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CITY OF KIRKLAND MULTIFAMILY ASSISTANCE  

2019-20 Project Summary 
Cascadia Consulting Group was hired by City of Kirkland in June 2019 to identify and implement outreach 
strategies likely to be successful in reducing waste generation and improving recycling participation at 
multifamily complexes. The following report identifies work completed in the 2019-20 contract year, as of 
December 2020. 

TASK 1. BULKY ITEM COLLECTION IMPLEMENTATION 
RESEARCH 
Residents in single-family dwellings in the City of Kirkland 
have access to on-site bulky material collection. The City is 
interested in extending a similar service to multifamily 
residents to provide parity of service and to better address 
the frequent collection issues related to bulky materials 
generated at multifamily properties. In order to collect data 
to inform a Kirkland bulky collection program, Cascadia 
designed an interview guide to collect information about 
current approaches to handling bulky waste, challenges and 
needs related to bulky waste collection; gauge interest in a 
city-provided bulky collection service; and gather input on 
possible service approaches. 

Cascadia conducted interviews with property managers, facilities staff, and multifamily HOA board members 
representing a mix of property types and neighborhoods in Kirkland to better evaluate the needs, feasibility, 
funding options and costs, and optimal design of a bulky collection program. 

Due to the COVID-19 pandemic and in following health and safety guidelines to practice social distancing, 
Cascadia conducted the interviews over the phone. For each interview, Cascadia staff spoke with property 
management staff, facilities staff, board members, or a combination of all three whenever possible. In total, 
Cascadia interviewed 17 properties. Cascadia conducted 15 full interviews and 2 partial interviews. 

Cascadia summarized findings and recommendations into a bulky collection research recommendations 
report for the City of Kirkland. 
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TASK 2. CONDUCT OUTREACH AT LARGE MULTIFAMILY 
PROPERTIES 
Prior to this project, City of Kirkland staff have been implementing best practices for increasing and sustaining 
multifamily recycling. This includes a combination of property management engagement, infrastructure 
improvements, and resident education. Cascadia specializes in widespread implementation of these best 
practices and was contracted to expand the reach of the City’s assistance efforts beginning in 2017-18 and 
continuing for the years 2019-20. Key features of each of these elements include: 

Property Management Engagement 

 Assess properties regularly for whether infrastructure improvements or other assistance is needed. 

 Coordinate service changes with property decision makers to ensure service is appropriate for 
property needs. 

 Provide property managers with resources, tools, and incentives to maintain infrastructure and educate 
residents. 

Infrastructure Improvements - Four C’s of Multifamily Recycling 

 Convenience – Recycling and garbage containers should be equally convenient for residents to access. 
This generally requires co-location of containers wherever possible. 

 Clarity – It must be clear to residents which container is for garbage and which container is for 
recycling. Containers should have large, identifying labels and image-based signs posted at every point 
of collection. 

 Capacity – There must be sufficient room in the recycling container for residents to place their 
recyclables. For most properties, recycling service should be approximately 50 percent of its total 
service volume, with per unit recycling capacity in the range of 20 to 30 gallons (0.10 to 0.15 cubic 
yards). 

 Color – Color coding of containers improves clarity around which container is intended for 
recyclables. Blue is generally associated with recycling.  

Resident Education – Once the 4Cs of infrastructure are in place 

 Conduct door-to-door outreach to residents using community-based social marketing approaches, 
cultural competency outreach principles, and a multilingual staff whenever possible. Prioritize 
outreach to properties with adequate infrastructure and recycling capacity in place.  

 Distribute recycling tote bags and educational materials tailored specifically for a multifamily 
audience. 

As part of the 2019-20 project, Cascadia offered assistance to 39 properties through implementation of 
these best practices and customized property support.  

Due to the impacts of the COVID-19 pandemic and local stay-at-home orders, many aspects of in-person 
technical assistance and resident outreach were adapted to protect the health and safety of field staff while 
maintaining a high level of customer service in assessing and recommending infrastructure improvements to 
properties. Specific protocols Cascadia developed in response to the pandemic are detailed in the following 
sections. 
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Customized Property Support 
To identify properties to participate in the program, City of Kirkland staff and Cascadia analyzed service levels 
for all multifamily properties in Kirkland and focused on medium and large properties with low diversion 
rates. Once properties were identified, a site assessment was completed. The goals of a site assessment were:  

1) to make contact with the screened properties (or complete a drop-in assessment if property 
decision maker could not be reached during the selection process),  

2) determine whether additional recycling capacity or other infrastructure improvements were 
needed and, if so,  

3) provide the property decision makers with technical assistance to make the necessary service 
changes and improvements.  

