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Proposal Tab 1 Past Performance and Experience 

1. How many years has your organization been in business under your present 
business name? (Minimum experience required – 5 years in business with 
accounts of similar size) Under what other or former names has your 
organization operated? 

25-years as Republic Waste Services of Texas, Ltd. Other names include; 
Republic Services, Duncan Disposal, Allied Waste Services, Trinity Waste 
Disposal, and BFI. 

Additional company history can be found in the following pages in this section. 

2. How many years of experience does your organization have in the collection and disposal 

of residential garbage, brush and bulk waste, recyclables, and commercial and industrial 

collection and disposal? 

For 60 plus years, Republic Services has partnered with municipalities, residents, and 

businesses in the North Texas Market to provide solid waste, recycling, yard waste, and 

bulky item collection services. Additionally, Republic Services owns or manages the 

largest inventory of type 1 landfills and recycling processing centers. 

Additional company history can be found in the following pages in this section. 

3. Identify similar contracts that your organization has been awarded by municipal 

governments in Texas in the last five years. If no new awards in the past five years include at 

least three (3) references for existing contracts of like-size (residential count) communities. 

The list should reflect:   

A. The name of the municipality and home count 

B. The person to contact for reference information and that person’s phone and email 

C. The date the contract expires 

D. The annual dollar value of the contract 

  See table on following page. 
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4. Concerning any contracts in Texas, has your organization been terminated by a Municipality 

or failed to complete any contract awarded to you before the end of the term of the contract? 

No, nothing to report. 

5. Has your organization filed any lawsuits or requests for arbitration or mediation within the 

last five (5) years concerning any contract for services with a Texas governmental entity? If 

so, name the parties, case number, and the court in which such suit is/are filed, and nature 

and present status of any proceeding described above. 

No, nothing to report. 

6. Has your organization been a defendant in any lawsuit or request for arbitration or 

mediation filed by a Municipality concerning a contract for such services within the last five 

(5) years? If so, state the case number, names of the parties, the court in which the suit(s) 

is/are filed, and the present status of any such proceeding. 

No, nothing to report. 

7. Proposer acknowledges that the responses to this Questionnaire are material and important 

in determining the most responsive and responsible Proposer and, further, that any omissions 

may result in the rejection of any such Proposals. 

Indicate your acknowledgment within your narrative in this Tab.  

8. Identify all subcontractors proposed to be used under this Contract. Provide the name, 
location, and contact information for each subcontractor. 

Waste Rec Services, 

 KC Enterprises 
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9. Explain what services will be provided by each subcontractor. 

Republic Services will partner with Waste Rec on the assembly and distribution of 
polycarts to residents along with the ongoing container management for new cart 
requests, repairs and swaps. 

Local contractor, KC Enterprises, will be responsible for addressing spills. When a spill 
occurs, we notify KC immediately.  KC has a full fleet of mobile cleaning units on-site 
that are ready to be deployed to address spills. Their mobile response units have 
commercial-grade cleaning gear, sanitation equipment, and even containment systems 
to prevent run off.  They also prepare and submit all required testing and disposal reports 
to the necessary regulatory agencies including the TCEQ.  

6 1  
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Proposal Tab 2 Financial Qualifications 

1. Briefly describe in a narrative format the proposer’s financial condition, results of 
operations for the last two fiscal years including known facts that could affect future 
performance. If the company is publicly held, it is acceptable to attach in this section 
the most recent SEC required Management Discussion and Analysis (MD & A). 

MD&A can be found in our Annual report by following the link below. 

2020 Annual Report  
https://investor.republicservices.com/static-files/141357f1-65e4-4e4d-a78c-

833c2bd7aabd 
2. Provide as an attachment within this tabbed section audited financial statements for 

the last two fiscal years. For publicly held companies, provide the most recent SEC 10K filings 
for the parent organization. 

SEC 10K Filings 
The most recent SEC 10k filings for the past two years can be found at the links below: 

 2020  
https://investor.republicservices.com/node/23356/html

 2019
https://investor.republicservices.com/node/22091/html

6 2

Republic Services’ Identifications, Classifications and Ratings 

Republic Services Identifications, Classifications and Ratings 

Federal Employee Identification Number 65-0716904 

Dun’s Identification Number 61342862 

U.S. Dept. of Labor (SIC) Code 
4953 – Sanitary Services / Refuse 
Systems 

North American Industry Classification 
System (NAICS) - Primary 

562212 – Solid waste landfills combined 
with collection and/or hauling of waste 
materials 

North American Industry Classification 
System (NAICS) – Secondary 

562111 – Solid waste collection 
562920 – Material Recovery Facilities 
562920 – Other non-hazardous waste 
treatment and disposal 

Standard & Poor’s Identification Number 
and Rating 

(TIN): 13-1026995 
BBB+ 

Moody’s Identification Number and Rating 
(TIN): 13-3998945 
Baa3 

Fitch’s Identification Number and Rating 
(NRSRO): 3235-0625 
BBB 

https://investor.republicservices.com/static-files/141357f1-65e4-4e4d-a78c-833c2bd7aabd
https://investor.republicservices.com/static-files/141357f1-65e4-4e4d-a78c-833c2bd7aabd
https://investor.republicservices.com/node/23356/html
https://investor.republicservices.com/node/22091/html
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Financials and Other Requested 
Information 
Republic Services is among the leading 
recycling and waste services companies in 
the United States, with the financial 
strength and stability to exceed the City of 
North Richland Hills’s expectations for the 
duration of the contract and beyond. 

Financial Overview 
Republic Services’ financial stability allows us to 
guarantee our commitments and obligations 
presented to the City of North Richland Hills in 
our proposal. We have the capacity to continually invest in equipment and preventive 
maintenance, as evidenced by having one of the youngest fleets in the industry. 

Republic Services does not use third party financing, meaning Republic Services owns all 
assets used to perform the duties of this agreement. the City of North Richland Hills will not 
need to be concerned with the potential for adverse business or performance conditions 
affecting the ability of our company to perform or obtain financing.  

We implore the City of North Richland Hills to take financial stability into serious consideration 
when choosing a long-term partner for your recycling and waste needs. In many instances, 
the success of a service provider is dependent on their ability to invest in necessary 
equipment or personnel. 

Financial Reporting 
Republic Services, Inc. provides audited financial statements on behalf of its subsidiaries. 
Republic Services, Inc. is a publicly traded (NYSE: RSG), Fortune 300 Company and will be 
the signatory for the corporate guarantee. 

Our most recently completed audited financial statements can be found on our website at 
RepublicServices.com 

The Annual Reports to Shareholders have been prepared in accordance with Securities and 
Exchange Commission requirements, with New York Stock Exchange Commission 
requirements, and in accordance with generally 
accepted accounting principles (GAAP).  

Labor Agreements and Wages 
Republic Services offers a safe, respectful and 
rewarding workplace for our employees and 
provides the best training and safety programs 
in the industry.  

Republic Services focuses on maintaining a 
positive and professional relationship with its 
workforce through continuous training and 
consistent communication. We utilize this 
approach with both our represented and non-
represented employees 

Figure 1 Excellence Driven. Republic Services 
takes pride in being excellence driven, which 

includes continuous investment in new vehicles, 
carts, dumpsters and technologies. 

The financial strength you need in 
a long-term partner for your 

municipality 

 Financial capacity to continually invest 
in equipment and preventive 
maintenance  

 One of the youngest fleets in the 
industry 

 Reinvesting in state-of-the-art 
equipment and facilities 

 Republic Services contributed $8.7 
million in charitable giving in 2020 
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Litigation Information 
Republic Services is involved in routine judicial and administrative proceedings that arise in 
the ordinary course of business and that relate to, among other things, personal injury or 
property damage claims, employment matters and commercial and contractual disputes. We 
are subject to federal, state and local environmental laws and regulations.  

Due to the nature of our business, we are also often routinely a party to judicial or 
administrative proceedings involving governmental authorities and other interested parties 
related to environmental regulations or liabilities. 

From time to time, we may also be subject to actions brought by citizens’ groups, adjacent 
landowners or others in connection with the permitting and licensing of our landfills or 
transfer stations, or alleging personal injury, environmental damage, or violations of the 
permits and licenses pursuant to which we operate. Additional information can be provided 
upon request. 

In the previous five years, Republic Services has not experienced any of the following claims 
against: 

 Officers of the company 

 Local key personnel 

 A bid or proposal 

 Performance bond 

 Any contractual default or termination 

Summary Financial  

Figure 2. Republic Services’ Strengths. Republic Services’ dedication to our employees, the 
communities we serve, and environmental sustainability is relentless. 
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Financial Information-Income Statement

Figure 3. Republic Services’ 2020 Year Ending Consolidated Income Statement.  
Selected financial data. These historical results are not necessarily indicative of the results to be 
expected in the future. Amounts are in millions, except per share data. The financial statements 

contained in the Annual Report were audited by Ernst & Young, LLP (Independent Registered Public 
Accountants).  
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Summary Financial Information – Balance Sheet 

Figure 4. Republic Services’ 2020 Year Ending Consolidated Balance Sheet.
Selected financial data. 
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Bank & Credit References    
All inquiries for bank references must be made by fax. Credit References are available upon 
quest. 

Bank of America 
Attn: Confirmation Department 
Reference: Republic Services Inc. 
Tax ID 65-0716904 
Phone: (803) 832-7770 
Fax (Toll #): (900) 733-5100 
Online:  www.bankVOD.com 

J P Morgan Chase Bank 
Attn: Confirmation Credit Inquiries 
PO Box 955200 
Fort Worth TX 76155-2732 
Reference AWIN Management, Inc. 
Tax ID 76-0353318 
Phone: (800) 550 8509 
Fax: (817) 345-3795 

Wells Fargo 
Attn: Confirmation Department 
Reference: Republic Services, Inc. 
Tax ID 65-0716904 
Phone: (540) 563-7323 
Fax (Toll #) (844) 879-0544 
(Audits and Credit Inquiries) 
Fax: (844) 879-0416  
(Routing Number and Verification 
Requests) 

http://www.bankvod.com/
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Proposal Tab 3 Facilities 
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It is our business to help you and your residents to be environmentally responsible 
in their homes and workplaces. As you would expect, we strive to be exemplary in 
our own environmental compliance and responsibility. 

Our facilities are engineered for safe, environmentally friendly operations. We use sustainable 
materials that facilitate energy and water conservation, as well as design principles to 
enhance employee and guest safety and 
comfort.  

Providing outstanding recycling and waste 
services to your community requires the 
existence of multiple types of facilities, which 
typically include: 

 Hauling company 

 Transfer station 

 Recycling center 

 Landfill  

 Customer Resource Center 

Following is a brief description of each of our 
most common facility types. One or more of 
these facility types may reside at the same 
physical address/location in a city. 

Hauling Company 
A hauling company is where the community 
recycling and waste collection services are based. These facilities typically serve several 
important functions that are critical to delivering exceptional service to your residents: 

 A yard for housing all the vehicles that 
serve the community, including fueling 
infrastructure, if possible 

 Storage yard for spare carts and dumpsters 
and those used to serve the residential, 
commercial and industrial customers in the 
community 

 An industry leading maintenance facility, 
which delivers service for the trucks, carts and 
dumpsters 

 Training facilities to keep our workforce at 
the forefront of learning and safety 

 Administrative offices to interact with your 
municipal staff 

It is typical that our largest workforce presence exists at a hauling company, to support the 
complex operation that goes into serving your community with a 99.9% pickup reliability rate. 

Facilities that work with the 
environment are basic design 
elements at Republic Services 

 Our newest recycling center was 
constructed of 75 percent recycled steel 
and uses 1,776 solar panels 

 More than half of the materials in our 
new Customer Resource Center are from 
repurposed materials and it uses LED 
and natural lighting throughout 

 Low-flow water fixtures and xeriscaping 
in our newest facility in the southwest 
reduces water consumption by 20 
percent 

 Republic Services has operations in 
more than 240 markets across the US 

 Responsibly operate 345 collection 
operations across the country 

Figure 5. Hauling Company. Our hauling 
operations are the core of the collection service 
to your community, offering a truck fleet with 

the most tenured drivers in the industry. 
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Transfer Station 

A transfer station is frequently used in communities that are located outside the recommended 
drive time to a landfill or other post-collection facility. The purpose of transfer stations is to enable 
the efficient transfer of recycling and municipal 
solid waste from the collection trucks to tractor 
trailer trucks that can more efficiently transport 
the material to the appropriate post-collection 
facility. Typical transfer stations consist of a 
large concrete tip floor, where collection trucks 
deposit the material after their trucks reach 
capacity on a route. Once on the tip floor, 
material is transferred to larger tractor trailers 
where it is hauled to the local recycling center, 
landfill or other post-collection facility. 

