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To: 

Through: 

From: 

Date: 

Subject: 

MEMORANDUM 

Mayor and City Council 

Susana Carbajal, Assistant City Manager  

Richard McHale, Director, Austin Resource Recovery 

February 19, 2026 

On-Demand Collection Program Calendar Year Update 

The purpose of this memorandum is to summarize the performance of Austin Resource Recovery 
(ARR) on-demand services for the first calendar year of the program’s expansion. 

Executive Summary and Highlights 
In January 2025, ARR expanded its on-demand collection services for brush, bulk, and household 
hazardous waste (HHW) citywide following successful pilot programs. The on-demand model 
allows customers to schedule up to three collections per service annually, enables more efficient 
home-to-home routing, increases scheduling flexibility, and supports diversion of materials from 
landfills. A comprehensive education and outreach campaign accompanied the rollout to inform 
customers of service changes, proper set-out requirements, and the environmental benefits of the 
program. 

During the first calendar year of implementation, ARR recorded the following highlights: 
• More than 73,000 on-demand appointments were made, with bulk services accounting for

the majority of customer requests.
• Total tonnage of material collected generally increased over the course of the year with a

total of 9,685 tons for all on-demand services.
• Peak demand occurred during summer months, remaining consistent from previous years.
• Overtime costs for brush and bulk services decreased by approximately $91,000.
• Brush fuel costs declined by approximately $42,000.
• Bulk landfill costs were reduced by more than $86,000. However, these savings were

partially offset by increased bulk mileage and fuel costs driven by higher diversion activity.
• Recycling of metals and appliances increased, generating over $21,000 in revenue.
• Higher-quality Household Hazardous Waste (HHW) materials were collected through on-

demand service compared to traditional drop-off.
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Overall, customer response to the expanded program has been overwhelmingly positive. Surveys 
conducted during the first six months of operation showed over 90% overall satisfaction across all 
services, with particularly high ratings for ease of scheduling and timeliness. HHW on-demand 
service also contributed to a more than 5% increase in overall HHW participation citywide. 

Moving forward, ARR will continue targeted education in lower-participation areas, evaluate the 
scheduling platform, monitor performance metrics, and pursue additional diversion opportunities 
to further enhance service effectiveness.  

Educational Campaign 
To launch the program, ARR initiated on-demand service communication campaigns with a variety 
of tactics including distribution of educational information at community events throughout the 
year and mailed postcards. The overall goals of the campaigns were to inform residential 
customers about changes to on-demand scheduling for bulk, brush, and HHW collection services, 
educate customers on how to schedule appointments, properly set out items for collection, and 
raise awareness about benefits of on-demand services, recycling, and proper disposal practices.  

The bulk, brush, and HHW marketing and communications campaigns are ongoing to continue 
public education of these collection services. In addition to regular messaging and periodic push 
notifications to Austin Recycles app users, ARR began a billboard campaign in August 2025 to 
further increase awareness of the on-demand programs. The billboard locations were strategically 
chosen to target areas that have historically shown less participation in these programs. 

Calendar Year Update 
Overall, all on-demand services demonstrated general increases in the tonnage of material 
collected from one month to the next over the course of the year, but a decrease compared to the 
previous calendar year (January-December) as shown in Table 1. The gradual increase in tonnage 
was likely due to customers adopting the new format of collection. The slight reductions in March 
for brush and bulk collections were due to a planned suspension of collections to reallocate staff 
for special event needs including SXSW.  

In June, there was a reduction in tons collected for on-demand brush services as a result of ARR’s 
citywide efforts to provide recovery assistance after the May microburst event without requiring 
scheduled appointments. During the May microburst event, ARR received over 2,800 service 
requests from the public. Combined efforts by ARR crews and contracted haulers resulted in the 
removal of 5,696 tons of brush debris and one ton of bulk debris from the impacted areas.  

ARR experienced seasonal spikes for all on-demand services, primarily during the summer months. 
This pattern of usage is comparable to the previous collection program. The HHW program 
collected 352 tons from the on-demand service and received 504 tons from customer drop offs 
during the calendar year.  
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Table 1 Calendar Year 2025 On-Demand Tonnage Collected 

Bulk 
Landfilled Bulk Recycled 

Brush 
Collected 

HHW 
Collected 

January 269 27 18 20 

February 380 30 152 22 

March 250 10 148 26 

April 451 27 268 29 

May 635 39 375 33 

June 599 26 248 29 

July 639 33 346 31 

August 597 35 348 28 

September 551 23 256 31 

October 609 30 251 37 

November 505 20 274 35 

December 587 34 243 31 

Total CY25 6072 334 2927 352 

Total CY24 9413 198 6183 N/A* 
* HHW on-demand is a new service and no comparable data is available from the previous fiscal
year. 

Operational Costs and Diversion Efforts  
ARR has seen significant decreases, as shown in Table 2, in overtime costs between the bulk and 
brush programs, resulting in approximately $91,000 in savings. Brush collection fuel costs also 
decreased, with savings of approximately $42,000.  

