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I Methodology

§ 505 interviews with residential customers and
53 interviews with commercial customers of ACI
within Alameda (contact lists provided by ACI).

§ Conducted July 7-14, 2020, online and via
landline and cell phones in English, Spanish
and Chinese

§ Margin of sampling error of +/-4.6% at the
95% confidence level for the residential sample

§ Due to rounding, some percentages do not add
up to 100%
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I About this Presentation

§ This presentation will cover select findings from
the survey of residential customers.

§ More detailed findings from residential
customers, as well as the results of the
commercial customers, are included in an

appendix.
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Residential Customer Views of
ACI




Residential customers had broadly
favorable views of ACI, particularly compared to
private utilities like PG&E and Comcast.

| would like to ask your impressions of some people and organizations
in public life. Please tell me whether your impression of that person or
organization is generally favorable or unfavorable.

M Very Fav. Smwt. Fav. Heard of/Can't Rate M NHO/Don't Know @ Smwt. Unfav. M Very Unfav. Total Total
Fav. Unfav.

Akﬂneda IIIIIIIIIIIIIIIIIII | |
ALAMEDA o) (o) o, (1)
% MUNICIPAL POWER MunICIpa| Power 526 39/) 916 4A)

“naveties vy T2 le] e 1
@C@% Industries (ACI) e 42% 8% 83% 11%

Alameda C'ty 40% 20% 5%| 63% 6%
Public Works
M PG&E BEYZ 37% | 25% 50% 46%
q,
COM{E‘AST Comcast 28% 9%' 27% 35% 53%
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About nine in ten residential customers
were satisfied with their garbage, recycling and
organics removal.

Here is a list of utilities and services. Please indicate how satisfied you are with each
service: very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied.

, , , Total Total
W Very Sat. Smwt. Sat. Don't Know Smwt. Dissat. M Very Dissat. .
Sat. Dissat.
Electricity 69% 27% 96% 3%

Natural gas 38% 6% 90% 4%

Garbage, recycling,
and organics removal

33% 7% 8 89% 10%

Internet 44% 17% WA 72% 24%
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Three-quarters believe their garbage, recycling and
organics removal
services are reasonably priced.

| am going to read the same list of utilities and services. This time
please tell me whether you think the price you pay for that service is
reasonable or unreasonable, given the value you receive.
Total Total

M Very Reas. ™ Smwt. Reas. ™ Don't Know © Smwt. Unreas. ® Very Unreas.
Reas. Unreas.

Electricity 37% 45% 13% N 82% 16%

Natural gas 30% 51% 5% 8% 81% 12%

Garbage, recycling, and

: 26% 49% 16% W& 74% 23%
organics removal

Internet 17% 32% 28% 19% 48% 47%
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Those satisfied with service cited
reliability and good customer services.

Previously you indicated you were SATISFIED with your garbage,
recycling, and organics removal service. In a few words of your own, can
you tell me why are you SATISFIED with that service?
(Open-ended; Asked of Satisfied Residential Customers Only, N=451)

Reliable schedule (comes on time, holidays, routinely
picked up, not missed often, etc.)

58%

They do their job, good job, has no problems, etc. _ 34%
Good/quality customer service (nice drivers, bin 3%

Likes specific programs/schedules (recycling needs

met, pickup as often as they needed, etc.) - 14%

replacement, responsive support, etc.)
Good/fair/cheap price .7%

Other I4%

Don't Know/Unsure |1%

FAM2 Refused/No Opinion |1%
1V &F
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Those dissatisfied reported issues
with their bins or with cost.

Previously you indicated you were DISSATISFIED with your garbage,
recycling, and organics removal service. In a few words of your own,
can you tell me why are you DISSATISFIED with that service?
(Open-ended; Asked of Dissatisfied Residential Customers Only, N=50)

Costly (too expensive, not cheap, overpriced, high rates, etc.) -42%

-

Bad customer service (ignored requests, bad feedback, etc.) . 13%

Bin problems (leaves messes, leaves bins in bad places,
damages bins, leaves half full, etc.)

Inconsistent/bad pickup schedule (missed days, pickup too
early, late pickups, etc.)