At Republic Services, our transfer stations are 
designed and operated to focus on safety, 
environmental responsibility, and being a good 
neighbor. We invest frequently in Republic 
Services-operated facilities to ensure they meet 
appropriate standards for operations and fit well 
within the areas in which they are located. 

Recycling Center 

Recycling Centers are very complex facilities 
that are designed to receive, process, and package the various recyclable commodities that are 
collected in the community. Material collected on recycling routes is brought to the Recycling 
Centers, where it is deposited on the tip floor. From there, the material is loaded onto a large 
conveyor belt that progresses through multiple stations in the facility. Each station of a Recycling 
Center is specifically engineered to separate unique types of material from the recycling stream on 
the belt, such that all material is uniquely separated by the time it reaches the end of the 
Recycling Centers line. Once each commodity is separated, it is baled to assist in transportation 

and sale to end market buyers.  

Even in times of crisis, when end market buyers 
are stopping or limiting their purchase of 
commodities, Republic Services is looking to 
alternative markets to ensure the continued 
success of our programs.  

When it comes to recycling, everyone has a part 
to play. When we all work together, we can 
make sure recyclable materials don’t end up in 
our lakes and landfills. At Republic Services, we 
believe in the preservation of our planet, a 
cleaner, safer and healthier world where people 
thrive – not just for today, but for generations 
to come. 

Figure 6 Transfer Stations. Reduce wear on 
roads and trucks by offering an efficient and 

local transfer of material for transport to post-
collection facilities 

Figure 7 . Recycling Centers - Republic 
Services operates some of the most advanced 

Recycling Centers in the country 
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Landfill 
A landfill is where material that cannot be recycled in some manner is processed for disposal. This 
can be one of the most complex facilities in our portfolio due to the to the tremendous 
responsibility we hold to appropriately handle the nation’s waste tremendous responsibility we hold 
to appropriately handle the nation’s waste.  

Each landfill is segmented into cells, which are engineered in sections to handle the waste 
deposited at the facility. All our landfill facilities are subject to the Resource Conservation Recovery 
Act (RCRA) Subtitle D regulations which ensure 
that the facility contains: 

 Liner in the bottom of each cell to 
separate the deposited waste from the 
environment 

 Layers of daily waste deposits from the 
community 

 A layer of daily cover, such as soil to help 
reduce odors 

 An elaborate leachate system, which 
catches and processes rainwater that 
leaches through the landfill over time 

 A complex system of pipes and pumps 
that capture and process the landfill gas 
(methane) which is a natural byproduct of 
waste over time 

 An engineered cap that is placed over the top of a closed cell 

Our landfills are staffed by trained environmental engineers who monitor the operations daily, as 
well as monitor closed landfill facilities for years after they have been closed and capped. 

Customer Resource Center 
(CRC) 
A few years ago, Republic Services consolidated 
hundreds of small call centers into three state-of-
the-art, fully integrated Customer Resource 
Centers (CRCs) located in Phoenix, AZ, 
Indianapolis IN, and Charlotte, NC. Every agent 
is equipped with industry-leading technology to 
ensure a superior customer experience. These 
facilities are strategically located across the 
country to ensure we can deliver call support 
when customers want it the most. Our call 
centers operate Monday through Friday from 
7:30 a.m. to 5 p.m. for each time zone across 
the continental US. 

As we saw with the COVID 19 pandemic, our 
ability to centralize this function proved 
invaluable. Within 3 days, our CRC was able to transition remotely to continue providing service 
where many of our competitors had to suspend call centers for several weeks abandoning the 
customer. These facility locations were also selected in markets known for a high population of call 
center agents, which means they are staffed with a highly trained and carefully selected staff who 
have each passed a rigorous 5-week training course. 

Figure 8. Landfill. Our landfill operations are 
staffed by highly trained environmental and 

landfill engineers. 

Figure 9. Customer Resource Centers combine 
state-of-the-art technologies to give customers 

the best service possible. 
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Proposal Tab 4 Experience of Personnel 

1. Provide a list of personnel in key positions for Residential, Commercial, and 
Industrial collection activities (including those of subcontractors) and attach one 
copy of the Summary of Qualifications form (see next page) for each person so 
identified. List, and prepare the Summary of Qualifications for the General 
Manager, Operations Manager, Route Supervisor, Maintenance Manager, 
Customer Service Manager, and any other relevant personnel for each type of 
collection activity. 

Republic’s local management team has over 150 years collectively, of working 
in the waste and recycling industry.  The collective experience of our managers 
will be invaluable assets to your community should Republic be selected as 
your new partner for solid waste and recycling services. Following is the list 
of key personnel and their roles in the delivery of services outlined in our 
proposal. Summary of Qualification Forms are included at the end of this 
section.  

 Rich Gelowicz, General Manager, Arlington/Itasca  
 Vince Hrabal, Municipal Services Manager  
 Pam Murphy, Division Finance Manager 
 Davis Muglach, Residential Operations Manager 
 Kolton Harper, Commercial Operations Manager 
 Gerald Thornton, Fleet Maintenance Manager 
 Luke Boyd, Residential Operations Supervisor
 David McCarty, Commercial Operations Supervisor  
 Stephen Walker, Commercial Operations Supervisor  
 Brad Boudin, Industrial Operations Supervisor  
 Erick Foster, Industrial Operations Supervisor 
 Lola Hall, Dispatch Operations Supervisor 

2. The City expects to communicate directly with one individual designated for ultimate 

responsibility for the Contract. The City will be notified immediately of any changes to 

this information. 

3. Provide, along with the Summary of Qualifications, all of the following information for 

this designated person: Vince Hrabal 

 Mailing Address: 1212 Harrison Avenue, Arlington, TX 76011 

Direct Phone: (817) 317-2061 

Mobile phone: (682) 557-4380 

Email: VHrabal@RepublicServices.com 

3. How does the Contractor deal with replacing key personnel who leave? 

When a position becomes vacant, it is immediately posted in on both internal 

and external job boards. Republic Services has a talent acquisition team that is 
responsible for screening and initial evaluation of all applicants. Final interviews and 
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selection are made by the hiring manager and others in the Area Office. All employees 
are screened through a background check and drug testing process. Should a manager 

or supervisor leave or be transferred during the contract period, the Municipal Services 
Manager would notify City Staff of the departure as well as provide information about 
any interim personnel that would oversee that area. Once the new manager/supervisor 

has been hired, the City would be notified of the appointment along with pertinent 
contact information.  

4. Describe in detail the categories of employees, the number within each category, and 

the anticipated standard number of workdays and hours for each category anticipated 

for the successful implementation of the Contract. (include and identify sub-contractors) 

(Example, drivers/helpers/customer service/billing/mechanics, etc.) 

Employee Category Number of 
Employees

Average # 
hours/week

Number 
of days/week

Driver – Industrial/Roll Off 59 53-58 5

Driver – Commercial/Front 
Load 

48 53-58 5

Driver – Residential 96 53-58 5-6

Driver Helper – Residential 94 53-58 5-6

Operations Support – 
Dispatch/Operations Clerk 

8 45-55 5

Maintenance Technicians 35 45-55 5 with rotating 

Saturdays; Every 3rd

week

Container Shop Welders 
and Welder laborer 

7 45-55 5

Billing Coordinator and 
Admin 

5 40 5

5. Describe which service will be provided by a regional or centralized source. (Example 

Human Resources, Customer Service, Billing, etc.) Identify the location and give a 

detailed narrative of how those services will be provided under the City’s contract. 

Typically, Republic’s billing and invoicing activities are consolidated functions managed 
from our Corporate offices in Phoenix. Since the City bills all residential, commercial 
and roll-off customers, those functions will remain local. 

Prior to COVID, all our customer service representatives were located in three 
consolidated call centers “CRC”. Once the pandemic restrictions were activated, our 
1,600 CRC employees began working remotely from home. They continue to do so 
today. Our proposal under a new contract is to add two Texas Based CRC reps that will 
field calls from North Richland Hills. More details of that plan are located in Tab 6 
Operating Plan-Item 3. 
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6. Explain the current screening mechanisms used by the company for applicants and also 

ongoing programs for employees (i.e., drug and alcohol, etc.) Do these apply to 

subcontractors? 

Republic Services understands the importance of hiring dedicated, competent, and 

qualified employees to work on our team. We work to create and maintain an 

environment that allows us to attract, and retain people who assure our success with 

customers, differentiate us from our competitors, and allow us to be an employer of 

choice for top talent.  

Our driver screening and testing is set at a higher standard than DOT regulations and 

is the highest standard in the waste industry. This means that all communities who 

partner with Republic Services can rest assured knowing we hire the safest drivers in 

the industry. Additionally, our drivers stay with Republic Services, yielding a higher 

driver retention rate, and thus longer driver tenure, than other companies in the waste 

industry. 

Training and developing our people are top priorities. As such, all employees go through 

extensive training once they are hired to work at Republic Services, whether drivers, 

technicians, operations, or management positions. 

7. Describe in detail Contractor’s employee/driver training program. 

All newly hired drivers, regardless of their waste experience, go through extensive 

driver training. During the first week of employment, all drivers are sent to our state-
of-the-art training facility in Arlington. During this training, drivers have a combination 

of classroom and hands-on skill development. Drivers will learn about equipment 

inspections, defensive driving skills and techniques, operational requirements including 

routing efficiencies, and safety. After the week-long training, the drivers return to their 
division to begin behind-the-wheel instruction with daily performance feedback. The 

behind-the-wheel training is anywhere from 2-4 weeks in duration, depending on the 

driver’s skills and abilities. During this training the newly hired driver will work alongside 

a more experienced driver and manager to learn municipal route schedules. The driver 
does not graduate from his coursework until the operations manager assesses their 

abilities and is fully comfortable putting the driver on the route. 

We are dedicated to robust learning & talent development programs for 35,000 

employees nationwide 

 Our drivers have an average tenure of over 12 years 

 Our drivers and supervisors attend 100 hours of training each year 

 Driver screening and testing is set at a higher standard than the DOT 
regulations 

At Republic Services, we understand that training is of the utmost importance and 

should be an ongoing effort. As such, we have an annual Defensive Driving course that 

establishes a uniform baseline for our drivers regardless of their location. 

Additionally, our driver observation and improvement program, called ReSOP, is used 

throughout the country and is a big focus at Republic Services. During ReSOP, our 
supervisors perform a minimum of two observations per week of our drivers on route. 

The purpose is mutual improvement in safety and service. The driver and his leaders 
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work together toward excellence, improving safety and efficiency throughout the 
process. 

8. What steps will Contractor take to inform City staff about the specific 

requirements of this Contract? Please provide details by category of personnel. 

Republic Services will schedule meetings with city staff immediately after the award of 

the contract to establish a detailed schedule of important tasks including; service 

procedures, operational tasks, administrative tasks, communication tasks, and other 
relevant details. We will work the City in establishing a functional task list that identifies 

responsible person(s), timeline, and daily progress communications. 

Republic staff that will be assigned for this project include; Rich Gelowicz-GM, Vince 

Hrabal-Municipal Services Manager, Pam Murphy-Finance Manager, Davis Muglach-

Residential Operation Manager, Kolton Harper-Commercial Operations Manager, Gerald 

Thornton-Maintenance Manager, and Luke Boyd-Operations Supervisor. 
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Proposal Tab 4 - Experience of Personnel (continued)

Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Richard Gelowicz
Position: General Manager 
Direct Phone: (817) 317.2030  
Email: RGelowicz@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing residential 

refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at least 

five years of experience in the collection of refuse, yard waste, and recyclables, either 

for a municipality or other government entity. 

