in new service brochures and 2 warnings before charging

w KEEP A LID ON OVERAGE CHARGES FOLLOW THE RECYCLE RIGHT " GUIDELINES
e e Eliminating overages helps you: Wysur business subscribes to recycling service,
|pleass place anty aliowsbls materials in your recycling containers.
= L9

= Avoid unbudgeted costs

ARE YOU CLEAR ABOUT RECYCLING e e
co NTAMINATIU N AND OVE RAGES? * Decreasa pests and other animal risks caﬁﬁiﬂ'ﬂ?ﬂﬁin.
* Reduce odors and other concerns

Keep your recycling container ) :::r:irﬁwdrm“m o Keep food and liguid Empty recyclables directy
clear of contamination. Ensure all owbrnerese. el cartainer
materials fit inside your container Ifyou regularly have excess materials, we're here 1o help you put the
with the lids closed to avoid lid on overages. Please check your service agreement and contact For more information, visit:
additional service charges. your Waste Management representative to right-size your service. e RecyclebftenRecycleRikt.com

#Recycling101
Example Bill insert for illustrative purposes.

Quiality Control
e Qur service consultants are trained to carefully identify service issues.
e We have standard protocols for assessing multiple situations.
e A specialized auditor reviews the image for the existence of a particular issue such as a
damaged container, excess material, contamination or skipped service.

e Areport is generated and sent to the local operations staff for corrective action or
customer communication.



Contamination Quality Control

e What contamination quality control is in place to ensure accuracy?
o Drop-down menu of contaminant choices & visual aid designed to produce

consistency among auditors. Identified contaminant is stated in notification letter.
Below are examples of current drop-down menus we utilize:

Drop-down Menu Commercial Contamination Identification — Recycling

COMMERCIAL - -

When reviewing video for contamination, select up to 3 items visible in the video, from the drop-down
list of possible contaminants. Below is an image of each contaminant along with any spedal irstructiors

regarding use.
RECYCLING
Clothing/ Pallets/
Textiles Wood
Plastic
Electronics Bagged
Materials
Yy "
= ﬁﬁ“ﬁm se
— .
Foam — ey
Packaging/ M g ~ = Soll/Rocks
Cups

=
J”{ o o S—




Drop-down Menu Commercial Contamination Identification — Green Waste / Organics

COMMERCIAL

When reviewing video for contamination, select up to 3 items visible in the video, from the drop-down
list of possible contaminants. Below is animage of each contaminant along with any special instructions
regarding use.

GREEN WASTE / ORGANICS

Clothing/ Metal
Textiles S
Plastic Bags/
Electronics Opaque
Plastic
Film
Bottles/
Plastics Bucket/Item
Soil/Rocks
Tank/
Canister
Propane
Tanglers
HHW
(Household
Hazardous

Waste)




Drop-down Menu Residential Contamination Identification — Recycling

RESIDENT

WA

When reviewing video for contamination, select up to 3 items visible in the video, from the drop-down
list of possible contaminants. Below is an image of each contaminant along with any special instructions
regarding use.

RECYCLING
Clothing/ Pallets/
Textiles Wood

Plastic
Electronics

Bagged
Materials

Film )
Plastics Plastic Bags
Foam

i Plastic
Pac‘l:ﬂgmgl Bucket/Item
ups
Food

Soil/Rocks

. -ﬂ‘ Tank/
Gloves \—-/: ‘ Canister
- Propane
J—
HHW :
(Household !
Hazardous angiecy
Waste)

Metal

Objects Yard Waste




Drop-down Menu Residential Contamination Identification — Green Waste / Organics

RESIDENTIAL 0 | W

WASTE MANAGEMENT
When reviewing video for contamination, select up to 3 items visible in the video, from the drop-down

list of possible contaminants. Below is an image of each contaminant along with any special instructions
regarding use.

GREEN WASTE / ORGANICS

Clothing/ Metal
Textiles Objects
Electronics Plastic Bags/ ‘ 4
OpaqueE Y ¥
Film .
Plastics Plastic Bags
Foam Plastic |
Packaging/ Bottles/
Clps Bucket/Item | |
@
Glass .
Bottles Soil/Rocks
Tank/
Gloves Canister
Propane
HHW
(Household T
Hazardous 9
Waste)




Customer Right to Appeal / Dispute Process:

e |f the customer believes there is a mistake, they can contact WM via the number on the letter
or invoice.
e Customer Experience representatives will review the video or image and email a link to the
customer
e Credits will be issued for the following reasons
o Blurry images
o No visible contamination
o Did not meet the audit guidelines
o Not customers bin in the picture — customer will be exempt from further incident
charges until the bin is appropriately linked to the correct address.



