
Why Does My Transfer 
Station Manage Waste 
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ENGAGING THE PUBLIC
TARA MAE ALBERT, SWOT COORDINATOR & INDUSTRY EXPERTS

Presenter Notes
Presentation Notes
Good morning!  My name is Tara Mae Albert and you are here today for Part II of our Why Does My Transfer Station Manage Waste the Way it Does….Workshop.  Today you will hear from me as well as a few of your peers.  Before we get started let me tell you a little bit about me.  I have been NH’s Solid Waste Operator Training Coordinator since 2016.  I have a Bachelor's degree in both Marine Science and Biology with a double minor in Chemistry & Environmental Science. I also have a Master’s Degree in Ecology & Environmental Science.  Every certified solid waste operator in the state has to get through me before they receive their certification.  This leaves me very qualified to talk a little bit about education on solid waste from the perspective of a municipality NOT BECAUSE of the degrees that I just threw at you but because I have had almost 2,000 teachers tell me all about their facilities, the changes and decisions that have been made AND the reactions from your customers, residents and users.    This presentation (like the one before it) just takes all of the information I have learned and lumps it together to hopefully bring some organization and clarity to help you with your projects.The goal today is to leave you with some ideas and tools to promote changes at your facility that may or may not be hard to implement.  CLICK



Learning Points

 Recap of Part I
 Methods of Waste Management
 The “Extras”
 Education & Outreach
 Social Media
 Case Studies

Presenter Notes
Presentation Notes
*These are the items that we are going to cover today:We will recap Part I of this workshop series.Discuss the Methods of Waste ManagementGo over the “Extras”  those programs that some facilities have implemented to assist with management of waste … and non-wasteDiscuss the Differences between Education and Outreach.  AND How to properly utilize the tools for each.Social Media:  How to use it for good and not evil.Case Studies:  We are going to talk to some operators who have implemented programs at their facility.  What are the successes?  Failures?  And how did they get the public invested and on board?



Recap of 
Part 1



Town 
Responsibility 

& Authority
RSA 149-M:17

 Each town shall provide a solid Waste 
Facility or assure access to another facility 
for its residents

 A town may establish bylaws for:
o Use of the facility and setting user fees

o Separation and collection of waste 
within the municipality

o Registration of haulers doing business 
within the municipality

o Pay-as-you throw programs using 
special bags, stickers, etc.

 A town may contract with disposal 
facilities for disposal of solid waste

Presenter Notes
Presentation Notes
*The Town has the Responsibility and Authority to provide a solid Waste facility or assure access to another facility for its residents. This  is laid out in RSA 149-M:17 along with a few other points including establishing by laws for:  Use of the facility and setting user feesSeparation and collection of waste within the municipalityRegistration of haulers doing business within the municipalityPay-as-you throw programs using special bags, stickers, etc.Additionally, a town may contract with disposal facilities for disposal of solid waste. I do want to also point out here that the word “town” refers to the voting body of the municipality.  ‘For more information, remember to check out Part I.   

https://www.gencourt.state.nh.us/rsa/html/X/149-M/149-M-17.htm


Re-Cap:  9 Reasons

Town Budgets Existing Budgets 
vs. Rising Costs Contracts

Committees & 
Groups

Conflicting 
Management Regulations

Permit 
Conditions

History of NH SW 
Management

YOUR Towns SW 
Management

Presenter Notes
Presentation Notes
*These are the 9 Reasons that officials in the town make decisions regarding solid waste management.  Town BudgetsExistingBudgets vs. Rising CostsContractsCommittees & GroupsConflicting ManagementRegulationsPermit ConditionsHistory of SW Management in NHYOUR Towns SW ManagementIf you want more explanation on these topics and how they relate to one another, please check out Part I of this workshop series.  The recording is available on the SWOT Channel.



Roles & 
Responsibilities

Facility Operators

Decision Makers

Permittees

Users of the Facility

Presenter Notes
Presentation Notes
*Each of these groups of people play a role in municipal solid waste management.  ALSO, they each have a responsibility to implement the BEST option for managing solid waste.   That word responsibility plays a huge part in this.  



Case Studies

Sanbornton
Permit changes vs. changes to 
the facility

Primex Report led to closing the 
Swap Shop and Metal Picking

New management – new ideas

Tamworth
Grants (local and federal)

Involving the community

• Recycling Project volunteers

• Elementary/Grade school

• Town warrant article

Smart Decisions

Collaboration attempts with 
surrounding towns

Long Process

Manchester
Making changes to how wastes 
are managed after they are 
collected at the facility.  Is there 
notification?

Why is waste managed the way it 
is?  Goals?  

Swanzey
Updated the facility

ARPA funding & Recycling 
Revenue

Frequent construction updates on 
town website

Moultonborough
Population explosion and 
outdated facility including traffic 
patterns

Feasibility Study to make the best 
changes

Presenter Notes
Presentation Notes
*We had a few folks talk about changes that were made at their respective facility.  Discussions were had where we flushed out both the positives and negatives. NOTE:  AGAIN, please check out Part 1 to hear these representatives discuss their programs. 