D. Where appropriate, describe the individual’s experience in hiring, training the workforce 
to perform the work. 

Rich has worked in the waste and recycling services industry 20+ years and has been with Republic for the last 5 years. Rich has 
managed many operations across the country in increasing size and scope and now manages our Arlington operating platform, 
which includes a fleet of over 200 collection vehicles and 400 employees. Rich oversees operations in fourteen municipal franchise 
cities including: Arlington, Grand Prairie, Southlake, North Richland Hills, Mansfield, Hillsboro, Hewitt and several smaller 
communities in the Waco area operated out of our Itasca facility. This gives Rich a diverse experience base which will serve 
the North Richland Hills community well.   

Rich’s industry experience includes working for Waste Management, Waste Connections and Smurfit Stone recycling prior to join 
Republic Services.  Rich has a BS in Aeronautical Management Technology as well as an MBA in Global Management. Prior to 
working in the waste industry, Rich worked at Honeywell International as a flight management database engineer and served a tour 
with the United States Marine Corp. Rich will coordinate with all personnel to ensure they have the resources necessary to conduct 
a smooth transition that will result in an efficient and effective transition with new contract requirements.  

Responsibilities:  
 The General Manager is responsible for the operation of the Company’s field operations, 

including Collections, Post-Collections and Fleet Management, that includes profit and loss 
responsibilities.   

 Working in a matrix management environment, the position manages an infrastructure team 
comprised of division-level managers who support the total operation of the Business Unit.   

 Executes a local market strategy that complements the Area’s overall strategic operating and 
marketing plans and implements tactical initiatives to drive functional excellence and budget 
achievement.   

 Manages all matters related to hauling and/or post-collections operations (transfer stations, 
landfill and recycling stations); represents the company to customers, vendors and municipal 
customers and other external stakeholders; oversees effective safety and accident prevention 
programs and leads all operations to ensure compliance with standards; and drives change 
management initiatives to introduce and sustain new processes that contribute to the growth 
and durability of Republic.  
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 Implement and execute plans to complement the Area’s strategic and operating plan; champion 
the execution of the strategic plan and tactical initiatives within the Business Unit to maximize 
the customer experience, growth and durability, while optimizing profitability.   

 Lead all matters related to hauling and/or post-collections operations to ensure overall 
operations meet safety, compliance and P/L objectives.   

 Oversee effective safety and accident prevention programs to ensure all reasonable action are 
taken to prevent accidents and injuries; ensure a safe and productive work environment for all 
employees.   

 Lead operations to ensure compliance with all standards including environmental, operating, 
regulatory, safety, accounting and ethics. 
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Proposal Tab 4 - Experience of Personnel (continued) 

Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Vince Hrabal
Position: Municipal Services Manager 
Direct Phone: 817.317.2061 Mobile Phone: 682.557.4380  
Email: VHrabal@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing 

residential refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at 

least five years of experience in the collection of refuse, yard waste, and 

recyclables, either for a municipality or other government entity. 

D. Where appropriate, describe the individual’s experience in hiring, training the 
workforce to perform the work. 

Vince has a broad background in the industry with over 40 years of experience. Vince began his career in the solid waste services 
industry with the Duncan Companies in 1981, which merged with Republic in 1995. During his career he has served in a variety of 
capacities including; Driver, Dispatch/Customer Service Supervisor, Acquisition Manager, and Municipal Services Manager.  His 
diverse background provides him the necessary perspective as he works with municipal customers and the operations department to 
ensure the delivery of quality service. Vince has over twenty-five years of experience in working with area municipalities in the 
North and Central Texas markets. Vince will assist with oversight of the contract as a contract administrator for the City of North 
Richland Hills. Vince’s responsibilities include: contract compliance, marketing initiatives, community relations and will be 
instrumental in the transition effort should the City select Republic Services to continue as its selected service partner.  

Responsibilities:  
 Meets regularly with key decision-makers within assigned municipalities, state and federal 

agencies to continuously bring value-added services to the relationship.  
 Conducts on-site client reviews continually to ensure that quality service is effectively delivered, 

documents deficiencies and effectively recommends corrective action to operations team as 
appropriate.   

 Maintains an awareness of market dynamics and competitors’ activity in areas where the 
company conducts business. Attends industry trade shows and participates in local or state 
industry associations and trade groups. Develops/implements approved strategies and activities 
to increase account satisfaction to ensure client retention.   

 Meets with operations management as appropriate to coordinate surveys and service efforts for 
assigned accounts/territory.   

 Meets with Corporate Development teams, as appropriate, to coordinate proforma development 
for new business.   

 Seeks out and coordinate development of new solid waste infrastructure projects and manages 
projects through the development cycle and conclusion, working in coordination with Corporate 
Development and all stakeholders.   

 Engages in community activities and participates with many business and non-profit 
organizations in the communities we serve out of the Arlington Office.  
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Proposal Tab 4 - Experience of Personnel (continued) 
Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Davis Muglach
Position: Operations Manager, Residential 
Mobile Phone: 817.944.2997 
Email: DMuglach@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing 

residential refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at 

least five years of experience in the collection of refuse, yard waste, and recyclables, 

either for a municipality or other government entity. 

D. Where appropriate, describe the individual’s experience in hiring, training the 
workforce to perform the work. 

Davis Muglach, Operations Manager – Davis has worked with Republic Services since 2016 and during 
that time held the following positions within the company: Operations Manager, Commercial Operations 
Supervisor, Industrial Operations Supervisor & Residential Operations Supervisor. Davis oversees the day 
to day operations within the residential LOB for the business unit. His extensive operations background 
provides him a unique skillset in managing operations in North Richland Hills.  

Responsibilities: 
 Oversees daily operations of the residential routes. Enforces operating procedures and ensures 

Republic’s excellence driven standards are met  
 Fosters a high level of engagement amongst Republic frontline employees and Republic leadership 
 Develops a strong safety culture within the Business Unit; oversee effective safety and accident 

prevention programs to ensure a safe and productive work environment for all employees 
 Maintains a healthy working relationship with the maintenance team; ensures operators and 

frontline employees are held accountable for any misuses and abuse of company assets.   
 Provide excellent customer satisfaction by maintaining or exceeding company customer experience 

expectations  
 Interact with customers to solve and rectify any escalated issues and improve the business units 

overall Net Promoter Score   
 Ensure frontline employees are meeting productivity expectations 
 Identify and remove operational inefficiencies within the day to day operations 
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Proposal Tab 4 - Experience of Personnel (continued) 
Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Kolton Harper
Position: Operations Manager, Commercial and Industrial 
Direct Phone: 817.317.2034 Mobile Phone: 210.517.8188 
Email: KHarper@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing residential 

refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at least 

five years of experience in the collection of refuse, yard waste, and recyclables, either 

for a municipality or other government entity. 

D. Where appropriate, describe the individual’s experience in hiring, training the 
workforce to perform the work. 

Kolton Harper, Operations Manager – Kolton has been with the company for 8yrs. He started his career in 
San Antonio as an inside sales rep and gained further knowledge of the business while holding multiple 
positions such as, route auditor, dispatcher, commercial supervisor, and residential supervisor. In Arlington, 
Kolton oversees the entirety of the daily operation of both our commercial and industrial lines of business. 

Responsibilities: 
 Oversees daily operations of the residential routes. Enforces operating procedures and ensures 

Republic’s excellence driven standards are met  
 Fosters a high level of engagement amongst Republic frontline employees and Republic leadership 
 Develops a strong safety culture within the Business Unit; oversee effective safety and accident 

prevention programs to ensure a safe and productive work environment for all employees 
 Maintains a healthy working relationship with the maintenance team; ensures operators and 

frontline employees are held accountable for any misuses and abuse of company assets.   
 Provide excellent customer satisfaction by maintaining or exceeding company customer experience 

expectations  
 Interact with customers to solve and rectify any escalated issues and improve the business units 

overall Net Promoter Score   
 Ensure frontline employees are meeting productivity expectations 
 Identify and remove operational inefficiencies within the day to day operations 
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Proposal Tab 4 - Experience of Personnel (continued) 
Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Pam Murphy

Position: Business Unit Finance Manager 

Direct Phone: 817.317.2028 Mobile Phone: 817.683.8726 
Email: PMurphy@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing 

residential refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at 

least five years of experience in the collection of refuse, yard waste, and 

recyclables, either for a municipality or other government entity. 

D.Where appropriate, describe the individual’s experience in hiring, training the 

workforce to perform the work. 

Pam joined Republic Services in 2019 and currently serves as the Finance Manager 
for our Arlington and Itasca operations. Pam began her professional career as an 
Assistant Division Controller in Arlington and gained an in-depth level of knowledge 
of the waste and recycling industry. Later in 2019, Pam took the next step in her 
career development path when she accepted a position as the Business Unit Finance 
Manager for our San Angelo and Abilene Business Unit.  Pam relocated back to the 
DFW Metroplex and assumed responsibilities in our Arlington Business Unit in her 
current position earlier this year. 

Pam’s financial experience provides her the knowledge and expertise necessary to 
effectively manage our accounting staff and to provide financial guidance to all 
functional departments within our Arlington and Itasca operations. Her duties 
include; provide direction to different accounting functional areas, manage financial 
internal control processes, provide financial analytics to management in support of 
sound business decisions, provide financial direction and provide analytical support to 
all departments within the division. Pam attended Baylor University where she earned 
a Bachelor of Science Degree in Accounting.  

Responsibilities:  
 Manages accounting personnel and provides direction to the different 

accounting functional areas (invoice processing, billing, cash receipts, work 
order processing, credit analysis, receivable collections, month-end close, 
journal entries, and statistical data).   
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 Interviews, hires, trains, evaluates, and develops accounting staff at the 
business unit.   

 Manages financial internal control processes across all business unit functional 
areas (sales, customer service, operations, HR, payroll, etc.) to ensure 
compliance with company policies and procedures, including Sarbanes Oxley 
and all other statutory requirements and in doing so regularly utilizes 
administrative discretion and judgment as to matters of significance.   

 Ensures that all internal and external reporting deadlines are met.   
 Manages reconciliation of all balance sheet accounts and reviews financial 

statements and supporting documentation to ensure compliance with GAAP 
and company policies and procedures.   

 Provides analytical support to sales and marketing for customer pricing and 
profitability analysis, commercial and municipal bids, and any market 
development projects. Updates and maintains division pricing model per 
corporate policy.   

 Provides the General Manager with financial analytics to support sound and 
profitable business decisions.   

 Provides accounting direction and analytical support to all departments, as 
required, within the division. (General management, sales, operations, 
maintenance, customer service, etc.)   

 Manages credit and collection function in an effort to maximize division cash-
flow. Ensures division is in compliance with company credit and stop service 
policies.   

 Manages the accounting aspects of capital expenditures, transfers and 
retirements. Reviews and approves all related asset management sub-ledger 
transactions. 
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Proposal Tab 4 - Experience of Personnel (continued) 

Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Gerald Thornton
Position: Fleet Maintenance Manager 
Mobile Phone: 682.270.9871 
Email: GThornton@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing 

residential refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at 

least five years of experience in the collection of refuse, yard waste, and 

recyclables, either for a municipality or other government entity. 

D. Where appropriate, describe the individual’s experience in hiring, training the 
workforce to perform the work. 

Gerald Thornton joined Republic Services as the Fleet Maintenance Manager in May of 2020. 
Gerald’s primary responsibility is managing our maintenance program for our operations 
conducted in our Arlington and Itasca Divisions.  He is responsible for maintaining a fleet of 
over three hundred collection vehicles and many smaller support vehicles. He ensures that 
our maintenance standards are consistent with company maintenance guidelines and comply 
with our One Fleet Maintenance Program. He manages a well-trained staff of heavy 
equipment technicians and ensure that they receive all necessary training, certifications and 
resources consistent with industry standards and corporate guidelines and requirements.  
Prior to joining Republic, Gerald served in the United States Marine Corp working in their fleet 
maintenance services group. He later worked in the maintenance department of Jack Cooper 
Transport, and worked for Paacar, who provided manufacturing assistance to Peterbilt Trucks 
and wiring harnesses for Boeing Aircrafts.  

Responsibilities:  

 Manages the department staff, including responsibility for hiring, training, 
scheduling work assignments, performance management, discipline, and 
authorization of overtime.   

