
            

     2021 SERVICE AREA 

ANNUAL REPORT  

Marin Sanitary Service 
1050 Andersen Drive, San Rafael CA, 94901 
Tel 415-456-2601 
www.marinsanitaryservice.com 
 



TABLE OF CONTENTS 

Contents 
Summary _________________________________________________________________________ 1 

Operational Improvement ___________________________________________________________ 3 

Residential Services_________________________________________________________________ 7 

Commercial and Multifamily Services__________________________________________________ 11 

Compliance with State Laws _________________________________________________________ 13 

Diversion, Recycling, and Global Impacts of State Mandates ________________________________ 19 

Recycling Rates (Weight and Volume Based) ____________________________________________ 29 

Customer Service Data _____________________________________________________________ 31 

Public Outreach and Zero Waste Programs _____________________________________________ 36 

Green House Gas Mitigation _________________________________________________________ 49 

Goals accomplished for 2020 and set for 2021 __________________________________________ 52 

Conclusion _______________________________________________________________________ 55 

Contact Information _______________________________________________________________ 56 



 

Page 1 

Summary 

2021 was a year focused on preparation for California’s short-lived climate pollutant reduction 

strategy, SB 1383.  This monumental legislation accelerates the shift in emphasis from recovery of 

recyclables to recovery of organic materials.  While Marin Sanitary Service (MSS) has had programs in 

place for many years allowing residents and businesses to recover their food waste, the requirements 

of SB 1383 will bolster efforts to get more of the community participating in these programs.  During 

2021 the company has reviewed and restructured routes to accommodate for the additional material 

including the addition of a new route dedicated to commercial organics.  Additionally, management 

has evaluated processing equipment that will help to expand the Food to Energy program.  This 

machine will enable the company to allow restaurants and grocery stores to place materials in a 

plastic bag which will help with sanitation concerns often associated with food waste recovery 

programs.  The company has also increased communication and outreach efforts geared toward SB 

1383 compliance.  Through various mediums, including a newsletter sent to all residents, the company 

has provided guidance on the new regulation, how to comply and where residents and businesses can 

get support as they roll out their programs.  Lastly, the company has worked with all jurisdictions on 

the mandatory ordinances and contract amendments required by SB 1383.  This has resulted in 

multiple city/town council and board meetings and has given MSS the opportunity to provide 

additional information to elected officials and the public about this law.  

Throughout 2021 MSS has also continued to focus on safe, efficient operations in the community 

including operating amid the pandemic.  Drivers continue to deal with the challenges of having more 

people at home which means more cars parked on the street and tighter navigation through the 

community.  The continues to monitor COVID-19 guidance and requirements ensuring compliance by 

the company and employees to protect employee and community health.  Waste generation 

throughout 2021 has continued to normalize, but the impact of less office use and closed businesses 

continues to impact the company.  COVID-19 has impacted supply chains for the waste industry as it 

has others and this has caused delays of equipment for MSS.  Trucks that normally take 6-8 months 

are taking over a year to deliver and the company has been impacted by cart manufacturing 
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challenges, delaying the availability of carts in specific sizes.  The company continues to work through 

these challenges and collections have not suffered due to these setbacks.  

The company is investing in the future, training the next generation of Marin Sanitary leaders and 

staying on the cutting edge of technology resources by evaluating and investing in the right safety 

software and technology, collection and sorting technology and organics processing technology.  The 

company continues to move forward with plans to install a biomass gasification unit to handle the 

additional material received and anticipated additional tons from the fire fuel reduction efforts 

associated with Measure C.   
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Operational Improvement 

OPERATIONAL EFFICIENCY 
 
MSS continues to focus on ensuring routes are optimized for efficiency.  This is accomplished with the 

route auditor and routing software reviewed by the routing manager and program development 

manager.  Route efficiency requires regular review and updating to account for changing services, 

updated equipment and personnel changes.  One main focus of 2021 was to ensure organic routes 

were set up for the increased materials anticipated as SB 1383 is rolled out in 2022.   

ROUTING OPTIMIZATION 

 
RouteSmart integrates with Softpak’s MobilePak routing software to develop and deliver optimized 

routes to the driver’s tablet. Through further use of this program, MSS has been able to solve complex 

routing challenges while enhancing safety and improving efficiency. 2021 saw routing modifications, 

due to the pandemic, return to normal which led to the reinstatement of the Saturday commercial 

front loader route.   

 
Table 1: Routes and Employee Breakdown 

Collected Material # of Routes # of Employees 

Landfill 18 21 

Recycling 18 18 

Organics 10 10 

Food Waste (F2E) 1 1 

Totals 48 50 

ROUTING COLLECTION CHANGES 

Commercial Recycling 
RouteSmart allows users to develop route scenarios as service needs change. In preparing for the 

implementation of SB 1383, the operations department will run scenarios of what routes may look like 

to accommodate new services. This aids in projecting truck, driver, and container needs for each 

scenario. 
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MSS had planned to add a fourth Commercial Recycle truck for Monday through Friday service in 

2021, to collect the increase of material expected from SB 1383 regulations. In order to complete this 

addition, MSS needs to purchase a new truck. The route change was postponed due to the 

manufacturing delay thus delaying delivery of the vehicle.  MSS will complete this addition in 2022.  

CART DELIVERY AND REMOVAL/INVENTORY MAINTENANCE 

All cart delivery and removal work orders are performed by dedicated cart route drivers.  Delivery and 

removal work orders are added to the driver’s tablet, and sequenced for optimal vehicle routing.  The 

cart route driver works closely with the debris box dispatcher to ensure all work orders are closed 

each day in preparation for running the container inventory report. During 2021, MSS experienced a 

shortage of carts due to the national labor/supply shortages caused by COVID. To efficiently handle 

this matter, MSS placed customers on a waitlist for carts. Depending on the scenario (cart exchange of 

an unserviceable broken cart, new start, change of service) the customer in the interim may have 

been provided with a tempory cart until the correct carts could be delivered. 

MOBILE APPLICATIONS 

Pre and post trip reporting continues to be handled through the Whip Around mobile application.  

This allows better tracking to ensure that trucks are well-maintained and any issues are dealt with 

promptly.   

 

Along with Whiparound MSS has added Paycom, a comprehensive HR and Payroll Software, to the 

driver’s tablets. Both applications help the driver be more self-sufficient with guidance, training and 

required paperwork and act as an added protection for the safety of the drivers during the recent 

pandemic. This was accomplished as daily health screens were conducted through the Whip Around 

application.   

 

The drivers continue the use of Mobile-pak to improve routing and customer service. During 2021, 

drivers were provided with the ability to enter notes and pictures for extra collections. By utilizing the 
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Mobile-pak software MSS has been able to lessen the company’s carbon footprint by not printing 

hundreds of pages of route lists and other miscallenous paper work.  

Route Productivity:  

In order to meet compliance standards of SB 1383, during 2021, MSS implemented a 

commercial organics route two days a week to service areas projected to have a higher 

volume of commercial organic material. MSS is looking to expand this commercial organic 

route in the future as the need grows.  

Route Audits:  

The route auditor rides along with route drivers to verify that current services within 

MSS software match what is onsite at the service locations for billing purposes. The 

auditor also confirms route notes and account descriptions are correct for drivers to 

successfully complete service. As services are confirmed the route auditor also verifies 

that each customer has an appropriate level of service. If adjustments are needed, the 

recommendations are communicated to the customer via a customer service 

representative. The main focus of 2021 was to audit the landfill routes. While 

completing the audits 713 customers were identified as having service discrepancies 

and 75 customers did not have active service accounts. Customers with service 

discrepancies were contacted to resolve the error in cart size/quantity or commodity. 

Letters were mailed to those who could not be reached via telephone. The accounts 

that were found to not have active service were also mailed letters to initiate service. Of 

the 75 with no active service, approximately 25% have called in to start service.  Those 

who did not contact the company had carts removed to ensure no service is provided at 

that address.  See Table 2 for a breakdown of what was concluded from the audit, and 

Table 3 for the results.  

