Complete Report for 2026 Solid Waste

Services Survey

Response Counts

Completion Rate: 85.2%

Complete
Partial

Disqualified

461

70

10

Totals: 541



1. Are you a resident and/or business owner in the community of Incline
Village and/or Crystal Bay?

Value

Yes

No

2% No

\ 98% Yes
Percent Responses
98.3% 532
]
1.7% 9

Totals: 541



2. What type of solid waste service do you use through Waste
Management?**Crystal Bay properties are currently serviced by Tahoe
Truckee Sierra Disposal (TTSD) as a subcontractor of WM.

1% Commercial Service \

N

23% Multifamily Residential (HOA)
Dumpster Service

N

6% Individual Residential Service

Value Percent Responses

Individual Residential Service 75.9% 399
]

Multifamily Residential (HOA) Dumpster Service 23.0% 121
aEm——

Commercial Service 1.1% 6
I

Totals: 526



3. Which style of residential garbage service does your household use?

42% Bear shed service

Value

Bear shed service

Standard (non-locking) cart service

Wildlife resistant (locking) cart service

service

\
‘/

Percent

42.0%
aEE—

43.4%

14.6%

/ 43% Standard (non-locking) cart

15% Wildlife resistant (locking)
cart service

Responses

153

158

53

Totals: 364



4. |s your wildlife-resistant cart provided by WM, or is it owned by you?

77% WM provided

23% Self owned
/

Value Percent Responses

WM provided 76.9% 40
]

Self owned 23.1% 12
]

Totals: 52



5. Rate your satisfaction level with the current garbage service provided
by WM.

30% Satisfied

11% Neutral

4% Dissatisfied

:
-&F

/ 53% Very Satisfied

2% Very Dissatisfied

Value Percent Responses

Very Dissatisfied 1.7% 6
1

Dissatisfied 4.4% 16
a

Neutral 11.3% 41
-

Satisfied 29.5% 107
aEEEm——

Very Satisfied 53.2% 193
e

Totals: 363



6. Why are you unsatisfied with the garbage service provided by WM?

80

60

40

Percent

20

Service
inconsistent

Value

Service inconsistent

Cost of service is too high

Garbage container is too small

Other - Write In (Required)

Cost of Garbage
service is container
too high is too

small

Percent

23.8%
a—

61.9%

14.3%

71.4%

Other -
Write In
(Required)
Responses
5
13
3
15



Other - Write In (Required)
Constant problem with leaving empty containers blocking driveway.
| dont use it, yet | pay for it.

I live in a 4 plex and share two bear boxes but each owner pays the full amount despite sharing
the small bins.

Inability to place the service on hold when not in town. Why should part time residents subsidize
full time residents on trash service?

Leavecanin the street after dumping

Rude

The pickup times are inconsistant

Timing of trash pickup-too early (7am) and many times pickup is early and has been missed.

Trash collector spends more time looking for a reason to not take items than he would if he just
took it.

WM is required, | am forced to pay for your service which | do NOT use.

Why does my Reno house get Wildlfe resistant carts but | can't in Incline??? Also, why do you
start picking up at 0700777

Wildlife cans provided break often, are too large, there are no wildlife small can options, there is
no free cleaning service for the cans 1 per year. There trucks do a bad job of containing trash and
there is no effort to clean up after the trucks.

collectors decide whether or not we are home and often miss pick ups. Unacceptable. Also place
our bear box key or other indicators on our bear box so they can see fi its been moved since last
time they were there. VERY dangerous signaling to would be intruders.

provider is not aligned with protecting the environment

unable to hold when out of town. Charged for no service

Totals

Count

15



/. Does your household participate in the recycling service included with
your standard garbage service?

Value

Yes

No

92% Yes

Percent

91.7%
A

8.3%

‘/ 8% No

Responses

332

30

Totals: 362



8. Why do you not use the recycling service offered by WM?

50
40
30
+—
[y
()
o
(O]
[
20
10
0 -
I have Recycling | have no Other -
doubts rules are space for Write In
about the too the (Required)
recycling confusing recycling
process cart
Value Percent Responses
| have doubts about the recycling process 20.0% 6
[
Recycling rules are too confusing 6.7% 2
-
| have no space for the recycling cart 36.7% 11
C—
Other - Write In (Required) 46.7% 14



Other - Write In (Required) Count

Bears get into recycle unless totally washed with soap 1
Bears get into the recycle unless all glass and cans are washed in the dishwasher first 1
Didn't know aboutnit 1
Don't generate enough 1
Dont use it 1
| was not aware of this service. Our bin colors in bear box are the same and we never had 1

recycling option

Not offered in Mountain Shadows complex. | bring my recyclables to the WM facility. 1
Told it goes to the same place 1
WM told me they don't actually recycle anything from IV so why bother??? 1
Wasnt aware of service 1
We take it to a recycling center 1
When we bought the house, it didn't have it and we have just never changed. We have also 1

heard that it all gets dumped with the regular garbage so we haven't taken the effort. Although
where we used to live, we were avid recyclers.

don't live full time 1

we do not have space in our home to separate material 1

Totals 14



9. Rate your satisfaction level with the current recycling service offered by

WM.

29% Satisfied

16% Neutral
3% Dissatisfied

2% Very Dissatisfied

Value

Very Dissatisfied

Dissatisfied

Neutral

Satisfied

Very Satisfied

Percent

2.1%

2.7%

15.7%

28.9%

50.6%

/ 51% Very Satisfied

Responses

7

52

96

168

Totals: 332



10. Why are you unsatisfied with the recycling service offered by WM?

100
80
60
+—
c
(O]
It
(0]
o
40
20
0
Recycling Recycling Service is Other -
rules are cartis too inconsistent Write In
too small (Required)
confusing
Value Percent Responses
Recycling rules are too confusing 6.7% 1
-
Recycling cart is too small 6.7% 1
-
Service is inconsistent 13.3% 2
-
Other - Write In (Required) 86.7% 13



Other - Write In (Required)

Cost too high

Does WM in Incline actually recycle???

| am forced to pay WM when | do my own recycling.

Not only is this Service inconsistent, but there are times when the garbage truck has pulled up to
our Bearbox open the bar box and dumped both the garbage and the recycling cans in the same

Our was suspended

Upon his reservation they put the recycling €* n the same bin as the regular garbage. Perhaps
because the new plastic bag rule?

We have a can inside our bear box specifically labeled and used for recycling and the pick up
men ignore the label and dispose of it with the regular trash.

We recycle into 2 cans but wm just drops it all in the same truck
as above

looks like it gets dumped in with garbage.

price keeps increasing

see above

some time it is picked up and other times it is reviewed and left.

Totals

Count

13



11. Do you utilize any of the other services that are included in your WM

base rate?
80
60
+—
c
(O]
O 40
(0]
o
20
0
Bulky Courtesy Yard Curbside Sharps None of
waste garbage debris Christmas disposal the above
drop-off at drop-off at program tree mail-in
the the collection program
transfer transfer
station station
(4fyear) (weekly
curbside
equivalent)
Value Percent Responses
Bulky waste drop-off at the transfer station (4/year) 71.0% 257
A
Courtesy garbage drop-off at the transfer station 34.3% 124
(weekly curbside equivalent) CEE——
Yard debris program 61.6% 223
D
Curbside Christmas tree collection 18.5% 67
o
Sharps disposal mail-in program 1.4% 5
None of the above 9.9% 36
Statistics
Total Responses 362



12. Rate your satisfaction level with the current additional services

included with the standard residential garbage service provided by WM.

32% Satisfied

17% Neutral
2% Dissatisfied

1% Very Dissatisfied

Value

Very Dissatisfied

Dissatisfied

Neutral

Satisfied

Very Satisfied

Percent

0.6%
1

2.1%

16.6%

32.2%

48.5%

/ 49% Very Satisfied

Responses

2

54

105

158

Totals: 326



13. Why are you unsatisfied with the current additional services offered by

WM?

station
cleaneddebnsneed Ie

crap
eal=
add|t|ona|

doenineextended
tra nsfer

ResponselD Response

54

86

130

155

164

184

342

371

Rude and difficult

the yard debri program ends too early in the year. It should be extended to December.

| use regular weekly garbage pickup MAYBE 3 weeks of the year. | take it home weekly to
reno because | dont have a bear box. | get charged 52 weeks a year. Also ONCE | put a
piece of trim in the garbage and so it didn't close all the way. They wanted to charge me!