 Serves as an integral part of the Division’s management team in assuring 
coordination of efforts of all departments in providing quality service to 
customers, budget preparation, and goal attainment.   

 Regularly communicates with operations and sales regarding status of fleet 
vehicles, containers and/or other equipment.   

 Ensures that the Maintenance department maintains quality and safety 
standards.   
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 Maintains adherence to company policy in regards to operations and safety 
issues.  

 Maintains a safe and productive work environment for all employees. 
Investigates accidents, injuries and property claims.   

 Sets the standard for excellence in the Maintenance department.   
 Maintains an ongoing preventive maintenance program.   
 Ensures corrective maintenance is performed safely, effectively, and 

expeditiously.   
 Controls maintenance costs relating to personnel, purchasing, inventory 

control and outsourcing of repairs.   
 Reviews status reports including road calls, break downs, and shop hours vs. 

work order hours. Understands and responds to trends.   
 Assists in the purchasing of new vehicles, equipment, tools and 

containers/compactors.   
 Assures all maintenance-related data is available for input into the vehicle 

maintenance system.   
 Oversees maintenance of the building/facility including building maintenance 

and repairs.   
 Interacts in a professional manner with employees, vendors, suppliers and 

contractors.   
 Follows all safety policies and procedures.   
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Proposal Tab 4 - Experience of Personnel (continued) 

Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Operations Supervisors
Position: See following details  
Mobile Phone: See following details 
Email: See following details 

Detail for each Operations Supervisor is found following the shared 
responsibilities below. 

A. Describe the individual’s direct experience in planning and implementing 
residential refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 
C. Provide a detailed record of the individual’s operational experience indicating 

at least five years of experience in the collection of refuse, yard waste, and 
recyclables, either for a municipality or other government entity. 

D. Where appropriate, describe the individual’s experience in hiring, training the 
workforce to perform the work. 

Responsibilities for Operations Supervisors: 

 Manages daily operations of the residential routes. Enforces operating procedures and ensures 
Republic’s excellence driven standards are met.   

 Understand and provide leadership.   
 Remove unsafe conditions or situations from drivers’ routes.   
 Partner with the maintenance department to ensure all equipment remains in working order and in 

compliance with safety standards.   
 Oversee effective safety and accident prevention programs to ensure all reasonable actions are 

taken to prevent accidents and injuries; ensure a safe and productive work environment for all 
employees; implement and maintain and effective loss control and safety program.   

 Engage assigned employees in active participation to instill a culture of safety by demonstration of 
a personal commitment to safe operations and active personal outreach to operational employees   

 Provide service to all customers that meet or exceed customer expectations with regard to the entire 
customer experience.   

 Minimize missed pickups. Resolve unusual service requests, equipment breakdowns, and schedule 
changes with timely communications to all stakeholders.   

 Interact with customers to solve and rectify any issues and improve the overall customer 
experience.   

 Lead drivers to safely meet/exceed productivity goals and expectations for all routes.   
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 Create, modify and improve routes to maximize density and improve efficiency.    
 Understand, support and execute service delivery while actively supporting maintenance and the 

operational role in fleet quality and maintenance.   
 Create a collaborative, communicative team environment and drive employee engagement with the 

Company.  

Name: Luke Boyd
Position: Residential Operations Supervisor 
Mobile Phone: 817.703.5655 
Email: Luke.Boyd@republicservices.com 

Luke Boyd, Operations Supervisor – Luke joined the Arlington Division leadership team with Republic 
Services in 2018 as an Operations Supervisor.  Luke has been the been the first point of contact, supervisor 
the drivers and helpers for the City of North Richland Hills for the past year.  Luke’s experience will be 
invaluable in working with other members of our staff to continue providing an excellent customer 
experience for the City of North Richland Hills.  

 Name: Stephen Walker
Position: Commercial Operations Supervisor 
Mobile Phone: 210.241.5363 
Email: Stephen.Walker@republicservices.com

Stephen Walker, Operations Supervisor – Stephen started with Republic in our San Antonio market 2018 as 
Dispatch Supervisor, progressed to Container/Compactor Maintenance Supervisor and then a Commercial 
Operation Supervisor. He transferred to the Arlington Business Unit in 2021 where he now serves as a 
Commercial Operations Supervisor.   

Name: David McCarty
Position: Commercial Operations Supervisor 
Direct Phone: 817.317.2007  Mobile Phone: 682.219.8841 
Email: DMccarty@republicservices.com  

David McCarty, Operations Supervisor – David joined the Republic Services in 2016 as an Operations 
Supervisor and has nine years of history in the waste industry.   David started his Republic career as a 
Residential Operations Supervisor and is has now been the first point of contact supervisor for the 
commercial drivers for the past two years.    

Name: Brad Boudoin
Position: Industrial Operations Supervisor 
Direct Phone: 817.317.2051  Mobile Phone: 682.219.3205 
Email: BBoudoin@republicservices.com

Brad Boudoin, Operations Supervisor – Brad began his career with Republic Services in 2020 as an 
Industrial Operations Supervisor where he shares the responsibility for overseeing the daily operations for 
59 industrial drivers.  Prior to joining Republic Brad focused on Logistics and Transportation for the United 
States Marine Corp before retiring.   

mailto:Stephen.Walker@republicservices.com
mailto:DMccarty@republicservices.com
mailto:BBoudoin@republicservices.com
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Name: Erick Koster
Position: Industrial Operations Supervisor 
Direct Phone: 817.317.2051  Mobile Phone: 682.208.0793 
Email: EKoster@republicservices.com  

Erick Koster, Operations Supervisor – Erick started with Republic Services in 2019 as an Industrial 
Operations Supervisor.  Previously, Erick was a Business Marketing CDL Driver in the energy and oil 
industry.  Erick shares responsibility for the supervision for 59 industrial drivers. 
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Proposal Tab 4 - Experience of Personnel (continued) 

Summary of Qualifications Form 

Complete one separate form for each Manager and Supervisor listed in Proposal Tab 4, listing 

his/ her experience during the past five years, 

Please note the Manager and Supervisor who will be assigned to the City of North Richland 

Hills if your firm is awarded the contract. 

Name: Lola Hall
Position: Operations Supervisor Drivers Services and Dispatch 
Direct Phone: 817.317.2071  Mobile Phone: 817.73.38129 
Email: HallL@republicservices.com 

A. Describe the individual’s direct experience in planning and implementing 

residential refuse, yard waste, and marketing programs. 

B. List the individual’s industry training and/or certifications attained. 

C. Provide a detailed record of the individual’s operational experience indicating at 

least five years of experience in the collection of refuse, yard waste, and recyclables, 

either for a municipality or other government entity. 

D.Where appropriate, describe the individual’s experience in hiring, training the 
workforce to perform the work. 

Lola Hall, Operations Supervisor: Dispatch/Driver Services – Lola started with 
Republic in 2008 as a Customer Service Supervisor in our local call center.  She 
transitioned to Operations as a Driver Services Manager and then Operations 
Supervisor overseeing Dispatch and Driver Services. Lola’s customer service and 
overall experience will be great assets in working with the transition and oversight of 
the North Richland Hills contract. 

Responsibilities  

 Understand and provide leadership 
 Provide exceptional service to internal and/or external customers that meet or 

exceed their expectations   
 Instruct and assist Dispatchers/Operations Clerks to meet/exceed productivity 

goals and expectations  
 Interaction to solve and rectify any issues  
 Assist in improving the overall customer experience 
 Create a collaborative, communicative team environment  
 Drive employee engagement within the Company 
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Personnel Continued 
Our operations are run locally, by seasoned 
industry veterans who live in your 
community, and are backed by the 
experience and strength of their area and 
corporate leadership teams. 

Republic Services is structured along functional 
lines, which allows for local decision-making by 
managers with direct responsibility and 
experience relevant to the contract operations. 
They are knowledgeable of local collection and 
post-collection processing activities and are supported by the extensive resource recovery 
technical expertise and financial strength of our parent company, Republic Services, Inc. 
Republic Services’ in-house training, personnel advancement, recruitment programs, and 
workforce development are some of the most comprehensive in the industry. This enables 
Republic Services to attract and retain the most highly qualified, dedicated, and experienced 
professionals in the business today. 

Local Leadership 
Our local personnel are vital to the successful delivery of this contract and its daily operations. 
We will manage the various operational and administrative components of contract 
implementation and ongoing service to the City of North Richland Hills. This team’s unique 
combination of collection experience, recycling expertise, and innovative management 
systems will ensure quality service for the duration of the contract.  

Our local and area management teams have extensive industry experience in operating and 
managing solid waste companies and have substantial experience in the region. This allows us 
to quickly respond and meet your needs; all-the-while staying in touch with your local 
businesses and residents. We believe our strong area management team allows us to 
effectively and efficiently drive our initiatives and helps ensure consistency across the 
organization. These teams have extensive authority, responsibility and autonomy for 
operations within their geographic markets. Because of retaining experienced managers with 
extensive knowledge of their local communities, we are proactive in anticipating customers’ 
needs and adjusting to changes in the markets. We also seek to implement the best practices 
of our various business units throughout our operations to continue improving our operations 
and service to our customers. 

National Backing  
Each of our local business operations is fully 
empowered and accountable for delivering on our 
commitments to our customers. They are also backed 
by the support and breadth of our area and corporate 
leadership teams, capable of massing expertise and 
corporate might to assist or respond to any challenge 
during the term of the contract. An example of this 
benefit to you is the response capabilities during times 
of crisis such as hurricanes, tornados, or other 
disasters. In times of challenges like this, our area and 
corporate teams activate to ensure people are safe 
and our assets are operational, so we can return to 
normal operations as soon as possible. 

Local Business Unit has years of 
combined industry experience 

 We provide jobs to more than 35,000 
people nationwide, including 22 who 
live and 27 work in your community

 The local General Manager and his 
business unit are fully empowered to 
serve your needs 

 Every business unit is supported by area 
and corporate staff 
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Customer Service Policies and Procedures 
We have redefined the Best Practices in Customer Service coverage and user 
experiences through our response to the 2020 pandemic. 

Redefining Customer Service 
Over the past 4 years, Republic Services has 
redefined the way we deliver superior customer 
service. Following a 2017 commitment to shift 
from hundreds of distributed, nonintegrated 
call centers to a national technology platform, 
the insights and experiences literally informed 
and shaped our thinking.  Additionally, these 
investments and insights enabled us to lead 
the industry in our rapid response to the 2020 
pandemic, when we shifted over 1800 agents 
to a work-from-home posture in three days, 
and never dropped a call. 

Optimal Call Center Hours 
During a 12-month period in 2019, we 
collected and tracked every call that was made 
to our staffed call centers across America.  Over 12.7M calls were received during that 
timeframe, when our call centers were open from M-F (7am to 6pm), and Saturday (8am-
1pm). 

When analyzing the data, we learned that less than 1.5% of daily calls were received from 
7am to 8am, and less than 1% of daily calls were received after 5pm daily.  We further 
learned that less than 2% of the weekly call volume occurred on Saturday.  Through the data, 
the customers were telling us that they were busy during those times, and that it was not 
necessary for the call centers to be running fully staffed for such a small percentage of the 
total call volume.  This insight allows us to define the best practice for call center hours to be 

M-F from 7:30am to 5:00pm. 

Figure 102 . Optimal Call Center Hours. Analysis 
of over 12M calls in a 12-month period shows 90%+ 
of all calls occur M-F between 7:30am and 5:00pm 

Figure 111.  Comprehensive Customer Service. Our customer service offering spans self-
service options to person-to-person contact to offer unmatched service, 24/7 daily. 
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North Richland Hills Customer Service 

We recognize that, sometimes, customers have 
questions regarding scheduled service or would 
like to order additional services and expect a 
speedy response. We strive for first call 
resolution—from call, email, mobile app, 
website or in-person request.  

We provide a superior experience through 
technology and highly knowledgeable 
employees.

In addition to the call center hours, North 
Richland Hills customers will also have access to 
local and highly knowledgeable customer 
service agents.  Republic Services will hire two 
Customer Service Agents to facilitate the call 
volume for the City of North Richland Hills.  To 
ensure a high level of quality service, these agents will be expertly trained on the contract 
details and specifications to the service level(s) offered.   