Landfill Cart Potential Audits/Visual Audits 

In 2021, MSS completed visual waste audits. A visual waste audit is when the driver audits 

the landfill cart for material that potentially could be recycled. Visual waste audits are 
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part of the monitoring process and help to identify waste types and volumes of divertible 

material in the landfill waste stream.  Drivers perform visual waste audits of landfill 

containers for all commercial and multifamily dwelling customers to determine the 

percentage of divertible material. The drivers reported that out of all the commercial 

customers serviced approximately 10% have material that could be diverted from the 

landfill. 

Table 2: Service Discrepancy Found in Route Audit  

  Row Labels Count of Category of Issue 

Cart Design Issue 2 

Cart Not Out for Service 2 

Distance Issue 14 

Gravity Strap Issues 2 

Other 4 

Quantity Issue - has LESS service than pays for 6 

Quantity Issue - has MORE service than pays for 47 

  Service Discrepancy - Commodity Cart Type/Quantity Error 263 

Service Discrepancy - Equivalent Service - Cart size/quantity Issue 14 

Service Discrepancy - Less Service than pays for - smaller cart size 105 

Service Discrepancy - More Service than covered for in service - 
larger cart size 251 

Service Screen Issue - Need to update Quantity 3 

Grand Total 713 
 
Table 3: Results from Service Discrepancy Found in Route Audit 
 

Row Labels Count of Result  

Added one time charge  2 

Changed Cart Out for Correct Size  186 

Corrected Service Screen 17 

Customer did not respond changed rate  80 

Customer has correct cart 16 

Forward to CSR Resolve Distance  14 

Removed Extra Cart  5 

Customer called changed rate, kept cart  32 

Changed Cart Out for Correct Commodity  118 

Grand Total 470 
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Residential Services  

RESIDENTIAL SERVICE LEVELS 

  
 

All residential customers are offered three services as part of the bundled “resource hauling” rate.  This 

includes a gray (landfill or garbage) cart, a dual sort split body recycling cart and a green organics cart.  

The bundled rate is based on the size of the landfill cart.  At the end of 2021, there were 30,312 

residential customers serviced by MSS.  Duplexes and triplexes are considered residential customers.  If 

a property manager pays the bill, the duplex or triplex is considered to be a single customer; therefore, 

the cart numbers will exceed the actual customer count. Not all customers have recycling carts and 

many customers have multiple organics carts. Tables 4, 5 and 6 show the residential cart subscription 

levels for year end 2021 compared to year end  2020. The subscription to 20-gallon carts increased 

slightly in 2021. The subscription to 64-gallon carts also increased by  20%  and the subscription for the 

96-gallon carts increased by 2%. These numbers are only for MSS supplied tipper carts and do not reflect 

customer owned cans or bags that contain extra garbage, yard waste and/or recycling. During 2021, 

5,351 extra garbage, yard waste and/or recycling bags were collected , this was a 24% decrease from 

2020. In 2020, there were 7,035 extra garbage, yard waste and/or recycling bags were collected. It is 

likely that with people returning to work, people’s waste disposal returned to pre-pandemic levels 

which was reflected in a reduction in overages by 60%. This could also be accounted for due to the 
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transition to the use of only MSS provided wheeled tipper carts in San Anselmo and Fairfax.  Given 

the requirements of SB 1383, this change will be coming to the other franchiser group communities 

as well. 

 
Table 4: Residential “Landfill” Cart Service Subscriptions 

Residential Weekly Landfill Service 

Cart Size 2019 2020 2021 % Change  % of Total 

20 gallon  6074 6,053 6,070 0.28% 20% 

32 gallon  18,257 18,093 17,857 -1.32% 58% 

64 gallon 5,420 5,888 6,098 3.44% 20% 

96 gallon 545 626 648 3.40% 2% 

Total 30,296 30,660 30,673 1.19%   

 
Table 5: Residential Recycling and Organics Cart Service Subscription 

Residential Weekly Dual Sort Recycling Service 

Number of Carts 

CART size 2019 2020 2021 % Change  % of Total 

5 gallon bucket* 647 578 506 -14% 2% 

32 gallon** 4 16 23 30% 0% 

64 gallon 28,555 27,384 26,910 -2% 87% 

96 gallon  1,882 2,781 3,467 20% 11% 

Total 31,088 31,088 30,906 -1%   

 
Table 6: Residential Recycling and Organics Cart Service Subscription  

Residential Weekly Green Waste Service 

Number of Carts 

CART size 2019 2020 2021 % Change  % of Total 

35 gallon  1,859 1,971 2,216 11% 6% 

64 gallon  29,297 33,471 33,678 1% 94% 

96 gallon*** 29 26 31 16% 0% 

Total 31,185 31,185 35,925 13%   

 
*Use of 5 gallon bucket is being phased out.   
**Only offered in duplexes or triplexes where each tenant pays their own bill. 
***Only available at duplexes and triplexes with shared service and are being phased out. 
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Scheduled Curbside Clean-up Program:  
 

This program offers all residential customers the opportunity to set out additional recycling, yard waste 

and landfill waste twice per year for the removal of excess materials. Each customer is mailed a flyer in 

their bill alerting them to their specific scheduled clean-up dates for spring and fall. Information is also 

located on the MSS website under the residential clean-ups tab.  

Bulky Items:  
 

Bulky items like mattresses, appliances, and furniture are not collected during curbside clean-ups. These 

collections must be scheduled separately. Residential customers are allocated two (2), scheduled bulky 

item collections of up to two (2) items each time at no extra charge. 

 
Table 7: Program Statistics 
 

  2019 2020 2021 

Scheduled Clean- Ups (total tons) 193 219 301 

Bulky Items (total tons) 187 129 187 

Illegal Dumping (total tons) 8 6 36 

Tons Recycled 328 433 267 

Bulky Items Collected (number of items) 5,257 4789 5,160 

 
 
Figure 1: Sample Mailers 
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Page 11 

Commercial and Multifamily Services  

COMMERCIAL BUSINESS SERVICE LEVELS 

 
Commercial businesses are offered recycling services as part of a “bundled 

rate”.   Two organics programs are offered to all commercial customers.  F2E 

for businesses with pre-consumer food waste and commercial organics for 

all others.  Since there is a wide variety of container types, sizes and 

collection frequency, the data in Table 8 is reported based on overall weekly 

yardage of service. Commercial business customers are offered the 

following container types and services for landfill/garbage materials. 

• 32, 64, and 96 gallon MSS tipper carts.  20 gallon carts are offered 
on a case by case basis only after a successful recycling and 
composting program has been established. 

• 1, 2, 3, 4, 5, and 6 cubic yard bins. 

• 10, 18, 20, 25 cubic yard roll-off boxes.  Larger sizes are available 
upon request. 

• Compactors: sizes range from 3 cubic yards to 40 cubic yards. 
 
Recycling and organics services are primarily offered for collection in carts.  

Cardboard and organic materials may be collected in bins.  The following 

container types and sizes are available for commercial customers. 

• 32, 64, and 96 gallon blue carts for paper recycling. 

• 32, and 64 gallon brown carts for containers recycling (plastic, glass, metal bottles & cans). 

• 32 and 64 gallon organics (green) carts for composting. 

• 32 and 64 gallon food waste (dark ) carts for F2E. 

• 1, 2, and 3 cubic yard bins for cardboard recycling. 

• 2 and 3 cubic yard bins for food waste for commercial compost. 
 
Overall, the percentage of diversion services has increased especially for recycling material (Table 8).  

The increase in recycling service volume is primarily due to the effects of businesses re-opening after 

the shelter-in-place orders were lifted and the enhanced commercial recycling service offerings, 

outreach and education. 
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Table 8: Commercial Weekly Service in Cubic Yards 

 

SERVICE IN YARDS 2019 2020 2021 % Change 

LANDFILL 8,584 7,869 8,188 3.90% 

RECYCLING 4,928 4,678 5,354 12.63% 

ORGANICS (YW + FW) 818 779 805 3.23% 

Total 14,330 13,326 14,347 7.12% 

 

MULTIFAMILY DWELLING SERVICE LEVELS 

Multifamily Dwellings (MFDs) are offered recycling and organics services as part of a “bundled rate”.   In 

addition, after attending a workshop, MFD tenants receive kitchen pails for the collection of 

compostable materials. Since there is a wide variety of container types and sizes and collection 

frequencies, the data in Table 9 is reported based on overall weekly service yards.  MFD customers are 

offered the following container types and services for landfill/garbage materials. 