Cascadia offered assistance to 39 properties and completed site assessments at 38 properties. (One property 
received additional support from Waste Management while Cascadia provided tote bags and collateral.) 

During site assessments, field staff developed service change recommendations with the help of a cloud-
based app that calculated cubic yard/week recycling capacity, provided the convenience of entering data for 
bin audits, and allowed them to try out different recommendations for container quantities and sizes needed 
to meet benchmark standards for recycling in different ways to find an approach that worked best with the 
unique needs and constraints of each property. 

At properties where a decision maker could never be reached after 
multiple attempts (via phone, email, and site visit), the Kirkland 
Recycling Program Coordinator decided to move forward with no-
contact service changes where appropriate. In these cases, additional 
recycling capacity was needed and could be achieved by simply adding 
an additional day of recycling pickup. Properties with significant 
infrastructure improvement needs or where recommended service 
changes would affect monthly waste bills were not included in no-
contact service changes. 

Due to the impacts of the COVID-19 pandemic and in following the health 
and safety guidelines issued by local and state officials, it was decided at 
the March 19 check-in meeting that many activities associated with Task 
2, such as site visits and resident outreach, would be paused for the time 
being. Recycling service level changes were made on a case-by-case 
basis for properties that received a site visit prior to the stay at home 
orders due to COVID-19. In September 2020, Cascadia conducted a COVID-19 job safety analysis and planning 
process for resuming no-contact site visits. Technical assistance resumed in October 2020 with the following 
health and safety protocols in place: 

 Field staff were required to complete a COVID-19 screening survey prior to going into the field to 
confirm they weren’t exhibiting symptoms, tested positive for COVID-19, or been in contact with an 
individual who tested positive. 

 Field staff wore personal protective equipment (PPE) while conducting site visits, including a face 
mask, nitrile gloves, and safety vest. 

114.8 cubic yards of 
recycling added per 
week at multifamily 

properties 
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 Field staff performed no-contact site assessments, meaning they did not attempt to make contact 
with a property manager or decision-maker on-site. Field staff followed up with decision-makers 
through email or phone after they conducted their site assessment to provide their 
recommendation. 

 In special circumstances where property managers requested the delivery of resources, field staff 
would deliver the materials on-site, wear a face mask, and keep at least six feet of distance between 
themselves and the recipient. 

In total, service changes were completed at 12 properties. Of the 12 service changes completed, 2 were no-
contact service changes. These changes resulted in 114.8 cubic yards of additional multifamily recycling 
capacity per week in the City of Kirkland.  

Resident Education  

In June 2019-February 2020 prior to the COVID-19 pandemic, outreach staff conducted door-to-door 
outreach and directly interacted with residents who were home. During the COVID-19 pandemic, outreach 
staff conducted no-contact outreach and left recycling tote bags and collateral at each unit’s door without 
interacting with residents. In total, 5 properties representing 516 units received resident education. Of those 
5 properties, 4 received door-to-door outreach and one property representing 64 units received no-contact 
reusable tote bag distribution at each door following adjustments in outreach due to COVID-19. In total, 515 
reusable tote bags were delivered to residents in-person, no-contact at their door, or to property managers to 
distribute to their residents. 

Pre-Pandemic Outreach 
Prior to the COVID-19 pandemic, door-to-door outreach was conducted during weekday afternoons (typically 
1pm-6pm). Outreach staff visited each residential unit once.  

When residents were reached at home, outreach staff followed a script using community-based social 
marketing principles to engage and educate residents, including walking the resident through a web-based 
interactive recycling “quiz”. At properties with new or additional recycling service, outreach staff alerted 
residents to the changes and confirmed that residents were aware of recycling container locations on-site.  

Residents were given a reusable tote bag along with education materials. Residents who received the tote 
bag were asked to provide a verbal commitment that they would use the tote bag to carry separated 
recyclables to the central recycling container. 

At units where bags were provided and no resident was home or where no-contact distribution of outreach 
materials was conducted, outreach staff left a tote bag at the door or with the property manager (per the 
manager’s instructions). 

