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APPENDIX L: STAKEHOLDER INTERVIEW SUMMARY AND GUIDE

To: Janelle Auyeung, Project Manager, CIWMB
From: Amity Lumper and Shannon Donegan, Cascadia Consulting Group, Inc.
Cc: Rob Hilton, HF&H

Charlie Scott, Cascadia Consulting Group

Date: August 21, 2009

Re: Summary of Stakeholder Interviews for Commercial Diversion Calculator

This memo provides a summary of the stakeholder interviews that will assist Cascadia in our
development of the commercial diversion calculator.

Primary Objectives
Phone interviews with key stakeholders were necessary to:

=  Maximize the usefulness and relevance of the calculator;
= Better understand the types of users and their interest in using this type of calculator;
= Determine the types of information users are likely to have available while using the calculator;

= |dentify common waste reduction and recycling scenarios or options users would like to
evaluate using the calculator; and,

= Anticipate potential challenges users may have in accessing or using the calculator.

To this end, Cascadia developed the attached interview guide and interviewed 20 key stakeholders.

Stakeholders

Prior to conducting the interviews, Cascadia assembled a master list of stakeholders to inform the
development of the calculator. CIWMB LAMD staff, CRRA board members, consultants, recyclers, and
other industry experts provided Cascadia with suggestions of key people and organizations who would
offer beneficial feedback on developing and testing the calculator. These stakeholders represented five
primary groups: businesses and institutions, recyclers, local government, non-profit and business
groups, and consultants.

Interview Process

To gather feedback from these stakeholders, Cascadia staff interviewed at least one business or
institution in each of 8 sectors (airports, educational institutions, health care, manufacturing, multi-
family property managers, retail, restaurants & hospitality, and other). Between July 9 and August 20,
2009, we interviewed three contacts in each of four other primary groupings (recyclers, local
government, non-profit and business groups, and consultants). For those stakeholders selected, we
attempted to achieve a balance of geography, material or topic expertise, and size. In total, we
conducted interviews with 20 stakeholders (see attached list of interviewees).
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Key Messages & Themes
The following key themes emerged from our 20 interviews.

e There is a wider range of potential user groups than anticipated for this project.

(0]
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Businesses and institutions (of varying sizes)
= Allow capacity for multiple facilities
= Large multinational corporations may not be the target users because they
already have systems in place and/or rely on their hauler to provide this data for
them
Multi-family property managers
Recycling service providers
Local governments
Consultants

e Tool users will likely be interested in many different types of outputs.

(0}
o

(0]

Basic outputs: tons diverted, financial savings, GHG emissions reductions
Allow some way to normalize data over time: per employee, square foot, or program
cost
Educational tool to distribute information and find resources
Help the user communicate results to others in their organization
= Nicely formatted, printable report page(s)
= Translate GHG emission results into meaningful, real-world equivalents (e.g.
trees, cars, energy, homes)
®* Include a narrative summarizing and interpreting the results
Include area where user can enter in “other” materials that may be particularly relevant
to the company (e.g., electronics, furniture, etc.)

e Users are likely to have some idea about their waste and recycling collection services to input
into the calculator.

(0}
(0}
(0}

Level of detail will depend on willingness to expend effort and time

Calculator could show images of dumpster sizes to aid users in selecting theirs

May have estimation issues when dumpsters are shared (not a problem if per employee
industry default option is used)

o There are several challenges that the calculator will have to address in order for it to be
useable and relevant to users.

(0}
(0}

(0]

Provide clear instructions and possibly examples of how others have used the calculator
Don’t require a significant time investment (consider providing time estimates for each
step)

Demonstrate benefits of using calculator up front

Make results easy to understand and meaningful (tangible, real-life results — NRC's
recycling narrative was specifically mentioned as a good example)

Distinguish calculator from EPA’s WARM model and Re-TRAC program

Obtain cost and savings data and keep it up-to-date

May not be able to reach some users if there is a language barrier or they don’t have a
computer in the workplace
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e Businesses are considering a wide range of waste reduction and recycling scenarios.
0 Some businesses are not considering any improvements
0 Some businesses are working on their zero waste plans
0 Common scenarios included composting programs, better employee education,
donation partnerships, and improving existing programs

e Interviewees have recommended specific avenues for effectively sharing the calculator with
targeted users, including websites for:
= CIWMB
= CA Department of Conservation
= Department of Corporations
=  Chambers of Commerce
= Local governments
= Association of cities/counties
= COOL California

Recommendations
Based on the feedback from our stakeholder interviews, we are planning to incorporate the following

features in the CIWMB commercial diversion calculator:

e Introduce sections with “Getting started” information — basic instructions, case studies,
estimated time to complete, distinguish from similar calculators, add images of various
dumpster sizes

e Provide helpful final reports with printable pages, GHG emission translations, and summary
narratives to interpret results

e Include flexible, rather than specific, options to evaluate waste reduction and recycling
scenarios

e Leverage existing information channels to distribute finished calculator — business groups, state
and local agencies and associations