Customer Self-Service 
Modern day customer service is about customer options and simple solutions.  Newer 
generations expect web-based and mobile app-based abilities to self-serve simple needs any 
time of the day or night.  Certainly, more complex topics may still require a person-to-person 
interaction, but a vast majority of customer service contacts in this industry are topics that 
are able to be self-served. 

Figure 12. Outstanding Customer Service 
Talent. We take pride in hiring and 

developing talented staff to exceed our 
customer’s expectations. 

Figure 133.  Web and Mobile App Based Simple Solutions. Customers are able to self-serve billing 
and common requests 24/7 using our web and mobile app offering. 
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For this reason, Republic Services has invested to create a complete Service offering that 
allows customers to request service on their terms. 

Our customers now can reach us 24/7 via our website, www.RepublicServices.com, or via our 
Republic Services mobile app.  

Our self-service options are designed to improve overall response time, enabling resolution to 
simple customer inquiries and needs anytime, anywhere with the least amount of customer 
inconvenience as possible. Through our website and mobile app customers can: 

 Pay their bill 

 Schedule an extra pick up 

 Discover new services 

 Receive weather and holiday service updates 

 Sign up for auto-pay and paperless billing 

 Submit inquiries or complaints 

Republic Services’ website also now has a Chat Bot, which provides customers with 
information and direction based on their inquiry.  

Access to Live Agents, Virtually 
When the pandemic of 2020 hit, we learned 
some powerful lessons regarding optimal 
customer service models.  For years prior, we 
had invested to consolidate our agents into three 
national call centers, leveraging technology and 
training to offer a superior experience to callers.  
However, in February 2020, as the nation 
implemented shelter in place orders and moved 
to work-from-home, we leveraged our years of 
investment in our customer service technology 
systems to shift all our call center agents to 
work-from-home in three days.  Over 1800 
agents began taking calls from home, completely 
seamless to the customers who were calling.  
Throughout the months-long pandemic, we 
found performance improved, average call 
metrics improved, and customer satisfaction 
scores also improved.  A new customer service 
model had been created and proven in the 
pandemic, whereby agents could take calls from 
anywhere, so long as they had access to their 
technology. 

Leveraging this new proven reality, we now recognize that a vast majority of customer calls 
are for simple items like clarification or cart repairs, which can be served by virtual agents 
from any location.  This paradigm shift enables far greater staffing with greater flexibility to 
attracting top talent from across the country, as well as flexible response to call volume 
surges. 
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When a customer calls our Customer Service line, a sophisticated series of actions begin: 

 Initial questions for the customer help determine the complexity of the request.  Simple 
requests are routed for virtual agents that can handle calls from anywhere in the country 
from their own home if needed.  More complex needs can be routed to more specialized 
agents with knowledge of the geography and operations if appropriate. 

 The customer’s phone number then associates with known customer details in our 
database and triggers the integrated system to populate with a map of your service 
address, level of service, past service requests, and your city-specific contract 
information. This knowledge-based system even shows the customer’s current weather. 

 The agent confirms the customer’s name and service address and begins to assist the 
customer with the reason for their call. 

 If the question requires communication with the local operations team (such as, missed 
pick-up or container exchange), the agent can instantly connect with the local operations 
team through our national network. 

 Often, the customer’s concern is handled by the time s/he hangs up the phone. For those 
issues requiring operations support the issue will be addressed in the most-timely manner.  

 Customers have the option to leave a recorded message or speak to a Supervisor if they 
choose 

Local Operations and Customer Service 
North Richland Hills residents will call Republic’s Customer Resource Center as outlined in the 
preceding sections. The information funneled to the local division will then be handled by the 
Lewisville Hauling team. 

North Richland Hills staff will have access to local managers and supervisors 24/7. Vince 
Hrabal, Municipal Services Manager, will be the primary contact for the City. His cell phone is 
(682) 557-4380 and email is vhrabal@republicservices.com. Municipal Managers are the 
first line of contact and solutions for Republic’s municipal partners.  

We will create a dedicated email address --CityofNRH@republicservices.com for North 
Richland Hills residents staff to send requests to that will reach our Dispatch Team in 
Arlington. They will then delegate the duties to the teams responsible for the requested 
services. 

Lastly, North Richland Hills staff will have the cell phone and email address for Mr. Davis 
Muglach and Kolton Harper, Operations Managers; Luke Boyd, Operation Supervisor over 
North Richland Hills team, and Mr. Richard Gelowicz, General Manager.  

mailto:vhrabal@republicservices.com
mailto:-CityofNRH@republicservices.com
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Missed Collections (MPU) Resolution Procedures 
It is the policy of Republic Services that if a customer perceives that we missed a collection, 
we return for collection. 

When a customer calls the Customer Resolution Center, a service ticket is created through 
our network and Customer Relationship Management Tool. The Dispatch team then assigns 
the recovery to drivers who can recover the miss within 24 hours. 

To provide City staff with peace of mind that services and recoveries are completed, we utilize 
an in-cab mobile tracking network with geofence 
location reports and alerts. This allows for 
managers to see real-time activity and for drivers 
to document via voice log, photos, and a GPS 
location stamp when there are issues with waste 
collection or to document a recovery.  

We will use this technology to create the daily 
reports required by the City.   

Local agents will be responsible for: 

 Customer Service  

 Complaint Resolution  

 Daily Complaint Report 

The hours of operation for Customer Service are 
Monday through Friday, from 7:00 a.m. to 5:30 p.m. Central Time, except for designated 
Holidays.  

Post-Call Customer Satisfaction Surveys 
When a customer call is completed, the caller is offered the opportunity to take an optional 3-
question survey, enabling them to tell us if they are satisfied with the service we have 
provided.  This immediate insight tells us daily that we are on track, and enables us to take 
corrective action quickly if ever needed. 

The survey is voluntary and if customers choose to participate, they are asked 3 simple 
questions. 

 Question 1 NPS: On a scale of 0-10, How likely would you be to recommend Republic 
Services to a friend or colleague? 0 meaning that you are ‘Not at all Likely’ and 10 
meaning you are ‘Extremely Likely’ to recommend Republic Services as a recycling and 
waste provider. 

 Question 2 FCR: Were we able to resolve your issue or answer your question on this 
call? 

– a. Press 1 if yes 

– b. Press 2 if the agent could not personally resolve your issue but told you what to 
expect next. 

– c. Press 3 if the agent did not resolve your issue and did not tell you what would happen 
next. 

Figure 144. Example of MPU Recovery. 
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 Question 3 E v. E: Once you reached an agent, how long did your call with Republic 
last?  Did it take: 

– a. Press 1 if less time than you expected, 

– b. Press 2 if about as much time as you expected, or 

– c. Press 3 if more time than you expected 

Our 2020 results are offering in the figure below, indicating NPS with a 9.2 out of 10 
satisfaction; 97.8% of callers feeling we achieved First Call resolution; and 95.1% feeling we 
handled their needs in a reasonable time. 

Net Promoter Score 
Our Voice of Customer program captures feedback from more than 200,000 customers each 
year. Net Promoter Score (NPS), is at the core of our Voice of Customer program. Most 
anyone can recall answering the tell-tale NPS question, “On a scale of 1-10, how likely are 
you to recommend this service to a friend or family member?” Republic Services’ strong NPS 
performance has demonstrated that our customers appreciate our service and our strong 
commitment to them. 

Figure 15 . Immediate Customer Feedback. Customers can answer a three-question survey after 
each call, offering us immediate insight into customer satisfaction 
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Customer Billing Policies and Procedures 
With nearly 14 million customers nationwide, Republic Services utilizes streamlined 
and efficient direct bill systems and processes. 

Billing 
The City of North Richland Hills will invoice its residents on their utility bills.  Republic Services 
simply summary-bills the City at the end of the month for the number of homes and extra 
carts serviced.  The City will provide a monthly report of active accounts and activity that 
Republic will reconcile and submit an invoice to the City for payment. 

Commercial and Industrial Billing 
The City will invoice all business customers for permanent and temporary monthly service. 
Republic Services will provide a monthly activity report for commercial and industrial 
customers and the city will reconcile the data and invoice customers directly. 

Invoices are generated 2 to 6 business days prior to the beginning of the month for pre-bill 
services or 2 to 6 days prior to the end of the month for those On Call customers.  

Payments - The standard payment due date is 20 days from the invoice date to allow for 
invoice processing, mail float to customers, customer review and processing, and mailing 
payments. Through our online system and mobile app, customers can sign up for paperless 
notifications and AutoPay, or they can login to pay electronically once their monthly invoice 
generates. Late fees are assessed if the current invoice has not been paid by the next invoice 
generation date. 

Service Interrupt & Collections Timeline: 

Release Day System Event 

Day 45 Service Interruption Intent 
Letter generated. 

Day 60 Service interrupted and 
letter generated. Stop 
Service generated and 
Service Interrupt Fee 
assessed, if applicable. 

Day 70 Ten-day demand letter 
generated. 

Day 85 Manually close customer 
account. Close date is the 
last day of the month in 
which service was provided.

Prior to or 
120 Days 

Account is turned over to a 
third-party agency and 
then manually written off. 
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Proposal Tab 5 Equipment 

No vehicle used in servicing this Contract shall be more than four (4) years old as of February 

1, 2022, or the date service commences under the Contract, whichever comes first. Any 

vehicle reaching ten (10) years of age during the term of this Contract shall be taken out of 

service for purposes of the Contract's services in compliance with the Contract so that at all 

times no vehicle older than ten years operates on the City’s streets. 

1. Using the template below as a guide, list the vehicle information for each service category 

indicating how many front-line route trucks will be used each week. This is not to reflect 

an equipment list of all of the equipment available on Contractor’s facility.

 Indicate the number of each model and make listed; if they are currently owned; if on-

site at the hauler’s location; the License number and any company vehicle id #; and the 

date of delivery if not currently owned or on-site. The information provided on this form 

demonstrates Contractor’s qualifications and ability to perform the required services by 

having sufficient vehicle inventory. Demonstration of inventory can be established by 

current ownership of the vehicles with license # or vehicle id#; or, when vehicles are to 

be purchased, by attaching to the completed form documentation signed by the 

manufacturer or dealer demonstrating Contractor’s option to buy if awarded the contract 

and promised delivery date for the vehicles identified on the form. Under each category 

of vehicle, list  the Spare unit(s) available (see 3, below).  

Residential MSW 

Service Type

Chassis 

Make/Model/Yr

Body Make 

Model/Yr Now Owned

Now 

On- 

Site 

Anticipated 

Delivery 

Date 

Rear Load -6 
New 

2022 Peterbilt -
520  

Heil 25-yard 
Durapack 

No No December   
2021 

Rear Load -4 
Existing 

2020 Peterbilt 348  Heil SHP -28yd Yes – unit # 
3226, 3227, 
3228, 3229 

Yes N/A 

Rear Load -2 
Existing 

2018 -Peterbilt 
348  

McNeilus 2516 – 2018 
Models 

Yes Unit 3230 Yes N/A 

Mini -Rear Load 
– 1 New 

2022-Peterbilt 
Medium Duty 548

Heil PT1000 -13 yard 
– 2022 Model 

No No December 
2021 

Residential Recycling 

Service Type

Chassis 

Make/Model/Yr

Body Make 

Model/Yr 

Now 

Owned 

Now 

On- 

Site 

Anticipated 

Delivery 

Date 

Side Load – 3 
New 

2022 -Peterbilt 
520  

McNeilus – 2022 
Manual/Automated 
Side Load – 28-yard No No December 2021
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  Residential Yard Waste/Compost 

Service Type

Chassis 

Make/Model/Yr

Body Make 

Model/Yr 

Now 

Owned 

Now  

On-  

Site 

Anticipated 

Delivery 

Date 

N/A  N/A  N/A  N/A 
N/A

 N/A  N/A 

 Commercial FEL Collection  

  Roll-Off Container Collection 

  Residential Bulk Collection (Grapple and/or Rear Load 

We’ve included a complete vehicle list of our fleet at the end of this section. 

