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SIC-07-50-AG  Program Review of Waste Collection Services (All Wards)

 
Moved by Councillor Nicholson, 
“That Report SIC-07-50-AG dated November 9, 2007 from the Auditor General 
providing a report on the program review of waste collection services be tabled to the 
next Strategic Initiatives Committee meeting.”  CARRIED 

 
 

 
Mary Medeiros 
Manager, Support Services 
 



 

Report 

 
To: Strategic Initiatives Committee Item: Date of Report: 

  SIC-07-50-AG November 9, 2007 
From: Ron Foster File: Date of Meeting: 

 Auditor General C-1000 November 15, 2007 

Subject: Ward(s):   ALL 
 Program Review of Waste Collection Services  

  Public Report  
 
1.0 PURPOSE 
 
To present a report to the Strategic Initiatives Committee on the program review of waste collection 
services. 
 
2.0 RECOMMENDATION 
 
That the Strategic Initiatives Committee recommend to City Council: 
 
That the recommendations of the Auditor General contained in Appendix 1 of report SIC-07-50-AG 
dated November 9, 2007 regarding the Waste Collection Services program be endorsed. 
 
3.0 EXECUTIVE SUMMARY 
 
Waste collection services within the City of Oshawa (City) have changed significantly over the last 
several years to accommodate the Region of Durham’s integrated waste management program. 
These changes have been managed effectively, but opportunities exist to improve value for money 
to residents.   
 
The resident satisfaction survey indicated that residents were generally satisfied with the collection 
of garbage, organics and compostables as well as special pick-up services. Given the importance 
of this program to residents and the recent program changes, a number of customer complaints 
and inquiries are still being received. Ongoing education and communication with residents will be 
required to ensure they understand the new programs and to manage their service expectations. 
 
The City currently provides waste collection services using a mix of in-house and contract staff.  
There are significant advantages to using this service delivery approach including the competition 
between the service providers. This review identified a productivity gap between in-house services 
and contract services within the City. This gap is currently being examined by a joint committee of 
management and the union. 
 
Recent benchmarking indicated the City’s costs for waste collection are comparable with those of 
Whitby and lower than contracted services provided by the Region of Durham.  Cost comparisons 
with other municipalities are difficult to make as a result of program differences. 
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The business planning process within the City has improved in the last few years but is not mature 
yet. Program managers need to employ additional performance targets and measures when 
planning and assessing program efficiency and effectiveness. Reports available to management 
do not readily facilitate these measures for waste collection services. 
 
Waste collection staff and management presently work out of two different locations. The Ritson 
Road Depot is aging and undersized for existing operations. The Wilson Road Depot has been 
leased for approximately 28 years. Rental payments during this period have been more than 
sufficient to pay for a facility owned by the City. Planning for rationalization, replacement or repair 
of these facilities is required. 
 
Attachment No. 1 to this report provides a summary of findings and recommendations.  
Implementation of these recommendations will improve the effectiveness, efficiency and economy 
of waste collection services within the City.  
 
 
4.0 INPUT FROM OTHER SOURCES 
 
4.1  Input from Management 
 

 Director, Public Works Maintenance Services 
 Director, Human Resource Services 
 Commissioner, Community Services 

 
Management agrees with the recommendations within this report and will prepare an action plan 
for Committee following discussions with the union regarding establishment of a Letter of 
Understanding.  
 
4.2 Input from Union 
 
The findings in this report have been reviewed with the President of CUPE Local 250.  The union is 
committed to working on the joint committee with management to address areas for improvement 
identified within this report. 

 
5.0 ANALYSIS 
 
5.1  Objectives 
 
The main objectives of the review were to assess the efficiency, effectiveness and economy of 
program delivery, to identify opportunities for improvement and to demonstrate accountability to 
Council and the community. 
 
5.2  Scope 
 
The scope of the review included all aspects of the waste collection service program as well as the 
assets employed in their provision. 
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5.3  Procedures 
 
The review included interviews with management and staff, review and analyses of reports, 
observation of collection procedures, a customer satisfaction survey and benchmarking with other 
municipalities and private sector service providers. 
 
