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Survey Methodology Summary

3Note: Due to rounding, numbers may not always add up to 100%.

FY16

METHODOLOGY

ENGAGEMENT

COMPLETION

SPANISH

online survey,
email invite

YEAR
FY15

phone survey

FY17

online survey,
email invite

1112

1159

780

857

4 3

(began survey)

(completed survey)

(completed survey in Spanish)

400
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FY17 Responses by District

District Responses

1 9%

2 9%

3 8%

4 11%

5 11%

6 8%

7 11%

8 13%

9 8%

10 12%

Data based on sample size: n= 1112 



FY17 Customer Satisfaction Summary 
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70% 75%84%

Satisfaction w Employees Satisfaction w ARRValue of Services

FY16 Results (%)

FY17 Results

62 7182

Q2.9 - Please rate your overall satisfaction with Austin Resource Recovery employees on a scale of 1 to 10. Q2.11 - On a scale of 1 to 10, for the money you pay, how would you rate the value of 
the programs and services you receive from Austin Resource Recovery? Q2.6 - Please rate your overall satisfaction with the service provided by Austin Resource Recovery using a scale of 1 to 10. 
Q2.7 - What could Austin Resource Recovery do to increase your level of satisfaction? Please be specific.  FY17 Data based on sample size: n= 1112.  Surveys collected electronically. 

8%

“Positive comments: I took the home 
composting class about three years ago and 
enjoyed it and learned a lot! I also received 
the rebate from taking this class and was 
able to purchase a great composting bin. 
Thank you! The cart sizes are a great option 
to have - I know this is not available 
everywhere…”

“It would be very beneficial if a collection 
location would be on the north side of town 
for the hazardous products…”
“Pick up recycling every week”
“It would be good to know when street 
sweeping takes place…If I knew beforehand, 
I could pull my vehicle into our driveway and 
we could actually get the curb swept in front 
of our house.”

FY17 Summary Comments



Average Customer Satisfaction* with the 
Quality of All Curbside and HHW Services and Employees
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77%
FY16 Results

Note: Very satisfied results are a combination of response that selected 8, 9, 10 on a scale of 1 to 10.  *Annual results are an average of 2 questions: Q2.6 Please rate your 
overall satisfaction with the service provided by Austin Resource Recovery using a 1-10 scale.  Q2.9 Please rate your overall satisfaction with Austin Resource Recovery 
employees using a 1-10 scale . FY17 Data based on sample size: n= 1112.  Surveys collected electronically.

Next Steps

review customer pain points 
TO INCREASE SATISFACTION
and program awareness/participation  

consider seasonality effect and 
SURVEY SAME TIME NEXT YEAR
to avoid scheduled pick up slide days 

maintain
UPWARD MOMENTUM
in all major areas

84%
FY15 Results

FY17 Satisfaction by Service (%)

80

RECYCLING RECYCLE REUSE 
DROP OFF 

CENTER 

72

80%
FY17 Results



Satisfaction with Employees
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Q2.8 - Austin Resource Recovery is also interested in your level of satisfaction with its employees and the service they provide. Considering just the employee(s) with whom you 
interacted or observed performing their job, please rate your level of satisfaction on a scale of 1 to 10 where 1 is not at all satisfied and 10 is very satisfied. If you have not interacted 
with an employee performing one of the services, please select “N/A.” Data based on sample size: n= 1112.  Surveys collected electronically.

Satisfaction w/ Employee Groups (%) No Employee Interaction

Trash 
collection

Large brush 
collection

Recycle 
& 

Reuse 
drop-off center 

Recycling 
collection 

Yard 
waste 

collection

Bulk 
collection

N/A
86%90%

Dead animal 
pick-up

On-call bulk
collection

84%

Satisfaction w/ Employees Satisfaction w/ ARRValue of Services

91 89 87
91 90 89

FY17 Results

new

Compost 
collection

71%



N/A

Value of Services
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Q2.4 /2.5 How satisfied are you with the following Austin Resource Recovery services? If you have not used the service, please select “N/A.” Q2.11 On a scale of 1 to 10 where 1 is very poor and 10 
is excellent, for the money you pay, how would you rate the value of the programs and services you receive from Austin Resource Recovery? Data based on sample size: n= 1112.  Surveys collected 
electronically.

Satisfaction by Highly Used Service (%) Services with No/Low Usage

50

82

TRASH

80

RECYCLING

STREET SWEEPING

70%

Satisfaction w/ Employees Satisfaction w/ ARRValue of Services

FY17 Results

8%

YARD WASTE

82

ARR Austin Reblend87%

BULK 
COLLECTION

LARGE BRUSH
COLLECTION

RECYCLE REUSE 
DROP OFF 

CENTER 

7279 76
ARR’s cart tags88%

Home composting rebate89%

Home composting classes90%

Dead animal pick-up78%

On-call bulk collection82%

new Chicken coop rebate95%

new Chicken keeping classes96%

new Simple Recycling curbside73%

new Curbside composting collection56%

ARR website72%



Curbside Composting Program
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What is Placed in Composting Cart

Currently Receive Curbside Composting

Q2.4 /2.5 How satisfied are you with the following Austin Resource Recovery services? If you have not used the service, please select “N/A.” Composting 1-10 responses n=488 Q2.14 -
Do you currently have a City of Austin green composting cart and receive Curbside Composting (formerly known as organics) collection service from Austin Resource Recovery? Q2.15 -
Which of the following items do you place into your composting cart? Please select all that apply. (asked of those who said yes to 2.14) Surveys collected electronically.