69 

Service Type

Chassis 

Make/Model/Yr Body Make 

Model/Yr 

Now 

Owned 

Now  

On-  

Site 

Anticipated 

Delivery 

Date 

  N/A   N/A   N/A   N/A   N/A   N/A 

Service Type 
Chassis 

Make/Model/Yr Body Make 

Model/Yr 

Now 

Owned 

Now  

On-  

Site 

Anticipated 

Delivery 

Date 

1-New FEL 
2022-Peterbilt 

520 Heil Half Pack-28 Yard No No 
December 

2021 

2- Existing FEL
2020-Peterbilt 

520 Heil Half Pack-28 Yard
Yes – Unit #-
2255, 2257 Yes N/A 

Service Type

Chassis 

Make/Model/Yr Body Make 

Model/Yr 

Now 

Owned 

Now  

On-  

Site 

Anticipated 

Delivery 

Date 

2-Existing Roll 
Off 2018 Peterbilt 567 G& H Hoist Yes Yes N/A 
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Rear Load Collection - Republic Services sill order 
6 – New rear load collection vehicles -2022-year 

model with Peterbilt 520 Chassis equipped with 

25-yard Heil Durapack bodies.  We anticipate 

delivery in late December of 2021. Additionally, 
we will utilize 6 existing rear-load collection 

vehicles, 4-2020 & 2 -2018, Peterbilt 328 with 

SHP 28-yard bodies.   

Heil 25-yard Durapack Body 

Roving Mini-Load Collection – Republic’s 

comprehensive approach to providing 

residential services in North Richland Hills 

will include the use of a smaller mini-rear 
load collection vehicle. This vehicle will 

be a Peterbilt 548 Medium Duty Chassis 

with a Heil PT1000 13 cubic-yard 

capacity body. 

    Heil PT1000 13-yard refuse body

Peterbilt Medium Duty 548
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Residential Recycle Trucks  

Republic Services will utilize 

Automated/Manual side load 

collection vehicles to collect 
residential recycling. The low 

entry hopper will allow our 

drivers to continue to collect 

recycle carts via the automated 
arm function, while allowing the 

drivers to easily load stacks of 

flattened cardboard manually into the hopper. 

McNeilus Automated/Manual Side 
Loader 

The refuse bodies will be McNeilus Automated/Manual side load bodies mounted on Peterbilt 

520 chassis. We will purchase three new units in compliance of the RFP specifications. 

Commercial Front Load Collection Vehicles 

Republic Services currently has three front load 

routes in North Richland Hills. We will utilize 

two existing trucks-both 2020-year models. 
Additionally, we will purchase one new 2022-

year model. All trucks will be Peterbilt 520 

Chassis with Heil Half Pack 28-yard bodies. 

Commercial Roll-Off Collection Vehicles 

Republic Services currently services the North 

Richland Hills Contract using two industrial roll-

off vehicles. We will use two existing roll-off 

vehicles. Both vehicles will be 2018 or newer 
model vehicles. The bulk of our roll-off vehicle 

fleet are Peterbilt 567 Chassis with G&H 

Manufacture hoists. 
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2. State Contractor’s procedures and schedule for routine vehicle inspections. Describe 

arrangements and schedules for preventative maintenance. Specify any services 

subcontracted and to whom. See Below

3. State arrangement and schedule for vehicle repair. List number and types of standby 

collection vehicles, if any, Contractor could temporarily provide in the event of a major 

vehicle malfunction or repair. See Below

4. List Contractor’s procedures to be used to deal with equipment breakdowns. Describe for 

pre-route breakdowns and on-route breakdowns. Use additional pages or attachments if 

necessary. See Below

OneFleet 
Our OneFleet management system enhances 
quality of service, maintains a reliable fleet 
and ultimately improves customer experience 
at the curb. 

Republic Services is dedicated to operating the best 
running, safest and most environmentally friendly 
vehicles in the industry. This goal is achieved 
through a coordinated vehicular operation 
maintenance system called OneFleet. 

With standardized procedures and consistent 
execution, the OneFleet system improves safety for 
the fleet, decreases repair downtime and improves 
customer satisfaction. 

Preventive Maintenance 
Preventive Maintenance (PM) is the hallmark of One Fleet. Republic Services prescribes six 
levels of PM activity at varying truck hour markers. 

1. Every 150 hours - full inspection, including nuts/bolts/fluids/no cracks  

2. Every 450 hours – 1, plus full lubrication service  

3. Every 1,350 hours - transmission, front suspension, air-to-air, hydraulics, CNG inspection  

4. Every 2,700 hours – 1- 3, plus drain transmission, new filters and fluids; crank ventilation 
filters; exhaust system inspection/service, cleaning, catalyst inspection/service  

5. Every 5,400 hours – 1-4, plus differential fluids, DPF system, overhead valve adjustment, 
fuel systems inspection/service 

6. Every Year – Annual Federal Safety Inspection  

Planning and Scheduling 
Standardized planning and scheduling leads to increased shop capacity and reduced fleet 
down time. Planning preventive repairs also make certain that parts are on hand and 
technicians are scheduled accordingly. This also keeps the shop proactive and prepared and 
provides the benefit of prioritizing repairs and keeping the fleet ready at route time.  
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Workplace Organization 
A clean and organized workplace makes for a safer and more efficient environment. At 
Republic Services, we abide by the Five S’s: 

 Sort  

 Straighten  

 Sanitize  

 Standardize  

 Sustain 

Training 
The Republic Services OneFleet initiative is built on the foundation of an educated work force. 
Ongoing tech training, on-the-job projects, as well as formal classroom clinics, are all part of 
the “Republic Services Way.” 

Drivers Practice 

Joint accountability and proper communication between maintenance crews and operations 
personnel (drivers and supervisors) fosters fewer unscheduled repairs and breakdowns. Each 
day, drivers: 

 Perform a pre/post-trip driver quality 
control inspection  

 Ensure that any issues they identify are 
accurately communicated to the shop  

 Ensure that customer & route expectations 
are understood in the mornings  

Parts Management  
The right part at the right time is critical to 
maintaining a fleet. With proper inventory 
management, parts are on hand for all 
scheduled repairs. That decreases truck and 
labor down time and reduces overall costs for 
the customer. Integral to the parts 
maintenance program is a maintenance bay. 
The floors and shelves are kept clean and 

orderly. With proper scheduling, parts are also staged on dumpsters in advance of a 
technician’s arrival. 

The real benefit of OneFleet is the positive impact to the customers. Republic Services drivers 
begin each day with a safe and reliable fleet. A reliable fleet allows the frontline employees to 
focus outwards and onto the MSW and recycling needs of the community. 

Road Call Procedures  
Republic Services utilizes in-house maintenance technicians and service vehicles to respond to 
road calls. Our normal response time to road calls in NRH is about 40 minutes. If the truck 
cannot be repaired on site, we will dispatch a tow truck to retrieve the vehicle, and a 
supervisor will bring the crew back to operating facility in Arlington so they can obtain a spare 
truck and resume their collections on their route.  

Figure 16. Our highly-specialized technicians
deliver a best–in-class fleet for your 

municipality. 
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Vehicle Inspection Reports 
The key to the preventive maintenance program 
is daily completion of vehicle inspection reports. 
This is done by the collection vehicle’s assigned 
CDL driver and includes both a pre-trip 
inspection and post-trip inspection. Drivers 
check fluid levels, lights, tires and other safety 
related areas of their truck and indicate on the 
inspection report any defects or deficiencies 
found that day. Shop personnel review the 
report and check any items marked by the 
driver as being questionable or problematic. 

Technicians then make any needed repairs before the vehicle returns to the route.  

Furthermore, each vehicle undergoes a through and comprehensive preventative maintenance 
inspection (PMI) every 150 hours of service. This inspection is conducted by a trained and 

certified brake inspector, according to USDOT requirements. 

Figure 17. Parts Management is a key 
component of our successful OneFleet program.

Figure 18. Clean, well maintained trucks. Our well-maintained fleet is a direct reflection of your 
municipality. 
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Figure 19 Division Vehicle Truck List
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Proposal Tab 6 Operational 
Plan and Safety Record 
Report  

Collections – Operations 
Great operations come from great people. 
Republic Services’ locally based operations 
team draws from extensive training and 
the backing of a seasoned corporate 
support team. The result is a 99.9% on-
time service record, with an emphasis on 
safety, sustainable practices, and low-risk 
operations. 

Operations Overview 
Successful collection operations begin with a skillful operations supervisor who knows the 
business as well as your community. Your Republic Services local operations supervisor is 
responsible for the day-to-day collection operations, including development and evaluation of 
routing (in conjunction with the general manager), training and oversight of drivers, and 
implementation and enforcement of safety procedures. 

We ensure our operations supervisors are not overloaded, nor tied to a desk. On average, we 
maintain a 15:1 ratio of routes to supervisors, which means that items needing attention are 
dealt with immediately and that the supervisor knows your community intimately. In addition, 
our supervisors are out on the routes regularly. Supervisors conduct periodic ride-alongs with 
drivers on their routes. This creates great opportunities for driver mentoring, ensures quality 
control on the route, and keeps the supervisor directly aware and familiar with the nuances of 
the route and the community. Few, if any other companies in the industry, dedicate their 
operations staff to success in this manner. 

Operations Training 
Our operations supervisor training programs are second to none. Every supervisor, upon 
starting employment at Republic Services, attends a rigorous 2-week boot camp training 
course. Regardless of prior industry experience, this boot camp level sets all our supervisors 
on The Republic Services Way of running operations and builds a strong peer network with 
those who attend the training together. After the initial training boot camp, supervisors 
engage in regular refresher and new training opportunities, between 2 and 4 times per year. 
This yields an operations supervisory team that shares best practices and constantly look for 
ways to improve on the level of service in your community. 

Republic Services’ operations team 
is market-leading through training, 

collaboration and hands-on 
experience 

 The most robust operations supervisor 
training in the industry 

 Average of 15:1 route to dedicated 
supervisors’ ratio – means prompt 
response and oversight for your 
community 

 Proven optimized routing process 
ensures efficiency, safety and minimal 
impact on city streets 

 Republic Services executes 5M pickups 
per day 
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Routing Optimization 
Establishing the most optimized routes for a community has dramatic effects on the quality of 
service, safety and efficiency of the collection operation through shorter routes, safety in the 
neighborhoods, and ultimately the wear and tear on the streets within the municipality. 

We conduct a proven route optimization process, which involves a tight collaboration between 
the local team and our corporate route optimization team. Through several iterations, these 
teams collaborate, sharing local knowledge and details, while running our optimization 
processes to yield the best routes possible for your community. An example of this process, 
we evaluate planned routes to ensure that trucks are not conducting collection on streets 
during times that are known for congestion or traffic. 

Operations Plan and Safety Record Report 

Include a detailed narrative explaining:

1. How the Contractor intends to provide service for the normal collection of garbage. 

Indicate how many vehicles will be used each day, expected start and end times, crew 

size, etc. 

Residential 

 Trash Routes – A recent volume analysis concludes that approximately 60% of 

residential waste by volume is placed for collection on residents first day collection, 

and approximately 40% is set out on the second day collection. Republic Services 

plans to convert our trash crew staffing from two helper routes to one helper routes. 

This is a departure from our current crew size of one driver and two helpers. We 

believe this change is necessary to increase safety measures for our crews by 

eliminating helpers constantly working both sides of the streets.  

We evaluated operations in other communities with similar services and volumes to 

determine the required number of routes needed for both first day (Mon/Tue), and 

second day (Thu/Fri) collection schedules. From that analysis, we’ve concluded that 

that 12 routes will be required to effectively service the Mon/Tues collection areas, 

and that 10 routes will be required to collect the Thu/Fri collection areas. The chart 

below depicts current routing vs. proposed routing metrics: 

      Current      Proposed 

# Mon/Tue Routes  9 12 

Homes/route/day          1140            855 

Tons/route/day        18.33          13.75 

# Tue/Fri Routes  7 10 

Homes/route/day -          1465           1026 

Tons/route/day -           15.71           11.00 

Our anticipated start and completion times are within the time frames as outlined in 

the RFP and Contract documents. 
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Additionally, Republic Services will utilize a mini rear load collection truck (See 

equipment Tab for further details), to serve as a roving route to assist with missed 

collections, late set outs, delayed collections on other routes and to help in tighter 

alley collections areas such as Hometown. 

