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Topics of Discussion

� DPW Operations Overview
� Data Management Plan
� Citizen Request System Ticket Management
� Resource Management
� Short –Term IT Plan
� Technology Based Support
� Vacancy Status Reporting
� Planning & Proactive Maintenance Approaches
� Performance Measures and CRS Ticket Status
� Citizen Responsibility Campaign
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DPW Operations Overview

� Roadway Maintenance

� Solid Waste and Bulk & Brush

� Grounds Maintenance

� Urban Forestry

� Special Initiatives
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Roadway Maintenance Responsibilities

� Alley Maintenance Program
� Pothole Maintenance
� Asphalt Paving & Sealing
� Sidewalk Masonry Projects 

� Brick & Concrete

� Tree Stump Removal
� Street Cleaning

� Day and Night Shifts
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Solid Waste and Bulk & Brush

� Daily Trash Routes
� Bulk & Brush Pickup
� VCU/Fan Roll off Program
� Property Maintenance 

Inspections
� Clean City Commission

� Neighborhood Cleanups
� Adopt-A-Spot/Street
� Illegal Sign Removal
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Grounds Maintenance & Urban Forestry

� Adopt A Tree Program
� Approximately 300 Trees planted 

annually
� Graffiti Control
� Vegetation Control

� Broadband leaf control & 
Herbicide applications

� Mowing Operation
� Over 300 job sites
� Park Maintenance

� City Gateway Projects(30)
� Signage and Flower Beds
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Special Programs & Initiatives

� Leaf Collection Program
� Preparations for approximately 200 

Special Events citywide annually
� Police Alley Maintenance Program
� Sheriff’s Department Community 

Service Program
� Neighborhood Transformation Projects
� Clean Corner Campaign

� Storefront management

� DEQ Nine Minimal Controls Reporting
� Litter Baskets

� Winter Maintenance Program
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Data Management Plan

� Data Quality Control
� Management Analyst II Position Allocation

� Strategic analysis of critical operational parameters with an 
emphasis on:
� Monthly workload forecasting

� Database Warehouse
� Review and updating of Standard Operating Procedures

� Standard Operating Procedures have been 
established for the following areas:
� Solid Waste Refuse Collection
� Solid Waste Bulk & Brush Collection
� Citizen Request System Ticket Management 
� Grounds Management Graffiti Removal
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� Customer Service Representative
� Sorting and Distribution Responsibilities

� Supervisor and/or Lead Person Field 
Assessment
� Establish time frame for completion of work

� Based on priority and the availability of 
resources
� Materials, Equipment, and Crews

CRS Ticket Management



10

CRS Customer Notification ProcessCRS Customer Notification Process

Door Hanger
Lead Person

CRS#, work, date & time completed

Door Hanger
Lead Person

CRS#, work, date & time completed

Phone-Call
Supervisor or Customer Service Rep.

Direct conversation with Citizen

Phone-Call
Supervisor or Customer Service Rep.

Direct conversation with Citizen

Conversation in Field
Supervisor or Lead Person 
Direct conversation with Citizen

Conversation in Field
Supervisor or Lead Person 
Direct conversation with Citizen

CRS Ticket Closed within System
Supervisor, Lead Person 
or Customer Service Rep.

CRS Ticket Closed within System
Supervisor, Lead Person 
or Customer Service Rep.

� Verification of Completed Work
� Performed by Supervisor/Lead Person

� Potential Future Process Enhancements
� Post Card System for Customer Notification

� Current Methods of Customer Notification
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Resource Management

� Training Program for In-House Development
� Program to development the skill sets of co-workers 

through cross training
� Amongst the obvious benefits of training, this program also 

includes the building of peer confidence and appreciation in 
the field through the use of internal training

� Skill Bank
� Review of Human and Equipment Resource compatibility

� CDL, Dump, Tandem, Loadpackers, Backhoes, Payloaders, 
Boom Trucks, Aerial Trucks, Sweepers, & Flushers

� Resource and Workload Management
� Divisional Breakdown of annual man-hours

� Divisional CRS Tickets Received/Man-hours relationship

� Divisional Preventive Maintenance & Program impacts
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Short-Term IT Plan

� Grounds and Solid Waste Divisions will be added 
to Cityworks
� Grounds Division

� Preventive Maintenance will be primary focus for 
cycle based workorder generation
� Provide man-hours, equipment usage, and material 

cost information for each workorder

� Solid Waste Division
� Correlation between CRS and Cityworks for trash 

misses, special events and Bulk & Brush

� Started test run of Cityworks in conjunction with 
DIT for Supercan Deliveries, Trash Misses, and 
Bulk & Brush collections.