5.4  Background 
 
There have been a number of changes to waste collection services since late 2005 when the 
Region of Durham rolled out the integrated waste management program.  The City implemented 
the green bin or organics program in July 2006 as well as a program to assist residents with 
accessibility issues in 2007.  
 
Management within the Public Works area has also changed over the last several years.  A new 
manager position was created in November 2005 to manage the waste and environmental 
programs. In the spring of 2006, the director of Public Works Services was replaced.  Management 
and support staff work out of the City’s Ritson Road Depot.  The supervisor and collection staff all 
work out of a leased facility at 871 Wilson Road. 
 
Waste collection services employs 20 staff, one supervisor and one manager who reports to the 
Director of the Public Works Services.  Expenditures for the year ended 2006 were $2,910,252. 
The budget for waste collection for 2007 is $3,141,900.  Actual expenditures for 2007 are projected 
to be on budget. 
 
In June 2007, management established a Memorandum of Agreement (MOA) with CUPE and its 
Local 250 for waste collection staff. The MOA indicates that a joint committee is to be established 
to develop a plan to determine the appropriate workload and metrics for waste collection pertaining 
to productivity, schedules and routes.   
 
5.5  Accomplishments 
 
Implementation of the integrated waste management (IWM) program eight months after the 
announcement from Durham Region was a significant accomplishment. Recent benchmarking 
research indicates that most municipalities are lagging Oshawa as they have either not 
implemented an organics program yet or have only recently done so. 
 
To implement the IWM program, management developed a comprehensive communication plan 
and waste management calendar to inform residents about upcoming changes to waste collection 
services.  In conjunction with this, management revised collection boundaries, banned returnable 
containers, established new routes for residential and commercial properties, purchased four new 
dual-stream trucks and worked with the union and staff to roll out this new program.  To support 
the IWM objectives, management also initiated a number of other changes including the banning of 
oversized bags and enforcement of bag limits.  Management is also currently using GPS and data 
recorders to monitor operations with a view to achieving improved productivity.  
 
Initiating major changes to the waste collection program within the City required that a close 
working relationship be established between management and staff who were apprehensive about 
the changes required to implement the IWM program.  Management encouraged input from the 
union and staff and incorporated their suggestions when revising collection routes.  
Communication between management and staff has also improved significantly in recent years. 
Regular crew meetings occur on a bi-monthly basis to discuss issues and provide staff with 
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updates.  Bi-annual meetings are also held with all Public Works staff to discuss departmental 
business plans and strategic directions within the City. 
 
In 2006, the waste collection program was under-budget and management is on track to meet the 
budget again in 2007. Contract resources have been used effectively and technology has been 
employed within the program area to allow management to collect data to better manage 
productivity. Management has a good working relationship with the union and is presently working 
with the union on a joint committee to establish workload and metrics for waste collection 
pertaining to productivity, schedules and routes. 
 
Management presently monitors waste collection programs in adjacent municipalities. This practice 
should be continued to closely monitor service levels and costs. Benchmarking undertaken as part 
of this review indicated that the City’s costs are comparable with those of other municipalities with 
in-house waste collection services and lower than the costs of contracted services within the 
Region of Durham. Cost comparisons with other municipalities are difficult to make as a result of 
program differences. 
 
 
5.6  Areas for Improvement 
 
The business planning function within the City is still evolving. Business plans in the waste 
management area have improved over the years, but do not include sufficient performance 
measures and targets.  Information systems and reports available to management also need to be 
tailored as they do not accumulate and present costs in a fashion that readily facilitates these 
measurements.   
 
This review identified a productivity gap between City staff and contract staff on joint collection 
routes between July 1 and September 28, 2007. During this period, contract staff was 59% more 
productive for garbage collection and 46% more productive for organics collection. These 
differences result is a cost of a difference or productivity gap of approximately $350,000.  This gap 
needs to be addressed by management when establishing workload and metrics with the union 
later this fall since there is a potential to reduce program delivery costs by approximately $300,000.   
 