• 32, 64, and 96 gallon MSS tipper carts. 20 gallon carts are offered only after a successful 
recycling and composting program has been established. 

• 1, 2, 3, 4, 5, and 6 cubic yard bins. 

• 10, 18, 20, 25 cubic yard roll-off boxes.  Larger sizes are available upon request. 

• Compactors: sizes range from 3 cubic yards to 40 cubic yards. 
 
Recycling and organics services are primarily offered for collection in carts.  Cardboard and organic 

materials may be collected in bins.  The following container types and sizes are available for MFD 

customers. 

• 32, 64, and 96 gallon blue carts for paper recycling. 

• 32 and 64 gallon brown carts for containers recycling (plastic, glass, metal bottles & cans). 

• 32 and 64 gallon organics green carts for composting. 

• 1, 2, and 3 cubic yard bins for cardboard recycling. 

• 2 and 3 cubic yard bins organics bins for composting. 
 
Table 9: Multifamily Weekly Services for Landfill (Garbage), Recycling and Organics. 

Service in Yards  2019            2020             2021  % Change 

 LANDFILL             3,658             3,805             3,766  -1.04% 

 RECYCLING              1,878             1,924             1,998  3.70% 

 ORGANICS (YW + FW)                 431                 452                 481  6.06% 

Totals            5,966             6,181             6,245  2.91% 
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Compliance with State Laws 

COMPLIANCE WITH STATE LAWS 
MSS continues to stay abreast of all regulations implemented by CalRecycle.  In 2021 the focus of the 

state was SB 1383.  MSS employees have participated in numerous webinars and meetings in preparing 

to work with jurisdictions on complying with these regulations.  The company participated in and made 

comments on the ordinances passed throughout the MSS service area.  The company was also involved 

in language included in the contract amendments to ensure that responsibilities for working with 

customers toward compliance were clear and defined.   

MANDATORY COMMERCIAL RECYCLING (AB 341)   

Given MSS’s offering of recycling as a bundled service the company has seen strong adoption of 

mandatory commercial recycling across the service area.  While there are a few companies resistant to 

adding the service, the company continues to maintain almost 100% compliance with AB 341.  With the 

mandates of SB 1383 also impacting paper and cardboard, the enforcement aspect of SB 1383 should 

push the remaining customers into compliance with AB 341 as they become compliant with SB 

1383.  Table 10 and 11 show current compliance numbers for AB 341. 

 

Table 10: Commercial Business Compliance with AB 341 (4+ CY per week of landfill service must recycle) 

 

Commercial 

Businesses 

San 

Rafael 

2021

County 

of Marin 

2021

Las 

Gallinas 

Valley 

S.D. 2021

Ross 2021
Larkspur 

2021

San 

Anselmo  

2021

Fairfax 

2021

Total 

2020

Total 

2021

Covered Businesses 269 18 17 4 47 24 11 466 390

Not Compliant 6 0 0 0 0 0 0 5 6

Compliant 263 18 17 4 47 24 11 461 384

% Compliance 98% 100% 100% 100% 100% 100% 100% 99% 98%

AB 341 - 2021 
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Table 11: Multifamily Dwelling (5+ units) Compliance with AB 341 

 

MANDATORY COMMERCIAL ORGANICS RECYCLING (AB 1826)   

 
With the implementation of SB 1383, AB 1826 is essentially being eclipsed.  However, CalRecycle will 

continue to monitor AB 1826 compliance.  Current compliance rates are reported in Table 12. 

 

Table 12: Commercial Business Compliance with AB 1826 at Year End 2021 

 

 
*Fairfax commercial customers that have more than 32 gallons per week of organic material must participate in 
a diversion program.  

 
 
 
 
  

Multifamily

San 

Rafael 

2021

County 

of Marin 

2021

Las 

Gallinas 

Valley 

S.D. 2021

Ross 2021
Larkspur 

2021

San 

Anselmo  

2021

Fairfax 

2021

Total 

2020

Total 

2021

Covered MFD's 370 30 8 143 68 23 670 642

Not Compliant 12 0 0 0 0 0 11 12

Compliant 358 30 8 143 68 23 659 630

% Compliance 97% 100% 100%  100% 100% 100% 98% 98%

AB 341 - 2021 

N/A

Commercial 

Businesses 

San 

Rafael 

2021

County 

of Marin 

2021

Las 

Gallinas 

Valley S.D. 

2021

Ross 

2021

Larkspur 

2021

San 

Anselmo  

2021

Fairfax 

2021

Total 

2020

Total 

2021

Covered Businesses 781 47 34 13 105 90 54 1066 1124

Exempt (<1/2 CY of 

organic waste) 221 6 2 5 47 30 7 79 318

Not Compliant 232 7 10 0 5 6 5 543 265

Compliant 325 34 22 8 53 54 42 516 538

% Compliance 70% 85% 71% 100% 95% 93% 91% 56% 76%

AB 1826 - 2021 
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Table 13: Multifamily (MFD) Compliance with AB 1826 at Year End 2021 

 

 
*Fairfax commercial customers that have more than 32 gallons per week of organic material must participate in 
a diversion program.  

SHORT-LIVED CLIMATE POLLUTANTS (SLCP): ORGANIC WASTE REDUCTIONS (SB 1383) 

 
SB 1383, the long anticipated mandatory organics services regulation is effective January 1, 2022.  This 

landmark legislation will push all Californians toward recovery of the green waste and food waste they 

generate.  MSS is well positioned to handle the additional materials anticipated.   

 
Operations 

 
MSS added a new route in 2021 to prepare for the additional commercial organics services.  While 

currently a 2-day per week route, the company anticipates an increase to 4-days per week in 

2022.  Once full implementation has occurred this will be a 6-day per week route picking up all 

commercial organics customers. 

On the processing side, the company has sufficient capacity through Redwood landfill with Napa 

Recycling as a back up to process organic material for composting.  In an effort to increase participation 

in the F2E program to help ensure sufficient capacity for compostable materials, MSS will be moving 

forward with the purchase of a depackaging unit to process the F2E materials collected.  This equipment 

will allow customers to bag their food waste in clear plastic bags to help ensure more participation in 

the program.  In addition, the equipment will process spoiled/expired packaged food, helping ensure 

the organic materials, previously non-recoverable, are included in the material sent to Central Marin 

Sanitation Agency to be digested and create clean, renewable energy. 

Multifamily

San 

Rafael 

2021

County 

of Marin 

2021

Las 

Gallinas 

Valley 

S.D. 2021

Ross 

2021

Larkspur 

2021

San 

Anselmo  

2021

Fairfax 

2021

Total 

2020

Total 

2021

Covered MFD's 318 23 8 0 127 46 21 539 543

Exempt (<1/2 CY of 

yard waste) 5 0 0 0 0 0 0 8 5

Not Compliant 90 2 0 0 5 1 2 131 100

Compliant 223 21 8 0 122 45 19 406 438

% Compliance 72% 91% 100% N/A 96% 98% 90% 77% 82%

AB 1826 - 2021 
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Outreach 

 
Outreach efforts for SB 1383 began in 2021 with notifications to all customers through mailers and 

through the company newsletter.  In addition CalRecycle has done an extensive advertising campaign 

which has significantly increased awareness of the new law.  The outreach team has a plan for reaching 

out to all non-compliant businesses and multi-family complexes by email in the first quarter of 2022 

and then will follow up this communication with phone calls and finally in person visits.  By the end of 

2022 all non-compliant businesses will have had a site visit.  This will allow the maximum number of 

businesses to achieve compliance or to receive a waiver going into 2023.   