Most Striking Realizations

 The townspeople have pull in the process.
 Many people do not understand how and why solid waste is 

managed the way it is.
 There are more than just the decision to recycle or to throw 

away.
 Solid Waste activities are determined by State Law & Rule, SW 

Permit & Operating Plan, AND Local Ordinances

Presenter Notes
Presentation Notes
*During that class, we conducted a couple of polls.  And some of the Most Striking Light Bulb Realizations were:The towns people have entirely more pull in how solid waste is managed than anyone realized.  The majority of the people do not understand how and why solid waste is managed the way it does.  And that all of the parts are equally valued but each town makes it’s own decision on how to divide and conquer.There is way more to the “decision” than either to recycle or to throw away.And, Solid Waste activities are determined by much more than just the state issued permit.  They are determined by state law and rules.   Town Ordinances are also a huge part of how solid waste is managed in a town…and remember, those ordinances are to be voted on by the voting body NOT just the elected officials.Pre & Post Workshop:  Who has the authority to make solid waste management decisions in a given town? Pre & Post Workshop: All solid waste management activities in a town are decided through the state issued permit.   Pre & Post Workshop:  The townspeople play a large part in decisions regarding solid waste management in their municipality. 



Continuing 
On with 
Part II

Presenter Notes
Presentation Notes
Now, let’s move on with Part II.



Methods of 
Managing 
Waste

Identify the 
methods

Why did 
Municipality 

choose 
method?

How do 
users 

respond?

Presenter Notes
Presentation Notes
*Before we get into educating the public on managing solid waste, we should probably go over a few things revolving around the methods of managing waste?We will identify the different methods of managing solid wastes?Why do municipalities choose their method(s) on waste management?How do the users respond to the way wastes are managed or changes that occur?



Identify the Methods of Managing & 
Moving of Wastes

DISPOSAL DIVERSION COLLECTION OPERATIONS

Presenter Notes
Presentation Notes
*Title:  How does Solid Waste get managed in the state from point of generation to final resting place. Now before we discuss the methods, I do want to note that we are talking about solid waste in these slides as opposed to all wastes.  This includes Municipal Solid Waste, Recyclables, Construction & Demolition Debris, Bulky Waste, electronic wastes, etc.   And, in some cases even Household Hazardous Waste.  Disposal:  The word disposal often gets tied in with solid waste regardless of where it ends ups.  What we are talking about here is the final resting place for the waste meaning landfill or incineration.  Those are the methods of disposal.  Currently there are 7 active landfills in the state and 1 active incinerator.  In NH, according to the Annual Facility Reports the majority  of our solid wastes are landfilled, which is the least preferred method of managing solid wastes according to the Waste Management Hierarchy.  Diversion:  Next is diversion. This is where the waste is diverted or sent other places rather than to landfill or incineration.  Examples include recycling, reuse, composting, etc.  The amount of waste that is being diverted has shown to be increasing over time when reviewing the Annual Facility Reports.   Even though the numbers are going up, we could be doing a whole lot better on how waste is managed with a bit of education, outreach and quite frankly, being more responsible for our own individual waste.  There are lots of ways that waste is diverted and even within each option there are choices to be made:	Recycling:  If your municipality is choosing to recycle, how is the recycling being done? Is it single stream?  Dual stream?  Or are all recyclables source separated?   Think of all of the waste streams that can be recycled at your facility:  Glass, Plastics (ALL kinds of plastics); Metal; Textiles; Construction & Demolition Debris; Electronics.  Each of these items have value and can be manipulated through a process and a new product can be created.  	Composting:  Does your facility separate out food waste, which is one of the heaviest wastes that is hauled to landfill or even incineration.  Food Waste can be collected separately then managed as the following.  Food waste can be composted either on-site or taken off-site by an authorized facility to be composted or sent through an anaerobic digester. 	Swap Shop:  Lastly, wastes can be diverted through swap shops.  Just because the original owner of an item no longer needs or wants it; does not mean it should go into the disposal pile. There are people in need who could benefit greatly by items that are passed on.  	 Collection:  Next, how does the waste get to where it is going to be diverted or disposed?  In other words, what are the collection methods.  NH is very unique from other states in that we have an EXTENSIVE network of municipal transfer stations, some commercial transfer stations and then sprinkle in curbside pick up – and we have a menagerie  of facilities.In Part 1 of this 2 part series, we discussed how towns choose to manage their solid waste.  And, with this, we have learned that each town manages their waste differently … and in the same turn, we see that many times people do not fully understand why waste is managed the way it is.  That is one of the reasons we are hosting this workshop … to help make residents and customers understand solid waste management before it becomes a problem or a misunderstanding of why things are managed as they are. Operations:  We have talked about managing the waste streams and then how items may be collected but we also need to recognize that there are operations that also fall into this.  In RSA 149-M:17, it is the town’s responsibility to provide solid waste management for the residents. And each town has to make a determination on what is best for everyone involved.  Should it be a municipally run transfer station; commercial facility that is run through the town; or a mixture of the two.  



Why did the Town Choose their Method of 
Waste Management?