Yes
31%

No
68%

Don’t 
know

1%

Yard trimmings 84%

Fruit and/or vegetable scraps 72%

Food-soiled paper 69%

Eggshells and/or cooked eggs 65%

Leftovers and/or spoiled food 63%

Compostable bags 56%

Meat, poultry and/or seafood 50%

Fats, oils & grease 27%

Plastic products labeled “biodegradable” 15%

Liquids 10%

Other, please specify 8%

Pet waste 5%
Total “Yes” receive curbside composting 319

new 

new 
Satisfaction with Curbside Composting
new 

76% 13% 11%

Very 
Satisfied

Somewhat 
Satisfied

Not at all
Satisfied



Satisfaction with ARR
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Q2.3 - How do you typically dispose of household hazardous waste materials, such as paints, cleaners, oils, batteries, and pesticides? Q2.16 - On a scale of 1 to 10, how knowledgeable 
are you about the goal to reduce the amount of trash sent to landfill by 90% by 2040? Q2.18 - On a scale of 1 to 10, how knowledgeable are you about the City’s efforts to increase 
recycling and composting so that less waste is sent to area landfills? Data based on sample size: n=1112.  Surveys collected electronically.

More than

Half

utilize the city’s 

facility 
HAZARDOUS WASTE 

Overall Habits and ARR Goal Awareness Customer Feedback on Hazardous Waste

38%
are aware of the 2040 
LANDFILL REDUCTION GOAL 

41%
are aware of the goal for 

increase 
RECYCLING AND COMPOST

75%

Satisfaction w/ Employees Satisfaction w/ ARRValue of Services

FY17 Results

“I'm not sure how to dispose of 
them, so I end up keeping them...”

“It builds up in my garage”

“We keep it forever in the garage”

“It's collecting in our garage 
b/c the facility isn't easy to 
get to from our house”

“In a box in a corner of my garage!”

“I'm hoarding them.”
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Q2.7 - What could Austin Resource Recovery do to increase your level of satisfaction? Please be specific.  Data based on sample size: n= 
1112.  Surveys collected electronically.

Satisfaction w Employees Satisfaction w ARRValue of Services

Satisfaction with ARR

ISSUE 
WITH BIN

NEED 
GENERAL OR 

SCHEDULE INFO

COMPOSTING
(MIXED 

FEEDBACK)

HAZARDOUS 
WASTE

WEEKLY 
RECYCLING

27
22 21 19
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Customer Comments on Increasing Satisfaction w ARR
Top 5 of FY16 & FY17 Topics Combined (%) 

FY17 Results

“It would be very beneficial if a collection 
location would be on the north side of 
town for the hazardous products. Maybe 
have several trailers at a temporary 
collection point in north Austin a couple of 
times a year and we could drop off the 
hazardous waste...”

“..It would be great to receive mailers for 
all of the programs available through 
Resource Recovery. The only postcards I’ve 
received over the years have been for 
general trash and recycling pick up as well 
as all trash pick up. I would definitely 
utilize more of the programs and services 
If I knew what was available.”

75%
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Satisfaction w Employees Satisfaction w ARRValue of Services

FY16 Results (%)

FY17 Results
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Q2.7 - What could Austin Resource Recovery do to increase your level of satisfaction? Please be specific.  FY17 Data based on sample size: n= 1112.  Surveys collected electronically. 

8%

“Positive comments: I took the home 
composting class about three years ago and 
enjoyed it and learned a lot! I also received 
the rebate from taking this class and was 
able to purchase a great composting bin. 
Thank you! The cart sizes are a great option 
to have - I know this is not available 
everywhere…”

“It would be very beneficial if a collection 
location would be on the north side of town 
for the hazardous products…”
“Pick up recycling every week”
“It would be good to know when street 
sweeping takes place…If I knew beforehand, 
I could pull my vehicle into our driveway and 
we could actually get the curb swept in front 
of our house.”

FY17 Summary Comments



Contact Us
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Twitter

@austinenergy

Facebook

facebook.com/austinenergy

Thank 

You!

Nicole Castañon
Nicole.Castanon@austinenergy.com

Liz Jambor
Elizabeth.Jambor@austinenergy.com

Brian Kennedy
Brian.Kennedy@austinenergy.com

mailto:Nicole.Castanon@austinenergy.com
mailto:Elizabeth.Jambor@austinenergy.com
mailto:Brian.Kennedy@austinenergy.com

