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The COVID-19 pandemic continues to have an impact on all of us. 

Our commitment to People First is driving everything we do to keep 

our employees, customers and communities healthy and safe. 

Hereôs what we are doing to help our customers: 

Commitment to Our Customers

SERVE SOLVE SUPPORT

We continue to provide 

essential services to 

customers and their 

communities during 

these challenging times.

You can continue to 

depend on Waste 

Management.

Your needs change 

dailyïwe are working 

diligently to provide 

solutions. We continue 

to service customers 

even in communities 

that have shelter in 

place/stay in home 

orders.

We've mobilized 

customer support roles 

to work from home to 

protect the health and 

safety of our team while 

preserving the customer 

support you and your 

community need.



3

Protecting our frontline employees while they are 

providing essential services:

ÅPutting our People First commitment into practice

Å Adhering to the latest information from the 

Centers for Disease Control and 

Prevention (CDC),  Occupational Safety & 

Health Administration (OSHA) and other 

agencies

Å Wage and benefit guarantees 

Å Access to and assistance with childcare 

and eldercare 

ÅPrioritizing social distancing 

Å Internal processes reorganized for our 

drivers, operators and laborers.

Å Safety - sanitizers, masks, additional PPE 

for drivers and MRF workers

Å Provided remote work options

Frontline Employees ïServicing our Communities Every Day!

Serving & Protecting Our Employees
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Residential trash volumes have increased at a rapid rate as people 

shelter in place and work from home. Volumes are expected to 

continue increasing.

Local businesses are suspending, reducing, and canceling service.

Service Impacts 

ÅService Times - More materials at the curb 

equals longer collection times and multiple trips to 

the landfill, transfer stations or MRFs for WM. This  

means collection may occur later in the day.

ÅNon-essential service suspension  - WM 

suspended services to focus on essential services 

in some areas.

ÅProactive Outbound CallsïWM is right-sizing  

commercial customers to re-balance routes. 

Serving Our Customers 
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Solutions Focused on Service 
We are delivering service and support ïtoday and always.

ÅWaste Management is here, open and 

ready to deliver essential services

ÅServices were suspended in some 

areas to ensure we had the appropriate 

resources for essential services

ÅWaste Management developed and is 

following a comprehensive COVID-19 

pandemic response plan 

ÅIn these uncertain times, you can depend 

on our vast network of resources

ÅMoved thousands of office-based 

employees to a work from home platform ï

with the technology, equipment, and training 

to provide continuous customer service

ÅTemporarily suspended collection calls and 

service cut-offs

ÅProactively reaching out to customers to 

reduce or increase service in impacted 

industries

ÅCall Centers fully operational with a work-

from-home option (>2,000 team members)

ÅEstablished platform technology and 

network capabilities, including chat, 

chatbot, and email

ÅDeveloped remote work guidelines 

and training

ÅAdditional self-service investments 

accelerated for customer ease

ÅOutbound calls to right-size commercial 

customers to re-balance routes 

Delivering Essential Services Agile & Customer Focused Adapting to a Changing World
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Developing Real-time Communication in Times of Need

Å COVID-19 landing page on wm.com (wm.com/covid19)

Å Area Service Alerts ïproviding daily service updates ïsuspensions, 

reinstatement of services, etc. (wm.com/alerts)

Å COVID-19 FAQs and automated ñchatbotò on wm.com  24/7 

Å Proactive customer emails and outbound calls

Å Social media posts, web banners templates ïproviding municipalities 

turn-key tools communicate to their constituents ïavailable as desired

We Need Your Help to keep Residents and Businesses Informed

Å Leverage your communication channels ïdata shows residents look 

to their city for reliable information during crisis

Å Post waste and recycling collection updates on website ïfront page, 

waste and recycling pages and COVID-19 sections

Å Schedule city outbound calls with key service messages

Å Use social media to post service messages

Å Update frequently as the situation evolves

Solutions Focused on Communications 

https://www.wm.com/us/en/COVID19
https://www.wm.com/weather-alert/index.jsp