Budget

Population & Housing

Existing Infrastructure

Can’t or Won’t Change

Presenter Notes
Presentation Notes
*This is a simplified version of Why the Town Chose their Methods of Waste Management?Budget:  As the costs of managing wastes change, the budget dictates what can be done and what cannot.  Also, as mentioned in Part 1, when a budget is put together and then the costs shift dramatically, the town is left to figure out how to manage and fix things.  Population:  A town’s population plays a HUGE factor in how waste is managed.  And not just the population number but the demographics.  	Are there seasonal fluctuations?	Do you have young families vs. Older generations vs. single adults	Are there Multi-family homes with solid waste options.	Length of time a family has lived in the area.  Do you have invested residents?All of these things will determine the make up of the solid waste as well as the sheer amount.  	Infrastructure that is already in existence:  Is there already a facility in town?  Is there curbside set up?  Recycling programs or a culture of disposal vs. diversion?  What already exists may dictate how things will move forward if there is not a “champion” or “leader” to take a critical look to see if things may need to change; be upgraded; or stay the course.   Unwillingness to change?  Is it out of fear?  Ignorance?  Or just that if it ain’t broke don’t fix it?:  Why do people have such a deep-rooted unwillingness to change and seek things that are out of their ordinary.  Or maybe, we are too busy managing everything else in our lives that we just don’t think about what we are throwing away.  



How Do Users 
Respond to 
Decisions

 Riot
 Confusion
 Lack of Understanding
 On Board
 At first, they are lost then step 

into line.

This is where you need your Leaders and SMEs.

Presenter Notes
Presentation Notes
*Once the town has determined that changes are coming and hard decisions have been made, How Do Facility Users Respond?They could riot or more likely complain and fight against it.  Many times this is where the keyboard warriors start coming out of the woodwork.Confusion and concern of how they will be affected.  Will it cost a lot of money?  Will their rights on how to manage their own waste be infringed upon? Lack of understanding when the changes happen in a bubble or only in one platform.  When decisions are not explained OR when the full explanation only reaches out to one demographic this is where you end up with people not believing that change is coming.You also could have a group of people that are fully on board. There are a few ways to have people on board and one of them includes people that have no idea and just follow the rules.  When the announcements come out and decisions are made there is bound to be a period of confusion.  You will have some folks who are a bit confused but learn what they are supposed to do and then fall into step. We all know that there is a wide range of reactions to decisions-and-changes that are made that affect a large group of people.  This includes when any decision is made in a small town.  Now these reactions can be good, bad or ugly;  and the level of that reaction can be dependent on the message.  	Now keep in mind, In some cases you cannot change reaction ~ people are just going to have their feelings and let them out. 	The majority of the time, though, you can temper reactions with proper outreach, education and fully thought-out messaging regarding decisions.  NOTE:  One thing I do want to express  is that there also can be an issue with people who are complacent and just jump in line with decisions, and rules.   They step in line and don’t step forward and talk to others in the community on how to manage wastes according to what the town permit, operating plan and town ordnances say.  CLICK for ANIMATION:  Getting people on board to be leaders regarding the rules is extremely important.   You need your leaders and Subject Matter Experts.  I talk about this A LOT in Part I of this workshop series.



THE EXTRAS

Swap Shops Managing 
Volunteers

Volunteers Town 
Committees

Presenter Notes
Presentation Notes
*Now with solid waste management, there are also the “EXTRAS”.  We will flush some of that out now and then discuss educating to these points. 



The Extras:  To Do or Not To Do? & Why?

Swap Shops
YES!!!
• Diversion

• Community assistance

• Make $/Saves Costs

• Build Bonds

NO!!!
• Fighting

• End up with junk

• Liability

• Lack of Space

Volunteers
Why?
• To “run” the extras

• Time back to the operators

• Community Involvement

• Can benefit the town

Why Not?
• Time to train people

• Takes work to find the right 
people.