 Residential Recycle – Republic Services will utilize three new low hopper style 

automated/manual side load collection vehicles. (See equipment tab for further 

details.) These trucks will allow us to maintain automated collection of recycle carts, 

while also allowing the driver to manually collect excess flattened cardboard boxes 

outside the cart. We currently employ three recycle routes each collection day and will 

continue with three recycle routes each day under the new contract. 

 Every other week recycling “EOW” – Republic Services will utilize the same style low 

hopper trucks to residents recycle carts. We will be able to reduce the number of 

routes from three to two. Our experience with EOW recycling in other communities 

we see greater set out rates each week as well as, some residential volume shifting 

from the recycle stream to the solid waste stream. There is a small savings with 

shifting to EOW recycling, which is captured in the Proposed Rate Tab. 

2. Describe Contractor’s proposed method of collection for Brush and Bulky Items, 

included during normal residential collection each week, or if collected as Unusual 

Accumulations, demonstrating the benefits of their approach. Indicate how many 

vehicles will be used each day, expected start and end times, crew size, etc. 

 Republic Services plans to continue the collection of Brush and Bulky Items consistent 

with the RFP and Contract requirements. We currently collect at a rate of two-cubic 

yards of these materials each collection day for a total to four cubic yards per week. 

This includes bulk materials and bundled brush. Typically, if brush is cut in lengths 

less than five feet and neatly stacked at the curb, our policy is to collect those 

materials even if not tied into bundles. Brush and Bulk materials are currently 

collected in conjunction with normal residential collections and will continue under that 

format with the new contract. 

 Unusual Accumulations - For larger piles of uncut-unbundled brush, or bulk items 

exceeding four cubic yards, residents have the option to contact Republic and request 

a special collection for the contracted fee. In those instances, we will have a supervisor 

or lead driver provide the resident with a quote to collect the material, and if agreed 

to by the resident, schedule a collection. Under normal circumstances with will 

dispatch a collection crew within a couple of days. During spring and fall when we 

typically experience heavier volumes of these type of materials, we utilize Wednesday, 

and on occasion, Saturday to collect unusual accumulations.   

In the case of a weather-related event that results in heavier than typical volumes of 

materials, our response time may extend beyond our normal procedures depending 

on the scope of the event. In these instances, we will certainly communicate with the 

City and coordinate our efforts with their various departments to develop a 

comprehensive response and recovery plan. 
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3. List Contractor’s procedures and amount of time to promptly respond to and resolve 

problems that are communicated to Contractor by the City. 

 Republic’s current policy when responding to issues communicated to us by the City, 

is to respond within 24 hours, however, in the case of reported misses, we typically 

check on those as soon as possible. (Same day if before 3pm, next day if after 3pm)  

 Additional Full-Time Operations Clerk -If awarded a new contract, Republic will 

comply with the response/resolution guidelines and requirements of the RFP and 

contract document.  Republic’s proposal includes a new, full time operations clerk 

dedicated to the City of North Richland Hills that will have the responsibility of 

monitoring all communications from the City and our call representatives. The clerk 

will ensure that those issues are relayed to the operations team (dispatch, supervisor, 

rover truck, etc.), that we believe, will result in quicker response resulting in a vastly 

improved resolution process. The clerk will provide daily updates to the City regarding 

the time and nature of the resolution. Additionally, the operations clerk will be 

responsible for all daily, monthly, and annual reporting requirements. 

 We will also establish a dedicated e-mail inbox to receive communication from city 

staff and any online submittals. Depending on the City’s online platform, we may be 

able to establish a protocol whereby, online submittals through the City’s website 

could automatically be routed to both the City and Republic. We have this routine in 

a couple of other cities we serve, which also provides the capability to close out the 

ticket directly within the City’s platform. Information includes date and time of call 

received, date-time and disposition of resolution. Both the City and Republic can view 

the process in real time and extract reports when needed. 

 In reviewing our historical call volume, both from Republic’s system and 

communications from the City, we average thirty-seven calls a day, which includes 

misses, worry calls, service changes and inquires. Republic Services proposes to 

initiate a dedicated phone number and line, where citizens and businesses of North 

Richland Hills can call for any service inquiries, changes, missed collections or any 

other service-related issues.  

 Republic Services will establish a local number exclusively for the North Richland Hills 

community. Calls into that number will be managed by local agents with unique 

knowledge of the specific service details of services and contractual requirements in 

North Richland Hills. Once receiving the call and identifying the customers issues, they 

will create work order/ticket into our system, which will then be communicated to the 

operations team. The clerk will check the status of open tickets throughout the day to 

ensure resolution activities have been initiated by the team. A daily report with specific 

details and resolutions of each will be provided to the city as required by the RFP. Our 

local agents will field calls between the hours of 8:00am -5:00pm, Monday through 

Friday. This includes calls from both our system and calls relayed to us by the City. Our 

national network of 1600 call agents currently work remotely and will field calls from 

7:00am to 8:00am and 5:30pm to 7:00pm, Monday through Friday. Our national team 

of customer service agents will serve as a backup when heavy call volumes result in our 
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two Texas agents are unable to respond in a timely fashion. Calls received on Saturday 

will be routed directly to dispatch office in Arlington. 

Each agent is equipped with industry-leading technology to ensure a more responsive 

customer experience. Once pandemic concerns subside, our call agents will resume 

normal operations in our national call facilities, which are strategically located across 

the country to ensure we can deliver call support when customers want it the most. Our 

call centers operate Monday through Friday from 7:30 a.m. to 5:00 p.m. for each time 

zone across the continental US, which allows us to field calls from 6:30am to 7:00 pm 

CST. 

Republic Services utilizes three state-of-the-art, fully integrated Customer Resource 

Centers (CRCs) located in Phoenix, AZ, Indianapolis IN, and Charlotte, NC. 

As we saw with the COVID 19 pandemic, our ability to centralize this function proved 

invaluable. Within 3 days, our CRC was able to transition remotely to continue providing 

service where many of our competitors had to suspend call centers for several weeks 

abandoning the customer. 

These facility locations were also selected in markets known for a high population of 

call center agents, which means they are staffed with a highly trained and carefully 

selected staff who have each passed a rigorous 5-week training course. 

4. Explain how Contractor will utilize its GPS tracking system to deal with issues 

such as Daily Route Management, missed pickups, blocked carts/containers, 

contamination, or excess waste, and how this system will be utilized to 

provide timely reports to the City regarding these issues.  

   Currently, Republic Services utilizes a GPS system – Connect. The Connect App is 

installed on phones that all drivers possess and has GPS tracking capabilities. Our 

supervisors can look at the mapping software associated with the system to see the 

areas where our drivers have serviced, and areas that have not yet been collected. 

Our trucks will also be equipped with cameras mounted in the front and rear of the 

vehicles, and a camera inside the cab. Republic currently utilizes Third Eye, a third- 

party vendor, for the storage and retrieval of data.  

   Should Republic be awarded a new contract, the proposed operations clerk will be 

checking the GPS maps throughout the day to identify areas of concern. The clerk will 

be responsible for relaying identified areas to the operations team so we can more 

quickly address areas that may need attention for completing routes. Our clerk will 

also provide copies of the GPS maps when requested by the City, or to verify whether 

our vehicles covered an area with a reported miss. Below are actual screen shots 

depicting a mapped are from one of our routes on June 10th of this Year.
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Republic Services is in the process of moving to a new digital GPS and mapping platform called 

RISE. We are in the process of implementing this new technology to our roll-off collection 

operations this year, and plan to expand that to the commercial front load operating beginning 

in 2022. We plan to extend that platform to our residential operations within two to three 

years.  Details of that technology are described below. 

Digital Operations 
We are also leveraging technology to digitally connect our customers, drivers, dispatchers, 
supervisors and trucks via our “RISE” dispatch platform and in-cab technology. We are 
utilizing an agile iterative approach to the development and multi-year roll-out of this 
technology to ensure durable adoption and an appropriate return on our investment. With the 
roll-out of this technology, we will improve productivity through more real-time routing 
information and data visualization tools; increase customer connectivity and enable 
automated service verification communications; and enhance the employee experience by 
providing better tools and technology designed around how our employees will interact with 
it. 

5. Describe Contractor’s procedures to be used by the City to schedule and assure 

reliable container delivery for new locations and special event collections. 

   The City will be able to utilize our proposed e-mail inbox to notify our operations clerk 

and other team members with information regarding the delivery of new containers 

and exchanges when necessary. Our operations team will schedule the deliveries in 

compliance with the performance metrics as defined in the RFP and Contract 

documents. 

   Republic will establish an e-mail contract group for the City to utilize when requesting 

collections for special events. Our Municipal Manager and Operations Managers will be 

responsible for ensuring the necessary resources are deployed for these types of 

events.  

6. Describe in detail Contractor’s safety and environmental management contingency 

plan, including time frame and procedures, to deal with the following issues and 

Figure 24. RISE Platform. Our new platform is in the process of rolling out over the next few years 
and will yield even safer, more efficient collection for your municipality. 
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events; spillage, hydraulic line breaks, vehicle fires, etc. Include means and methods 

of notification to the City, regulatory agencies, emergency response teams, etc. 

 In the event of an oil or hydraulic spill, Republic Services uses a local sub-

contractor, KC Enterprises. They will deploy the necessary resources to isolate and 

clean up the spill. They also prepare and submit all required testing and disposal 

reports to the necessary regulatory agencies including the TCEQ. When a spill 

occurs, we notify KC immediately, and when necessary, we will notify the City and 

911 immediately. We will notify the City once the area is clear and will provide 

copies of the reports to the City upon request.  

 In the case of a vehicle fire, we immediately call 911 and instruct our driver to find 

a secure location where they can eject the load to prevent the fire from consuming 

the vehicle.   We will contact the City as soon as possible and dispatch a supervisor 

to the scene to secure the area, ensure driver safety, and work with emergency 

services.  We will completely clean the site in accordance with required 

environmental regulations and standards. 

7. Describe in detail Contractor’s procedures for dealing with motor vehicle accidents and 

events. Include means and methods of notification to the City, law enforcement, and 

regulatory agencies, emergency response teams, etc. 

 In the case of a vehicle accident, we will immediately notify law enforcement and 

dispatch a supervisor to the scene. The supervisor will first ensure the safety of the 

crew and the scene. The supervisor will assist law enforcement with any required 

investigations. Claims are handled through our risk management agent-CCMSI. The 

city will be notified within the same business day unless the event occurs after 

normal business hours.   

8. Provide a detailed environmental regulatory compliance history for the past five years 

in Texas. If the company is a corporation, provide data for the operation which will 

directly provide services. Include all Texas Notices of Violations and resolutions; 

Consent Orders and Agreements; Civil and Criminal Actions and Penalties. 

   January 28, 2020: The Notice of Violation alleges the following: (1) It is alleged 

that the facility was conducting monthly release detection for the tanks and 

product lines; however, it was not keeping the passing results not to exceed 30-

days between results; (2) It is alleged that the metal components on the tanks 

(STPs and flex connectors) were in direct contact with soil and groundwater. 

Cathodic protection was not installed. The TCEQ Exit Interview Form for the 

inspection conducted on January 23, 2020 noted the following potential violation: 

need to electronically isolate the metal components from groundwater and soil. 

Install cathodic protection on all tank sumps with STPS and flex connectors and 

provide test results or keep dry. The form also contained the following records 

requests: 1) This location believes they have interstitial monitoring for the tanks 

(all 6) and all product lines (suction, gravity, and pressurized). Please provide the 

interstitial liquid status report for all tanks and lines for the last 12 months not to 

exceed 30 days between results. 2) If you are not conducting interstitial 

monitoring, the monthly inventory control for all tanks (used oil exempt) is 
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required for last 12 months. 3) If you do not have interstitial monitoring for Tank 

1 - Hydraulic Fluid, then you are required to have a monthly method of tank 

release detection. 4) If you do not have interstitial monitoring for the product lines 

for the Hydraulic Fluid, New Oil, or Waste Oil produce line, then a Triennial 

Tightness Test is required every 3 years. 

9. Provide the OSHA TRIR (Total Recordable Incident Rate) and DART (Days 

away from work) scores for the division that will be responsible for the 

collection activity in the City. These scores will allow the scoring committee 

to compare your firm’s injury rates to other firms in the same business, in 

the same locale.  