Crazy.

The transfer station floor needs to be cleaned more often. Dropping off trash is a horrible
experience walking through the crap.

Why does the WM staff act like they are unaware of the 4 drop offs / year program. Right
or wrong, | get the feeling they are highly interested in charging me for an included drop
off because they are feigning ignorance.

| would like the additional debris, pine needle pickup to be extended.

Pine needle pick up should be unlimited.

the inability to take occasional personal construction debris from my residence to the
transfer station is unacceptable



14. Why do you not utilize the current additional services offered by WM?

dditional Preak
AACHON cervice €ans takes

aware 4mp
° OO0am

SErvices

boxes iNcline

electronic disposal

ResponselD Response

28 Have not had occasion to

31 | live part-time in Incline. | take my trash with me to Reno.

32 | don't need them

49 | do occasionally utilize the dump services.

77 No need.

102 garbage cans out no sooner that 7:00am on Mondays when we aren't at our house on
Monday's.

111 No sure.

147 Part time resident

183 Haven't had any need for them

191 Just haven't need it

197 No need at this time

216 Haven't needed it

227 | have a service that takes care of it. They might be using WM



ResponselD Response

272

283

294

297

328

331

337

377

BY9

384

404

422

427

428

429

453

not needed!

| have No Need for these services. | "break-down " large cardboard boxes.

No need

Have not needed to use them, but am happy they are available

We weren't aware of the additional services

Not normally needed.

| do not use ANY WM services in Incling, yet | am forced to pay you.

Yard man takes care of it

no

Haven't had a need.

| don't need them

Do not have a vehicle to transport items to dump.

| had no idea these services were available. Being blunt, I'd rather have less costly
services available than to pay for services | don't use.

yes

I've used the electronic waste disposal service

Don't have much waste



15. Would you like to see any of the current additional services expanded
or eliminated?

plastic bear
d d bin
t recycled
e nice

year pine
cardboard

serV|ce

ResponselD Response

12

14

25

26

28

28

31

32

33

34

Yes, pine needle collection year-round

Expand yard waste season

6 drop offs per year. Yard debris program extended through November.

Motor oil recycling. It was provided in years past and was dropped without debate or
discussion. It has value (about 25 to 30c/ gal) less transport cost. And it is good for the
environment.

No

| would like to see pickup sequence changed so that food/non-recyclables are picked up
first as they are what attract bears.

YES! Its mafia-esque to require me to pay for utility services that | have NEVER used once
in 20 years. This is a well-known scam across communities in the US.

No

The bins are too small and they won't pick up cardboard boxes unless they are in the bin.
They should offer occasional curbside complimentary periodic cardboard bulky item
pickup....especially since we pay for many weeks that we do not have trash.

Happy as is



ResponselD Response

36

40

42

43

49

50

53

55

56

62

65

66

75

77

78

80

Better access to IVGID hazardous waste dropoff

no

Increase bulk waste drop off to 6/year

Overall the rules are too restrictive. If you wantv a clean community, it needs to be easier.
We need more bulky items drop offs. For example, | picked up a broken snow shovel off
the golf course. Does it warrant one of my 4? But it's too big for my can, like a broom is.
What do | do?

No

Please expand seasonal yard waste windows, or offer a full 6 months of opportunity
(maybe even just drop off at transfer station). Please also work to figure out how to work
with a composting service (like Buket) to add an optional food scrap pickup.

Should expand hazardous waste (paint, etc) drop off options and allow for electronics
(TV, etc) recycling - we currently have to drive to Carson City or Reno to dispose of a TV
or computer monitor. That is a waste of time and also adds individual car travel exhaust
loading on the environment and increased traffic.

Should not close transfer waste drop-off for lunch hour, should not charge to drop off oil
to be recycled.

We are part time residents, so do not need weekly service . An option for bi weekly or
monthly at a reduced price would be nice . A flag or flap on our bear receptacle would be
nice and save time for the trash man.

Chemical and paint and oil drop off every 3 months or so

| don't like the collecting putting a pine needle in our bear box to determine if anyone has
placed anything in there...sometimes we get missed anyway.

| would like to see yard waste accepted all year long. Maybe a dumpster at the transfer
station? (Preston is tricky since food and other trash could be dumped). I'd also like to
see the curbside yard waste extended - how about every other week for longer rather
than every week for shorter.

Bulk drop off should allow for construction debris.

No need.

We often have more cardboard than will fit in our bin. Additional curbside pickup would
be helpful. We can go to the transfer station but it would be better to have a convenient
bin to drop them in rather than driving into the shed with the big garbage trucks.

Is the recycling actually recycled or does it just go to the landfill?



ResponselD Response

85 Please add composting

86 Yes. The months for yard debri pick up should definitly be extended further into the
wiinter months because there is a lot of leaves and pineneedles that fall in october and
november that cant be picked up because the program ends too early.

89 | would like to see an option to have service every two weeks instead of weekly
92 Bulky item pick up at a residence would be awesome
95 We have been charged for leaving out debris.. even when we put our debri out on our day

before ending day

96 I'd like to see yard waste pickup expanded to cover the whole Summer, rather than have
May/June, Sept/Oct. We create yard waste in mid-Summer too. Other than that the
service is pretty good.

97 Free can washing. Smaller wildlife cans. Better quality wildlife cans
102 no
105 NEED PLASTIC FILM AND ELECTRONICS RECYCLING BY BIN AT WM CENTER.

CURRENLY ONLY AVAILABLE IS THROUGH URN@LAKE TAHOE DROPOFF IN
ENVIRONMENTAL BUILDING.

113 Required by law for 365 days/year is not appropriate
119 Extend the yard waste pickups
120 | thought we lost the 'garbage drop' that we could do if we were leaving town, etc. this

survey implies we have it, but that was one thing that frustrated us. It is nice for
residents to do (limited?) drops if we are leaving town.

127 It is currently excellent. Don't change it!

128 There seems to be some confusion when we drop off construction debris (not a lot but
we are remodeling - ripping up carpet, replacing cabinets, etc). We were told we would
be charged. We thought we were allowed five per year. If something has changed. this
should be documented somewhere.

129 Improved and extended yard debris pick up

130 Eliminate charging weekly when | dont use it.

131 It would be nice for all to have bear resistant to reduce bears in the basin

132 | have more recycling than our 3 can bear box can hold. I'd like to leave extra recycling,

like cardboard boxes, outside of the beatbox to be picked up.



ResponselD Response

135

136

137

140

143

144

147

154

155

157

160

163

164

175

176

184

186

187

| love the 4 times a year drop off, the pine needle pick up, and the Christmas tree pick up.
Please do not eliminate them.

Yes, more accessible times to drop off electronics, paint and other materials that can't be
put out for regular garbage collection.

| wish my 8-unit HOA wasnt required to have individual trash carts. | understand that
each unique residence is required to, but our 8 unit HOA typically only has 2 96-gal trash
carts and 2 or 3 64 gal recycling carts filled.

| would like my recycling actually recycling. | called to report the problem and it was
corrected for one week only! | appreciate your yard worker in IV who is friendly and kind

when dropping off sharps containers.

require bear boxes at all residential addresses, come on it has been years and you know
you need to do it. PLEASE REQUIRE THIS!!

Would like clearer dates for the yard debris pick up.

Would like bulk pickup monthly

Always wonder if our recycles are really recycled or if just an extra profit stream for WM.

Just clean the floor occasionally.

Instead of plastic bags for pine needles residents should be able to request BullBag type
bags which would be more convenient and eco.

| don't want to pay for non service, but have to anyway due to IVGID rules which is crazy.
| should pay only when | need service which is one, maybe two service pick ups a year. |
am paying for 52 pickups a year & only using 1 - 2 pick ups That's not fair, no correct & is
illegal. How would you like to pay for no service.

extended

| would like WM staff to act like they are informed and aware of the contract and the
services we already have included as part of the fee we pay for WM trash service.