 

 

SB 1383 COMPLIANCE 

 
SB 1383 compliance is measured in a few ways.  Per the ordinances passed by all jurisdictions, all 

commercial and multi-family properties will be required to have service and the company will be 

tracking all customers to ensure that by January 1, 2024 they have organics services in place.  For 

CalRecycle, they will be requiring the reporting of all businesses that have 2-cubic yards or more of 

total waste.  This is similar to those that were required under AB 1826.  These will all be reported 

separately through the annual reporting requirements.  In addition, MSS will be providing the 
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monitoring requirements for the jurisdictions.  This will include visits to commercial and multi-family 

properties to look in all containers and verify proper usage ensuring there are no organics in the 

landfill containers.  MSS drivers will also be participating by noting which customers are 

“contaminating” the landfill containers with organics.  There are not currently any contamination 

charges in place for organics in the landfill, but this can be addressed in the future.   Residential 

customers will also be monitored with the MSS route auditor reviewing a sample of each route to 

determine if organics are ending up in residential landfill carts.  In all cases, when organics are 

discovered, a cart tag and follow up notification will be sent to each home or business.  Customers will 

have an opportunity to correct the contamination and MSS will do a follow up inspection to confirm 

they have started removing organics from the landfill container.   

COMMERCIAL AND MULTIFAMILY OUTREACH, EDUCATION AND MONITORING  

 
MSS has a team of four outreach coordinators.  With the passage of the contract amendment for SB 

1383, the company has requested to add an additional full-time employee to help with the 

requirements of SB 1383.  This employee will be hired in 2022.  Outreach efforts extend beyond just 

compliance of state laws and include customer account management, facility tours, general education, 

recycling program implementation and involvement in community groups and organizations.  The MSS 

team of outreach professionals are resource recovery experts and are often called upon to share this 

expertise in the community.  Table 14 show the activities of the outreach team in 2021.   
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Table 14: Commercial/Multifamily Outreach by Type January-December, 2021 

 

 
 
 
 

 San Rafael 
 County of 

Marin 

 Las 

Gallinas 

Valley 

S.D. 

 Ross  Larkspur 
 San 

Anselmo 
 Fairfax 

 Grand 

Total 

Compliance Letter 41               3              7              2              2              55               

Non-Compliance Call/Email 524             23            3            3            91            47            35            726             

Issue SB 1383 Waiver 1              1              2                 

Outreach Assembly/Meeting 16               2              1            3              1              2              25               

Outreach Workshop/Training 39               4              1            14            5              4              67               

Outreach Materials Delivered 95               1            12            9              6              123             

Outreach Materials Mailed 20               3              3            1            7              1              2              37               

General Call/Email 1,029          126          60          13          365          94            134          1,821          

Site Visit Monitoring 169             14            5            1            57            32            27            305             

Waste Audit 18               1              2              3              24               

Service Assessment & Plan 28               2            8              3              41               

Grand Total 1,979          176          75          19          567          194          216          3,226          

Count of Outreach Activities 2021



 

Page 19 

Diversion, Recycling, and Global Impacts of State Mandates 

DIVERSION RATES 

 
Jurisdictional diversion rates are calculated based on a disposal-based indicator which is a per capita 

disposal rate expressed as pounds per person per day (PPD).  This disposal rate uses two factors: a 

jurisdiction's population and its disposal tonnage, as reported by disposal facilities.  Table 15 details the 

state diversion goals and activities that contribute to it.  

 

Table 15: State Diversion Goal: AB 939 (1989) 

AB 939 State Goal: 50 Percent Diversion from the Landfill (Jurisdictional Mandate)  

Activities that Count Toward Goal  Diversion:  

Source Reduction  

Composting  

Recycling  

ADC  

AIC  

Other Beneficial Reuse  

Transformation Credit  

Activities that Do Not Count Toward Goal  Disposal:  

Landfill (Including Exports)  

Some Transformation  

Engineered Municipal Solid Waste (EMSW)  

Green Waste ADC (Beginning in 2020)  

Baseline Waste Generation and Base Years in pounds 

per person per day (ppd)  

12.6 ppd (2003-2006)  

Statewide Disposal Target  

in pounds per person per day (ppd)  

6.3 ppd  
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Tonnage reported from residential and commercial self-hauling, construction and demolition debris box 

rentals, and a host of other non-franchised programs within the County are reflected in the 

Jurisdictional diversion rate that is reported by MSS to the Marin Hazardous and Solid Waste Joint 

Powers Authority (JPA), who in turn reports this tonnage information to the State of California.   

RECYCLING RATES 

AB 341 (Chesbro), established a goal of a 75%recycling rate by 2020. This goal was not achieved, with 

the most recent recycling rate reported being 42%.  This rate is an increase from the 2019 rate of 37%, 

but is far from the goal of 75%.  The state continues to move forward toward this ambitious rate 

through implementation and improvement of current programs including the Beverage Container 

Recycling program, CARE program for recycling carpet and mattress recycling programs.  Progress is 

monitored by CalRecycle and continues to be supported through research and reporting. 

In 2020, CalRecycle began collecting data through the Recycling and Disposal Reporting System 

(RDRS).  This provides data direct to CalRecycle from various parties including haulers and recycling 

facilities.   

 

Figure 2: California Statewide Recycling Rate since 2010.  Source State of Disposal and Recycling in California for Calendar 
Year 2020 report (file:///C:/Users/justin/Downloads/FINAL%20State%20of%202020%20Remediated.pdf) 
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Table 16: AB 939 Definition of Recycling 

State Goal: 75 Percent Recycling Rate 

Activities that Count Toward Goal  Recycling:  

Source Reduction  

Composting  

Recycling  

Activities that Do Not Count Toward 

Goal  

Disposal:  

Landfill (Including Exports)  

Engineered Municipal Solid Waste (EMSW)  

Disposal-Related:  

ADC  

AIC  

Other Beneficial Reuse  

All Transformation  

Waste Tire-Derived Fuel  

 Baseline Waste Generation  

and Base Years in pounds per person 

per day (ppd)  

10.7 ppd (1990-2010)  

Statewide Disposal Target  

in pounds per person per day (ppd)  

2.7 ppd  

 

Summary of MSS Recycling Efforts Over the Years 
 
MSS continues to move recyclables amid global supply chain difficulties.  Shipping availability is down 

due to COVID-19 impacts.  MSS has been fortunate with a strong reputation of clean materials.  The 

company has had to store bales of material longer than normal, but containues to sell recyclable 

commodities.  Supply chain difficulties have helped to bolster the value of these materials and has led 

to increased values for recyclable materials.  This positively impacted all MSS franchisers by offsetting 

index rate increases which resulted in a smaller rate increase this year. 
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Table 17: Commodity Price Changes Average Price Per Ton 

 

Commodity 2019 2020 2021 % Change 

Cardboard  $     100.00   $ 131.69   $     184.09  28% 

News Paper  $        87.00   $    85.23   $     139.90  39% 

Office Paper  $     168.00   $ 172.55   $     211.72  19% 

Mixed Paper  $        23.00   $    41.67   $        94.00  56% 

Aluminum Cans   $ 1,023.00   $ 812.00   $ 1,329.00  39% 

Glass  $        27.00   $    27.00   $        29.55  9% 

HDPE # 2 natural (jugs)  $     641.00   $ 893.00   $ 1,375.00  35% 

HDPE # 2 colors (jugs)  $     249.00   $ 154.00   $     683.00  77% 

PET # 1 (bottles)  $     201.00   $ 104.00   $     361.00  71% 

Mixed Rigid Plastics (#3-
7)  $        39.00   $    39.00   $        60.00  35% 

 

Chinese and Asian imports of paper were down in 2021, but MSS was able to find outlets for materials 

in Mexico.  In 2022 MSS plans to purchase an optical sorting unit for Marin Recycling Center to 

continue MSS efforts to produce clean bales of material thus ensuring continued markets for materials 

collected.  For plastics, the Basel Convention on the Control of Transboundary Movements of 

Hazardous Wastes and their Disposal came into effect January 1, 2021. This significantly limits the 

export of plastics to other countries.  Fortunately, MSS has a strong network of recyclers in the United 

States ensuring that the company continues to have strong outlets for selling these materials.  