Maintaining the Extras
Works Well
• Have the correct people at 

the helm

• Allowing for autonomy

• Set the Authority & Rules

Does NOT Work
• Wrong people in charge

• No space

• No rules/training

• Lack of trust & respect

Presenter Notes
Presentation Notes
*Let’s get into the beyond just the waste and recyclables.  Many facilities have a “swap shop”.  These can be extremely successful or a complete failure.  So, why should implementing a swap shop be a resounding YES.It diverts waste right out of the solid waste stream.  It takes an item that someone has declared a waste and gives it new life.These programs can assist community members in picking up items that they may need without having to go to purchase something new.The swap shops can make the town money.  There is nothing that says you cannot charge for the swap shop or have community members set up a non-profit.  This also can save costs.  You are not going to have the disposal or recycling fees including hauling fees to move these items off site.Well run swap shop can also build bonds between community groups, community members and those that run the facility.So why do you not want a SWAP Shop?Fighting – seriously physical fighting.  There are stories of people fist fighting over items.  But also “customers” coming in and arguing with the TS staff on items they can take and how many.  You could end up with junk rather than actual good items.  Then that costs you to dispose of them.People may not follow the rules and leave you with items that could cause liability issues.  With all of the management of wastes, there may not be space for swap shops.  That should not take precedence over the solid waste management. What about Volunteers?  Should you include them or not?YESVolunteers can manage the swap shop and extras at the facility to give time back to the operators to manage the solid waste.It gets the community involved in managing the waste generated in that community.Volunteers can benefit the town in that the town does not have to pay to get rid of wastes.NO??The two big reasons are it takes a long time to train volunteers.  The other is that is takes a LOT OF TIME and WORK to find the right people.  Personalities can get in the way.Then there are many things that can lead a facility or town down one road vs. the other but the biggest difference comes down to one factor.  Management of all the tasks that come with them and maintaining them.  So, what works when you are Managing the Extras???What works well is this:Above all else is having the correct people at the helm.  That means the people in charge of the facility; operations at the facility; as well as the lead volunteers.  You need the right people to be running the show as there are too many pieces to make it all work.You need to allow for autonomy.  And what I mean by that is the swap shop and volunteers need to be able to run on their own without an operator or facility manager stand over their shoulder.  Third is the Authority and the Rules need to be set.  They need to be understood by all involved and not wishy-washy.  Once things are “allowed” then you go down that slippery slope.So, now that you have what works well, how can you go wrong?  Well…..Basically, not knowing or understanding what it takes to add those extras to the facility.Do you have the space?  Do you have the time?What about people that will help?  CONSISTENTLY!!!!  Not just a weekend or 2.If there are no rules and no training on how things should be run then you are left with a hot mess.Then when there are no rules; eventually there is a lack of trust and respect for the facility.You all already see a lack of respect for the solid waste field, facility and also the operators.  Please do not set yourself up for more of it.  



Town Committees & Groups

 Elected Officials
 Planning & Zoning Board
 Finance Committee
 Sustainability/Waste Reduction Committee
 Third Party Organizations

 … Certified Solid Waste Operators

SUBJECT MATTER EXPERTS

Presenter Notes
Presentation Notes
*In Part I we talk about the 9 Reasons Towns choose how they manage their Solid Waste.  One of the reasons was due to the different Town Committees and Groups. In this section, I am adding this in AGAIN because these Town Committees and Groups are also part of the “Extras” and we want them to be on the same page and provide clear, concise and correct information regarding solid waste management.  Listed here are a few of those:Selectboard, of course, and other town officialsPlanning and Zoning Board – whatever changes and decisions that are considered need to follow along with the town ordinancesFinance Committee:  Is the funding available?  Does funding need to be applied for?  How to get funds? Sustainability Committees and/or Waste Reduction Committees:  These are the folks that hopefully have some knowledge on the different avenues of waste management.  They can bring real life examples for management of waste.   Or have ideas of what they want to do.  This is also where you should be looking to find your lead volunteers.Then you can involve the Third-Party Organizations such as the:Plastics Working GroupNortheast Resource Recovery AssociationSometimes State AgenciesContractorsAnd do NOT forget the certified solid waste operators as these are the folks that manage the users of the facility and the “stuff” they bring in on a daily basis.Having all of these groups involved in decision making or even researching to collect information to make decisions is extremely important.  And, then, relaying information in a non-biased manner is key.  Even though we are all human, we need to put those emotions and opinions….opinions….. aside.  And when you have committees and groups …CLICK…. And SMES…. that are able to do that, you will have successful program.  



QUESTIONS

Presenter Notes
Presentation Notes
Questions…..not a break yet



Education 
to Users

Education 
& 

Outreach

Why 
Proper 

Mgmt is 
Important.

Costs for 
running 

the facility

Examples 
& Case 
Studies

Presenter Notes
Presentation Notes
*Let’s discuss Education to Users.  These are ways, methods and items that will outline all of the information that will be provided to all of the users of the facilities.   For this next section of the presentation, we will be diving into some tools and methods that you can use to share why decisions are made regarding solid waste management in any given municipality.  



Education
CLEAR
CONCISE
COMPLETE
TRANSPARENT

Presenter Notes
Presentation Notes
*Education is defined as the process of receiving or giving systematic instruction, especially at a school or university. OR a definition that I like just a bit more is that education is “an enlightening experience”. That definition takes those walls that we many times tie to learning & “being educated” and blows them apart.  If you can spend 10 seconds and provide your customers with:ClearConciseComplete; andTransparent Information on how waste or even one specific waste stream is to be managed at the facility and why? ; you may leave them with feeling as though they had an enlightening experience, which may lead them to look for just a bit more.  Or even ask more intelligent questions.CLICK



Education

Know your Audience

Know your Message

Know your Goal

Know your Limits

Clear
Concise
Complete
Transparent

BE

Presenter Notes
Presentation Notes
*So, how do we do that?  How do you sum up education into a box with a nice neat bow?You need to know your audience.  And when that audience is the general population, it makes it a little tough….but let's narrow that scope just a bit.Residents of your town who are bringing their waste to you.  These are adults….at least by their age.Generally, they are in a hurry.For the most part want to do lawful things. Many want to do the right thing.Few want to bend over backwards to do what others “want” them to do.With these generalizations, you are going to want to plead to the majority and choose YOUR most important topic.  So, what does that mean exactly?Know your message:What exactly are you trying to have people do?What do you want your results to be?Is this something that is going to be a moment in time or perpetual?Identify and know your Goal.What do you want the outcomes to be?What are the best ways to meet your results? And how to get that message across.Know Your Limits.Are there monetary limitations?Do you or your team have creative blocks? Meaning DO YOU NEED HELP ORGANIZING YOUR IDEAS?Do you need to engage a SME to build an education campaign for you?And then you need to make sure that all of the education that you throw out there follows this. … CLICK……  BE Clear, Concise, Complete, and Transparent.