An additional Xmas tree days. Is there an alternative to black bags for pine needle
pickup?

Please keep up the great current service. Thank you!

Expanded

Year round toxic waste would be good.

Curbside Christmas tree pick up



ResponselD Response

188

197

198

211

213

216

219

222

224

226

228

236

238

245

248

258

The guy that it tall and friendly there has been doing a great job!

Don't know enough about them to have a strong opinion

At our Denver house we have large item pickup at home every two months. Composting
(organic waste collection) would be nice--also at our Denver house. Recycling plastic
bags would be nice.

They're fine as-is.

My only complaint is that | called to ask for a larger recycle bin and was told that
somebody would call me back and they never did

Not necessarily

I would like more information on the recycling process. Where is it recycled? What is
recycled? | would like to see unlimited recycling of yard waste. Why are we limited to 96
stickers?

Make recycling easier and part of my bear box

Our garbage guys are great

Given that our bear box is the smaller size | frequently have some extra cardboard to
recycle that doesn't fit in the smaller size can. When | leave a clean cardboard box int
front of the box, it's 50/50 whether the WM guy will add it to his MANUAL pocket up. |
have discussed this with IVGID and appreciate your feedback on this situation. |
understand the policy, but it's human beings. They are supposed to be committed to their
recycling and | don't see the big deal of adding it to the load on trash day. On a related
subject | really wish WM and IVGID could coordinate a monthly day where we could drop
off white paper for recycling and be sure that it won't end up in the WM incinerator

Expand yard waste time window

Update on what type of plastics can be recycled. To recycle used clean plastic wrap,
snack bags etc would be super. Many grocery stores still use styrofoam trays. Can we
recycle those?

Move the smelly garbage shed away from Incline and up Mt. Rose Hway 431 to a new
location with a new shed. The lot with equipment and vehicles can remain here as is.

| was told to visit 3 different locations at waste site and separate wood/leaves/ trash/ etc.

We personally don't need recycling picked up every week. Would be fine to go to an
every other week pickup (but then we would have to keep track).

No



ResponselD Response

255

263

264

266

267

270

272

273

274

280

283

291

292

294

297

302

306

309

311

313

No

More electronics collection.

| would like composting to be considered in the future

Would love for extended pickup times for yard debris. Also, would love for better
support for bear resistant trash cans as our neighbor has continually had bear break-ins
and trash strewn about.

Ability to drop off yard debris at the transfer station out of yard debris program debts

Yard debris program should be flexible each year depending on the weather rather than
fixed dates.

maybe provide a wildlifr-resistant recyclable bin as well?

yes

No

add recycling services to multifamily units (Mountain Shadows) to reduce waste going
into the dump.

Details Specific Details - list the additional services you are citing. No Fairytale/Pipe
Dreams

Electronic waste

Would be great if they'd pick up recycled cardboard left outside of cans.

No

no/not sure

No

Yard waste removal bins picked up weekly during the growing season would be a very
good addition

electronic disposal year round

please keep the additional services and consider allowing the bulk 4X a year dumps roll
over to the following years if unused

electronic pick up would be fantastic, not sure that is provided



ResponselD Response

315

319

322

325

328

331

332

333

337

339

342

346

348

353

359

360

371

372

375

For properties adjoining forested areas, the limited windows for collection of green
waste results in storage of bags or accumulation of dead material in hillside
neighborhoods. There is a lot of debris between July and October. An interim summer
week or two for curbside pickup would help.

Recycling access outside the facility would be nice

[ am in a four unit complex but we each have individual service. It is impossible for WM
to access our property for a dumpster due to steep driveway. Bear boxes are
prohibitively expensive for our HOA plus WM doesn't walk up the driveway to empty the
bear boxes.

Would like to not be treated like a criminal if my bins are occasionally not fully closed.
transfer employees vary from super nice to super mean.

No opinion

No. The garbage service is pricy.

The service is great.

Not if it will raise our rates

I would like the option to NOT use WM!

None at this time.

Defensible space should be unlimited. | always run out of stickers.

would like to see yard debris expanded

no

Expanded

Very pleased, great communication from Waste Management

Expansed fall yard waste pickup.

a more robust hazardous waste program would be very helpful

Clear recycling rules and distribution

| would like to be able to put a 3rd can out for take away on pick up day. We are rarely
able to take advantage of recycling as we often leave early friday mornings. And dont
return for a month or 2 or 3



ResponselD Response

B9

381

386

387

389

392

394

397

399

402

404

405

413

422

427

432

438

442

444

453

no

Wish they made a larger bear box

Pine needle pickup seems like a waste with all the plastic bags being used, | have over
75 bags just at my house, this year I'm going to bring them to the station

Would like seasonal hold

Great service thank you as akwayss

no

No very satisfied as is

| would like to see a longer fall period for the pine needle pick up...often this is needed
through the month of November. Thank you.

More days available for drop off of electronic waste and old batteries and add shredding
days would be helpful

Allis good

No

I would like a later pick-up time to be after sunrise so | don't have to go out in the dark...
especially with bears around!

am is very picky in what is picked up, trash or recycled.

Would love to see street side pickup 1x month or at least a quarter month for large
unwanted items.

Again, yes | would like to pay for services | use at a reduced amount. Like streaming
services. | should only pat for what | use.

I would like to see the recycling program clarified as to what actually gets recycled and
what does not, or just eliminate the recycling program all-together.

The leaf/needle bag pickup dates need to be adjusted to better reflect when the trees
actually drop their leaves and needles.

More frequent free drop off

Cardboard box collections during trash days. Thank you!

No



ResponselD Response

454

455

456

458

465

467

469

470

471

474

475

481

491

494

501

504

506

Expand yard debris during summer. Add electronic pick up days
No

No

No

Old technology and hazardous waste such as paint.

Require bear sheds or wildlife resistant totes ONLY

None at this time

| would like to know if the plastics #1-7 are REALLY recycled. I've heard that most
plastics end up not being recycled and go in the regular trash.

Lower the costs. $80 is not affordable. ~$10 wk is crazy
No thank you

| would like updated/current information regarding recycling, specifically what WM
wants us to recycle and if our recycling is being purchased and put back to use.

see below

Yes, | would like it if you could dispose of motor oil anytime. This was a valuable service
that we need and it should be free.

Was not aware of Xmas tree pickup service - is there a size limit? Can 8 ft tree be picked
up?

Love WM. Always so nice.

It might be helpful for some homeowners to expand access to yard waste disposal. |
know it can be difficult to manage additional drivers and routes for yard waste collection.
However, if the service was available for longer timeframes, perhaps the work load
would be better distributed throughout the season instead of having to work a lot harder
during the current allocated timeframes in spring and fall. On the other hand, a year
round weekly yard waste cart service might not be a good solution either since many
homeowners will clean up yard debris in bulk when it is convenient for them. Therefore, |
suggest that the yard waste stickers continue as is but without the break during summer
and if possible to start the program in April instead of May.

Pine needles - no plastic bags also some more HHW/EWASTE dropoff at transfer
station not just WasteNot seasonal collection



ResponselD Response

511

517

518

519

521

524

525

527

528

532

534

536

540

545

546

550

Yard waste totes. The amount of plastic IVGID residents use is crazy. Definitely not
environmental friendly

They work well. Don't mess with them!

| would like the pine needle service to use a system other than plastic bags. Perhaps
paper bags or bin specifically for green waste

More than 4 drop offs per year at the transfer station. Provide totes for yard waste and
pine needle pick ups like South Lake Tahoe is starting.

USE OF PLASTIC BAGS FOR YARD WASTE

Everything works fine. | like the free curbside pick-ups the most as your additional
service. If you had a week a year around Earth Day when we could leave old sealed paint
cans and batteries, in a special box or special hazardous bin on the curb to be picked up,
like a spring cleaning it would probably help reduce the accumulation of hazardous
waste in our garages while we wait to go make an appt to drop it off. | do that but if you
specify the items we could do a small bin a year. Maybe just non-flammable things .
Safety first of course.

More flexible pine needle pick up plan.