MSS CONTAMINATION MITIGATION EFFORTS 

 
The company continues to focus on the removal of non-recyclable plastics from the recycling 

materials collected.  Customer educations seems to be an effective means of cleaning up this 

material.  The Spring newsletter was dedicated to contamination reduction by focusing on non-

recyclable plastics.  This newsletter generated a response from customers frustrated that the company 

does not accept more plastic for recycling.  This is further evidence of misconceptions around 

recoverable plastics.   
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Operational Improvements 
 
Contamination monitoring efforts include drivers noting contaminated loads while on the 

route.  Drivers then note the account through their onboard tablet.  Each day the company runs a 

contamination report so that outreach and customer service can contact each business and resident 

with contamination to provide education to these customers on what is not acceptable in the 

recycling cart. 

Split carts are now ordered in the 96-gallon size as the standard size for MSS.  Larger carts means 

more room for increased amounts of cardboard.  One source of contamination is from overstuffed 

fiber recycling which leads customers to fill the containers side with cardboard and paper.   
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Outreach Campaigns 
 
A webpage was created with information https://marinsanitaryservice.com/reducing- 

contamination/ on contamination.   Customer education is ongoing through the website, the 

“Where Does it Go, Joe” online search tool and social media campaigns. 

 

 
 
Data Collection and Analysis   
 
Daily reports help analyze driver reported contamination from tablets.  Warning and violation flyers 

have been expanded from commercial routes to include multi-family and residential routes.  Monthly 

reports on broken recycling carts are tracked, analyzed and distributed to operations staff.  In  2021, 

weekly reporting on extra collections and overloads were reported to help monitor these services. 

Often when garbage carts are overloaded they turn to the recyclables for extra space.  By ensuring 

that customers have correct levels of service, this helps prevent contamination. 

During 2021 there were  4,198 separate actions taken to try and minimize contamination (Figure 3). 

The residual rate stayed consistant from 2020 to 2021 at 15% (Figure 4).  

https://marinsanitaryservice.com/reducing-%20contamination/
https://marinsanitaryservice.com/reducing-%20contamination/
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Figure 3: Contamination Mitigation Measures 

 
 

*OBC=On-board Computer documentation using tablets. 
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459 door hangers were hand delivered to multi-family 

residents 
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Figure 4: Historical Contamination Rates 
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Recycling Rates (Weight and Volume Based) 

RECYCLING RATES BY WEIGHT AND BY VOLUME 

 

Table 18 shows tonnage-based recycling rate.  

 
Table 18: MSS SERVICE AREA DISPOSAL AND RECYCLING Rates (tons)  

 
 
Table 19: Landfill pounds per person per day 

  2019 2020 2021 

Landfilled (tons)            48,495       46,264             50,261  

Tons disposed per Capita                 0.44            0.42                  0.44  

Pounds per person per day disposal (PPD)                 2.39            2.28                  2.42  

Population          111,000     112,353           113,722  

2019 2020 2021 2019 2020 2021 2019 2020 2021

Tons Collected:

Curbside Organics (Food & Yard waste) 23,333       23,192    23,214    1,228      1,221      1,222      24,561    24,413    24,436    

Curbside Containers Recycling 6,137          6,030      5,540      2,270      2,230      2,049      8,407      8,260      7,590      

Curbside Fiber Recycling 6,702          6,184      5,627      2,479      2,287      2,081      9,181      8,471      7,709      

Curbside Cardboard Recycling *N/A *N/A *N/A 5,967      5,784      6,809      5,967      5,784      6,809      

Transfer Station 26,175       26,791    26,452    19,327    16,789    21,751    45,502    43,580    48,203    

Commercial Food Waste (F2E) *N/A *N/A *N/A 2,769      2,235      2,247      2,769      2,235      2,247      

Commercial processed at MRRC *N/A *N/A *N/A 9,070      8,132      5,562      9,070      8,132      5,562      

Total Tons Collected 62,346       62,197    60,834    43,109    38,678    41,721    105,457  100,874  102,555  
* Commercial yard waste is co-collected with 

residential yard waste. Tonnage is included with 

Residential.

2019 2020 2021 2019 2020 2021 2019 2020 2021

Tons Diverted:

Curbside Organics (Food & Yard waste) 23,333       23,192    23,214    1,228      1,221      1,222      24,561    24,413    24,436    

Curbside Containers Recycling 6,137          6,030      5,540      2,270      2,230      2,049      8,407      8,260      7,590      

Curbside Fiber Recycling 6,702          6,184      5,627      2,479      2,287      2,081      9,181      8,471      7,709      

Curbside Cardboard Recycling *N/A *N/A *N/A 5,967      5,784      6,809      5,967      5,784      6,809      

Commercial Food Waste (F2E) *N/A *N/A *N/A 2,769      2,235      2,247      2,769      2,235      2,247      

Commercial processed at MRRC *N/A *N/A *N/A 6,077      5,448      3,504      6,077      5,448      3,504      

Total Tons Diverted 36,171       35,406    34,382    20,789    19,205    17,912    56,962    54,611    52,294    
* Commercial yard waste is co-collected with 

residential yard waste. Tonnage is included with 

Residential.

Recycling Rate 58.0% 56.9% 56.5% 48.2% 49.7% 42.9% 54.0% 54.1% 51.0%

Commercial/MF Total

Weight Based Recycling Rates by Sector (tons)

Residential Commercial/MF Total

Weight Based Recycling Rates by Sector (tons)

Residential
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Table 20  Volumetric Recycling Rates by Sector (Cubic Yards of Service) 

 

  Residential Commercial/MF Total 

  2019 2020 2021 2019 2020 2021 2019 2020 2021 

Organics 
         
10,033  

         
10,958  

     
11,069  

           
1,249  

           
1,224  

        
1,287  

         
11,282  

         
12,182  

     
12,356  

Curbside 
Recycle 

           
9,901  

         
10,176  

     
10,403  

           
6,806  

           
6,471  

        
7,352  

         
16,707  

         
16,647  

     
17,755  

Landfill 
           
5,564  

           
5,639  

        
5,683  

         
12,117  

         
11,504  

     
11,954  

         
17,681  

         
17,143  

     
17,637  

Recycling 
Volume 78% 79% 79% 40% 40% 42% 61% 63% 63% 

 
 
Table 21 shows the percent of materials recycled in MSS jurisdictions.  Recycling rates are down in 

2021.  The exact reasons are not known and MSS will continue to monitor recycling activity in 

2022.  People went back to work in 2021, which led to more commercial cardboard collection, but 

overall containers and fibers were down across the service area.   

 

Table 21: Historical Recycling Rates: State vs. MSS 

Year State of California MSS Rate Regulated 

2012 50% 45% 

2013 50% 53% 

2014 50% 50% 

2015 47% 50% 

2016 44% 52% 

2017 42% 53% 

2018 41% 51% 

2019 37% 54% 

2020 42% 54% 

2021 Not Available 51% 

 
 



 

Page 31 

Customer Service Data 

RESIDENTIAL AND COMMERCIAL/MULTIFAMILY NEW STARTS AND ACCOUNT 
CLOSURES FOR 2021 

Table 22 details the number of new accounts and closed accounts by customer type. The numbers are 

relatively stable from year to year. During 2021,there was an increase of commercial business new starts 

due to the shelter-in-place orders being lifted and businesses starting their services.   

 

Residential Service Guides are mailed out to all new customers explaining curbside collection services 

and programs and information pertaining to: debris box rental; document shredding; Marin Resource 

Recovery Center (MRRC) and Marin Household Hazardous Waste (HHW). Moving to more virtual 

communication, approximately 80% of all MSS Residential customers are receiving their new start 

packets via email verse regular mail. This helps reduce waste. Commercial and multifamily new 

customers receive information on MSS curbside collection services, mandatory recycling and organics 

laws/ordinances and Marin Household Hazardous Waste information. All residential, multifamily and 

commercial customers can also access information on our website.  