During pre-pandemic outreach, outreach staff achieved an average interaction rate of 30 percent at units 
reached directly (excluding units at the property that received a no-contact bag distribution), meaning that 
staff spoke with a resident at approximately 1 in every 3 units visited.  

Outreach During COVID-19 
Due to the impacts of the COVID-19 pandemic and in following the health and safety guidelines issued by local 
and state officials, it was decided at the March 19 check-in meeting that in-person door-to-door outreach 
would be paused. As the year went on and stay-at-home orders remained in place, door-to-door outreach 
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was suspended for the remainder of the year. Although field staff no longer engaged residents in a 
conversation about recycling, administered a recycling quiz, and distributed a recycling tote bag at the door, 
staff continued to provide residential education in the fall through the following no-contact methods: 

 Field staff installed special signage in visible 
locations to help residents understand how to 
dispose of materials in the recycling and 
garbage containers. Field staff installed 216 
signs and 33 decals at 30 properties. 

 For properties that requested reusable tote 
bags be distributed to each resident, field 
staff delivered a tote bag stuffed with 
recycling collateral (2020 multifamily 
recycling guide, “recycling at your complex” 
flyer) at each resident’s door. Field staff 
delivered reusable tote bags containing 
collateral to one property. 

 For properties that requested physical 
collateral, field staff delivered collateral to 
property managers on-site while practicing 
mask-wearing, physical distancing, and other 
safety protocols. Field staff delivered 
reusable tote bags, 2020 multifamily recycling 
guide, “recycling at your complex” flyer, and 
City compost drop-off postcards to property managers. 

 Field staff emailed electronic copies of collateral, such as the 2020 multifamily recycling guide, 
“recycling at your complex” flyer, and City compost drop-off postcards for property managers to 
electronically distribute to their residents. 

 Field staff delivered educational materials (collateral) to properties, such as the City of Kirkland’s 
multifamily recycling guide, “recycling at your complex” flyer, and City compost drop-off postcards. 
(This excludes signage and reusable tote bags.) Forms of delivery included placing collateral inside 
reusable tote bags to distribute to residents and providing collateral to property managers to either 
deliver to residents themselves or distribute to new residents that move in. Outreach staff delivered 
963 pieces of recycling education collateral to properties. 

Organics Assistance Provided 

Providing effective assistance to support recycling participation requires a tailored approach at each 
multifamily property based on the unique factors that influence the recycling program, such as the number of 
units, types of residents, layout of collection containers, and involvement of property staff in collection, just 
to name a few. In addition to standard service updates and door-to-door resident education, some properties 
inquired about adding organics service. 

Cascadia assisted properties interested in organics service by conducting a site assessment, ensuring they had 
sufficient recycling capacity with minimal recycling contamination, and providing a recommendation to the 
City. After the property was approved for organics service, field staff emailed a resident notification letter 
template and “accepted materials in compost” poster for the property manager to electronically or physically 
distribute to residents. Field staff also posted signage at the property’s organics container and conducted a 



  
CITY OF KIRKLAND MULTIFAMILY ASSISTANCE 

2019-20 PROJECT SUMMARY 

 KIRKLAND MULTIFAMILY RECYCLING | DECEMBER 2020 | 6 

post-bin audit. In total, organics service was added to 2 properties. These changes resulted in 0.5 cubic yards 
of additional multifamily organics capacity per week in the City of Kirkland. 

Results 
Over the course of the 2019-20 multifamily assistance project, Cascadia: 

 Offered assistance to 39 properties and completed site assessments at 38 properties. (One property 
received additional support from Waste Management while Cascadia provided tote bags and 
collateral.) 

 Made recycling service changes at 12 properties that resulted in 114.8 cubic yards of additional 
weekly recycling capacity. 

 Added organics service to 2 properties that resulted in 0.5 cubic yards of additional weekly organics 
capacity. 

 Conducted door-to-door resident outreach at 5 properties representing 516 units. Of the 516 units, 
one property representing 64 units received no-contact reusable tote bag distribution at each door 
following adjustments in outreach due to COVID-19. 

 Delivered 515 reusable tote bags to residents in-person, no-contact at their door, or to property 
managers to distribute to their residents. 