Benchmarking indicated that the City’s costs are somewhat higher than those of contracted 
services within two municipalities in the Greater Toronto Area.  Management has been contracting 
out three out of six routes for garbage and organics collection services to Miller Waste Systems 
since early July 2007 but does not have a formal contract in place. This arrangement is providing 
good value for money and it would be prudent to enter into negotiations with the current vendor 
with the objective of getting a long-term contract in place.  
 
There are significant advantages to using a mix of contract and in-house staff to deliver service 
within the City.  The main advantage is that it allows for competition since the costs of both service 
providers can be compared. Another advantage is an increased ability to provide services without 
interruptions in the event of contract disputes or labour disruptions.  The City may also be able to 
better manage peak periods in the Winter Maintenance program by reassigning waste collection 
staff during winter storms.  
 
Management also needs to explore the potential for obtaining productivity improvements from 
collection routes for the pickup of organics only. On average, each of these routes contains 1100 
stops. While delivery of this service appears to be reasonably efficient, management should 
consider contracting out one of these routes to an external vendor on a short-term basis to obtain a 
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benchmark.  Management can then compare the productivity of contract staff against in-house staff 
prior to establishing formal productivity standards for these routes. 
 
A number of challenges will be created by the introduction of higher productivity standards.  Not all 
staff may be able to meet the physical demands that are inherent with these new standards. It may 
be possible to accommodate these individuals by assigning them to less demanding duties or to 
routes where two-man rear-packer trucks are employed.  Others may be accommodated through 
transfers to other program areas within the City.  Management should work with Human Resource 
Services and the union to develop a plan to transition staff to other areas. 
 
Waste collection staff incurred a significant amount of time off for illness and injuries in 2006 and 
the current year. While a good portion of this time could be attributed to four individuals, the 
amount of lost time by the overall group was higher than the average for Public Works staff as a 
whole. Given the physical requirements of these jobs, this is not surprising and is similar to the 
experience of other municipalities. Management has an attendance management program in place 
to reduce absenteeism and is also working with Human Resource Services to reduce the number 
of days lost to injuries and an aging workforce. Management should continue to work with Human 
Resource Services and the union to reduce time lost to illness and injuries.   
 
In 2007, overtime is projected to be approximately $100,000 for operational and supervisory staff. 
While approximately half of this overtime is unavoidable due to statutory holidays and the collection 
of yard waste, staggering the working hours of the foreman and supervisor and establishing higher 
productivity standards for collection routes would reduce the amount of overtime incurred. 
 
Discussions with management indicated that there is an opportunity to increase program revenues 
by introducing user fees for special collections.  Management estimates that an additional 
$150,000 of fees can be obtained by charging $10 for each special collection. These fees could 
also be increased over time to recover a greater portion of the costs for this service.  Increasing 
fees for bag tags would also generate additional revenue.  Other municipalities charge $1.50 or 
more for bag tags for extra bags.  Approximately $5,000 of additional revenue could be raised if the 
City increased bag tag fees from $1.00 to $1.50 which is currently being charged in all other 
municipalities in Durham Region.   
 
The waste collection program is delivered using eight side-split packers, six side-single packers 
and three rear-packers. Management plans to replace the oldest trucks over the next several years 
and will be experimenting with different truck configurations to achieve additional productivity 
improvements.  Replacement of these trucks will be timed to allow management to manage peak 
periods in 2008 and subsequent years. 
 
Our recent survey of 1400 residents indicated that residents were generally quite satisfied with the 
collection of organics and compostables. There was some dissatisfaction, however, with the 
frequency of garbage collection and the extra charge for bag tags.  A number of residents would 
like more frequent collection and some are unhappy with having to pay for extra bags.  
 
