Questions and Answers

Date:  August 10, 2023

To: Interested Firms and Individuals

From: Anna Denham — Management Analyst, Public Works Department
Subject: Q&A for the Request for Proposals — 2023 Solid Waste Rate Analysis

PROPOSALS ARE DUE BY MONDAY, AUGUST 14, 2023 AT 5:00 P.M. BY
ELECTRONIC PDF FILE UPLOADED TO THE LINKED URL IN THE RFP.

The City received the following questions (in bold) that were submitted through
emails. Answers are in plain type below each question.

1. Can the City confirm which fiscal year is the first year of rate
adjustment?
The rate adjustments are by calendar year beginning in 2024.
2. Is there any waste reduction program, such as bulky item pickup, oil
filter recycle?
See attached franchise agreement.
3. Isthere any miscellaneous services/charges, such as container delivery, bin
locking service, etc.?

See Attachment Q in the attached franchise agreement.

4. Can the City send a copy of the hauler franchise agreement?

Attached herein.
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Provide a link to enable Customers to email Contractor; and,

Maintain and produce visitor logs and reporting including website and individual
page visitation, number of web-based Bill payments per month, number of
website-submitted Complaints per month, and individual and summary
Customer Complaint and resolution reporting.

D. Customer Information System Requirements

Contractor is required to use a Customer information system with software
applications capable of documenting all correspondence and conversations,
pertaining to the services specified herein, between Contractor, Customers,
Occupants, Agency, and SBWMA. The system shall include, at a minimum, the
following data fields:

1.

2.
3.

»

@ N O ;

9.

10.
1.

12.
13.

14.

Date and time of Customer correspondence or contact with Contractor (e.g.,
phone call, email)

Date and time response was provided
Date and time resolution was provided

Customer's name and contact information (multiple phone numbers and email
addresses)

Account address

Service address

Occupant address

Service location information including:
a. Number of units

b. Number, size, and type of Solid Waste, Organic Materials, and Targeted
Recyclable Materials Containers

Collection Service Day

Route number

Backyard service status
Special Handling Service status

Bulky Item Collection history {(e.g., number of annual services performed,
date requested, date provided)

Service issue, Complaint, or Inquiry
Time frame stipulated for Contractor to resolve issue

Description of Contractor's resolution of service issue or Complaint, or
response to Inquiry

Date and time that Contractor’s resolution took place

CSR or Contractor’'s employee identification code of employee inputting the
Complaint or Inquiry

CSR or Contractor's employee identification code of employee inputting the
resolution

@ ~oap

The system shall be capable of:
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Contamination and Customer does not take the necessary steps to recommence
Collection service, Contractor shall bill the Customer for Collection of the excessive
Contamination at Agency-approved Charges specified in Attachment Q. The
Agency-approved Charges includes: (i) a return trip Charge, and, {ii) an extra Solid
Waste Collection Charge.

Contractor shall report monthly to Agency any non-Collection notices issued.
Contractor shall take direction from the Agency with regard to termination or
reinstatement of service to a service recipient due to numerous non-Collection
notices issued to the same Customer.

Collection of Excess Materials (Overages). Contractor shall direct its employees
to Collect an Overage on two (2) occasions each Rate Year at no additional cost to
Customer. Contractor must provide a notice to Customer documenting the Overage
in order to count the Overage Collection towards the allocated two (2) per Rate
Year for each Customer. Customers that place an Overage for Collection for a third
and subsequent events, may be assessed an Overage fee by Contractor if
Contractor has directly contacted the Customer via a phone call or voice message
notifying them of the Overage Collected. Contractor shall bill Customer for a third
and subsequent Overage events at Agency-approved Charges specified in
Attachment Q. Contractor shall provide Customers the opportunity to request an
Overage Collection service in advance. In such case, Contractor shall bil! the
Customer at the Agency-approved Charge specified in Attachment Q.

Contractor shall provide Customers the opportunity to subscribe to Overage
Collection service, in advance, or purchase Overage bag(s) from the Contractor.
Contractor shall provide Customers the opportunity to purchase Overage bags
through its Customer service department or electronically via Contractor’s website.
The Overage bag(s) shall have markings identifying it as the Contractor’s Overage
bag. Contractor shall mail or deliver Overage bags to Customers within three (3)
Business days of Customer’s request. The Charge for Overage bags is specified in
Attachment Q and includes all aspects of purchasing the bags, printing, and
distribution (i.e., mailing or direct delivery by Contractor). Customers shall also be
provided the opportunity to purchase Overage bags at Contractor’s local office. The
quantity of Overage bags per request from Customer shall be limited to five (5) per
request.

If the Agency and/or Contractor receive numerous Complaints {(as determined by
the Agency) from Customers regarding Customer dissatisfaction with the
requirement to purchase Overage bags, the Agency reserves the right to require the
Contractor to modify its Overage program to better serve its Customers and/or
require the Customer to subscribe to additional Collection service.

Care of Private Property. Contractor shall not damage private property.
Contractor shall ensure that its employees: (i) close all gates opened in making
Collections, unless otherwise directed by the Customer, (ii) do not cross landscaped
areas, and (iii) do not climb or jump over hedges and fences.

Agency shall refer Complaints about damage to private property to Contractor.
Contractor shall repair, to its previous condition, all damage to private or public
property caused by its employees.
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3126 require Contractor to provide expanded or new services within a reasonable time

3127 frame and for reascnable compensation; and Agency or SBWMA may direct
3128 Contractor to take corrective actions for any performance inadequacies.
3129
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ATTACHMENT K
CONTRACTOR’S COMPENSATION AND RATE SETTING PROCESS

s (Collective Bargaining Agreements
e Solid Waste Transfer Tickets

»  Weight tickets for all C&D Materials, Recyclable Materials, Inert Materials, and
Organic Materials

o Customer billing information and service levels
= (Copies of Bureau of Labor Statistics Index Data
e Other information requested by SBWMA

7. SBWMA Review of Application

Agency delegates to SBWMA the authority to conduct the review of the Application. SBWMA
will review the Application and supporting documentation to determine that it has been
prepared in a manner consistent with the Agreement, including this Attachment. SBWMA may
request and Contractor shall provide any missing information necessary to complete the
Application. Agency may participate in meetings with SBWMA and Contractor to discuss the
Application.

A. Preliminary Review
SBWMA shall determine if the Application is complete and ready for analysis.

1. Completeness and Mathematical Accuracy of Application. SBWMA shall determine if:

a. All required forms and financial statements are included;
b. All forms are completed correctly and data and indexes tie to correct source; and
c. All calculations are mathematically correct.

If the Application is incomplete or contains arithmetic errors, SBWMA will notify
Contractor and Contractor will promptly provide missing information and corrected
calculations.

2. Verification of Supporting Documents and Schedules. Various documents are to be
included in the Application to support the requested adjustment in Contractor’s
Compensation. Any supporting information SBWMA finds to have been omitted shall
be promptly be provided by Contractor.

3. Contractor Notification. SBWMA will notify Contractor when it has determined that
the Application is complete.

B. Review of Application

The Contractor’s Compensation review process is intended to ‘allow SBWMA to determine
whether the Application is consistent with the Agreement and accurately calculates
Contractor’s Compensation for the coming Rate Year. SBWMA shall take the following steps
during its review of the Application.

i. Review of Contractor's Compensation Caiculations. SBWMA shall review Contractor's
Compensation adjustment calculations to verify that the calculations are performed in
accordance with Article 11 and relevant attachments including this Attachment.

Collection Services Franchise Agreement with Recology San Mateo County Attachment K
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