 Installed 216 signs and 33 decals at 30 properties. 
 Delivered 963 pieces of recycling education collateral to properties. This includes the City of 

Kirkland’s multifamily recycling guide, “recycling at your complex” flyer, and City compost drop-off 
postcards. (This number excludes signage and reusable tote bags.) Forms of delivery included placing 
collateral inside reusable tote bags to distribute to residents and providing collateral to property 
managers to either deliver to residents themselves or distribute to new residents that move in. 

Bin Audits 

Pre and post bin audits were completed at 8 properties assisted in 2019-20. Initial bin audits occurred during the 
on-site assessment. Final bin audits were completed approximately one month after assistance was provided. 

Pre and post bin audit results are compared to quantitively evaluate program success. Staff assess recycling 
contamination and volume by completing a visual audit evaluating container fullness (to the nearest 10%) and 
composition of the materials. (Materials are not weighed or physically sorted.) 

Five out of eight properties that received service changes had increased recycling volumes observed in 
recycling containers during post-assistance audits. Six out of eight properties that received service changes 
had decreased recycling contamination observed in recycling containers during post-assistance audits. 
Increased recycling volumes and decreased recycling contamination were observed at both properties 
audited that received both service changes and door-to-door outreach. 

Bin audits before and after assistance show that additional recycling capacity combined with door-to-door 
outreach can increase recycling volumes without significantly increasing contamination at multifamily properties. 
When door-to-door outreach is not feasible, as was the case this year with the COVID-19 pandemic, other forms of 
resident education and outreach can still be utilized to provide residents with the tools and information to recycle 
correctly, such as posting signage, leaving a tote bag filled with collateral at each unit’s door, delivering collateral to 
property managers for distribution to their residents, and emailing property managers electronic collateral to email 
to their residents. 
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Recommendations 

The City of Kirkland currently provides service to over 500 multifamily properties and it is expected that 
several large new properties, representing an additional 4,500 multifamily units, will be added to the City’s 
service in the next few years. To continue improving recycling outcomes at multifamily buildings in Kirkland, it 
is essential to ensure that property managers and residents at both existing and new properties have the 
education, resources, and supportive infrastructure to enable successful recycling participation.  

Bin audits before and after assistance show that additional recycling capacity combined with door-to-door 
outreach can substantially increase recycling volumes without significantly increasing contamination at 
multifamily properties. When door-to-door outreach is not feasible, as was the case this year with the COVID-19 
pandemic, other forms of resident education and outreach can still be utilized to provide residents with the tools 
and information to recycle correctly, such as posting signage, leaving a tote bag filled with collateral at each unit’s 
door, delivering collateral to property managers for distribution to their residents, and emailing property managers 
electronic collateral to email to their residents. To achieve measurable progress in recycling program outcomes, 
Cascadia makes the following recommendations:  

 Continue providing technical assistance to reach additional multifamily properties and support 
improvements to facilitate achievement of Kirkland’s recycling ordinance, including the use of no-
contact service changes where needed.  

 Post signage at properties as a form of no-contact resident education. 
 Deliver recycling toolkits to property managers at new properties for distribution to new residents 

and engage property managers in recycling program launch where feasible.  
 Utilize Waste Management’s multilingual guidelines for resident education. 
 Send a yearly mailer and email (when on file) to property managers notifying them about the 

recycling program and available resources and assistance. 

 

 

  

Property Name Pre Pre
COUNTRY TRACE CONDO** 2% 10% 2.9                   4.7          
EMERSON APARTMENTS** 31% 14%  38.8                31.9        
INGLENOOK COURT** 20% 13%  27.1                32.1        
JUANITA RIDGE* 19% 18%  3.3                   4.9          
KIRKLAND PLACE APARTMENTS* 37% 28%  8.7                   14.0        
LAUREL PARK CONDOS** 17% 8%  5.3                   5.6          
MIRA CONDOS** 5% 20% 14.9                11.2        
ROSE CREST APTS** 26% 12%  5.2                   4.3          
*Property received service changes and D2D outreach.
**Property only received service changes. Collateral may have been delivered to property.

Recycling Contamination 
(% by volume)

Recycling Volume 
(cy/wk)

Post Post


	2019-20 Project Summary
	Task 1. Bulky Item Collection Implementation Research
	Task 2. Conduct Outreach at Large Multifamily Properties
	Customized Property Support
	Resident Education
	Pre-Pandemic Outreach
	Outreach During COVID-19

	Organics Assistance Provided

	Results
	Bin Audits
	Recommendations




