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“Placerville, a unique historical past forging into a golden future.” 
 

 

City Manager’s Report 

November 14, 2017 City Council Meeting 

Prepared by:  Cleve Morris, City Manager 

Item #:  12.1 

 

Subject:  Adopt a Resolution approving an amendment to the contract with El Dorado Disposal, 

amending the standard for answering phone calls. 

_____________________________________________________________________________ 

 

Background:  The City’s agreement with El Dorado Disposal for collection of garbage, yard 

waste and recycling includes performance provisions.  Appendix C (see attached) to the 

agreement outlines those standards.  The standards include provisions for a reduction in the 

annual formula driven rate increase based on not meeting those standards.  Up until the past two 

years, El Dorado Disposal has consistently met those standards.  However in 2016 and 2017 the 

standard for answering phone calls was not met resulting in a reduction in the increase for each 

of those two years. El Dorado Disposal has submitted a request to amend the standard due to 

increased services offered which in turn results in increased calls and increased time to explain 

the services.    

 

Discussion:  The attached letter outlines the request from El Dorado Disposal to amend the 

standard for answering phones from 75 seconds to 180 seconds or 3 minutes.  Although this is a 

large increase, it appears to be within industry standard based on our review of other utilities.  

The performance standard would not change under this recommendation.  If the standard is not 

met, the rate increase is decreased by 1% for each 1 second over the standard up to a maximum 

of 20%.  So if the average for the year is 185 seconds, the rate increase would be decreased by 

5%.  In Fiscal Year 2016-2017, the average call time exceeded 75 seconds by more than 20 

seconds.  Therefore, the CPI adjustment was reduced by 20%. 

 

As noted in the request, El Dorado Disposal has added 3 additional customer service 

representatives and is in the process of upgrading their phone system to improve the answer time.  

However, due to additional services and the need to educate the public on those services, the 

answer time has increased.  The attached document shows the answer time over the past three 

years. 

 

 

Options:   

 

1. Approve the amendment as proposed. 

2. Reject the amendment. 

3. Propose a new standard other than that proposed.  

  

Cost:  No cost increase is expected as a result of this amendment.     
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Budget Impact:  None 

 

Recommendation:  Adopt a Resolution approving an amendment to the contract with El Dorado 

Disposal, amending the standard for answering phone calls. 

 

 

 

 

_________________________________        
M. Cleve Morris, City Manager  Pierre Rivas, Development Services Director 

 

Attachments:   

 

1. Resolution 

2. Proposed Amendment to Contract 

3. Letter Requesting Amendment from El Dorado Disposal 

4. Comparison of Call Answering Times for the Last 3 years 


