
Office of the City Auditor

City and County of 
Honolulu 

State of Hawai`i

Report to the Mayor 
and the 

City Council of Honolulu

Audit of the City’s 
Bulky Item 
Collection 

Service

Report No. 17-04
August 2017





Audit of the City’s Bulky Item 
Collection Service

A Report to the
Mayor
and the
City Council
of Honolulu

Submitted by

THE CITY AUDITOR
CITY AND COUNTY
OF HONOLULU
STATE OF HAWAI`I









Table of Contents 

Chapter 1 Introduction and Background 

Introduction .......................................................................................................................... 1 
Background ........................................................................................................................... 1 
Audit Objectives, Scope and Methodology ...................................................................... 3 
Audit Results......................................................................................................................... 5 

Chapter 2 ENV Can Reduce Overtime Costs by Improving the Timeliness and 

Efficiency of Bulky Item Collections 

Background ........................................................................................................................... 8 
Overtime is Excessive ........................................................................................................ 13 
Collection Yards Have Inadequate Staffing for Bulky Item Collections .................... 15 
Excessive Sick Leave Adversely Affects Bulky Item Collection Routes and 

Overtime ......................................................................................................................... 18 
Bulky and White Goods Full Loads Are Not Maximized ............................................ 21 
Collection Yards Visited Were Behind Schedule in Collecting Bulky Items and 

White Goods .................................................................................................................. 22 
Recommendations.............................................................................................................. 27 

Chapter 3 ENV Needs to Expand its Enforcement of Bulky Item Violations and 

Educate Residents on Bulky Collection Guidelines 

ENV Refuse Inspection Section Roles and Responsibilities ......................................... 29 
Inadequate Staffing Prevents Monitoring of Entire Island .......................................... 30 
Communicating Bulky Item Collection Guidelines to Residents Can Be 

Improved ........................................................................................................................ 30 
Notice of Violations (NOV) Were Issued Mostly in the Honolulu Area .................... 34 
Comparisons with Other Cities ........................................................................................ 36 
Recommendations.............................................................................................................. 38 

Chapter 4 Conclusions and Recommendations 

Recommendations ............................................................................................................. 40 

Management Response ..................................................................................................... 42 

Appendices 

Appendix A Comparison Cities .............................................................................................................. 49 

Appendix  B  Comparison Cities – Bulky Collection Frequency and Fees ........................................ 59 

i 



ii

List of Exhibits

Appendix C Sector Map Used by Crew Leaders at the Honolulu Yard to Mark Completed 
Routes ..............................................................................................................................61

Appendix D Sector Map Used by Crew Leaders at the Pearl City Yard to Mark Completed 
Routes ..............................................................................................................................63

Appendix E Sector Map Used by Crew Leaders at the Kapaa Yard to Mark Completed 
Routes ..............................................................................................................................65

Appendix F	 Notice of Violation ..............................................................................................................67 
Appendix G Notice of Order ....................................................................................................................69

Exhibit 1.1	 Department of Environmental Services Organizational Chart.......................................2
Exhibit 1.2  Refuse Division Organizational Chart................................................................................3
Exhibit 2.1  O‘ahu Bulky Item Collection Sectors Map.........................................................................8
Exhibit 2.2  Rear Loading Packer Truck (left) and Flatbed Truck (right)...........................................9
Exhibit 2.3	 Bulky Item Collection Process............................................................................................10
Exhibit 2.4  Types and Number of Bulky Item Collection Calls Received by CSD from 

Residents..........................................................................................................................11
Exhibit 2.5  Bulky and White Goods Employees with the Highest Overtime Totals 

(July 2015 – July 2016)....................................................................................................14
Exhibit 2.6	 Bulky and White Goods Overtime Totals by Collection Yard 

(July 2015 – July 2016)....................................................................................................14
Exhibit 2.7	 Total Authorized, Filled and Vacant Positions at the Collection Yards (FY 2016)......16
	 Bulky and White Goods Employees With the Highest Sick Leave Totals 

(July 2015 – July 2016)....................................................................................................19
	 Bulky and White Goods Employee Sick Leave Totals by Collection Yard 

(July 2015 – July 2016)....................................................................................................19
Exhibit 2.10	 Bulky and White Goods Employees With the Highest LWOP Totals