In 2006, a significant number of customer complaints and inquiries were received. The volume has 
declined significantly in 2007 but still needs to be monitored since volumes are higher than the 
industry average. Ongoing education and communication with residents will be required to ensure 
they understand the new programs and to manage their service expectations. 
 
Waste collection staff and management presently work out of two different locations: 871 Wilson 
Road and 894 Ritson Road. Having two different locations has produced a number of inefficiencies 
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stemming from having two older facilities that are undersized. The Wilson Road Depot has been 
leased for approximately 28 years. Rental payments during this period have been more than 
sufficient to pay for a facility owned by the City. Planning for rationalization, replacement or repair 
of these facilities is under review. 
 
Attachment No. 1 to this report provides a summary of findings and recommendations.  
Implementation of these recommendations will improve the effectiveness, efficiency and economy 
of waste collection services within the City.  
 
 
6.0 FINANCIAL IMPACT 
 
Implementing the recommendations within this report will provide cost savings of approximately 
$100,000 in 2008 and $200,000 in 2009 as well as additional revenue of approximately $155,000 
in both 2008 and 2009. 
 
 
7.0 RESPONSE TO THE COMMUNITY STRATEGIC PLAN 
 
The program review function allows the Auditor General to assist Council and the administration 
team to assess their progress towards goals, objectives and strategies set out within the 
Community Strategic Plan. 
 
 
 
 
 
  
Ron Foster  
Auditor General 
 
Attachment 

mmedeiros
Original Signed By
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Program Review of Waste Collection Services  
Summary of Findings 
 
 
1. Between July 1 and September 28, 2007, contract staff was 59% more productive for 

garbage collection and 46% more productive for organics collection. These differences 
result in a cost of a difference or productivity gap of approximately $350,000.   
  
Recommendation
 
Management needs to address the productivity gap when establishing workload and metrics 
with the union later this fall since there is a potential to reduce program delivery costs by 
approximately $300,000.    
 

2. Management has been contracting out three out of six routes for garbage and organics 
collection services to Miller Waste Systems since early July 2007 but does not have a formal 
contract in place.    

 
Recommendation 
 
Management should enter into negotiations with the current vendor with the objective of 
getting a long-term contract in place once discussions with the union are complete since the 
current arrangement is providing good value for money to the City. 
 

3. Management does not have a benchmark available to refer to when establishing productivity 
standards for routes for the collection of organics.  

 
Recommendation 

 
Management should consider contracting out one of these routes to an external vendor on a 
short-term basis to obtain a benchmark for the collection of organics.  Management should 
compare the productivity of contract staff against in-house staff prior to establishing formal 
productivity standards for these routes. 

 
4. Business plans in the waste management area have improved over the years, but do not 

include sufficient performance measures and targets. 
 

Recommendation 
 
Management should incorporate additional performance measures and targets within annual 
business plans to improve the efficiency, effectiveness and economy of services. 
 

5. Information systems and reports available to management do not accumulate and present 
costs in a fashion that readily facilitates performance measurements. 

 
Recommendation 
 
Information systems and reports available to management also need to be tailored as they 
do not accumulate and present costs in a fashion that readily facilitates these 
measurements. 
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6. A number of challenges will be created by the introduction of higher productivity standards.  
Not all staff may be able to meet the physical demands that are inherent with these new 
standards. 

 
Recommendation 
 
Management should work with Human Resource Services and the union to develop a plan 
to transition staff that cannot meet revised physical demands to less demanding duties or to 
other areas within the City. 
 

7. Waste collection staff incurred a significant amount of time off for illness and injuries in 2006 
and the current year. While a good portion of this time could be attributed to four individuals, 
the amount of lost time by the overall group was higher than the average for Public Works 
staff as a whole.  Given the physical requirements of these jobs, this is not surprising and is 
similar to the experience of other municipalities. 

 
Recommendation 
 
Management should continue to work with Human Resource Services and the union to 
reduce time lost to illness and injuries.   
 