TRIR – Total number of Recordable Cases x 200,000/divided by total hours 
worked by all employees during the year covered. 

 2019 - 10.5    2020 – 8.4

DART – Number of CASES with days away from work x 200,000/divided by 

total hours worked by all employees during the year covered. 

 2019 - .936  2020 - .233 

71 
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Proposal Tab 7 Transition Plan 

The proposer must describe the following: 

A. Individual or group of individuals that will oversee the execution of the Transition 

Plan. 

See team members on following pages. 

B. The proposed approach, including equipment, personnel, and schedule, for 

delivering Carts, Dumpster, and Roll-off containers to Customers. Proposers shall 

also describe how the delivery of equipment will be conducted in coordination with 

the removal of the existing equipment used by the current provider (should this 

occur). 

See narrative approach on following pages. 

C. A detailed schedule for the transition.  

See tables on following pages. 

D. Proposed strategies for Customer communication regarding the transition of service 

providers. Customer communication will begin no later than sixty (60) days before 

the initiation of service.  

Experience Matters 

Republic Services successfully implements more than 75 new municipal contracts each year, 
and we bring our national strength and local expertise to every one of them. Each transition 
takes into consideration the unique needs of the contract and the City of North Richland Hills. 

The key to success, regardless of project details, relies on communication. We start with a 
transition timeline, crafted in collaboration with the City. This transition plan includes 
milestones, roles/responsibilities and contact information.  

We provide frequent, proactive communication with the City to ensure there are no surprises 
along the way including weekly in-person meetings and phone calls/emails as needed. Our 
philosophy is to constantly share updates with you as that gives everyone a chance to 
prepare and react in a timely fashion. 

 Timely and appropriate communication with residents and businesses — from events and 
mailings to website information and direct 
communication (phone, email, live chat) 

 Daily communication with the internal team 
to assess project status and timeline 
benchmarks 

Our operational management team meets daily 
with our supervisors and maintenance team to 
ensure critical-path items are addressed. 

Our experience has shown that relationships 
matter — when we need equipment, we get it. 
Our national strength and buying power are 
leveraged for your benefit. Locally, we have 

Decades of experience partnering 
with municipalities to implement 
new programs in the community 

 92% track record of successful 
extension or retention of existing 
partner contracts 

 Frequent and transparent dialogue with 
the municipality 

 All details and plans reviewed 

 National strength, with local experts 
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secured relationships with key printing/mail house partners who put our needs first in a time-
critical situation. 

Although Republic Services is the incumbent contractor, there will be transition related 
activities including: new equipment, new cart order and delivery, new driver and helper hires, 
re-routing of existing routes, citizen communications, new hires of operations clerk and call 
center reps and various administrative tasks. In depth details of our plan are outlined below. 

A. Transition Team Members 

 Richard Gelowicz, General Manager – Rich will work with, and provide support for all 
department managers to ensure they have the resources necessary to perform their 
functional responsibilities. Rich will regularly monitor their progress through a task-
based schedule. 

 Vince Hrabal – Municipal Services Manager – Vince will stay in constant contact with all 
team members to identify completed/unfinished tasks to ensure the transition timeline 
is on schedule. Vince will also provide constant communication to City staff on the 
progress of specific tasks, deadlines, and critical pending actions. He will also work 
with our new customer service representatives to provide them with comprehensive 
details related to contracted services, billing procedures, call procedures, and a 
detailed list contacts for various issues. Vince will work with the City to develop 
effective communication literature for residents and businesses, develop a delivery 
timeline, and will ensure we meet the desired completion timeframe.   

 Pamela Murphy, Division Finance Manager – Pam will ensure that our accounting team 
is familiar with the changes of the new contract. She will work with her team to ensure 
all billing and collection policies and procedures are properly implemented. Pam will 
work with our local maintenance manager and our Area Fleet Support team in ordering 
the necessary new equipment. 

 Davis Muglach, Residential Operations Manager – Davis will oversee and assist our 
residential operations team in identifying, hiring, and onboarding new drivers, helpers, 
and operations clerk. He will work directly with our operations team as they develop 
the new residential routes. Davis will be responsible for all facets of implementing our 
proposed operating plan and all associated procedures. 

 Gerald Thornton, Maintenance Manager – Gerald will be involved with all facets of 
securing the necessary equipment. He will be responsible for providing our fleet 
support team with the proper specifications for the required equipment including: 
chassis type and model, refuse body type and size, technology requirements such as 
on-board camera systems, and other equipment requirements. Once the new 
equipment arrives, Gerald will make sure all the necessary permits, licenses and 
registrations are complete and will make sure his team has the equipment ready for 
the implementation date. 

 Luke Boyd, David McCarty, Eric Koster -Operations Supervisors – All supervisors will 
be involved with routing related activities, new hires, onboarding, new driver training, 
container delivery and all other operating functions related to the new contract. 
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B. Transition Details 
Your transition will take into consideration the unique needs of the contract and the City of 
North Richland Hills. The key to success, regardless of project details, relies on 
communication plans to include: 

 We start with a plan, crafted in collaboration with the the City of North Richland Hills. 
This plan includes milestones, roles/responsibilities and contact information and 
timeline for execution. 

 Frequent, proactive communication with the the City of North Richland Hills to ensure 
no surprises along the way. 

 Weekly in-person meetings and phone calls/emails as the situation requires. Our 
philosophy is that sharing good news as well as bad news gives everyone a chance to 
prepare and respond in a timely and calm fashion. 

 Timely and appropriate communication with residents and businesses—from events 
and mailings to website information and direct communication (phone, email, live chat, 
etc.). Redundant communications through a variety of channels is paramount to 
success.  

 Daily communication with the internal team to assess project status. 

 Our operations management will meet with our supervisors and maintenance crews 
daily to ensure critical-path items are addressed. 

 The education team meets with the transition lead (operations manager), customer 
service manager and general manager to ensure customer-specific aspects of the 
rigorous training for customer service staff and drivers. 

 Contract-specific information, route development and truck test drives will be used to 
bring a safe and well-informed team to the the City of North Richland Hills. 

 Regular communication with vendors supplying carts, printed material, trucks and on-
board computing and camera systems. 

Republic Services brings relationships and experience to the City of North Richland Hills. We 
have extensive expertise in implementing collection programs. From purchasing to operations 
to communications, Republic Services has the national strength and the local experts to get 
the job done using our network of national and local suppliers. 
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C. Detailed Schedule for the Transition 
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D. Customer Communication 

 Republic Services will work with the City in developing a strategy regarding the most effective 

mode of communication to residents and businesses based on any changes in service levels, 

routing changes and other changes that will impact residents and businesses. We will utilize 
our marketing and branding department to develop collateral including, door tags, brochures, 
direct-mailers and potential digital communications.  
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Proposal Tab 8 Rates for Services 

All rates related to the work to be performed shall be reflected within Proposal Tab 8; 
additional rates, fees or service charges placed within the narrative of the proposal will not 
be considered as part of the Rates Proposed. 

Important Note: 
All fees submitted for services will INCLUDE any franchise fees.  

There are no additional fees (fuel adjustments, etc.) to be considered other than those 
presented in Proposal Tab 8; the recovery of fuel expenses is to be included in the rate(s) 
proposed. 

Residential – MSW

MSW collection twice time per week to include the collection of four (4) yards of Brush/Bulk per week 

MSW collection twice time per week Backdoor Service 

Residential – Recycling  

Recycling collection one time per week with 65-gallon cart 

Recycling collection Every Other Week with 95-gallon cart 

Rate for each additional Recycling cart per residence 

Rate for Replacement Cart (either size Recycling cart) 

Collection Rates for Unusual Accumulation Waste Collection 

73 

Price per home per month $ 11.18

Price per home per month for Senior Citizens $ 11.18

 Price per home per month $ 27.98 

Price per home per month $ 6.82

Price per home per month for Senior Citizens $ 6.07

Price per home per month $ 6.07

Price per home per month for Senior Citizens $ 5.32

Price per home per month $ 1.56 

Price per replacement $ 62.35 

Rate per hour for Vehicle (any type) and Crew $ 198.75 

Disposal fee per yard collected $ 15.73 
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Small Commercial with bags

Commercial Front Load Rates 

Important Note: All fees submitted for services will INCLUDE any franchise fees.  

Rates reflect all charges that will be assessed 

The City will bill all Commercial and Roll-Off 

FEL – include all disposal costs  

Size 1x 2x 3x 4x 5x 6x    extra p/up 

2 yard  73.31 138.01 183.77 268.14 324.74 366.62 32.53 

3 yard  104.04 181.98 240.34 320.48 395.12 463.63  41.27 

4 yard  125.70 220.15 303.77 396.30 478.43 572.26  52.37 

6 yard  159.22 301.69 427.40 557.28 689.25 814.96  73.79 

8 yard  184.38 370.80 517.49 655.72 823.34 990.95  88.89 

4 yd

compactor*
 304.99  548.70 791.87 1014.26 1371.74 1770.80 91.91 

6 yd 

compactor*
 501.49 1002.99 1504.47 2005.94 2507.44 3008.94  125.33 

8 yd 

compactor*
 610.01 1220.00 1830.05 2440.08 3050.08 3660.09 152.48 

74

Commercial Hand Load Rate for 2 x week, 4 bags per 
collection 

$ 44.07 

Commercial Recycling Cart $ 6.82 

Each Additional Recycling Cart
$ 3.77 

* FEL compactor rental per month $375.00 

Casters (fee per month per container) 
$23.81 

Locks (fee per collection per container)  $2.10 

Enclosures (fee per collection per container) $2.10 
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Roll-Off Containers 

 Important Note: All fees submitted for services will INCLUDE any franchise fees.  

Rates reflect all charges that will be assessed 

All Rates will be Extended – Do Not Show Any Rate as an undetermined number (no wording 

that renders determining an extended amount impossible.  

Roll-Off – Temp – EXCLUSIVE TO CONTRACTOR 

Size Delivery Daily Rental Haul Rate Disposal per 

Ton*
20 yard $158.72 $8.70 $347.00 $30.00 

30 yard $158.72 $8.70 $441.00 $30.00 

40 yard $158.72 $8.70 $525.00 $30.00 

Roll-Off – Permanent – EXCLUSIVE TO CONTRACTOR 

Delivery Daily Rental Haul Rate 
Disposal per 

Ton* 

20 yard $158.72 $8.70 $347.00 $30.00 

30 yard $158.72 $8.70 $441.00 $30.00 

40 yard $158.72 $8.70 $525.00 $30.00 

Roll-Off – Compactor – EXCLUSIVE TO CONTRACTOR 

Size Haul Rate Disposal per Ton* 

30 Yard Compactor $491.00 $30.00 

34 Yard Compactor $559.00 $30.00 

35 Yard Compactor $559.00 $30.00 

40 Yard Compactor $626.00 $30.00 

42 Yard Compactor $654.00 $30.00 

* Submit a flat rate for each ton (not a discounted rate for initial tons with an increase in 

rates for tons over a certain amount)  

** On Self-Contained Compactor units, show the Monthly Rental as the fee per month 

for the compacting /container unit. 

*** On Stationary Compactors put in a Monthly Rental cost for the Receiving Container 

only. Do not show a rate for the compactor, itself. The rate for the Stationary Compactor 

will be negotiated between the hauling company and the waste generator. 

Additional Items 

Acceptable Percentage of Contamination in a load of Recycling Materials  
20%. 

7 5  
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Proposal Tab 9 Alternate Collection Method (only 
after proposing the Base Options)  

Describe in detail any alternate methods of collection incorporating rates proposed for the Alternate 

Method. Use additional pages as required.

76 
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Proposal Tab 10 Optional Apartment Recycling 
Indicate, in detail, how your firm could provide Recycling collection service to the Multi-Family 
Units within the City. In your response, indicate how you would provide containers (by size 
and frequency of collection) and what rate you would charge by container size and frequency. 

Republic Services will contact Multi-Family complexes to gauge the interest of recycling 
programs by management of the properties. In our experience, multi-family recycling is 
mostly successful when management is willing to actively manage the program. When 
management is unwilling to actively engage their tenants and manage the process, we see 
significant levels of contamination and the program usually is discontinued.  
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