(July 2015 – April 2017) .................................................................................................20
Exhibit 2.11	 Bulky Item Load Weights by Refuse Collection Yard.....................................................21
Exhibit 2.12	 White Goods Loads by Refuse Collection Yard...............................................................22
Exhibit 2.13	 Progress of Bulky and White Goods Crews During a Visit to the Honolulu Yard 

on the Second Wednesday of the Month.....................................................................23
Exhibit 2.14	 Progress of Bulky and White Goods Crews During a Visit to the Pearl City Yard 

on the Fourth Monday of the Month...........................................................................24
Exhibit 2.15	 Progress of Bulky and White Goods Crews During a Visit to the Kailua Yard on 

the Second Monday of the Month................................................................................25
Exhibit 2.16	 A Collection Yard Supervisor Addressing a Missed Bulky Pick Up  ..........................26
Exhibit 3.1	 Non-Bulky Items Set Out by Residents for Bulky Collection That Should Be 

Disposed of in the Gray Refuse Carts..........................................................................31
Exhibit 3.2	 Non-Bulky Items Mixed with Bulky Items and White Goods Set Out by 

Residents..........................................................................................................................32
Exhibit 3.3	 Cardboard Boxes Set Out by Residents for Bulky Collection that Should Be 

Recycled in the Blue Recycling Carts...........................................................................32
Exhibit 3.4	 Branches Set Out by Residents for Bulky Collection That Should Be Disposed of 

in the Green Waste Carts or Cut for Bulky Pick Up...................................................33



Exhibit 3.5	 Prohibited Item (Concrete) Set Out by Residents for Bulky Collection.......................33
Exhibit 3.6	 Bulky Collectors Picking Up Non-Bulky Items...............................................................34
Exhibit 3.7	 Total NOVs Issued by Area and Type (May 2015-December 2016)..............................35
Exhibit 3.8	 Total NOOs Issued by Area and Type 

(May 2015-December 2016)...........................................................................................36
Exhibit 3.9	 U.S. Cities with Bulky and White Goods Limits.............................................................38
Exhibit B.1	 Bulky Collection Frequency Among Other Cities ..........................................................59
Exhibit B.2	 Bulky Collection Fees Among Other Cities .....................................................................59

iii



This page intentionally left blank.

iv



Chapter  1:  Introduction and Background

1

Chapter 1 
Introduction and Background

This audit was initiated by the Office of the City Auditor pursuant 
to Section 3-502.1(c) of the Revised Charter of Honolulu and the 
Office of the City Auditor’s Annual Work Plan for FY2016-17.  The 
office of the city auditor determined this audit was warranted 
based on the number of complaints the city received related to the 
bulky item collection service. 

The objectives of the Audit of the City’s Bulky Item Collection Service 
were to assess: (1) the timeliness and efficiency of the city’s 
monthly bulky item collection service; (2) the effectiveness of 
the division’s enforcement program for bulky item ordinance 
violations; and (3) whether the division can improve operational 
effectiveness and efficiency and reduce costs of its bulky item 
collection service.

The city’s bulky item collection service went from an 
appointment-based service to island-wide regular, monthly 
pickups over a decade ago.  The urban core of Honolulu was the 
first area to transition to regularly scheduled pickups.  Around 
2005, the other districts were converted to regular pickups, 
with the last district completed in 2006.  The Department of 
Facility Maintenance’s Roads Division was responsible for bulky 
item pickups when it was an appointment based service.  As 
the districts transitioned to regular, monthly pickups, bulky 
item collection became the responsibility of the Department of 
Environmental Services’ (ENV) Refuse Collection Branch.  The 
transition to regular scheduled monthly pickups was supposed 
to reduce illegal dumping; provide more timely pickups; and 
provide the same service for all residents.

After converting to regularly scheduled monthly bulky pickups, 
problems persisted.  These problems included illegal dumping, 
untimely pickups, and residents placing bulky items out on 
unscheduled days.  To resolve the problems, the city council 
introduced Bill 41 in May 2014 to establish a pilot program for 
fee-based bulky item pickup by appointment only.  In May 2016, 
Ordinance 16-9 (2016) was approved and increased the fine for 
illegal disposal of refuse, including bulky wastes.

Introduction

Background
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The Department of Environmental Services’ Refuse Division 
is responsible for administering, managing and planning the 
city’s solid waste program.  The program includes the collection 
of bulky items on O‘ahu.  Exhibit 1.1 below shows the ENV 
organizational chart. 