Keep the plastic bags for yard debris . If you go with "paper bags ", ppl will do less yard
clean up and that defeats the " rake the Forrest " concept . Thanks

Providing a can for yard waste/green waste and/or pine needles. Collection on a regular
basis. Too many plastic bags required for yard waste pick up.

No, the charge keeps goong up for the same service. | do not want to pay any more.

Yard waste should be paper bags or direct drop off at Waste Management in a trailer etc

No changes

Drop off recycle- not just cardboard- for no fee.

Stop using plastic bags for yard waste. Provide a large container for weekly yard waste.

| have no idea how it would work but it would be nice if there was a way to get rid of
yard waste that doesn't involve large plastic bags.

Yes, but not if it was to increase our monthly fees.



16. Would you be interested in any of these additional curbside services?

50

40

Percent

30
20
0

Bulky item Household Excess Compost/Green
pick-up hazardous cardboard waste
waste collection (Exclusive
collection of yard
waste)
Value Percent
Bulky item pick-up 45.0%
G
Household hazardous waste collection 44.8%
S
Excess cardboard collection 28.5%
aEE———
Compost/Green waste (Exclusive of yard waste) 18.8%
o
Other - Write In (Required) 6.4%
None of the above 26.2%

Statistics

Total Responses

Other -
Write In
(Required)

None of
the above

Responses

163

162

103

68

23

95

362



Other - Write In (Required)

2x week on busy weeks in Tahoe

ACTUAL SHARPS PICKUP - THEY DON'T HAVE IT EVEN THOUGH IT IS PART OF YOUR

CONTRACT WITH WM!

Batteries and paint year round

Bulk Electronic Waste Collection

E waste disposal

Electric waste

Electronics, old paint cans

Electronics/eWaste

Expanded electronic recycling service

Lub oil.

Only pay for actual service

Pick up of more than 2 cans

Please add or start/extend the pine needle pick up

Recycling service at Mountain Shadows

TV & Electronic Waste

Whit Paper Recycling

batteries

e-waste drop-off program

more bulky drop offs

not sure

paint, computers and batteries

recycle plastic bags

Totals

Count

23



Other - Write In (Required) Count
yard waste 1

Totals 23



17. How much extra per month would you be willing to pay for each

service you selected above?

22% Less than $1/month

\ / 41% $1-$5/month
30% | would not be willing to pay \ '

for additional services

Value

| would not be willing to pay for additional services

Less than S1/month

$1-$5/month

More than $5/month

‘/ 8% More than $5/month

Percent

29.6%
aEm——
21.7%

40.8%

7.9%

Responses

79

58

109

21

Totals: 267



18. Thinking about your WM bill, how much per month* do you think you
pay?*WM bills quarterly but the rate is set as a monthly service rate.

49% $20-$29 ($60-$89 quarterly)

/ 25% $30-$39 ($90-$119 quarterly)

.‘/ 20% $40+ ($120+ quarterly)

6% $10-$19 ($30-559 quarterly) —

Value Percent Responses

$10-$19 ($30-$59 quarterly) 6.4% 23
[ ]

$20-529 ($60-589 quarterly) 48.7% 175
]

$30-$39 ($90-$119 quarterly) 24.5% 88
]

$40+ ($120+ quarterly) 20.3% 73
]

Totals: 359



19. Considering all of the services included in the base residential service
from WM, how do you feel about the price you pay?

20% Too high

Value

Too high

Just about right

Too low

Unsure

/ 68% Just about right

/ 1% Too low

‘/— 11% Unsure

i

Percent Responses
20.3% 73
]

67.8% 244
r ]

0.6% 2
|

11.4% 41
[ ]

Totals: 360



20. Which type of commercial service customer describes you?

95% Resident of a multifamily
residential (HOA) property using \
dumpster service

mml——— 5% Commercial business

Value Percent Responses

Resident of a multifamily residential (HOA) property 94.9% 112

using dumpster service ]

Commercial business 5.1% 6
a

Totals: 118



21. Rate your satisfaction level with the current garbage service provided
by WM.

41% Satisfied

15% Neutral

16% Dissatisfied ~_ "‘ _— 25% Very Satisfied
T EE—

3% Very Dissatisfied

Value Percent Responses

Very Dissatisfied 3.4% 4
]

Dissatisfied 16.1% 19
amm

Neutral 15.3% 18
-

Satisfied 40.7% 48
O

Very Satisfied 24.6% 29
o

Totals: 118



22. Why are you unsatisfied with the garbage service offered by WM?

80
60
+—
c
(O]
O 40
[9)
o
20
0 .
Service Cost of Garbage Equipment Other -
inconsistent service is container is too Write In
too high size is too difficult to (Required)
small use
Value Percent Responses
Service inconsistent 26.1% 6
CEEm——
Cost of service is too high 43.5% 10
O
Garbage container size is too small 8.7% 2
-
Equipment is too difficult to use 17.4% 4
o
Other - Write In (Required) 15

65.2%



Other - Write In (Required)

$500 fines for trash out of dumpster, or if dumpster does NOT close completely.
Difficult to work with

Extra cost to roll out dumpster

| think that all pine needle clean up should be at no charge to HOA's like it is for homeowners.
This is a fire prevention act and Incline village should be promoting fire safety with current
wildfire

No free method to clear pine needles and cones. No stickers for us. Please allow us to get
stickers or allow us bring recycling to you free of charge.

No recycling bins
No recycling in one of the most wealthy towns in the US is ridiculous

No weekend service, WM National "Corporate" favored customers get significantly lower prices
than local businesses

Too inflexible and not really extending themselves when there is snow on the ground. We also
quite often ignore individual association speed limits.

Unlike residential customers, the multifamily customers do not have pick up recycling and are not
allotted large items drop offs at the facility.

Won't accept larger items at their drop off facility.

chains on vehicle tires tear up the surface on our driveway
dumpsters not maintained

fines that are for petty reasons

you are ripping us off. STOP

Totals

Count

15



23. Do you participate in recycling service offered by WM to commercial

accounts?

43% Yes

Value

Yes

No

/ 57% No

Percent Responses
43.2% 51
]

56.8% 67
]

Totals: 118



24.

Why do you not utilize recycling service offered by WM?
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Value Percent Responses
| have doubts about the recycling process 9.0% 6
-
My HOA chooses to not pay for recycling services 56.7% 38
.
Recycling is too difficult 9.0% 6
-
There is not space for the recycling container(s) 20.9% 14
o
Recycling is offered at my HOA but the containers are 3.0% 2
always full
Recycling is offered at my HOA but the containers are 3.0% 2
in an inconvenient location
Recycling service is too expensive 4.5% 3
Other - Write In (Required) 23.9% 16



Statistics

Total Responses 67

Other - Write In (Required)

Dont know why we dont have it

| think we should pay and recycle!

| wish Bitterbrush did participate.

Misuse made my HOA choose to eliminate recycling

My HOA declines to participate because they say it is too difficult to get residents to comply...
because of this, we take our own recycling over to WM

My HOA does not have recycling.

Not offered to my complex by WM

Not offered—take to WM station

Not sure

People were putting food in them and bears were getting into them

Recycling is not in third creek because the people staying there ,including guests and renters put
their recyclong into the garbage and not recycling bins attracting bears and creating health
problems so the Board of Directors had recycling removed 3-4 nyears ago

Tenants don't always comply with type of items restricted for recycling. WM picks through each
container and will not dispose if there is even a minor violation of the recycling item. Not worth
the aggravation & the cost.

The HOA offered recycling but some the renter did not follow requirements so our recycling was
always contaminated.

Unit owners could not grasp the correct method for recycling, they are lazy and just started
throwing garbage in the recycling bin

non resident dump in them, and not just recycling, but home waste

unknown, you will probably rip us off for more unreasonable fees or costs.

Totals

Count

16






25. Rate your satisfaction level with the current recycling service offered
by WM.

/ 36% Satisfied

18% Neutral

' / 28% Very Satisfied
18% Dissatisfied — .