 

Table 22: New Starts and Account Closures by Customer Type  
 

New Starts Total Closed Accounts  Totals  

Residential                      2,528  Residential 2,481 

Commercial Business                           245  Commercial Business  47 

Multifamily Dwellings                             65  Multifamily Dwellings  9 

 

AUTOMATIC PAYMENT SERVICES 

In an effort to conserve resources, MSS encourages customers to receive their bills electronically and 

to pay their bills online. The program is gaining in popularity. At the end of  2021, MSS  exceeded the 

goal of 10,000-participant online bill pay subscribers (10,266). MSS also offers automatic payments by 

credit card or electronic check for those customers who prefer not to use a web-based service (Table  

23).   
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Table 23: Automatic Payment Data 
   

Online Bill Pay 2021 Totals Automatic Payments no web-based  Totals  

Residential 
                   

10,266   Residential  
             

2,003  

Multifamily Dwellings  
                         

152   Multifamily Dwellings   
                   

86  

Commercial Business  
                         

499   Commercial Business   
                 

157  

RESIDENTIAL AND COMMERCIAL/MULTIFAMILY CUSTOMER COMPLAINTS 

 
In 2021, MSS received 66,980 calls compared to 63,022 in 2020. This represented an increase of 6% in 

call volume. Billing inquires increased this year with issues regaurding  past due invoices for 

commercial customers and enrollment in the Lifeline program. The Lifeline program is a discounted 

rate on landfill services for qualifying customers.  

The majority of calls are service-related (start/stop service, cart exchanges, change of service), billing 

inquiries, or general education questions about collection and program information. The average time 

to answer has gone down significantly from 12 seconds in 2020 to 6 seconds in 2021 which is less than 

2 rings. This improvement in answer time is due to all  customer service representatives being cross-

trained in all departments, providing the ability to answer most questions with any call.  

The total number of complaint calls are detailed in Table 24 The majority of calls were due to missed 

collections and broken containers.  In most cases, the drivers were able to empty the missed 

containers on the same service day or the next business day.  All broken containers were either 

repaired or replaced.  In addition, MSS had  183 written (letter, email) compliments for staff in 2021, 

which is a 90% increase.  
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Table 24: Complaints and Compliments by Type by Service Area 
 

 Missed Collections  Broken Containers Misc. Service Issues Compliments 

Jurisdiction 2019 2020 2021 2019 2020 2021 2019 2020 2021 2019 2020 2021 

Consolidated 
County of 
Marin 

289 307 471 669 581 608 12 18 20 9 14 24 

San Rafael 746 871 1,450 1,631 1,788 2,031 40 49 66 20 33 79 
 

Las Gallinas 
Valley 
Sanitary 
District 

188 247 325 405 554 534 7 7 9 5 13 14 

Ross 61 77 92 101 74 115 2 6 1 2 2 5 
 

Larkspur 184 176 257 433 334 262 9 11 13 3 8 12 
 

San Anselmo  257 284 452 1,058 954 1,038 22 17 33 9 19 31 
 

Fairfax 173 215 333 361 399 271 11 15 15 7 7 18 
MSS Service 
Area Totals 

 
1,898 

 
2,177 

 
3,380 

 
4,658 

 
4,684 

 
6,880 

 
103 

 
123 

 
157 

 
55 

 
96 

 
183 

 

Every time the driver empties a container, it is recorded as a “lift”. It is important to know the number 

of lifts to gain an understanding of the magnitude of misses. In  2021, MSS recorded  6,684,006 lifts. 

This is an increase from the total in  2020. Figure 5 shows the misses as percentage of lifts.  

Figure 5: Missed Collection Statistics  
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0.05%
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0.04%
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REPORTS OF INJURIES AND DAMAGE TO PROPERTY 

 
MSS has an active safety committee that meets monthly to review accidents, damages and 

injuries.  The committee includes owners, supervisors, loss control and insurance personnel.  Each 

department has  a tailored safety plan that includes ongoing training and review of new equipment 

and procedures, including all OSHA required safety subjects applicable to their respective job 

functions.  Documented employee safety meetings are held daily, weekly and monthly with written 

agendas and handout materials in all departments.  Additional forms of communication throughout 

the year such as videos, a safety bulletin board, public acknowledgement for examples of ‘A Job Well 

Done’ and rewards for employee safety tips are utilized to encourage and support our safety culture. 

Each accident or injury is investigated by the Operations Department in an interactive process with 

the employee, to determine what factors caused the event.  If it is determined that changes to 

equipment, procedures or collection process could prevent a recurrence, corrective action is taken 

whenever possible.  Disciplinary measures are taken as appropriate and if refresher training is needed, 

it is often addressed with the entire department.  Any claim of damage is investigated immediately by 

supervisors and the Occupational Health and Safety Manager.  If the Company is liable, restitution is 

made to the owner/customer by either repair, at the Company’s expense, or payment to the 

owner/customer.  Liable automobile damage is repaired by a reputable, local business. 

MSS has implemented many new procedures to improve safety.  In the past, a number of workers 

compensational claims were incurred due to repeated heavy lifting.  MSS has addressed this risk and 

nearly all routes are now partially or fully automated, greatly reducing the number of manual lifting 

events and injuries.  In 2021, MSS began an additional safety training program utilizing the Smith 

System driver training course, which is used by over half of all Fortune 500 fleets.  New drivers begin 

their training with this interactive course resulting in reduced accidents and injuries, reduced 

maintenance and greater fuel efficiency.  Drivers who have incurred accidents or damages also attend 

targeted Smith System training courses including an evaluation and training process with Loss 

Control.  There was a 10% decrease in preventable damages in 2021. 

While there was an increase in the overall number of workers compensation claims in 2021, several of 

them were small claims with no missed time.  MSS also instituted an Early Return to Work Program, 
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which is coordinated with the medical care provider to offer meaningful work to injured employees 

who may be off work for a longer period of time, while enabling them to maintain their normal 

income. It also allows injured employees to return to full duty work, while reducing claim 

costs.  Details of injuries and accidents are shown in Table 25 below. 

 
Table 25: Injuries and Accidents in 2021 

 

Title  Description 2019 2020 2021 

Preventable 
Damage 

Property or vehicle damage determined 
the fault of MSS driver. 

27 56 50 

Non-
preventable 
Damage Event 

Not due to driver negligence and not the 
fault of any other party. Trees/wires 
snagged that are lower than allowed or 
damage that driver could not have 
avoided, malfunctioning gates closing on 
trucks, gate blowing shut, etc. 

17 14 10 

Work Comp 
Injuries 

Injuries on the job defined by OSHA as 
work related. 

14 7 24 

  Totals 58 77 84 
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Public Outreach and Zero Waste Programs 

OUTREACH AND EDUCATION SERVICES 

MSS is passionate about community involvement through education, outreach and alliance building and 

believe these support the ultimate goal of zero waste.  The Company’s duty is to engage and educate 

the community on how they too can be part of the solution.  Below (Table 26) is the contact information 

and community focus of the existing staff.  In 2021, the MSS outreach team changed their emphasis 

from customer type (schools, commercial, multi-family, etc.) to community based territories.    

 
Table 26  Outreach Department Staff Contacts by Specialty (Current as of April 1, 2021)  

Name Title Email Community 

 
Jennifer 

Grenier 

Selvig 

 
Outreach 

Manager 

 
Jennifer.Grenier@marinsanitary.com 

Unincorporated 
County Areas, San 
Anselmo, Las 
Gallinas Valley 
Sanitary District 

Ruben 

Hernandez 

Recycling 

Programs 

Coordinator 

Ruben.Hernandez@marinsanitary.com 

West/Downtown 

San Rafael 

Simone 

Berkovitz 

Recycling 

Programs 

Coordinator 

Simone.Berkovitz@marinsanitary.com 

Fairfax, Larkspur, 
Ross 

 
Carlos 

Hernandez 

Schools & 

Community 

Outreach 

Recycling 

Programs 

Coordinator 

 
Carlos.Hernandez@marinsanitary.com 

East San Rafael 

Kathy Wall* 
HHW Program 

Manager 
Kathy.Wall@marinsanitary.com  HHW Programs 

*Position funded through the JPA 

 

All residential and commercial customers have received multiple mailed communication pieces 

informing them of MSS programs and services.  These mailings have educated the public on zero waste 

mailto:Jennifer.Grenier@marinsanitary.com
mailto:Ruben.Hernandez@marinsanitary.com
mailto:Simone.Berkovitz@marinsanitary.com
mailto:Carlos.Hernandez@marinsanitary.com
mailto:Kathy.Wall@marinsanitary.com
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programs, proper recycling and composting practices, mandatory commercial recycling and organics 

diversion (AB 341 and AB 182) service information and proper sorting. 

