
 

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  

 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. 

 WM will update its local website with warning/charge program 

 City will update its website 

 

 
 

 

 



Image is an example for illustrative purposes. 

 

 

Two Months Before Go Live Date  

 Social Media / Facebook ads begin  

 Reminder postcards 

 

 
 

 
Image is an example for illustrative purposes. 

 

 

 

 

 

 

 

 

 



 

 

One Month Before Go Live Date  

 Start WM SmartTruckSM 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. 

 Send one-time “good job” communication  

 

 

 

 
Image is an example for illustrative purposes. 

 

 

 



 

 

Email 

 

 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. 

 

 

 
 

 
Image is an example for illustrative purposes. 

 



 

 

One Week Before Go Live Date  

 Postcard goes out reminding customers how to stay clear of additional charges 

 City may use materials to link to City tweets or other communications 

 

 
 
Example postcard front for illustrative purposes. 

 

 

 
 

 
Example postcard back for illustrative purposes. 

 

 



 

 

Go Live  

 Program starts 

 Start charging after 2 warnings 

 

 

 

Schedule of Notifications and Fees 

 

 Carts 

Commercial/MFD 

Bins 

Incident 1 and 2 Warning Warning 

Incident 3 $25  $75  

Incident 4+ $50  $100  

 

 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 

 Bill Inserts 

 SmartTruckSM notifications mailed/emailed 

 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 

 

 

 
 
Example Bill insert for illustrative purposes. 

 

Quality Control  

 Our service consultants are trained to carefully identify service issues.  

 We have standard protocols for assessing multiple situations.  

 A specialized auditor reviews the image for the existence of a particular issue such as a 

damaged container, excess material, contamination or skipped service.  

 A report is generated and sent to the local operations staff for corrective action or 

customer communication. 



 

Contamination Quality Control 

 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 

 

 
 

 

 



 

 

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

 

 

 

 

 

 

 

 



 

Drop-down Menu Residential Contamination Identification – Recycling 

 

 
 

 

 

 

 

 

 



 

 

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

 
 

 

 

 



 

Customer Right to Appeal / Dispute Process: 
 

 If the customer believes there is a mistake, they can contact WM via the number on the letter 

or invoice. 

 Customer Experience representatives will review the video or image and email a link to the 

customer 

 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. 

 

 