Exhibit 1.1  
Department of Environmental Services Organizational Chart

 

Source: Office of the City Auditor and Department of Environmental Services

The Refuse Collection Branch is in the ENV Refuse Division.  It 
oversees seven collection yards which are responsible for refuse 
collection of bulky items and white goods.  The Refuse Inspection 
Section in the Refuse Collection Branch addresses and responds to 
bulky item violations such as off-schedule setout of bulky items, 
improper placement of items, putting out non-collectable items, 
and having no storage area for refuse.  Exhibit 1.2 shows the 
Refuse Division organizational chart.  
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In order to meet the audit objectives, we reviewed pertinent 
city ordinances, state laws, and applicable city administrative 
rules, policies and procedures.  We  reviewed the Department of 
Environmental Services’ report to the city council on enforcement 
and collection of bulky wastes, the opala website, the United 
Public Workers Unit 1 contract;  the policies and procedures on 
task work for refuse collection, and the city memorandum of 
agreements with the United Public Workers union.

Exhibit 1.2  
Refuse Division Organizational Chart

Source: Office of the City Auditor and Department of Environmental Services

 

Audit Objectives, 
Scope and 
Methodology
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We visited three of the seven collection yards (Honolulu, 
Pearl City and Kapaa collection yards) that service O‘ahu.  We 
conducted interviews with key management and staff, observed 
typical work days at the collection yards, participated in ride 
alongs, and analyzed daily collection yard logs.  We analyzed 
daily schedule sheets, route assignment sheets, and route 
completion sector maps.  We analyzed bulky item and white 
goods loads, overtime, leave, and staffing totals covering the 
period from July 2015 to April 2017.    

In the Refuse Inspection Section, we interviewed key management 
and staff, participated in a ride-along, and analyzed inspection 
logs.  We interviewed Department of Customer Services 
management and staff, and analyzed their complaint logs related 
to bulky item collection.

We assessed the reliability of ENV’s information by tracing the 
data to source documents and through observations of how the 
data was created and input.  We assessed internal controls related 
to refuse collection, which were considered adequate and usable 
for our audit purposes. Although we questioned the completeness 
and accuracy of some data, we relied on documents and reports 
provided by ENV because it was the only information available at 
the time of our audit.

We identified other localities with similar populations to O‘ahu 
that have bulky item and white goods collection services. Based 
on the availability of information, we compared collection 
methods, frequency, limits, and fees; enforcement of bulky 
collection regulations; alternative collection services; and 
prohibited items.  We interviewed staff and requested information 
from the jurisdictions that enforced bulky item collection limits.

We are unaware of any audits performed on this issue. 

This audit was performed in accordance with generally accepted 
government auditing standards from April 2016 to May 2017, and 
suspended for higher priority work from November 2016 through 
March 2017.  These standards require that we plan and perform 
the audit to obtain sufficient and appropriate evidence to provide 
a reasonable basis for our findings and conclusions based on our 
audit objectives. We believe that the evidence obtained provides 
a reasonable basis for our findings and conclusions based on our 
audit objectives. 



Chapter  1:  Introduction and Background

5

Audit Results
 
ENV and the Refuse Collection Branch managers need to address 
several refuse collection yard problems.  These problems relate 
to excessive sick leave, staffing shortages, and union memoranda 
of agreements that have resulted in untimely collections and 
excessive overtime. More specifically:

•	 from July 2015 to July 2016, 102 (of the 122) manual 
collection employees took 17,815 hours (2,227 days) of sick 
leave; 
 

•	 from July 2015 to July 2016, 153 employees received $1.7 
million in overtime for bulky and white goods collection; 
and  

•	 from July 2015 to April 2017, 21 employees took over 
3,900 hours of leave without pay due to insufficient leave 
balances. 

•	 These absences increased untimely collections and the cost 
of collecting bulky refuse.   

ENV also needs to increase its efforts to educate residents 
on bulky collection guidelines, expand their monitoring and 
enforcement of violations, improve staffing in the Refuse 
Inspection Section, and improve residents’ compliance with bulky 
collection rules.
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Chapter 2
ENV Can Reduce Overtime Costs by Improving 
the Timeliness and Efficiency of Bulky Item 
Collections

Bulky item collection costs can be reduced.   Between July 2015 
and April 2017, 21 employees took over 3,900 hours of leave 
without pay due to insufficient leave balances.  Even if every 
scheduled manual employee reported to work on a given day, 
there are not enough employees to fill all of the manual route 
crews, including bulky item collection crews at the collection 
yards.  This resulted in bulky item collection crews completing 
routes on overtime.

In our opinion, Department of Environmental Services (ENV) 
managers and the Refuse Collection Branch managers could: 

•	 reduce sick leave abuses by monitoring employees with 
patterns of absences and taking disciplinary action for sick 
leave abuses;   

•	 reduce overtime by maximizing the daily number of bulky 
and white goods routes that are completed on regular 
time; 

•	 address staffing needs and shortages at the refuse 
collection yards;  

•	 maximize loads collected; and  

•	 propose and negotiate updated agreements with the 
United Public Workers.  