All activities are tracked through Recyclist, an industry tool designed for outreach.  This tool allows the 

outreach team to monitor and track AB 341 and 1826 and SB 1383 compliance activities.  Below are the 

outreach and communications activities of MSS outreach staff. Community meetings include, but are 

not limited to, chambers of commerce, climate action planning committees, school green teams, home 

owner and neighborhood association meetings.  Community newsletters are non-MSS publications and 

include city and town manager electronic newsletters, school newsletters and neighborhood 

association print and online newsletters.  Community events are fairs or workshops for the public, which 

were held virtually this year, or cancelled.   
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Figure 6: Public Outreach by Type 2021 (not including Schools or Mandatory Commercial Recycling) 
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Virtual Outreach 

With social media, email communication and the website, MSS is now able to track who is 

reading company messaging and allows the company to engage more effectively with customers 

in many new ways.   

MSS offers online tours, regular social media posts and messages influenced by questions and 

concerns relevant to current needs.     

Figure 7: Mobile App Stats  

 

 

August 1, 2021, the Company launched the calendaring feature with the website and mobile 

tool.  This rebranded Marin Sanitary Service app, which now includes more services than just the 

Where Does It Go, Joe?, item look up tool, provides customers with a reminder of their weekly 

service.  This tool also reminds the customer of their twice annual clean-up day.  Upon launch, 

over 13,000 customers were signed up for email reminders.  They were then able to add mobile 

phone reminders or phone call reminders.  To date, 13,225 MSS customers are signed up for 

reminders, 778 customers have mobile reminders, 1 customer signed up for twitter reminders 

and 1 customer signed up for a phone call reminder.   
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Figure 8: Sample Notification 

 

MOBILE APP –Where Does it Go Joe Stats 

“Where Does It Go Joe?” mobile app is a search function to find out if an item belongs in the 

organics, recycling or landfill cart. In 2021 over 10,000 new visitors tried out Where Does it Go, 

Joe?  In total there were 15,188 sessions with over 40,000 different materials viewed.  Each 

viewing tells the customer where the material should go and provides a brief explanation as to 

why it goes there.  This tool has been well received and continues to not only inform customers, 

but inform MSS on the items that are searched the most.  This informs future campaigns and 

messaging. 

 

 

 
 
 
 



 

Page 41 

Table 27: Top Materials Searched 

Material Type Total 

Plastic Tubs & lids 2,084 

Plastic “clam shell” container 1,885 

Plastic soap bottle 1,754 

#5 Plastic  1,304 

Plastic Bag 833 

Plastic food tray 603 

Paper take-out food container  596 

Clover renewable milk carton  549 

Styrofoam  503 

 

Below, in Figure 9 is the breakdown of usage for the online and mobile versions of the Where 

Does It Go, Joe? feature.  

Figure 9: Where Does it go Joe?  
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In 2021 MSS ran a contest to encourage social media followers to download the MSS App 

and Calendar Tool.  This contest was offered across the entire service area and was well 

received.   
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Website 
 
The MSS website (www.marinsanitaryservice.com) is a primary means of communication.  Here 

MSS provides all service offerings, regulatory requirements, educational materials and contact 

information.  During 2021, a translating feature was added making it more accessible to those 

who speak Spanish with the click of a button.  There were 102K users that visited the site last 

year.  Also, during 2021, MSS tried a new strategy utilizing targeted banners on home page. This 

was found to be helpful to communicate quick important messages, such as a holiday collection 

schedule announcement. 

 

In addition to the MSS website, there is a  separate websites for our other facilities, Marin 

Recycling Center (www.marinrecycling.com) and Marin Resource Recovery 

(www.marinresourcerecoverycenter.com).    

Social Media Presence 
 
Facebook (https://www.facebook.com/marinsanitary) 

□ Twitter (@mssrecycles) 

□ Instagram (@mssrecycles) 

□ You Tube Channel (https://www.youtube.com/user/MSSoutreach) 

http://www.marinsanitaryservice.com/
file:///C:/Users/justin/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/04DIZDF3/www.marinrecycling.com
https://marinresourcerecoverycenter.com/)
http://www.facebook.com/marinsanitary)
http://www.youtube.com/user/MSSoutreach)
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4R PLANET SCHOOL PROGRAM AND TOURS            

At MSS, the goal is to educate, equip and empower school districts, individuals and/or classrooms to 

develop comprehensive waste reduction and recycling plans.  

 
The following services are provided to schools at no cost: 

➢ Onsite evaluation of recycling needs. 
➢ Waste audits to help schools know what recyclables are still being thrown in the trash. 
➢ Signage, stickers, and curbside containers to help with source separation. 
➢ Educational lessons and assemblies on the 4R’s. 
➢ Source separation trainings. 
➢ Green team guidance on waste reduction planning. 
➢ Educational tours of MSS recycling facilities. 
➢ Lending library of resources: books, DVDs, binders with lesson plans that meet California 

curriculum standards. 
➢ Online resources: sample letters, lesson ideas, recycling procedures and more.  

 
 
The 4R Planet school program is twofold. The first is an on-site program which includes tours of the MSS 

recycling facilities and lessons on the 4 R’s in the MSS Environmental Classroom. Second is an in-school 

program which includes hands-on training, waste diversion program assistance, and customized 

educational lessons. All of these activities are led by the education & school recycling program 

coordinator. 
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Since 2014, MSS staff has worked closely with the staff and students of Marin School of Environmental 

Leadership (MSEL). In 2021, Marin Sanitary Service served as a community partner for the MSEL 9th 

grade group at Terra Linda High School (TLHS). The MSS outreach staff worked with a group of 

students interested in learning how to maximize the diversion of recyclable and organic waste at TLHS 

and in the broader community. The company helped students learn about waste diversion and to 

create a more sustainable waste system at TLHS. MSS staff worked alongside students to research 

important topics related to waste diversion and compost and helped them implement recycling and 

compost strategies at their school. The students also helped MSS conduct SB 1383 in-person outreach 

to local businesses in Terra Linda. With their help, MSS was able to help several businesses comply 

with SB 1383 and enroll in the City of San Rafael Free Indoor Compost Bin Program. 

 

MSS staff also served as judges and panelists for the 11th grade MSEL sustainable business plan pitch 

competition. Outreach staff was able to provide valuable feedback on the sustainability and 

recyclability of their business plans.  
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Figure 10: School Outreach by Type 2021  

 
 
 

MSS partners with Zero Waste Marin on The Zero Waste Schools Program designed to help Marin 

County schools implement composting and recycling programs in order to comply with new mandatory 

state laws. The program has enrolled 16 schools in the MSS Service area.  
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Green House Gas Mitigation 

GREEN HOUSE GAS MITIGATION  

MSS has been tracking operational emissions since 2006 and avoided emissions since 2009.  This 

reporting has shown MSS has fully offset its direct emissions on average 18 times.  This is well beyond 

Net-Zero.  The majority of emissions continues to be from direct mobile combustions including on and 

off-road vehicles.  Figure 11 shows the most current reported avoided emissions through 2019.  In late 

2019, MSS moved from clean diesel to renewable diesel.  These efforts are furthering MSS’s work 

toward reducing emissions and environmental impacts on the community.   

Figure 11: Emissions Reporting 

 

. 
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Renewable Diesel 
 

In October 2019, MSS switched from clean diesel to renewable diesel for the entire 

collection fleet. Reduced vehicle emissions from using renewable diesel have allowed MSS to 

instantly reduce its carbon footprint and help meet aggressive Greenhouse Gas (GHG) 

reductions implemented by the State. The renewable diesel for sale in California is derived 

entirely from waste feedstock sources and offers an immediate 70% reduction in Greenhouse 

Gas emissions versus petroleum diesel 

The Carbon Intensity (CI) is calculated through the Low Carbon Fuel Standard (LCFS) and 

takes into account the GHG emissions associated with all of the steps of producing, 

transporting, and consuming a fuel—also known as a complete lifecycle. The approved CI for 

renewable diesels range as low as16.89 and as high as 56.57 (or approximately half that of 

regular diesel). This wide range of carbon intensities is due to variations in feedstock types, 

origin, raw material production processing efficiencies, and transportation, all of which 

contribute to an individual producer’s fuel pathway CI. To estimate the reduction in 

greenhouse gas emissions, MSS used a conservative estimate of 30 CI to show the potential 

impact of this fuel change. 