ARR’s bulk landfill costs have also decreased with on-demand, a reduction of around $86,000 from 
the previous calendar year. However, bulk experienced an increase in miles driven which drove fuel 
costs to $30,000 more than the previous calendar year because of increased recyclables diversion. 
Additionally, on-demand bulk did see an increase in revenue generated in the calendar year, 
collecting over $21,000 from the recycling of metals and appliances. 
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Table 2 Operational Costs, Revenue, and Diversion 
Category Metric CY24 CY25 Difference 

Brush Overtime $121,668 $107,844 ($13,824) 
Fuel Costs $134,405 $92,671 ($41,734) 

Bulk Overtime $283,105 $205,656 ($77,449) 
Fuel Costs $152,854 $183,254 $30,400 

Disposal Costs $258,199 $172,080 ($86,119) 
Revenue $140 $21,485 $21,345 

Bulk Tons Diverted 198 334 136 

Mileage 
When comparing mileage between calendar years, as shown in Table 3, brush collection 
experienced a significant decrease in miles driven, bulk collection showed an increase in total 
miles. Of the increase in bulk mileage, 22% is related to diversion related materials. Over the initial 
reporting period, on-demand HHW collection drove approximately 29,000 miles within this 
reporting period.  
Table 3 Calendar Year Mileage Comparison  

Category CY24 CY25 Difference 
Brush 140,844 97,110 (43,734) 
Bulk 160,176 192,033 31,857 
HHW N/A* 29,000 N/A 

* HHW on-demand is a new service and no comparable data is available from the previous fiscal
year. 

Appointments 
Through the end of December 2025, ARR collected 73,945 appointments across all services. As 
shown in Table 4 below, bulk collection is consistently most of the on-demand appointments made 
throughout the year. Bulk collection accounts for 71% of the total with brush and household 
hazardous waste accounting for 19% and 10%, respectively. Demand for appointments was 
greatest for all services during the months of May, August, and October. Appointments have 
generally been increasing as awareness of the programs grow. This may be in part to the ARR’s 
education campaign as well as customer familiarity with the scheduling platforms. With bulk on-
demand there has been a 38% reduction in the number of setouts collected in CY25 versus CY24 
with the scheduled collection program. Brush on-demand experienced a 62% reduction in number 
of setouts during the same reporting periods. 
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The reduction in set-out totals indicates fewer customers accessed the on-demand programs 
possibly due to  lack of awareness of the program and new appointment system. Reduction in set-
out totals resulted in fewer tons of material collected from brush and bulk routes.  

Table 4 Appointments by Month 

During calendar year 2025, the HHW on-demand program has helped to increase overall usage of 
HHW services by more than 5% over the previous calendar year. Materials collected through HHW 
on-demand were of better quality than those received via traditional drop-off. This indicates that 
the increased convenience of the on-demand program provides an opportunity for customers to 
handover materials prior to their end of life which allows for increased reuse and recycling of HHW. 
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Collections by Council District  
In CY25 Council Districts 1,5,7,8 and 10 show higher utilization for on-demand programs. With 
lower utilization in other districts, ARR will target these areas for educational campaigns to increase 
program usage.  

Customer Satisfaction  
During the first six months of the program expansion, ARR surveyed end users to gauge overall 
customer satisfaction, including ease of scheduling and timeliness of service delivery. The survey 
participants were randomly selected from customers who received one or more on-demand 
services and calculated to a 95% confidence level with a five percent margin of error, ensuring that 
the survey results were statistically significant and representative of the population’s views. 



Date: 

Subject: 

February 19, 2026 
On-Demand Collection Program Calendar Year Update 

Page 7 of 8 

Based on the survey, overall satisfaction with the service has been positive with an average of 90% 
of responders giving the service five-stars. 

Star 
Rating 

Bulk 
Collection 

Brush 
Collection 

HHW 
Collection 

1 Star 2.7% 1.7% 0.8% 
2 Star 1.1% 0.7% 0.6% 
3 Star 2.0% 1.3% 0.1% 
4 Star 6.0% 8.3% 3.9% 
5 Star 88.2% 88.0% 94.6% 

Ease of scheduling and timeliness also received high ratings with 98% of customers being either 
very satisfied or satisfied with scheduling and 95% either very satisfied or satisfied with timeliness. 

Service Category Very 
Satisfied Satisfied Dissatisfied Not 

Applicable 
Bulk Ease of Scheduling 87.60% 10.50% 2.70% 0.70% 

Timeliness 85.20% 11.20% 5.30% 1.60% 
Brush Ease of Scheduling 85.70% 11.90% 1.80% 0.80% 

Timeliness 77.90% 15.30% 6.30% 1.40% 
HHW Ease of Scheduling 91.20% 7.40% 1.00% 0.50% 

Timeliness 91.90% 5.70% 1.10% 0.80% 

Going forward, ARR will gather additional customer satisfaction data for the on-demand collection 
program through the annual customer satisfaction survey done in partnership with Austin Energy.  

Conclusion  
In conclusion, staff are continuing to monitor these metrics, making operational adjustments as 
needed to increase citywide participation, and exploring additional diversion opportunities. For 
example, the data collected to date suggests an overwhelming demand for bulk services and as 
result has increased fuel and mileage costs. In response, ARR is now utilizing larger capacity 
vehicles to maximize loads to help reduce mileage impacts. ARR is also planning to open a 
Furniture Reuse Warehouse and analyzing a potential Transfer Facility to support increased 
customer demand for the drop-off and collection of bulk materials. Additionally, the low 
participation rates in certain districts offer an opportunity for ARR to focus outreach and education 
in specific areas to increase awareness and evaluate the feasibility of on-demand services for 
neighborhood cleanup events. ARR will continue evaluating the scheduling platform to improve 
customer experience and improve messaging on proper material setouts for collection, scheduling 
appointments, and the benefits of on-demand services, recycling, and proper disposal practices.  

Should you have any questions or concerns, please contact Richard McHale, Director, Austin 
Resource Recovery Department, at (512) 974-4301 or Richard.McHale@austintexas.gov.  

cc: T.C. Broadnax, City Manager 
Erika Brady, City Clerk 

mailto:Richard.McHale@austintexas.gov
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Jason Hadavi, City Auditor 
Mary Jane Grubb, Municipal Court Clerk 
Judge Sherry Statman, Municipal Court  
CMO Executive Team 
Department Directors 