By resolving these issues, ENV managers can reduce untimely 
bulky and white goods collections and excessive overtime.           

 
Highlights 

•	 153 employees in the 
Refuse Collection 
Branch received 
$1,691,572 in 
overtime for bulky 
and white goods 
collection (an average 
of  $11,056 per 
employee); 

•	 102 manual collection 
employees in the 
Refuse Collection 
Branch took a total 
of 2,227 days of sick 
leave (an average of 
22 days of sick leave 
per employee); and 

•	 21 employees took 
over 3,900 hours of 
leave without pay 
due to insufficient 
leave balances.  
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Bulky Item Collection Service: O‘ahu is divided into 35 sectors 
and the Waikiki area.  Each of the sectors are assigned a set day 
every month for bulky and white goods collection, such as the 
second Monday of each month.   The city collects bulky refuse 
every week, Monday through Saturday, except on Christmas Day 
and New Year’s Day.  Seven refuse collection yards (Honolulu, 
Kapaa, Laie, Pearl City, Wahiawa, Waialua and Waianae) are 
responsible for bulky and white goods collections.  Exhibit 2.1 
shows the bulky item collection yards and sectors.  

Background

Exhibit 2.1  
O‘ahu Bulky Item Collection Sectors Map

 
Source: Office of the City Auditor and Department of Environmental Services
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Bulky items:  Bulky items include many things including lumber; 
iron pipes; radios; television sets; phonographs; bed frames; box 
springs; mattresses; furniture, including tables, sofas and chairs; 
sinks and other materials or equipment of a weighty or bulky 
nature.  Tree branches or stumps over nine inches in diameter 
must be cut to lengths less than three feet.  Bulky items also 
include rolled up and fastened carpeting; and materials for minor 
home repairs or remodeling not exceeding one cubic yard.  Items 
that will not be collected as bulky items include: construction 
materials such as tile and drywall; demolition debris; dirt; 
rock; concrete; and large automobile parts.  Refuse or recycling 
materials suitable for regular collection must be placed in the 
grey, blue, or green bins for regular trash pickup.  Bulky items 
are collected in a rear loading packer truck (see photo below) and 
disposed of at the city’s H-Power facility which burns the trash to 
generate electric energy for the city.
  
White goods:  White goods are large, metal household appliances 
that include refrigerators; freezers; stoves; water heaters; air 
conditioners; washing machines; dryers; and dishwashers.  White 
goods also include water fountains and coolers; microwaves; ice 
machines; and other large appliances.  White goods are collected 
in a flatbed truck and disposed of at a recycling company in 
Kapolei.  

Exhibit 2.2 shows the refuse trucks used to collect bulky items and 
white goods.  

Exhibit 2.2  
Rear Loading Packer Truck (left) and Flatbed Truck (right)

 

Source: Office of the City Auditor
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All areas of the island are on a no-call, regular monthly collection
schedule for bulky item pickup, except for the Waikiki area (every
Saturday). Monthly scheduled pickups are conducted over a 3-4
day period, and is a free service. Bulky item collection is limited
to residential dwellings. Commercial properties are required
to arrange for collection of their refuse through private refuse
haulers.

Residents are required to place their bulky items at the curb
fronting their property by 6:00 AM on their scheduled collection
day. Residents may place the bulky items outside the evening
before the scheduled collection day. Exhibit 2.3 illustrates the
bulky item collection process.

Exhibit 2.3

Bulky Item Collection Process

Source: Offi ce of the City Auditor and Department of Environmental Services

Complaints: According to the city’s 2014 and 2015 Service Eff orts & 
Accomplishments Reports, bulky item service was the seventh most
complained about issue in FY 2015 and fourth most complained
issue in FY 2014.

Over a third of the calls received by the Department of Customer
Services (CSD) for bulky collections were complaints about
missed or late pickups. Between May 2015 and April 2016, CSD
received 316 calls from residents related to bulky and white goods
collection. Complaints of improper placement of bulky items by
residents, which included obstruction of sidewalks and streets;
illegal dumping; and the creation of safety hazards amounted to
137 (43%) of the calls. Missed or late pickup complaints totaled
115 (36%) calls. There were 38 (12%) complaints about off  schedule 
set out of bulky items by residents. Calls for information,
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residents calling to provide collection reminders and other calls, 
which included complaints about collection crews leaving debris 
and tire markings on residents’ properties totaled 26 (8%).  The 
calls received by CSD are detailed in Exhibit 2.4.