Mismatch in what customers wants (only need pickup every . 11%
2 weeks, needs recycling, etc.) 0

Unprofessional/Rude/Loud Drivers I 8%

Other I4%
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Residents were broadly satisfied with pickup,
instruction and customer service; most didnt know
enough to rate illegal dumping pickup.

For each one, please tell me how satisfied you are with each aspect of service provided by ACI
at your home: very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied.

B Very Sat. Smwt. Sat. Don't Know Smwt. Dissat. M Very Dissat. Total Total
Sat. Dissat.
service day
Providing instructions
on which waste goes in 51% 36% 8% I 86% 11%
each cart
Responding to
customer questions or 29% 16% 6% 76% 7%
concerns
Picking up illegal 0 o
11% BSWAZ 60% 7% 29% 11%

dumping
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Key Takeaways

[] Residential customers hold broadly favorable impressions of ACI - alongside other
publicly provided city services.

[] Satisfaction levels are very high for residential garbage service (89%), with 56% “very
satisfied.” And 74% feel what they pay for it is “reasonable.”

[] Those few who expressed any dissatisfaction cited issues related to costs and post-

pickup messes and bin placement.

Few realize ACl plays a role in addressing illegal dumping.

There was also broad support for keeping an office in Alameda and hiring someone to

help educate customers, stipulating that it may cost a few dollars on their bill.

][]

[] Avariety of recent and potential recycling and waste reduction polices were supported
by two-thirds or more residential customers, including supplying recycling and organics
containers in public areas and providing renters in multifamily buildings one free,
annual bulky pickup

[] Commercial customers expressed broadly similar and positive impressions of ACl and
the waste reduction policies, except for holding more evenly divided opinions on a
proposal to charge a fee to residents and businesses who do not properly sort
compostable or recyclable material.
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For more information, contact:

Curt Below
pl1 v Curt@FM3research.com
OPINION . -
FM3 o Miranda Everitt
RESEARCH & STRATEGY Miranda@FM3research.com

1999 Harrison St., Suite 2020
Oakland, CA 94612
Phone (510) 451-9521
Fax (510) 451-0384
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Appendix A

Select Verbatim Responses
from Satisfied & Dissatisfied
Residential Customers




Verbatim Responses from
MSatisﬁed Residential Customers
No problems /"Because they offer " The drivers are nice and

) On time, o ,
with any of it. recycling efficient yet take time to

They get the
job done.
Seems a little
expensive but
everything’s

expense these

\_ days.

No problems,
always efficient
\and responsive.

opportunities and
the free annual

wmzan up. /
/ Workers are \

friendly, timely,
and don't leave a
mess with the
garbage,

accommodating,
and consistent

wave back when your
kiddo waves and yells to

compost, and

composted. In
comparison, the City of
Berkeley recycling is
very limited in what
they take.

N

\_ themV_/
ﬂ like that ACl allows a
lot of things to be / Affordable and\
recycled and rarely

experience any
issues. | would
like access to 2
of the
dumpsters a
year - once they
went down to

Costumer service is excellent,

directly involved, and easy to

work with. Weekly pick up is
timely and very clean

— <

F M 3 Q4a. Previously you in

RE S E AR C Htell me why are you SATISFIED with that service?

Trash pick-up is
consistent, have always
been able to get ahold of
someone when calling

customer service

\_

dicated you were SATISFIED with your garbage, recycling, and organics removal service. In a few words of your own, can you

those plastic
bags, two
should be

allowed. /

14



Verbatim Responses from Dissatisfied Residential

/ Customers
Every ACI customem /It is too expensive, and the\ "1 am forced to pay fm

service rep, be it on collectors frequently leave I do not use. | do not need a large
the phone or in messes behind or damage recycling nor organics bin and yet |
person at the \ receptacles. need to pay for those bins which
Blanding street // \remain entirely empty every WEEk./
office has been 4 Sloppy
rude and unhelpful. service, The driver leaves It seems very\
| dread having to always leaves debris in my driveway expensive and
call them or go into a mess, vastly and the cans all T
K that office. / S overpriced. scattered on the .
street. The wheels e larae. |
4 Service is ) / They always \ have been broken off generally
irregular, they’re leave a mess, all my carts by the need to call
not always break containers, drivers and they ACI about
picking up what and do less than made no once a month
was paid for. ) Waste \acknow/ edgment. duetoa
\ Management but Loud early pickups and J service

messes left on the street.

