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Overview

•Compulsory rollout process in City of 
Orange

•Lessons learned
•Barriers to success
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Overview of Rollout Process

• Initial letter notice
– Action required; refer to city code
– Visit Minerva website; enter customer number
– Three choices

• Accept recommended service configuration
• Adjust; something different; contact CR&R
• Apply for waiver online in Minerva

–Approve waiver or deliver container

3



Initial Letter
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Educational Materials
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Enter Customer Number
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Three Options
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Accept, Adjust, or Apply
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Capture Contact Info
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Accept: You’re done!
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Adjust: We’ll contact you.
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Apply: Waiver Application
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Post to Customer Record
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Outreach Report
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Follow up

•Thirty days to respond to initial letter
•Phone call – four weeks
•2nd phone call – five weeks
•2nd letter – six weeks
•Personal visit – eight weeks
•Deliver container – ten weeks
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Summary of Results
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Made Final Notice deliveries to seven customers on March 14th; no issues.

27-Dec 10-Jan 1-Feb 15-Feb 28-Feb

Zone 1 Zone 2 Zone 3 Zone 4 Zone 5 Total

Accepted/Work Orders Placed 28 23 25 16 3 95
Applied for Waiver 14 9 4 5 3 35
Adjust/Working on Proposals 7 6 2 4 2 21
No-Response, Made Contact 6 3 7 0 0 16
Yet to Make Contact 1 12 17 34 47 111
Total Accounts 56 53 55 59 55 278



Lessons Learned

•Adequate resources
•Close coordination with waste hauler
•Rollout segmented by location and type
•Multiple types of outreach
•Design a systematic workflow
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Adequate Resources

• Fund one or more dedicated full time 
positions through your hauler agreement

• Employed by hauler, or employed by 
jurisdiction and funded by franchise 
agreement

• At least one FTE per every 65,000 in 
population

• Typically less that 1% of total revenue
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Close Coordination

•Collaborate on planning
•Software tool enable everyone to be on 

the same page
•Periodic meetings
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Rollout by Location and Type

•Maintain route density
•Focus on like types of customers
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Multiple types of outreach

•Initial letter
•Two phone calls
•Final letter
•Personal visit
•Cart delivery
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Systematic Workflow
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completed

1) Accept

2) Request CR&R email completed

3) Waiver

yes

denied

completed

Customer recieves letter 
from CR&R and goes to 

Minerva website and selects 
desired action

A report entry is made 
in Minerva that 

customer is requesting 
an email from CR&R to 
Add and Adjust Service 

Level

Signature block 
(name, title, phone, email)

Exit Page
1) You are free to go

(Expect delivery of new service 
level after January 1st)

Customer Action
1) Accept

Customer Action
2) Request Adjustment

Customer Action
3) Waiver

Select option
De Minimus or Space

Customer fills out 
form, adds picture? 

and submits

CR&R reviews 
Waiver and 

recommends 
approval or denial 

to the City

City reviews forms and 
recommendations.  

Provides direction to 
CR&R

CR&R enters Outcome 
in Minerva:

Customer completed or 
Waiver approved

CR&R email to 
customer and updates 

service level.
Conversaton 
continued via 

individual email.

CR&R direct mails letter to 
selected customers on 

behalf of the City

Exit Page
2) Expect an email from CR&R 

to discuss adding and adjusting 
your service level

Exit Page
3) Expect an email from the 
City to begin your Waiver 

application

A report entry is made 
in Minerva that 

customer is requesting 
a waiver

A report entry is made 
in Minerva that 

customer has accepted 
the proposed 

minimum service 
levels.



Barriers to Success

•Collecting recyclables in the trash truck
•Equipment shortages
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David L. Davis, CMA
MSW Consultants
41760 Ivy St., Suite 203
Murrieta, CA  92562
(951) 694-4001
dave@msw-consultants.com
www.msw-consultants.com
Minerva:
www.mswcompliance.com
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Minerva
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