In 2018 MSS consumed 429,435 gallons of ULS Diesel. Using an estimated CI of 30.0, emissions 

would be reduced by 4,073 MTCO2e (Table 28). 

 

Table 28: Reduced Emissions 

Operational Vs. Avoided Emissions 
 

Annual Total Fuel: 443,400                             Gallons Annual Total Fuel: 443,400                           Gallons

Conversion: 127,500                             Btu/gallon Conversion: 127,500                           Btu/gallon

Total Energy: 56,533,500,000               btus Total Energy: 56,533,500,000             btus 

Conversion: 0.00105587                      MJ/btu Conversion: 0.00105587                    MJ/btu

Total Energy: 59,692,027                       MJ Total Energy: 59,692,027                     MJ

Carbon Intensity 100.45                                g CO2e/MJ Carbon Intensity 30.00                                g CO2e/MJ

MTCO2e 5,996                                  MTCO2e 1,791                                

Diesel LCFS Renewable Diesel (at 30 Cl) 
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ZERO EMISSION FLEET REQUIREMENTS FROM THE CALIFORNIA AIR RESOURCES 
BOARD:  

 
The state continues to move toward zero emission vehicles through regulations instituted by the 

California Air Resources Board (CARB).  MSS has been compliant with all current emissions 

requirements and is monitoring and preparing for the zero emission vehicle requirements.  In 2021 

CARB required reporting of vehicle information by large fleets.  CARB is the process of finalizing its 

Advanced Clean Fleets requirements that will require large fleet operators to begin replacing fleet 

with zero emission vehicles.  This continues to be a challenge for the waste industry as electric trucks 

are not sufficient to do the work required of the industry.  Currently, hydrogen vehicles are still in 

development phase.  The company is monitoring these requirements and will be developing strategies 

for compliance over the next few years. 
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Goals accomplished for 2020 and set for 2021 

2021 GOAL ACCOMPLISHMENTS 

 

SB 1383 Preparation 
 
Goal: Present MOU to jurisdictions and finalize agreements for SB 1383 compliance expectations 

between jurisdictions and MSS 

MSS provided jurisdictions with a draft MOU to begin discussions around compliance 

expectations.  R3 was hired in 2021 to help all jurisdictions get ordinances in place and draft an 

amendment to current agreements with MSS. This took the place of the MOU and most amendments 

were completed in 2021.   

 
Goal: Bring all AB 1826 customers into compliance 

MSS continues efforts of reaching out to all customers required to have organics service under AB 

1826 in order to bring them into compliance.  With the additional costs and additional staff 

requirements for businesses and multi-family properties, many continue to push off adoption until 

required under SB 1383.  MSS was able to bring on many new organics customers in 2021 and the 

company will ensure that all customer are compliant for SB 1383 by January 1, 2024.   

 

Operational Improvements 
Goal: Complete pilot of an on-board camera system for collection trucks. 

MSS continued the pilot program through 2021 and with the onboarding of two new trucks in the 

fleet, fully equipped with cameras, has decided to continue in pilot phase through the first quarter of 

2022.  After this period, the company will move forward with a decision of implementing 

fleetwide.  Preliminary evaluation is that the cameras will bring a significant safety benefit to the 

company’s fleet.  An additional benefit will be the ability to monitor and record over-filled containers 

helping the company to ensure right-sized services for all customers. 

Goal: Create a commercial organics route. 



 

Page 53 

This was completed in 2021.  The company implemented a 2-day per week route for the collection of 

commercial organics in anticipation of the increased customers to the organics collection program due 

to SB 1383. 

 

Customer outreach  
Goal: Improve customer’s phone experience through a more direct phone tree 

MSS’s customer service manager worked with the company’s phone services to streamline phone 

messaging to ensure that customers are directed to the right customer service representative as 

quickly as possible.  It is the company’s desire to ensure the customer is directed to someone who can 

help them the first time to avoid transferring of calls. This is a benefit of the phone tree system. The 

company has also worked with customer service representatives to ensure they are well versed in all 

aspects of the business so they can help any customer that they speak with.  Often customers will call 

the wrong number when trying to reach recycling or the indoor dump.  MSS has worked on cross 

training representatives with frequently asked questions for these other sites so that questions can be 

addressed without having to transfer the customer.  This has led to a reduction in call wait times. 

 

Goal: Adopt email campaign messaging capabilities 

In 2021, MSS added MailPoet to its website functionality.  This bulk mailing program allows the 

company to send email communication to a large number of customers.  In addition, through the 

Recollect tool (Where does it go, Joe? And calendar tool), MSS can target messaging to specific 

groups.  This has been used to remind residents of their twice annual clean ups as well as to notify 

neighborhoods of street blockages due to construction or other issues that prevent our trucks from 

servicing their streets. 

 

Goal: Decrease contamination in recyclables stream 

▪ Route based audits 

▪ Lifting the lid efforts on most contaminated routes 

Route based audits were designed to help determine which routes had the most significant 

contamination.  During the year, these audits where shifted to perform audits to comply with 
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CalRecycle requirements.  Due to impacts from COVID and efforts in implementing SB 1383, the 

company was not able to implement the audits to determine the most contaminated loads.  Drivers 

continued to monitor for contamination on their routes and through these efforts notify customers 

and then notify customer service so that they can follow up with the customer to provide additional 

information and training. 

 

Renew Green Business Certification 
This was put on hold due to the demands of SB 1383 preparation.   

 

 

2022 GOALS  

Operations 
- Expand the commercial organics route to a full route allowing for full impact of new 

customers from SB 1383 compliance 

- Install camera systems on all trucks 

- Purchase depackaging equipment to enable expansion of the Food2Energy program 

- Purchase an optical sorter to expand the current recycling sorting process, ensuring cleaner 

materials 

Outreach 
- Contact all non-compliant SB 1383 customers 

- Hire one additional staff for SB 1383 implementation 

- Scrub website to ensure all communication is available in Spanish and to clean up references 

to AB 1826 and replace all with SB 1383 

Contract Compliance 
- Update all customer-owned can policies to align with container requirements of SB 1383 

- Review rate sheets to update with SB 1383 requirements 
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Conclusion 

It was great to see the community return to more normal operations in 2021.  The company saw a 

significant number of businesses open back up and many return to more normal service levels similar 

to pre-pandemic levels.  Unfortunately, some businesses did not open up highlighting the lasting 

impacts of COVID-19.  The company continues to see about a $1M deficit in annual service revenues 

showing that while things are returning to normal, many businesses are still being impacted. 

 

Operationally, the company made it through most of 2021 with minimal impacts due to COVID-

19.  The company balanced safety with a return to normalcy adjusting masking policies and distancing 

policies to match the guidance of the county and state.  The end of 2021 saw some operational impact 

as Omicron spread throughout the community. 

 

As 2021 has wrapped up MSS is confident with SB 1383 preparations.  Operational adjustments are in 

place and the outreach team is already having great success in working with customers to start 

organics programs.  There is a bit of a buzz in the community due to MSS, jurisdictional and CalRecycle 

marketing efforts and general awareness of the new mandatory organics requirements is pretty 

high.  Many Nextdoor conversations have focused on how to effectively store and recycle food waste 

without impacts to smells, vectors and other concerns around the “ick” factor of food waste recycling 

in the green bin.   

 

MSS continues to look forward 3-5 years in planning for facility upgrades and regulatory requirements 

that may impact the company.  CARB clean air vehicle requirements are a top priority for the 

company’s Fleet Manager.  The company is in the review and research phase to ensure that steps are 

taken to have the proper infrastructure and to ensure proposed deadlines will be meet.  The company 

is optimistic that 2022 will be a great year for waste recovery in Central Marin County. 

 

Sincerely, 

 
 
 
Justin Wilcock, 
Director of Contracts, Compliance & Outreach 
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