Outreach

GETTING THE 
EDUCATION OUT IN 
THE WORLD
WHO TO INVOLVE?
CLEAR 
EXPECTATIONS ON 
HOW TO PROVIDE 
THE INFORMATION

Presenter Notes
Presentation Notes
*Outreach is defined as the activity of providing services to any population that might not otherwise have access to those services.This is the act of getting the education out in the world.Who do you involve when you are doing the ACT of reaching out.Identify CLEAR expectations on how to provide this information. So let’s discuss a little bit on providing appropriate outreach.



Outreach

Website
Social 
media

Television

Message 
Boards

Info for 
schools

Tax Bills
Contracts
& Haulers

Incentive

Clear 
signage

Volunteers

Discuss 
changes 
publicly

Town 
Meetings

Presenter Notes
Presentation Notes
You should use every opportunity and outlet to post outreach … PAUSE… as it makes sense for the education campaign.  All of these outlets on the screen can be used to spread education to the users of the facility and any others who are in the intended audience pool.  GO OVER THE ITEMS LISTEDThe education campaign needs to express how the change or program implementation will affect those in town and be beneficial in regard to solid waste management.  Set clear expectations for participants. You also want to make sure that you are NOT overloading people with information.  1) think about how your audience consumes information.2) be concise with your message. ALSO, Make sure YOU understand it. Test it out with your friends and family.  Ask “what do they get from reading this information?” You can tailor your message to different audiences, without straying from the purpose of the outreach campaign.



Example of Education & Outreach

 Determination to educate customers on proper battery diversion/disposal.
 Determine that outreach will be done at the facility.

 Specifically, the MSW Collection area.

 Determine that information will be immediately provided to the customer without 
having direct interaction with the operator(s).

Presenter Notes
Presentation Notes
*Let’s look at an example of Education and Outreach.  A hot topic now is Batteries and Battery Safety.There is so much information on batteries, it is really hard to provide education that will resonate and sink in – especially when you only have moments.  For this example, this is what was determined:You want to educate Customers on Proper Battery Diversion/Disposal.The Outreach will be done at the facility.Information will be immediately provided to the customer without having direct interaction with operator.  So what those three things mean is that we are looking to tell people how to divert or dispose batteries; the outreach will be something visual at the facility that will attract and engage the residents……which means all of those things will need to be determined before you even talk design.  ~~  This will help organize your thoughts and you will not be throwing EVERYTHING at them all at once.Let see a couple of examples, to tie together those concepts from the Education Slides and Outreach Slides.



Education & Outreach

Do NOT throw batteries in the 
trash because they may cause 

fires and other hazards.

Not the best messaging.

Presenter Notes
Presentation Notes
*Poster 1 (CLICK):  Do NOT throw batteries in the trash because they may cause fires and other hazards. 	OK, this is a sentence that MAY be true.  Is it clear?  Not really.  Is it concise? – Yep.  Is it complete? – Not at all.  It is transparent? – who knows?Poster 2 (CLICK):  	What about this?  If you post this as education & outreach, are your customers going to read it? – NOPE!  It may be “complete”, however, your customers are never going to read this.  This is part of the SDS for batteries.  This would be VERY helpful (along with the other 5 pages of the document) in your Operating Plan as an addendum but as an education document for your customers, it is not going to work.Poster 3 (CLICK):  These are NOT good messaging at all.



Education & 
Outreach

Presenter Notes
Presentation Notes
*What about this one?Is it Clear?Is it Concise?Is it Complete?Is it Transparent?  Is it perfect? Probably not, however, it gives enough information to direct the customer on what to do……INCLUDING if they have questions.That leads me to the next step of providing information to people….CLICK.



Why Is Waste 
Management 
Important?

ALL EDUCATION & 
OUTREACH NEEDS TO MAKE 
SURE THAT THIS QUESTION IS 
CLEARLY ANSWERED

Presenter Notes
Presentation Notes
*THIS is one question that needs to be addressed when providing education and outreach on decisions that are made on solid waste management.  Without this, you have too many people who will guess as to the reasons which then lead to mistruths … and more fodder for keyboard warriors 



Importance of Good Waste Management

Statutes, Rules 
and Permits 

Can Save 
Money

Safety Responsibility 
to Community 

Proper and Integrated 
Management of SW can:

Protect Human Health; 

Preserve the Natural 
Environment; and 

Conserve Precious and 
Dwindling Natural Resources.

