








waste collection.

There has been a trend towards gain sharing, pay raises, and other pay-for-performance-
based incentives in lieu of this task compensation, which has prompted audits and
investigations in the industry. Table 1 compares some basic advantages and
disadvantages of both the task system and these gain sharing alternatives.

Customer Service

One of the most common complaints in the waste collection industry is the resident calling
into customer service with one of those “you missed me” calls. Many agencies or
organizations have set policies to go back and get it immediately, the next day, or within set
number of hours. If itis too late and the crews have gone home for the day, many
organizations have mandated that it will get it the next morning. Others will even go so far
to require the supervisor to pick it up before the end of the day.

With new technologies such as cameras and other recording devices, such as RFIDs on
collection trucks and containers, it will be easier in the future to have a photographic
record. This way, it will be easier to identify situations where the customer failed to roll out
his container to the curb prior to the required time, or if the collection problem is not
resolved quickly. Having these new tools, it is likely that we will be moving to an era where
unconditional money-back guarantees will become a norm in the solid waste industry.

Sounds a little far fetched for the US at the present time, but in Europe, for example, waste
collection programs are beginning to offer refunds or additional months of free service if
they fail to respond to customer complaints about missed pickups.

Some Final Words

A brief reading of the collective tea leaves for solid waste collection suggests to us that the
while technology will be an important facet for success in waste collection in the future,
successful implementation of all this new technology and methodologies will boil down to
people and leadership. Because we are so enamored with technology in our culture, much
of the collective literature in our profession generally fails to ignore this basic fact. A recent
bestseller by Jim Collins, Good Is Great, sums this up in a nutshell. As Collins describes
the basic measures of success in “best of class” organizations, he comes to a conclusion
suggesting that it is not enough to get the right people in the organization on the collection
trucks and the wrong people off, but the right people must also be on the right seats.

In essence, all of our collective efforts for our organizations will fail if we merely provide all
of the neat technology, but fail to ensure that we have dynamic and innovative leaders who
can ensure that the right employees are driving these vehicles. Given the stakes that our
industry will face over the near term, it is critical that our organizations recruit skilled
professionals who have the appropriate skill sets to enable the very finest customer
delivery.

Marc J. Rogoff is project director with SCS Engineers OF Tampa, FL. Mike Wegner is the
solid waste director in Abilene, TX.
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