cost more. roblem.
- / N /

F M 3 Q4b. Previously you indicated you were DISSATISFIED with your garbage, recycling, and organics removal service. In a few words of your own, can you

RE S E A R C Htell me why are you DISSATISFIED with that service? 15
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Appendix B

Residential Customers’
Reactions to Program & Policy
Proposals




Residential customers supported a variety of
programs that may cost a few dollars.

| am going to read you a list of programs and policies having to do with waste
in Alameda that have already been adopted or have been proposed to be adopted.
Each one may cost a few extra dollars per month on your home garbage bill. Please tell me
whether you support or oppose that program or policy.

B Strng. Supp. Smwt. Supp. Don't Know Smwt. Opp. H Strng. Opp. Total Total
- _ Supp. Opp.
Supplying recycling and
organics containers in 21% I 91% 6%
public areas
Allowing renters in multifamily
buildings to get one annual _ 20% 5% I 90% 5%
free bulky item pickup
Requiring commercial
and multifamily buildings _ 88% 7%
recycle and compost waste

Banning single-use
plastic straws

25% I
23% 11% 76% 21%

17
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They also supported an office in Alameda and
charging fees to those who don‘t sort compostables

or recyclables properly.

B Strng. Supp. Smwt. Supp. Don't Know Smwt. Opp. B Strng. Opp. Total Total
Supp. Opp.

Hiring an employee to conduct
38% 35% 13% REVY 73% 23%

outreach and education on
recycling, composting, and...

Having an office in Alameda
where customers can have
issues addressed in person

36% 34% 10% 13% g&sy 70% 20%

Charging a fee to residents and
businesses who do not properly
sort compostable or recyclabl...

33% 36% 14% UYE 69% 28%

Applying a thin layer of
compost to large green spaces,
which stores carbon that...

38% 29% 19%  S%EFE 67% 14%

F M 3 Q6 a-h. I am going to read you a list of programs and policies having to do with waste in Alameda that have already been adopted or have been
proposed to be adopted. Each one may cost a few extra dollars per month on your (CODE 1 IN QB: home) (CODE 2 OR 3 IN QB: business) garbage bill. 18

RE S E A R C Hplease tell me whether you support or oppose that program or policy.



Support for diverting 89% of waste from landfills was
broader than the per-pound figure.

Setting a goal of as soon as possible
1.2 pounds of garbage diverting 89% of
per person per day in Alameda waste from landfills
Strongly support - 29% Total _ 61% Total
Support Support
Somewhat support 24% 53% 28% 88%
Somewhat oppose 12% Total 2% Total
Oppose Oppose
Strongly oppose . 14% 26% IZ% 4%
Don’t know 20% 8%

F M Q6i & j. I am going to read you a list of programs and policies having to do with waste in Alameda that have already been adopted or have been
proposed to be adopted. Each one may cost a few extra dollars per month on your (CODE 1 IN QB: home) (CODE 2 OR 3 IN QB: business) garbage bill.

RE S E AR C Hpleagse tell me whether you support or oppose that program or policy. Split Sample 9
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Appendix C

Commercial
Customer Results




Commercial customers gave ACI
broadly favorable ratings.

Alameda County Industries (ACl) Favorability Rating

Very favorable _ 26% Total

Favorable
Somewhat favorable 45% 72%

Somewhat unfavorable 19% Total
Unfav.

Very unfavorable - 8% 26%

85% favorability for AMP, 70%

Heard of/Can't rate/ 20 for Public Works, 64% for PG&E
Never heard of/Don't know and 43% for Comcast

F M 3 Q1b. I would like to ask your impressions of some people and organizations in public life. Please tell me whether your impression of that person or

RE S E A R C Horganization is generally favorable or unfavorable. 21




Seven in ten commercial customers
were satisfied with their garbage,
recycling and organics removal services.

Garbage, recycling, and organics removal

Very satisfied _ 30% Total

Somewhat satisfied

Somewhat dissatisfied

Very dissatisfied - 8%

Don't know 0%

21%

Satisfied

42% 72%
— 94%

satisfaction
otal with
Diss:tizfied electricity,
28Y% 77% with
internet, and
74% with
natural gas

F M 3 Q2a. Here is a list of utilities and services. Please indicate how satisfied you are with each service: very satisfied, somewhat satisfied, somewhat

RE S E A R C Hydissatisfied, or very dissatisfied.