Presenter Notes
Presentation Notes
Solid waste is often not managed properly and is mismanaged for many reasons.  One of which is people do not truly understand the importance of properly managing solid waste from the point it is generated ~ to the decision to divert or dispose ~ to how the facility accepts it at the facility.  When putting together the education & outreach campaigns; the designer needs to make it clear in as many ways as possible.  Why is Proper Waste Management so important?Statutes, Rules & Permits:  There are regulatory obligations that each facility is required to follow.  And the customers for each facility is to follow these as laid out as well.  Each of the players need to know what to do.  Just because a person does not work at the facility does not excuse them for not knowing how to manage the waste that they generate.Can save money:  When items are mismanaged, they can be extremely costly for the town and solid waste facility.  The users of the facility need to heed the signage and words spoken by the facility operators. Safety: there are reasons why the rules are put into place.  AND many of them are safety reasons.  Solid waste management is a very dangerous profession, and patrons need to respect the concerns.  Responsibility to Community:  There is a general “do the right thing” attitude that comes along with managing solid waste properly.  CLICKIn Basic Training, all SW Operators learned that when Solid Waste Management is done properly and an integrated system has been put into place, you can :  Protect Human Health; Preserve the Natural Environment; andConserve Precious and Dwindling Natural Resources.Making sure that this statement is in the forefront when decisions are made and then imbedding it into the messaging that is provided regarding the decisions and changes can also help to ensure that the users of the facility will retain the correct information and reasoning behind changes.  Not saying that they will like it but they will have what they need. Tying all of this together, will also give the permittee the backing for why decisions are made especially those that are controversial.



Managing “My” Wastes

Presenter Notes
Presentation Notes
We just talked about the educating on why good SW Management is important….or to make sure that message is included in your education & outreach campaign.Let me leave you with something tangible that will help.  We developed a Webpage for the public on “Managing My Wastes”.  This page breaks down MANY individual wastes and how the public should manage them and why.  This page has been a long time coming and also there is still more to do but it is a step in the right direction.I have asked you for more examples, and others in the SWM Bureau are asking the same of those they come in contact with.  At this point, our job at NHDES is to push the outreach for this page.  The first push has been done and we are gearing up for a second.  It is extremely important to make sure that this information is all tied together throughout.



Costs

INCLUDE ALL COSTS
STRESS THE VALUE OF 
ALL COSTS
WAYS TO EVALUATE 
THE COSTS

Presenter Notes
Presentation Notes
In order to education on changes, you need to talk about costs.  You need to include ALLLL of the costs.The value of all of those costs need to be stressed to those who are involved.And you also need to include the ways to evaluate all costs.



Costs – ask 
yourself, 
“what’s 
beyond the 
dollar?”

Economic (Full Cost Accounting)
Are there better ways to… operate the facility? 

...plan for investments? … manage wastes?

Environmental
Are wastes being mismanaged or stored in a way 

that’s polluting the area?
What are the risks of managing X, Y, Z wastes?

Social (Human Costs)
Check in with your staff. How is morale? Are they 

knowledgeable about management practices 
and confident about make split decisions?

If you were a customer using the facility, would 
you feel safe using the facility?

Presenter Notes
Presentation Notes
Let’s talk about how to address all costs, not just monetary. Ask yourself, “what’s beyond the dollar?” AND “how is our dollar being spent in the first place?”There are economic, environmental, and social costs to running a facility. Conducting a Full Cost Assessment can help you dig into the economics with a fine-tooth comb. We have an entire SWOT class about FCA along with resources online (checklists about information you need and spreadsheets that have all the calculations done for you, it’s just plug & play).These are the Costs for running the facility.Look at the Operating Costs.  And then think about what would happen to those costs if you were operating wrong.  Are some day-to-day operations running inefficiently to the point where you’re losing money?Then there are those financial decisions that will cost money, however, they are the sustainable decisions that make better sense for the community as well as the State.You also have Environmental Costs.  We hear all of the time about mismanagement of solid wastes and the financial costs but what about the environmental issues.  Freon releases caused an actual whole in the ozone layer; Propane tanks cause explosions; MSW that is not properly containerized can cause a public health emergency….. And don’t even get me started on mismanagement of batteries. What are the risks you are managing?  And is it really worth risking the health of the environment.  Weigh the risks, choose the methods of management by utilizing the skills of your staff and their capabilities.Last, what are the Social and Human Costs.Let’s talk about the facility and keeping up with the way wastes are managedWhat about the facility itself. When was the last time the facility has been evaluated?  There are risks to the staff and customers when these things are forgotten. Let’s talk about staff morale.  Their well-being can impact customer relations. Staff knowledge could impact efficiency of running the facility (for example, if staff are not empowered to discuss about how to manage certain things and are not confident about making rash decisions; there is a level of risk).



QUESTIONS

Presenter Notes
Presentation Notes
Good place for a Break!



Case 
Studies

Education Outreach

Getting 
the 

Residents 
on Board

Implement 
the 

Changes

Presenter Notes
Presentation Notes
*I can sit here all day and talk to you about proper techniques on education, outreach and implementation of changes, improvements and enchancements at a facility.  But NOTHING is as good as hearing from your peers about actual changes, education and programs that have been implemented at facilities just like yours.  