Value Percent Responses

Very Dissatisfied 0.0% 0
1

Dissatisfied 18.0% 9
-

Neutral 18.0% 9
-

Satisfied 36.0% 18
aEEEEE——

Very Satisfied 28.0% 14
aEEm—

Totals: 50



26. Why are you unsatisfied with the recycling service offered by WM?

80
60
+—
[y
()
© 40 —
(O]
[
20 ———
0 -
I have Recycling Recycling Other -
doubts is too rules are Write In
about the difficult too (Required)
recycling confusing
process
Value Percent Responses
| have doubts about the recycling process 55.6% 5
]
Recycling is too difficult 11.1% 1
-
Recycling rules are too confusing 22.2% 2
am——
Other - Write In (Required) 66.7% 6



Other - Write In (Required) Count
Don't always pick up recycling 1

| really doubt the single stream approach to household recycling. There should be separate 1
streams for hard plastics vs soft plastics vs metal vs glass, paper vs cardboard, etc.

No free method for HOA members. 1

Others are not participating in recycling and it appears that recycling and trash get mixed 1
together all the time. There doesn't appear to be strict oversight nor clear labels/rules to support
residents. What exactly can or cannot be recylced?

need another dumpster but too expensive 1

not frequent enough 1

Totals 6



27. Are there any additional services you would like to see offered by WM
to commercial service accounts?

63% No \
’\ 37% Yes - Write In (Required)

Value Percent Responses
No 63.3% 69

——
Yes - Write In (Required) 36.7% 40

OEE——

Totals: 109

Yes - Write In (Required) Count
A recycling dumpster in my complex. 1
Allow free annual dump drop offs just like residential customers. 1
Bulk disposal service at regular intervals during a calendar year 1
Bulky pickup 1
Cardboard recycling 1
Compost 1

Totals 40



Yes - Write In (Required)

Compost

Electronics disposal pickup. Hazardous materials pickup (paint, etc.). Transfer station pickup.
Free disposal of pine needles for HOA's.

Free motor oil recycling to residents

Green trash labels. We are a church with 3 acres of land. Lots of needles.

HOA yard waste and pine needles

I would like HOA residents to have the ability to do 1-2 free dumps at the transfer station
annually.

| would like to see the 2x per year bulk item pick up that is allowed to SFR homes also provided
to condominium and townhome owners. Although the dumpsters hold large amounts of
garbage, said type of homeowners are not allowed to deposit large, bulky items into the
dumpsters.

Included yard and recycling services.

Individual recycling bins that could be wheeled out by residents to participate in recycling - for a
household fee

More complimentary green waist. Since we are part of the HOA, we never get the
complimentary anything at the transfer station.

More frequent electronic waste disposal

More info on e-waste of other things like paint. | think these are available but need to share with
they HOA

Need more info on hazardous waste disposal

Offer free dump days once a quarter for HOA homeowners
Please make sure bear lock is engaged on dumpster enclosure
Recycle cans at all HOA complexes

Recycling

Recycling bins at every HOA

Require recycling bins at HOA Bitterbrush

Totals

Count

40



Yes - Write In (Required) Count

Separate streaming requirement. 1
Shredding, Hazardous Waste 1
Take away days, like to get rid of old furniture take away scheduled days 1
The Qs are confusing. | don't have a commercial acct but | TAKE my recycling to the WM Drop- 1

off station. | would like Recycling pick up to be part of Mt. Shadows waste mgmt. pick up.

The bill is too high! 1
Weekend services, would go a long way to help protect wildlife from excess garbage 1
Would be nice to have a recycling service at condo complex maybe where we could have a 1

monthly pickup

Yard Waste 1
Yard waste and more waste options ie battery oil household and electronics 1
better public recycling instead of just dumping everything in one end of the building. separate 1

glass and other types to have a safer and cleaner operation

bulky item/curbside pickup 2 x year at no additional cost 1
electronic waste-batteries etc. 1
more frequent service 1
provide recycling 1

Totals 40



28. Are you responsible for (or involved in) setting service levels and
paying the WM bill?

/ 75% No

o *

Value Percent Responses

Yes 24.6% 29
]

No 75.4% 89
]

Totals: 118



29. How do you feel about the current price you pay for solid waste
services?

55% Too high \

/ 31% Just about right
.‘/ 14% Unsure

Value Percent Responses

Too high 55.2% 16
O

Just about right 31.0% 9
aEEm———

Too low 0.0% 0
I

Unsure 13.8% 4
-

Totals: 29



30. Have you had any interactions with Waste Management customer
service staff in the past 3 years? (phone, in-person, e-mail)

Value

Yes

No

56% Yes

/ 45% No

Percent Responses
55.5% 261
]

44.5% 209
]

Totals: 470



31. How would you describe your interaction with WM customer service
staff?

59% Very positive / 25% Somewhat positive

__— 11% Somewhat negative

”

=l — 5% Very negative

Value Percent Responses

Very positive 59.4% 155
——

Somewhat positive 25.3% 66
O

Somewhat negative 10.7% 28
-

Very negative 4.6% 12
a

Totals: 261



32. What made the interaction negative?

60
40
+—
c
Q
o
()
o
20
0
WM staff WM staff Hold time Other -
did not was not was Write In
address knowledgeable excessive (Required)
the issue or or WM did
provided not
inaccurate respond to
information message
Value Percent Responses
WM staff did not address the issue 40.0% 16
SN
WM staff was not knowledgeable or provided 27.5% 11
inaccurate information S
Hold time was excessive or WM did not respond to 35.0% 14
message ]
Other - Write In (Required) 57.5% 23
]
Other - Write In (Required) Count
Rude 2
"not my job" 1
Customer Service is pretty grouchy most of the time. It impressed ever with their responses to 1
my inquiries
Did not pick up the phone 1

Totals

23



Other - Write In (Required)

Did not receive our yard waste stickers and was told they could not be replaced. Had to get
IVGID involved.

Difficult to reach person who had information. Not very helpful with alternatives.
Doesn't answer phone

Had very bad interaction with IVGID staff when WM missed our pickup.

Hard to reach

High dumping fees for condo residents

I'll try to put this later in more detail, but not being able to dump a toilet at the facility becasue
we are an HOA

It's very difficult to reach WM at Incline. It would be easier to reach someone at the White House.

Just a bad attitude. every time

The woman who answers the phone is RUDE AND DISMISSIVE.

They almost never answer locally and you talk to someone in Mississippi and they have no idea
what a bear box is? They don't update sale records for months and then chase you after the bill
has gone into default as they don't process the sale notices they get from the title companies.
Not good!

They were hard to get a hold of and were not helpful

Told to contact IVGID about my concern

Very difficult to get ahold of

Very unprofessional and not helpful. Trouble getting ahold of someone's.

WM staff was rude

being fined for petty offense according to them

staff in incline are good, phone number goes offsite and is horrible

Totals

Count

23



33. Have you used the WM transfer station in the last 3 years?

83% Yes

\

Value Percent Responses

Yes 82.6% 384
]

No 17.4% 81

Totals: 465



34. What materials did you dispose of at the transfer station?
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Value Percent Responses
Household garbage 54.2% 208
CE—
Mixed recyclables 43.5% 167
aEEEEE———
Cardboard 54.4% 209
CEEEE——
Automotive fluids (motor oil or antifreeze) 10.9% 42
an
Bulky items (appliances, mattresses, tires, etc.) 45.8% 176
Yard waste 33.6% 129
Construction and demolition debris 27.3% 105

Other - Write In (Required) 4.7% 18



Statistics

Total Responses

Other - Write In (Required)
Paint

Batteries

Computers

E-waste

Electronics

Leftover project wood; old irrigation hoses; old lawnmower;

Old skis, mattress, furniture

Paint

Pine cones and needles.

Sharps

Sharps from my Vet for my bunnies

vV

Tried to recycle used motor oil but they wanted me to pay a bunchil but they wanted me to pay a

lot

We had rental property and used many times last year.

hazard waste

paint

stuff i found on the side of the road that was dumped

Totals

384

Count

18



35. Are there any additional waste streams you would like to see at the
transfer station?
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Value Percent Responses
Year-round yard waste 22.0% 102
o
Sharps drop-off 7.8% 36
-
E-waste 50.6% 235
G
Household hazardous waste 41.8% 194
CEEEEEE——
Household batteries 45.9% 213
Paint 45.7% 212
Compost/Green waste (exclusive of yard waste) 12.3% 57
Other - Write In (Required) 6.5% 30

None of the above 21.1% 98



Statistics

Total Responses 464

Other - Write In (Required)

At least at some times of the year/once a month...
Bulky item drop off

Cardboard bale pick up

Confidential Shredding

Coupled with the implicit threat in your next question to raise rates, | found this question to be
highly objectionable. | already use my four drop-off privileges per each house (2 houses), so why

would | agree to pay still more?