� Started test run of Metastorm in conjunction with 
DIT for Daily Refuse Collection routes. 
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Technology Based Support

� Information Technology
� AVL – Automatic Vehicle Locator Systems

� Global Positioning System
� Provides Real-Time info on Vehicle 

Location/Address
� Vehicle Heading/Status/Speed
� Panic button for Emergency Situations
� System can also provide information on vehicle 

attachments such as loader, broom, plow usage
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Technology Based Support Con’t

� AVL would provide all of the 
aforementioned features which will afford 
the DPW an opportunity to enhance its’
daily operations.

� This type of system will also provide 
integration with GIS mapping software 
which will allow route analysis and 
upgrades on an as requested/needed 
basis.
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DPW Operations Position Breakdown

Position Type Allocated  Vacancies % Rate

� Administrative                 15 2 13%
� Supervisory 25 3 12%
� Lead Personnel 45 7 15%
� Equipment Operator 169 37 22%
� Entry Level Employees 72 8 11%

Totals 326 57 17%
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Solid Waste Performance Measures

� Route Hours vs. Total Hours Errors

� Problem(s) identified by DIT and corrected therefore 
resulting in proper Route Recap information being 
provided

� Shown below are charts illustrating the Monday through 
Friday Route Hour and Collection (Tons) averages
� Monday Northwest Area 
� Tuesday Southwest Area
� Wednesday Fan & Downtown (Highest Can Count)
� Thursday Northeastern (Highest Tonnage & Tight Alleys)
� Friday Southeastern

� Solid Waste collects an average of 85,000 cans per week
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Utilizing GIS within Solid Waste

This is a map indicating the 
various trash route 
assignments within the Solid 
Waste Division
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Solid Waste Service Enhancements

� Solid Waste NEW Developments
� The following service enhancements have not 

required any increase in cost to the customers:
� Night-time (12AM-8AM) Trash Route

� Responsible for litter baskets Citywide
� Responsible for riding heavy commercial restaurant areas 

for excessive trash
� This has resulted in the collection of an average of over 

15 additional tons of trash being removed from City 
Streets over a prolonged period of time.

� Saturday Trash Route
� Used for Special Events and trash collection in heavy 

weekend areas
� Neighborhood Cleanup Campaigns
� Major thoroughfares for litter basket and excessive trash
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Grounds Planning & Scheduling
� Rankings for Priority based system for establishing categories:

� 1-10 based on the following characteristics:
� Gateway Areas – thoroughfares entering/leaving corporate limits
� Visibility - due to vehicular accessibility/high traffic
� Pedestrian Accessibility – sidewalks and/or other pedestrian walkways
� Activity/Special Event Potential – parades, monuments, frequent gatherings

� Category breakdown for scheduling:
� A     Once per week 7 day cycle
� B     Once every 2 weeks 14 day cycle
� C     Once every 3 weeks 21 day cycle
� D     Once per month 30 day cycle
� E     Once every 6 weeks    45 day cycle
� F     Once every 2 months  60 day cycle
� G     As needed/requested

� Area of Responsibility Inventory & Assessment
� Westend – 75 locations (100+/- acres) 8,190 man-hours annually
� Southside – 88 locations (500+/- acres) 15,903 man-hours annually
� Northside & East End – 162 locations (300 +/- acres) 26,763 man-hours annually
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Citizen Responsibility Campaign

� Civic Group/Association Meetings
� Educational flyers identifying citizen 

responsibilities as it pertains to City code
� Public Service Announcements through the 

various media outlets
� Working with Hispanic Liaison Office
� City Employee Notification
� All efforts coordinated through the DCAO 

Public Information Office
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Future Plans for DPW-Operations

� An increase in proactive maintenance in order to 
reduce the amount of corrective/unplanned 
activities

� Managing our data in a format that will allow us to 
work more efficiently with other agencies.
� DPW Engineering
� Public Utilities
� Community Development

� Maintain accurate accounts of work processes in 
order to properly manage resources and budget 
controls.
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Lessons Learned

� Planning for Seasonal Responsibilities
� Bulk & Brush
� Leaf Program
� Storm Season

� Management of Community Service 
Program with Richmond Sheriff’s 
Department

� Informing Citizens of their responsibilities
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Questions & Final Comments