Case Studies

Hollis
Champion: Joan 
Cudworth
Public Education 
Campaigns
Pilot Program
Parades
Displays at the facility
Tours of the facility

Swanzey
Champion:  Josh 
Whipple 
Overhaul of facility
Capital Improvement 
Funds
Grants
Clear visuals for the 
facility users

Moultonborough
Champion: Ken Filpula
Signage at the facility
Compost Display
Obtained Funding to 
Conduct a Feasibility 
Study

Presenter Notes
Presentation Notes
We have 3 operators who are going to discuss outreach campaigns at their facility.First, we have Joan Cudworth of Hollis to discuss her ingenuity and creative way of bringing new ideas to her customers.Then we will have Josh Whipple of Swanzey to discuss a complete facility make-over and how everyone was kept in the loop.And, then, Ken Filpula of Moultonborough and I recorded a conversation regarding some signage and displays at the facility.   I will also talk a moment about a feasibility study being conducted at the facility.



Promoting SW Diversion 
Effectively … and with Style
Joan Cudworth, PW Director
Hollis Transfer Station Hollis, NH

Presenter Notes
Presentation Notes
NOTE:  Remember this presentation is to focus on the education for new projects, policies or to increase awareness on diversion.Please introduce yourself.Quick mention that in Hollis there have been many programs that have been introduced to the users of the facility and that by using some outside of the box tools and techniques you have managed to get people on board with relative ease.Then go through a couple of those projects.  



Food Waste 
Compost 
Implementation.

Catching the eye 
of the Hollis  
Facility Users!

Presenter Notes
Presentation Notes
Joan, please talk about how you got started.   For this specific presentation, the focus is on the education & outreach NOT the compost itself.How & When did you get the Selectmen on Board?Discuss the Pilot Program.How did you get the information out to the rest of the community.



Feedstocks??

Presenter Notes
Presentation Notes
How did you get the residents to do what you needed them to do for composting?Where did you advertise?How did you advertise?



Immediate Recognition

Presenter Notes
Presentation Notes
Joan, please talk about all of the outreach activities that you participated in with the robot…I forget his name Discuss the parade, getting the students involved and how you used him as a talking point to get people interested in what was going on at the transfer station.



Clear and 
Instructional Signage

Presenter Notes
Presentation Notes
Signage – Extremely Important to have Clear Signs AND MessagesTalk about the signage that was added to the facility regarding the compost project once it got off the ground.Tell the story of the metal bin.  Sometimes hitting people in the pocket is the BEST way to get their attention even if it is not always the way we prefer to do it.



Joan Cudworth
Town of Hollis Director of Public Works
Email: jcudworth@hollisnh.org
Number: 603-465-2246

mailto:jcudworth@hollisnh.org


SWANZEY
JOSH WHIPPLE



TOWN OF 
SWANZEY NH

RECYCLING CENTER 

FACILITY IMPROVEMENTS



INDEX
• Project Scope

• Planning

• Pre-Construction

• Mid-Construction

• Finished Construction

• Funding



PROJECT 
SCOPE

• Main building
• Overhang drive thru

• Addition of 8 sorting windows with guillotine doors

• Staff areas across from sorting windows
• ADA public bathroom

• Staff locker room

• Staff bathroom

• Breakroom/ training area

• Mechanical room with waste oil fired radiant heat

• Workshop with overhead door

• Solid Waste Manager Office

• Well

• Septic tank & Leech field

• Storm Water Management Plan
• Infiltration basin & rain garden 

• Monitored Fire alarm system



PLANNING STAGES
• Original facility improvement plans: 2009- (placed on the backburner due to costs & recycling markets- different plans)

• Land survey: 2017 & 2021

• Engaged Architect & engineer: 2019 & 2022

• Capital Improvements Program Committee: October 2022- Final planning stage (facility design, funding, execution plan) 

• Test pits: January 2023 

• Site Development plans: January 2023 received

• EPA grant (SWIFR) Solid Waste Infrastructure for Recycling: Submitted February 2023 

• Planning board public hearing: 2/23/24

• Facility PBN modification: May 2023 submitted & June 2023 approval received

• RFP posted: April 2023

• Contract awarded: April 2023

• Construction starts: 7/5/23



PRE-CONSTRUCTION
• Engaging residents

• Posting project information

• Social media posts

• Information brochures at Town Hall & Recycling 
Center

• Facility postings

• Town website

• Word of mouth as residents used the facility

• Being visible and available to assist residents 
and answer questions



PRE-CONSTRUCTION (CONTINUED)

• Informing vendors

• Posting project information

• Vendor maps for pickups and deliveries

• Staff helping vendors safely get through the 
facility- staged at different points of the facility 
with radios.



PRECONSTRUCTION 
(CONTINUED)

Managing Recycling in the elements-

Several shelters were built out of salvaged demo 
materials to ensure recycling continues while 
still following market specs; Clean and dry



FIRST DAY OF 
OPERATION 

DURING 
CONSTRUCTION- 

7/5/23



MID 
CONSTRUCTION

Digging of foundation



Foundation for staff area

MID 
CONSTRUCTION

(CONTINUED)















COMPARISONS

BEFORE AND AFTER FACILITY IMPROVEMENTS







MANAGERS 
OFFICE



BATHROOMS



BREAKROOM



WORKSHOP



OTHER NEW 
EMPLOYEE 

AREAS



SORTING 
WINDOWS 

INSIDE



MAIN 
BUILDING 

INSIDE



SORTING 
WINDOWS 
OUTSIDE



FUNDING

• Board of Selectmen approved funding in the amount of $1,050,000 at their 4/19/23 
scheduled meeting for the project through the following:

• American Rescue Plan Act funds- $510,249.21

• Recycling Center Revolving fund- (from the sale of recyclables from 2009-2018- discontinued) 
$376,000.00

• Recycling Center Capital Reserve- (voter appropriated funds voted on annually) $71,000.00

• InvestNH funds: $92,750.79

• Funding used- $988,695.92



FUNDING (CONTINUED)

• Funding used- $988,695.92

• Operating budget used-

• Demo disposal- $796.99

• Misc. equipment/ materials freight $1,453.60

• Architect fees- $725.00

• Painting/ in house projects/ furnishings/ material storage- $5,594.02

• Grand total- $997,265.53



SPECIALS THANKS TO ALL INVOLVED-
• TOWN OF SWANZEY RESIDENTS

• TOWN OF SWANZEY- BOARD OF SELECTMEN

• TOWN OF SWANZEY ADMINISTRATOR- MICHAEL BRANLEY

• TOWN OF SWANZEY CODE ENFORCEMENT OFFICER- MIKE JASMINE

• TOWN OF SWANZEY- CAPITAL IMPROVEMENTS PROGRAM COMMITTEE

• TOWN OF SWANZEY PLANNER- JULIUS PEELE

• ASSISTANT SOLID WASTE MANAGER- NICK KEANE

• TOWN OF SWANZEY SOLID WASTE OPERATORS- SHARON BISSELL, CHARLES HARBECK, JOHN DESANTIS III, BARBARA JEFFERY, MARIE ROBINSON, MIKE SKIFFINGTON,    
BOB HAMMOND

• TCD CONSTRUCTION

• JP TRUCKING & EXCAVATION

• FIELDSTONE LAND CONSULTANTS

• NORTHEAST RESOURCE RECOVERY ASSOCIATION 



Moultonborough

Ken Filpula

Presenter Notes
Presentation Notes
Introduce yourself – how long have you been at the facility and your role?Introduce the facility – the demographicsSay:  Many of the programs that we have implemented are done in such a way that they are recognized by those who live here full time and those that have second homes here.  



Signage that Makes 
Users Take Notice



Presenter Notes
Presentation Notes
Those signs that Ken talked about are marked in yellow on this photo.  This way you can see how from the main building, any operator can point out the signs for the users of the facility to see.  And there are directional markings on the ground to show people where to go.



Home 
Composting 
Demo Area 



Signage for MSW & 
Single Stream



Feasibility Study

• Thinking Outside the Box
• Involving Decision Makers
• Getting the “Town” involved
• Determining the BEST Solution
• Sometimes money needs to be 

spent in order evaluate the true 
needs.

Presenter Notes
Presentation Notes
In Moultonborough, Ken recognized that over time the make-up of solid waste has changed, the clientele has changed and also the costs of running the facility are increasing.  After doing some thinking and research, he realized that a feasibility study would best serve the Moultonborough Community.  He knew he needed to involve the voting body as this would be a costly maneuver for the town but one that will provide them with answers to creating the BEST solution for solid waste management in the town.He started with the elected municipal officials and got them on board with the idea.  He worked with them to have the idea organized into a warrant article.  Then came probably the hardest part, which is convincing the PUBLIC, the USERS of the facility, the VOTERS to vote for the budget to actually conduct a feasibility study, which in this case is going to cost upwards of around $30,000. 



Examples of Using Social Media
to Your Advantage

Sa
nb

or
nt

on
Sandwich

Presenter Notes
Presentation Notes
Town Websites and Social Media Pages CAN and SHOULD be used to your advantage.  Her are two outside the box examples that have boded well for these two facilities.First, a resident brought in this 12 foot skeleton as waste to the facility.  Shauna Goutier, the facility manager, saw an opportunity to use it as a way to garner attention.  She uses it when she needs to relay information to the users of the facility.  Sanbornton has a couple of social media pages including one for the transfer station.  She will take photos or a video staging the skeleton with a message.  It is a simple way to catch people’s eye. She also has this skeleton staged at the facility so that when people come there, they look for whatever the message is and it also makes people ask questions.  One of the most precious things that you, as a facility operator, can have is time.  When your customer gives you even 1 minute of their time, it is a blessing.  You give them the information they need to know and they hopefully are listening.  Having a gimmick can absolutely help!!! Second, Kevin Smith from Sandwich found himself telling people the same thing over and over again.  So he employed the skills of a friend to record a tour of the facility.  This video has been uploaded to the Town Website as well as been posted on YouTube.  This is a wonderful way to provide information to people that:Clearly identifies what the wastes are that can and cannot be brought to the facility;Where it goes at the facility; andWho you can ask to find out more. These are 2 examples of ways to think outside of that box to provide information that will not cost a thing AND can be very effective. CLICK 



QUESTIONS

Presenter Notes
Presentation Notes
Invite Joan and Josh back on for questions.



Next 
Steps

Part III
In Person class where facility 
representatives can:
• Share their existing education & 

outreach
• Propose campaign ideas
• Collaborate
• Develop clear messaging for 

impending changes

Presenter Notes
Presentation Notes
After we started putting this Part 2together I realized that what we are missing is a conversation with All of YOU.  
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