22



Seven in ten also felt the rates
were reasonable — though most said
they were “somewhat reasonable.”

Garbage, recycling, and organics removal

Very reasonable .9% Total
Reasonable

Somewhat reasonable 62% 72% 83% say
electricity

— rates are

Somewhat unreasonable 9% Total reasonable,
Unreasonable
(o)
Very unreasonable 15% | 25% 68% for

natural gas
and 51% for

Don't know | 4% Internet

F M 3 Q3a. | am going to read the same list of utilities and services. However, this time please tell me whether you think the price you pay for that service is

RE S E A R C Hreasonable or unreasonable, given the value you receive. 23




Commercial customers were broadly satisfied with
instructions, customer service and pick-up; they were
less aware of dumping.

Please tell me how satisfied you are with each aspect of service provided by ACI at your
business: very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied.

Total Total

B Very Sat. Smwt. Sat. Don't Know Smwt. Dissat. M Very Dissat. .
Sat. Dissat.

Providing instructions
on which waste goes in 32% 9% 6%I
each cart
Responding to
customer questions 40% 34% 6% 6%V 74% 21%
or concerns
service day

Plcklnguplllegal 17% 519 g0, R 32% 17%
dumping
FM3

RESEARCHAQs.

81% 9%

24




They supported a number of waste policies.

| am going to read you a list of programs and policies having to do with waste in Alameda
that have already been adopted or have been proposed to be adopted. Each one may cost
a few extra dollars per month on your business garbage bill. Please tell me whether you
support or oppose that program or policy.

B Strng. Supp. Smwt. Supp. Don't Know Smwt. Opp. H Strng. Opp. Total Total

Supplying recycling and Supp. Opp.
organics containers in public 53% 40% 6% . .
areas... 92% 2%
Allowing renters in multifamily
ildi (0) 0, o, VA GO,
buildings to get one.annua.l free 57% 23% 9% 6%[F/ 70%  11%
bulky item pickup
Requiring commercial and
multifamily buildings recycle 42% 30% 9% 13% B4 72% 19%
and compost waste

Hiring an employee to conduct
outreach and education on 28% 40% 11% 13% 943 68% 21%
recycling, composting, and...

FM3
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They were split on charging a fee to those who do
not properly sort compost and recycling.

Total Total
Supp. Opp.

B Strng. Supp. Smwt. Supp. Don't Know Smwt. Opp. B Strng. Opp.

Banning single-use

plast|c StraWS 23% 6% 17% 15% 62% 32%

Having an office in Alameda
where customers can have
issues addressed in person

25% 15% 13% BEYR 58% 26%

Applying a thin layer of
compost to large green spaces,
which stores carbon that
causes climate change

21% 36% 8% 57% 8%

Charging a fee to residents and
businesses who do not properly

28% 17% 32% 49% 49%
sort compostable or recyclable
material
F M Q6 a-h. I am going to read you a list of programs and policies having to do with waste in Alameda that have already been adopted or have been

proposed to be adopted. Each one may cost a few extra dollars per month on your (CODE 1 IN QB: home) (CODE 2 OR 3 IN QB: business) garbage bill.

RE S E A R C Hplease tell me whether you support or oppose that program or policy. 26



Commercial customers broadly favor
diverting 89% of waste from landfills.

Setting a goal of as soon as possible
1.2 pounds of garbage diverting 89% of
per person per day in Alameda waste from landfills
Strongly support - 15% Total _ 52% | Total
Support Support
Somewhat support 19% 35% 33% 85%
Somewhat oppose 27% Total 4% Total
Oppose Oppose
Strongly oppose - 15% 42% 0% 4%
Don’t know 23% 11%

F M Q6i & j. I am going to read you a list of programs and policies having to do with waste in Alameda that have already been adopted or have been
proposed to be adopted. Each one may cost a few extra dollars per month on your (CODE 1 IN QB: home) (CODE 2 OR 3 IN QB: business) garbage bill.

RE S E AR C Hpleagse tell me whether you support or oppose that program or policy. Split Sample 27