Dedicated White Paper recycling

Excess recycling

Expanded waste service - but don't need year round.

Extended but not necessarily year round yard waste

Fluorescent Light bulbs

Furniture drop off

| use IVGID Hazardous waste, need one on the others

IVIGID already handles the other items listed, no need for WM to sell our town svcs that the
town itself already provides its residents FOR FREE

Motor oil

Multi family should have allowances for pineneedles as other residents do

PLASTIC FILM (BAGS)

Recycle bins out front for those of us that don't have it.

Shouldn't close for lunch each day

Totals

Count

30



Other - Write In (Required)

TV
Used Motor Oil

We bring these items to the hazardous waste

Yard waste throughout summer

all of above

food waste

free limited-motor oil recycling

inclusion of construction debris in the 4 free dumps
light bulbs

quarterly dump days for large items

services all year

small one lb propane tanks

Totals

Count

30



36. Would you be willing to pay a fee to drop off any of the items you

selected in the previous question?

52% Yes - If the price remains
lower than or equal to other
disposal options, including options
available in Reno/Sparks/Carson
City

Value

Yes - If the price remains lower than or equal to other
disposal options, including options available in
Reno/Sparks/Carson City

Yes - Even if the cost is greater than other options
simply for convenience.

No - | believe additional services should be free to use
(this option will likely cause increased base service
rates).

10% Yes - Even if the cost is
greater than other options simply

base service rates).

Percent

52.2%
AEEEEEE———

9.8%

38.0%

for convenience.
38% No - | believe additional
services should be free to use (this

option will likely cause increased

Responses

191

36

139

Totals: 366



37. Do you have any additional comments or concerns regarding the
current solid waste services offered by WM in the Incline Village and
Crystal Bay communities?

bins pgigléd

wm years

service

time year garbage great
ResponselD Response
12 | do not believe recyclables are actually recycled.
13 | dont think much about trash. | put it out, it gets picked up.
14 Bills should be monthly. Compost please!!!
16 No, it's all good
21 We need better recycling options
23 Why doesn't my HOA have to recycle?
25 Reasonably good job!
26 The bears have figured out how to open some of the bear boxes. | think WM should take

the lead and come up with a solution / work around to thwart the bears that is cost
effective, easy for the home owner to install and simple for the WM personnel to open. |
called WM last year looking for a andvice and had a totally incoherent conversation with
the WM employee. She was clueless as to the problem much less the solution. |
developed my own work around that meets the above criteria but | am sure there is a
better solution. WM should not require every homeowner to reinvent the wheel.

28 | find the WM service to be exceptional. The best, most consistent in any place | have
previously lived and would strongly recommend we continue with them.



ResponselD Response

31

32

36

39

40

41

43

44

47

49

50

51

52

55

58

59

67

Should be voluntary.

Very Happy - they are always very neat !

No

The drivers have only gotten better over the years.,

| live on James Lane. For awhile the collection times varied, sometimes early 7am and
sometimes later. Lately it's been consistently early. Consistency is good.

The staff that drive the trucks are courteous and safety minded. Gavin, our recycling
driver, is exceptional for friendliness and customer service. He is a role model for other
drivers.

| should not have to pay $25 to drop a few things off. Maybe $7. | understand paying $25
for a truckful. But what about the resident with just a few things. Not when | am paying
so much for garbage each month

We live in a community where people are willing to pay for services. My hopes are that
customers are kind and courteous to WM employees that are making lives of others
easier. | think WM does a great job and | have wonderful interactions with all of them. |
do think adding a food waste/compost would be really helpful.

This is a great service and our guys do an excellent job.

No

Thank you for asking!

WM is great.

Allowing 1-2 free dumps to HOA residents will reduce overfilled dumpsters.

Transfer station is in poor condition. Lunch hour closure seems to be variable as to what
time it occurs. If you want to increase recycling of hazardous waste like car oil, paint, and
batteries don't charge extra for it.

The cost is way, way too high (| was the treasurer of our condo association for several
years, and | will be the treasurer again. The service is OK, but needs to be more frequent.

Not enough recycling options

Many of us don't have recycling and put bins out front so we can drop it off without extra
cost.

Teach the drivers how to close the doors on the Bear Box. Slamming them is not the
answer. When we break down cardboard boxes and place them between the bins, that
means the driver should take them as well.



ResponselD Response

69

70

72

74

75

76

77

78

79

82

84

91

92

94

96

98

99

105

Gavin the recycling guy is your best employee.

Please lower prices

Thank you

| would like to say that the staff at the transfer station has been AWESOME in the last
couple years. | appreciate all of their hard work, and really enjoy their pleasant

personalities.

Fix the hydraulic oil leaking from the garbage trucks. Every weak i see oil spots leaking
from the truck after pickup.

Things used to be great. No staff at the transfer station is surly. They reference all the
cameras watching them. They ask me to fill out a survey about every 3rd time.

No complaints with service.

| wish there was an option for year-round e recycling. We end up accumulating items in
our garage or on the property and the space is very limited.

Recycling should be a free ad on for HOA customers

| love everything about this company!!!

nope

| think they do a great job - especially for a small community.

The people working at WM station are always very friendly and helpful!

It would be nice to have puckup of batteries and medical needles

Keep their pricing competitive.

This year Ive noticed a much friendlier staff at the transfer station. For many years in the
past, the people were downright nasty.

Biggest need is households to be able to pay for a bin recycling pick up even if they live
in an HOA community that is not participating in recycling

Not recycling thin plastic film because it jams equipment is NOT an answer. Plastic film
needs to be recycled and not contribute to landfill and micro-plastic contamination.
Compressing thermo-plastics with heat will bind it together and make it thick enough to
grind up and use again! LDPE is likely 80% or more of plastic bags and is a thermo-
plastic!



ResponselD Response

108

111

113

120

123

127

128

132

135

136

139

WM seems to be doing anything they can to generate additional revenue above &
beyond their basic fees. | would suggest getting competitive bids from other trash
vendors this year.

| don't know the cost of the service, so on the prior question | just guessed.

Requiring all households to pay is not appropriate. Some of us travel a lot and get no
credit for non use WM receives money for nothing and | am not the only one.. It is a tax
that goes to one vendor

| would say WM is a known, responsible, national company. | think they have provided
good service and do what we want. Since they are national, their rates are probably
higher (they sponsor a PGA event in PHX) - so they are making good money and profits,
so are rates significantly higher than others? Marginally? At what point is it worth it to
change? Don't think it is worth changing.

Bear box purchase plan

This is the best waste collection service we have ever had. We've owned a home for 40
years and have lived in 5 different states

No. Just my question on the number of times we can drop off construction material or
other debris by trailer or car

No

We pay a lot for garbage service. The service provided is useful and adequate for my
needs. | am greatful we have a transfer station up here. | do not want to think about how
many more trucks it would put onto Mt. Rose if we sent it all to Reno. If service levels
stayed the same and costs went down, | would be very happy. If service goes down and
costs go up, may God forgive you, you have failed to serve the people.

No

Rudy is undeniably one of the nicest humans | know. Great customer service skills and
honest guy. Essential poster of your team!



ResponselD Response

143

150

151

154

155

156

158

159

160

164

Incline Village is obviously the step-child as far as treatment from WM. The dropoff guy
that was fired was a total jerk and the lady that used to answer the phone was always
pissed off. This operation needs a total makover for customer service. They run it like a
monopoly and don't even do the things they agreed to in their contract with IVGID. No
recycling and no sharps disposal and it has been that way for years even though it is in
the contract. Get them to follow through on all things they promise in the contract for
starters. Second, listen to customers when they get many complaints about bad attitude
and no service do something about it like fire people. As for the calls being transferred
out to remote locations they really need to get their act together! Process the notices
they get of a sale in the first 30 days so they don't keep auto-billing the old owner that
sold and actually help the new owner sign for an account. Should not take 45 minutes on
hold to do this and that is the reality.

| find there extra pick up costs $SSSS and sometimes they replace dumpsters when far
below capacity.

