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About	the	City	of	Durham	Solid	Waste	Management	
Department

• Serve	80,000+	Households

• Weekly	trash	and	subscription	yard	
waste

• Every	other	week	recycling

• Growing	community:	Adding	about	
100	households	every	month
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Digital	Tools
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Big	Challenges,	Silver	Linings
• 2009	Great	Recession

• Lost	solid	waste	positions
• Elimination	of	education	position
• Silver	lining:	Triggered	building	capacity	and	resilience	with	

digital

• 2020	COVID-19	Pandemic
• Staffing	issues	around	illness	and	quarantine
• Collection	changes	and	delays,	“information-starved”	

customers
• Silver	lining:	Helped	drive	adoption	of	digital	communication	

tools
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Calendar	and	Reminders
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Calendar	and	Reminders
• Solid	Waste	implemented	in	2017
• Replaced	‘one	size	fits	all’	website	calendars
• Features	for	residents	include:

• Customized	by	address
• Printable	calendars
• Sign	up	for	reminders	and	service	alerts

• Features	for	SWM	include:
• Make	changes	to	collection	days	when	necessary
• Send	out	service	alerts
• Point	residents	to	the	tool	to	self-serve
• Collect	metrics	easily
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Calendar	and	Reminders



Follow	Us @CityofDurhamNC919.560.4186 DurhamNC.gov

Calendar	and	Reminders

Average	Monthly	Solid	Waste	Phone	Calls Households	With	Collection	Reminders
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Service	Alerts
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Waste	Wizard
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Waste	Wizard
• Solid	Waste	implemented	in	2018
• Features	for	residents	include:

• Ability	to	search	for	disposal	instructions	for	specific	
materials

• Suggest	materials	they	are	unable	to	locate	in	the	wizard
• Features	for	SWM	include:

• Add	or	change	disposal	instructions	for	materials	based	
on	actual	options	and	abilities

• Customize	messaging	on	specific	items
• Create	consistency	with	‘answers’	to	questions
• Point	residents	to	the	tool	to	self-serve
• Collect	metrics	on	most	searched	items
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Waste	Wizard



Follow	Us @CityofDurhamNC919.560.4186 DurhamNC.gov

Waste	Wizard



Follow	Us @CityofDurhamNC919.560.4186 DurhamNC.gov

Waste	Wizard
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Waste	This	Way	Game
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Waste	This	Way	Game
• Solid	Waste	implemented	in	2019
• Features	for	residents	include:

• Fun	way	to	test	your	knowledge
• Earn	little	in-game	prizes	and	a	certificate

• Features	for	SWM	include:
• Fully	customizable	(that’s	Durham’s	skyline)
• Fun	little	education	for	groups	/	schools
• Collect	metrics	on	items	residents	struggle	with
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Waste	This	Way	Game
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Bulky	Item	Scheduling
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Bulky	Item	Scheduling
• Solid	Waste	implemented	in	2022
• Features	for	residents	include:

• Self-serve	to	schedule	a	bulky	item	pickup
• Receive	reminders	and	instructions	for	upcoming	service

• Features	for	SWM	include:
• Schedule	availability	based	on	resources	and	set	customer	

expectations
• More	easily	communicate	with	residents
• Greater	accountability	from	residents	for	following	rules
• Point	residents	to	the	tool	to	self-serve
• Collect	better	data	and	information	about	items	from	residents
• Integrated	with	service	request	system	(CityWorks)
• Residents	will	more	readily	cancel	if	warranted	saving	empty	trips
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Bulky	Item	Scheduling
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Bulky	Item	Scheduling
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Bulky	Item	Scheduling

Reopened/Missed	Bulky	Collections
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Mobile	App	(Durham	Rollout)
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Mobile	App	(Durham	Rollout)
• Solid	Waste	implemented	in	2018
• Features	for	residents	include:

• Can	do	everything	that	the	web	tool	can	including:
• Check	calendar	and	sign	up	for	reminders	and	alerts	

(including	push)
• Schedule	a	bulky	item	pickup
• Lookup	items	in	the	Waste	Wizard
• Play	the	Waste	This	Way	game

• Works	with	IOS	and	Android
• Features	for	SWM	include:

• Offer	residents	opportunity	to	use	technology	they	want	
to	use

• Cut	down	on	phone	calls	/	staff	resources
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Questions?