Interviewees

BUSINESSES & INSTITUTIONS

Airport:
Sam Mehta, Environmental Services Manager, San Francisco International Airport

Educational Institution:

Julie Muir**, Recycling Manager, Stanford (Peninsula Recycling employee)
Health care:
Krisanne Hanson**, Recycling Coordinator, Stanford Hospital

Restaurants & Hospitality:
Jo Licata** & Brian Mork, Hilton San Francisco

Manufacturing:
Cheri Chastain**, Sustainability Coordinator, Sierra Nevada Brewing Company
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Multi-Family Property Management:

Melissa Meyers**, WestPro Realty

Retail:

Melissa Swanson, Director, Environmental Affairs & Brand Engagement, Gap Inc.
Other:

Marialyce Pedersen, Senior Program Research & Content Representative, Disney

RECYCLERS
Sue Gordon**, Rainbow Disposal
Mike Hammer, Waste Management, Los Angeles

Michael Gross, Marketing Manager, Zanker Materials Processing (aka Z-Best)

LOCAL GOVERNMENT
Debra Kaufman, Delyn Kies, & David Norem, Alameda County Stop Waste

John Davis, Mojave Desert & Mountain Recycling Authority

Kyra Naumoff, CA Air Resources Board

NON-PROFIT & BUSINESS GROUPS
Bob Gedert**, CRRA Director
Bert Ball, Executive Director, LA SHARES

Carey Levine, Recycling Initiative, Future 500

CONSULTANTS
Steve Sherman, Cascadia Consulting Group, Berkeley

Richard Gertman**, Environmental Planning Consultants, San Jose

Michelle Leonard, HDR (formerly with SCS Engineers), Los Angeles

** indicates interviewees who indicated interest in participating in the stakeholder testing of the
calculator that will occur later this fall
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CIWMB Commercial Diversion Calculator:

DRAFT Stakeholder Interview Guide

Interviewee name:

Interviewee business/organization:
Business or service provider:
Interviewer:

Date:

Introduction

We are developing an online calculator for individual California-based businesses to use to estimate the
financial, greenhouse gas (GHG), and diversion benefits associated with implementing certain waste
reduction and recycling strategies.

We're seeking input from industry leaders like you to maximize the calculator’s usefulness, and further
increase commercial diversion in California.

Background

1. Which of the following groups do you think will most likely use this calculator?
O Businesses
O Local government staff
O Consultants
O Recycling companies
O Other (specify):

2. More specifically, how would you describe likely users in terms of:
O Size
O Sector
O Geography
O Level of waste reduction/recycling sophistication
O Other (specify):

3. What would be the main purpose(s) that you/they might use this calculator?
O To project financial savings

O To calculate climate/greenhouse gas benefits

—
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O To demonstrate compliance with local or state regulations
O All of the above
O Other (specify):

4. Onascale of 1to 5, with 1 being very ineffective and 5 being very effective, how effective would
you say your business is (or businesses you assist) at waste reduction and recycling? Please
explain.

Access to Relevant Information

5. To use this calculator, which of the following pieces of information about your waste and recycling
services would you (or businesses you assist) likely have on-hand?

O Number of waste and recycling dumpsters

O Size of waste and recycling dumpsters

O Collection frequency of waste and recycling dumpsters

O Fullness of dumpsters

O Tons of waste and recycling collected

O Cost of waste and recycling collection services

O Purchasing records for common supplies (e.g., paper, furniture, electronics)
O Other (specify):

6. Do you currently have recycling or composting collection services? If so, for which materials (see
list below)?

O Paper

O Cardboard

O Mixed Metals

O Mixed Plastics

O Glass

O Food Scraps

O Yard Waste

O Mixed C&D

O Lumber

O Mixed Single Stream
O Commercial Film Plastic
O Other (specify):

7. What types of recycling or waste reduction improvements are you currently considering? Which
improvements or changes might you explore in the future?

—
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Other Information

8.

10.

11.

12.

13.

14.

15.

What outputs or results would be particularly helpful to you?

What potential challenges or obstacles do you see to using this calculator?

What method of distributing the tool would make it easiest for you to access?

Are there any particular features or functions that you would like to see incorporated into the
calculator?

Have you used similar tools that are particularly helpful for calculating the benefits or impacts of
waste reduction and recycling programs?

From what you know about this calculator, would your organization likely use it? Why or why
not?

We will be conducting two rounds of stakeholder testing for this calculator later this summer and
fall. Each round would involve someone coming to your place of business to walk you through a
set of pre-determined scenarios. Each session will take approximately two hours. Would you be
interested in participating?

Is there anyone else you think we should speak with as we develop or test this calculator?

—
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