When | call WM | get a nationwide staff. We need to be able to reach WM staff located
in Incline Village. More frequent collection dates year round for household hazardous
waste, light bulbs and small propane camp stove tanks.

Where do recycles really go?

WM has created an organized crime type of monopoly with the help of local politicians.
No options available to the average citizen.

| think incline village should have full access to recycling and green waste disposal with
no additional costs. Residents already pay enough money to live here, rent, food, gas,
services are all beyond expensive. How do we not have these services in such an affluent
community

Thank you for overall very good service and this survey.

In Crystal Bay, our solid waste service and recycle program is under contract to Waste
Management (WM) byTahoe Truckee Sanitation District (TTSD). TTSD does a terrific job
serving our community. Thank you!

Paying for un needed no service. IVGID has to change the garbage rules & stop stealing
from there members & change the IVGID rules about garbage service. Be fare & treat
your members/customers fairly & show some respect & consideration. You/IVGID have
been steeling from me of the past 38 years. | have complained about this issue for years
with no interest. You/IVGID hide behind an illegal IVGID rule.How would you like to be
treated that way?

| know we live in a challenging environment because of the snow and the surge in
summer occupancy, but having knowledge of the services WM is contracted to provide
by their staff is critical. Also, the WM office not answering or responding to phone calls is
not acceptable.
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| have always had good experiences with the personnel. Very responsive and helpful.
My garbage pickup is quite early and | am not able to place out garbage the night before.
Causes me to have to set alarm just for garbage pickup. A half hour to hour later would

be helpful.

Because of the transfer station we're stuck with WM. However, overall | think they've
done a pretty good job. E-waste would be a great add

If there are dedicated "dumpsters" for RECYCLING only that are placed near our garbage
dumpsters in Mountain Shadows condo complex, then more people will recycle,

hopefully. My neighbor and | currently drive our recyclables to the transfer station
because we believe in recycling and not putting recyclables in the landfill.

Transfer center guys could use a lesson in manners. Maybe there are used to dealing
with a laborers so when a proper lady shows up dressed well in a nice car asking nicely
instructions of where to go, they don't have to be so rude and dismissive

If people can't drop off that kind of waste for free, they will just throw it in the trash or
dump it.

Part time residents should be able to put service on hold when not in town

So far it meets my needs

no

The very unpleasant man at the waste station went away, and the present person is a
pleasure.

Quarterly Price is too high. We don't need to add services that add additional costs for all
residents whether new service is used or not.

Wish it wouldn't smell so bad when you drive by on main highway in the summer

Allow recyle containers to be filled above the lid and/or have cardboard picked up if left
adjacent to the can. Get rid of the OVERFLOW POLICE!

| am content.

| just would like a larger recycle bin. This was not remedied in my customer service
interaction via telephone.

No

We think the staff performs a good job. please make sure to engage the bear lock on the
dumpster enclosure
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| think they do a good job. The people who pick up pine needles are especially nice.

| am a full time resident and have lived her going on 37 years. | know that you currently
handle Sharps and paint recycling at the facility when | personally deliver them, which is
perfect.

Timely, excellent service and communications
No
Would like the ability to do a vacation hold when traveling.

So far in the 15 years living full time here we have been very happy with the service.
Would love to have a composting option but there is concern re wild animals. We like
the various options to store solid waste until pick up day. We know it costs more and
demands more effort on the drivers. An updated recyclables list will be appreciated. We
use Terracycle all plastic recycle boxes etc. Those are getting expensive to ship.

| have to wait too long in line to throw away yard waste and trash at the Incline Village
transfer station. Get a second person to process orders at the little shack there in the
afternoon when it takes expensive workman time to wait for your service.

White Pines pays $1750 per month. Very high when 50% of the unites are unoccupied in
the winter months

There should not be a charge when we call in and say no pickup needed between start
and end dates. ie. On vacation.

WE think they are great and have always been very helpful. The 7am pickups aren't
ideal, but the transfer station helps alot

| requested replacement trash bins as mine were in bad condition and waste
management came with replacements that were extremely dirty and | was not expecting
new receptacles but at least somewhat clean ones

Dumpsters are not maintained well and are very difficult to use. Recycle bins should be
marked better or painted blue to distinguish from regular trash containers as now they
are the same color and poorly marked. Recycle rules are very difficult to follow, therefore
Recycle is often contaminated. Multifamily residential should not be treated the same as
commercial businesses. We should be allowed pineneedle service without extra cost.
there should be alternatives like compactors available at reasonable cost.

We can dispose easily of things either through curbside, battery drop off at Rec Center,
hazardous waste appointment. We don't produce a lot of waste and are satisfied with
the services we have been receiving.
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Grateful for consistent excellent service. Appreciate additional small containers
throughout the community, though unsure whether IVGID or WM collects the waste
material.

Sometimes the large bins are difficult to lock as do not line up

Our recycling (which is clearly marked) is on occasion loaded with waste (i.e. not picked
up separately).

WM needs to offer weekend services since that is the busiest time for commercial
accounts and leads to a buildup of garbage. WM offers discounts to its national
customers that are not available to local businesses--this should not be allowed. Waste
drop-off fees are too high.

No

See previous comments regarding streaming

Have them ANSWER THE PHONE IN INCLINE and not send calls to a clueless call
center.

you guys and girls do a great job! (But, we miss Mister Cooper at the Transfer Station...)

No, very satisfied.

Very nice employees at the yard.

IVGID needs to put Incline's waste services out for competitive bids, unlike last time!

If it ain't broke do Not Fix It. Is someone's brother-in-law working for another Waste
Disposal Co ?

| just wanted to make the comment. | had read that the IVGID folks that pay for Trash are
able to drop off X amount of trash directly at the Transfer station each year. Bulky Items
that aren't supposed to go in the dumpster. | replaced a toilet. I'm told it can't go in the
dumpster. So | bring it to the transfer station and tell him my address. He said itis a
condo and only home service people are able to use that program. So IPM apparently
pays the bill (that we pay for them) and they should have access to dump small ltems.
But they said no. Point being, we pay for Garbage collection, there are rulkes what we
can't dump in the dumpster, we should also be entitled to drop off that X amount of
construction material just the same as someone with a house. It just encourages bad
behavior. | opted to pay the 80.00!! to dump the toilet there, but most people would have
just gone back to the dumpster and put it in there. But then the HOA gets fined, It just
seems silly that we don't have the same access access even though we pay for trash too.
Just not directly. Anyways, hope you can rethink that policy.

Staff that we have interacted with have been terrific
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Good job

Clean up broken glass

better compared to the post office for sure

Trucks come too early for me to put out waste

Just because WM is the only game in town, does not mean they have to be such jerks!
We have had excellent service for a reasonable price. Kudos to the drivers!!!

Overall very satisfied. All interactions with employees have been very positive.

i am happy

The drivers are very courteous and professional

So far my experience with the company has been positive.

Generally quite good, consistent. Most critical is they must be willing to work with bear
boxes. Nice to have is cardboard recycling outside the transfer station hours and

ewaste/battery recycling.

Until this survey | didn't even realize | could drop off yard waste at the transfer station.
Would love to know if recycling picked up by the truck is properly sorted later. If so, is
there any need for me to separate it in my bins? heyjerr@comcast.net

Would be niceif | knew an approximate time that partiicularly the garbage truck would
arrive as | get up very early to set the can out in the morning not knowing the time. Cant

leave it out overnight for bears to get at.

Paint waste and electronic waste year round. Ridiculous that it requires an appointment
when it's never busy.

Our monthly bill is paid by our HOA, but we have individual home pick up and don't have
a dumpster

No
No
All bear boxes should have a mail box arrow that can be posted up to let the truck driver

know to stop as service is needed. | installed one and showed our driver and it saves him
time. Particularly in inclement weather.
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| think the current system is pretty straightforward to use. Regular household quantities
accepted at no cost. Extra large dropoff fees reasonable.