8. Overtime is projected to be approximately $100,000 in 2007 for operational and supervisory 
staff. 
 
Recommendation 
 
Management should stagger the working hours of the foreman and supervisor and establish 
higher productivity standards for collection routes to reduce the amount of overtime incurred. 
 

9. There is an opportunity to increase program revenues by introducing user fees for special 
collections.  Management estimates that an additional $150,000 of fees can be obtained 
annually by charging $10 for each special collection. 

 
Recommendation 
 
Management should seek Council approval to implement a fee to recover the costs for 
special collection services to residents. 

 
10. All of the other municipalities within Durham Region charge $1.50 for bag tags for extra 

bags.  Approximately $5,000 of additional revenue could be raised if the City increased the 
fees to the same level as in adjacent municipalities. 

 
Recommendation 
 
Management should seek Council approval to increase the charge for bag tag fees from 
$1.00 to $1.50.  
 

11. A significant number of customer complaints and inquiries were received in 2006. The 
volume has declined significantly in 2007 but still needs to be monitored since volumes are 
higher than the industry average. 
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Recommendation 
 
Management should continue to communicate with residents to ensure they understand the 
new programs and to manage their service expectations. 

 
12. Waste collection staff and management presently work out of two different locations: 871 

Wilson Road and 894 Ritson Road. Having two different locations has produced a number 
of inefficiencies stemming from having two older facilities that are undersized. The Wilson 
Road Depot has been leased for approximately 28 years. Rental payments during this 
period have been more than sufficient to pay for a facility owned by the City. 

 
Recommendation 
 
Management should continue to plan for rationalization, replacement or repair of these 
facilities. 
 

 
 
 
 

 



Item:  SIC-07-50-AG 
Attachment No. 2 

 
 
Program Review of Waste Collection Services  
Quantitative Data 
 
 
 
 

Year Actual Costs 
2002 $2,106,430 
2003 $2,234,884 
2004 $2,421,821 
2005 $2,636,447 
2006 $2,910,252 
2007 (budget) $3,141,900 
 
 
 
 
 
Costs/Tonne Oshawa Whitby Durham 

Region 
Hamilton 

Garbage $72 $74 $92 $123 
Diversion $113 Not available $117 $161 
 
 
 
 
 2006 2007 to September 
Complaints  3221 1359 
Enquiries Not available 459 
 



 
 
 
   
  

 

Residential Waste Collection - Satisfaction Survey 
We are conducting a review of the Residential Waste Collection Program and would like to 
know how satisfied you are with various aspects of the program provided to you by the City of 
Oshawa.  Please return your completed survey to my office at your earliest convenience using 
the enclosed postage-paid envelope. Responses will be summarized and posted on the City’s 
website later this fall. 

Thank you for your time. 

 
Ron Foster  
Auditor General 
 

 Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

Residuals (garbage) collection     

- frequency of collection (bi-weekly) 31% 42% 14% 13% 

- dependability of service 45% 49% 3% 2% 

- convenience of service 43% 48% 5% 4% 

- 4-bag limit 37% 45% 10% 8% 

- $1 bag tag charge for each extra bag 29% 34% 16% 20% 
Comments 

 

 

 Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

Green bin (organics) collection     

- frequency of collection (weekly) 61% 36% 2% 1% 

- dependability of service 58% 38% 2% 2% 

- convenience of service 56% 39% 4% 3% 

Comments 

 

 

 Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

Yard waste (compostables) collection      

- frequency of collection (bi-weekly) 40% 50% 8% 2% 

- dependability 45% 49% 5% 1% 

- convenience 45% 47% 6% 2% 
Comments 

 

 Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

Special collection (call-in service for 
larger items) 
 Have you used this service?      
    61% Yes 
     39%  No 

    

- frequency of collection (twice per year) 39% 47% 11% 3% 

- dependability of service 48% 49% 1% 1% 

- convenience of service 47% 47% 4% 2% 

- size and other restrictions outlined within 
2007-2008 Waste Management Calendar 

31% 51% 12% 5% 

Comments 
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