Yes, | want the option to not use WM. | manage my own trash disposal

We have had nothing but great consistent service from our great drivers.

They have done a great job over the years. They have never missed a pickup and they are
very nice at the transfer station. Great Service!

Fix pavement at transfer station

their recycling at the station is abysmal. glass and crap everywhere. The stuff just gets
mixed up with the other non-recycleable pile. use bins and separate items like they used
to. | often wonder if they actually recycle at all.

We are 40 year residents and have always had good and helpful service from W/M.

There needs to be a way to get rid of household Hazardous waste. The IVGID drop off
works well, WM would have to do a better or equal job.

I'm impressed with their service and personnel

Please keep the prices low and do no nickle & dime us for services that should be
included with garbage services.

No

Better customer service at WM. More options for drop-off.

Waste management seems to do a good job

It sems as a resident of a condo which uses WM dumpster trash service we do not have
the same rights to use the transfer station as individual homeowners

We only use your service about 6 to 10 times a year yet we pay for weekly service and
under its a requirement. Any way to opt out of service? Or pay as needed?

Our service is excellent! The guys are very friendly and work hard!

| would like to see more regular time for pick up It can vary between 7 to 11am and with
later times bears get in trash some times

I'm generally satisfied with the curb service and transfer service and the personnel.

Why can't we have seasonal holds?
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Consistancy of pickup times and in the mornings hopefully before 10:00am

No

Our garbage and recycling people do a very good job. Thank you

| believe that our recycling is actually taken to a landfill and not recycled. | would prefer
that it be taken to a sorting and recycling location like Tahoe Truckee Sierra Disposal
uses. It makes a poor joke to lie about the disposition of our recycling.

No

The transfer station workers are nice. | really, really want my trash pickup to be after
sunrisel

| really hope the recycling program does its utmost to make ethical use of the materials
rather than focus solely on profitability of the materials, in the interest of reducing
landfills. "Wish-cycling" gets a bad name, but it comes from people trying to do the right
thing and often not being sure.

| have nothing but good things to say about my experiences with Waste Management.
Thank you!

My WM drivers are the best. They are always pleasant and helpful. They do a great job.
Shout out to Gavin and Anthony!

Good service

No bear box solution , that works , transfer people are generally helpful. more recycling
option are needed.

The rates have gone up dramatically in the past year, increasing over 20% in less than 12
months (4.3% in Jul 2025, 15.8% in Jan 2026). In contrast, rates only increased only
26.6% over an 8-year period from 2016 to 2024 (3.0% per year). This one year increase
is way too much and perhaps a freeze for several years should be considered.

Their digital assistant that sends out emails is basically useless. | received several non-
sensical replies from WM in this regard. Waste of time.

The Local Transfer Station is a really great service to have and our interaction with the
employees there has always been positive. It's a very valuable service to have available.

Ensure secure waste or more frequent pick up at Diamond Peak ski area as we noticed
bear activity recently and want to make sure they're deterred from recurring visits.

| have used the fee e-waste by appointment in incline which i think is a great program
and hope Incline continues this program.
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427 WM is just the same as any other big corporate money making service. You want to make
the most money off of the least amount of service. We should look at other companies
that supply these services.

429 We are renters and the HOA pays the fees so | don't have a good feel for whether the
garbage fees are reasonable or not. | don't see the direct costs. our garbage is picked up
around 7:00am generally which means having to get up early to put the bins out since
we can't put them out night before. Making an e- waste appointment is often a few

weeks out.
432 N/A
435 The price of service keeps increasing. This is ridiculous.
438 As | indicated above, | found your statement that rates will be raised for drop-offs at the

WM site to be at the very least confusing. Currently, | own two houses in Incline and use
the (I think) 8 annual drop-offs this entitles me to for occasional drop-offs of yard debris.
Are you really saying that you plan to charge us for this even though we're the ones who
bring the debris to the site?

443 i think that our workers on the garbage trucks do an excellent job
446 Bee Orosco is great. Stations mangers not so much.
448 The dumpsters at TRC are very difficult to use for elderly and disabled. | would like to

have some other way than the very heavy lid to load garbage

449 I'd like to see my community do a better job of helping residents sort their trash and
recycling. It would be helpful to be more clear about what can and cannot be recycled
and perhaps have some oversight when people are not following the rules. It would be
helpful to have the bins more clearly labeled. | would also like to see a compost option
available.

451 ALL OF THE GUYS AT THE STATION ARE REALLY NICE AND HELPFUL, KEEP IT ALL
AS CLEAN AS POSSIBLE, GREAT GUYS.

453 Two or three times per year | take rub rubbish to the collection center. Nothing big, but
maybe hazardous such as paint. | followed the rules they set for the things that | do
bring, and nothing has ever been rejected.

458 Nol!!
460 They need to do better!!
462 Early trash pick-ups are helpful when the bears are active. We appreciate WM and the

staff here in Incline.

469 No
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| know that the truck is automated for picking up and placing down the trash cans
curbside. However, way too many times our trash can turned over on the ground. Also,
occasionally, the trash can picks up a terrible smell after pick up that is not from our
bagged garbage. I'd like to see if they can stop these things from happening.

| can't afford the current levels

Not at the moment

The drivers do their best to get trash picked up, regardless of weather. I'd like to see
more info posted to the community about what's currently being accepted for recycling,
and if our recycling efforts are seeing results (who is buying our recycling, what new
things are created from recycled materials) If we're just recycling to feel better and not
profiting, then we need to re-evaluate.

None at this time

Thank you for doing more to educate the public about wildlife harm prevention and
proper waste management, and for doing better in keeping bears and other wildlife safe
from harm.

We really appreciate the service WM provides, and the scheduled hazardous waste
service. They are reliable, affordable, convenient and do a great job! Wish we could say
the same of part time residents dealing with their compromised bear cans. They should
be put on notice for putting the bears at risk. Thank you!

Cans are too small inside of the bear boxes

It should be mandatory that every HOA to have recycling bins. | have doubts about the
recycling done at the transfer station since all materials all mixed and just dumped
there...

No- thank you for your service!

Helpful to have year round hazardous household waste/batteries/lightbulb disposal
options

Bear proof trash bins should be a must. Bear proof recycle bins should be encouraged.
Public should be better educated on what can be recycled. Public should be informed of
recycling efforts and successes. It seems some recyclables go into trash (both from
customers and from Waste Management). Offer bear box incentives again for a certain
period of time to encourage residents to get them. Short term rentals should have a
certain (and required) protocol for educating renters. Short term rentals should receive
progressively more substantial penalties for trash not being secured.

<3

Thank you for your work!
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i think wrapping green waste (pine needles/yard stuff) in plastic bags is kind of dumb.
makes it not green waste in my opinion

Thiss the best service we have ever experienced. Please don't change it except for the
better!

Will IVGID send trash service out to bid or are we held hostage to WM because it owns
the transfer station in Incline?

1. incentivize hazmat drip off (make it free) or it will be dumped in town. 2. Dump fees
while justified encourage roadside dumping (what are further incentives). 3. Weekly
pickup service quality varies greatly but often waste is spilled and not 100% cleaned up
(encourage workers to do a better job) 4. Cardboard is often left behind in my bear box.
Please haul everything.

RECYCLE TVS IN INCLINE VILLAGE

It's a thankless job you do so thank you. We appreciate the services and convenience you
offer. We are lucky to have what we have. If its possible to add more disposal services,
great or even carry over our unused 4 dump trips a year. | had lots of remodeling and
construction done this year and used all mine up but normally | would use only 1 a year.
So if it carried over to a same owners that would be cool. Until we sold it. However if
nothing changes thanks for all you do now!

L

Bulky item pick up would be nice. Even if we had to pay for each puck up.

The older gentleman at the transfer station is rude and has the personality of a brick.

Better and nicer customer service.

Please keep gate open until the EXACT closing time! They tend to lock the gate 15 min
prior to closing. Very inconvenient!!!

Almost every trash day after the truck comes by there is an incredible amount of engine
oil or hydraulic oil left on the road. | would think that any company associated with IVGID
would be operating under the "Keep Tahoe Blue" motto. Oil is the biggest polluter of
Lake Tahoe there is!!
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