Exhibit 2.4  
Types and Number of Bulky Item Collection Calls Received by 
CSD from Residents

Source: Office of the City Auditor and Customer Services Department

After receiving a call or complaint related to bulky item 
collections, CSD creates a task order and assigns it to ENV.  ENV 
has about two weeks to address the call or complaint.  After ENV 
responds, CSD closes the task order.  

As of May 2016, ENV had 38 overdue items related to bulky 
collections that were not closed by CSD. The overdue items 
ranged as far back as April 2013.  Overdue items included 
complaints for missed pickups, improper placement of bulky 
items, and off schedule set out of bulky items.  The collection 
yards and the refuse inspection section also received and 
addressed additional calls and complaints from residents related 
to bulky and white goods collection.  The types and number of 
bulky item collection calls received by ENV is unknown because 
ENV does not maintain complaint or call logs.

The Memorandum of Agreement (MOA) requirements created 
daily challenges for collection yard supervisors when staffing and 
scheduling bulky item collection crews and reduced their ability 
to control overtime.  

Union agreement 
creates challenges for 
controlling overtime and 
staffing collection routes  

 

Improper
placement of 
bulky items

137

Missed or 
late bulky 

pickup
115

Off schedule 
set out of 

bulky items
38

Info request,
reminders &

other
26
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Union agreement: The United Public Workers (UPW) union 
represents the bulky item collection employees at the seven 
collection yards.  The MOA between the city and the union 
contain modifications to the Unit 1 contract and the Policies and 
Procedures on Task Work for Refuse Collection (Ukupau). The MOA 
and Ukupau use task work to implement refuse collection policies 
and practices for the Refuse Division.  The Ukupau policies and 
practices between the city and the union were effective July 2, 
1973, and applies to all seven collection yards.  

Each bulky items collection crew needs to consist of one crew 
leader and two collectors:  The MOA states that each bulky item 
collection crew is required to consist of one refuse collection crew 
leader and two refuse collectors.  The crew leader is the driver of 
the bulky or white goods truck.  The bulky crew cannot start their 
route with less than three crew members, and if they have a full 
crew, one of the members needs to be qualified to drive.  If these 
requirements are not met, then the bulky crew and truck would sit 
idle until a full crew is available.  As a result, bulky routes are not 
completed or completed on overtime.

Bulky item route selection for crew leaders and collectors are 
based on seniority: About once a year, refuse workers at each 
collection yard select their routes based on their seniority and 
positions at the collection yard.  The selection of relievers and the 
master pool is also based on seniority.  
 

•	 Relievers serve as substitutes for crew members who are 
assigned routes and are not available to work the route 
due to sick leave, a day off, industrial leave, vacation, 
training or some other absence.  
 

•	 The master pool consists of employees who do not have an 
assigned route.  Supervisors assign workers in the master 
pool to any route that needs to be filled. 

Once drivers and collectors select their routes, they cannot be 
taken off their assigned route and placed on a different route if 
their assigned route is scheduled to go out.  If an employee is 
scheduled to work, and his or her route is not scheduled to go out 
that day, then the employee can be assigned to another route.  

For example, the Honolulu yard has two full crews assigned to 
the bulky route, and the Pearl City yard has two collectors, but no 
refuse collection crew leader (driver) assigned to its bulky route.  
The other collection yards do not have assigned bulky crews and 
use available drivers and collectors to fill bulky crews. 
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The MOA requirements created daily challenges for collection 
yard supervisors when staffing and scheduling bulky item 
collection crews and reduced their ability to provide timely 
collection services and to control overtime.

An employee is considered to have completed the equivalent of a 
workday (eight hours) after collection of two full loads:  Under 
the MOA, employees need to complete only two full loads to be 
paid for an eight hour workday. The MOA states an employee 
is considered to have completed the equivalent of an eight hour 
workday after collecting two full loads.  The MOA also states that 
collection of additional full loads after collection of the first two 
full loads will constitute overtime, and states that an employee is 
credited with four hours of overtime for each full load collected.

The MOA further states that an employee is considered to 
have completed the equivalent of an eight hour workday 
after the collection of two full loads where the total weight is 
approximately 24,000 pounds (12 tons) for a compactor truck; 
10,000 pounds for a flatbed truck; or the combination of 12,000 
pounds for a compactor truck and 5,000 pounds for a flatbed 
truck.  In the event the last load is a partial load, the partial load is 
considered a full load. The MOA restricts the ability of collection 
yard supervisors to provide timely services and to control 
overtime costs. 

Overtime for bulky and white goods crews is a common 
occurrence at the collection yards.  Inadequate staffing, sick leave 
abuses, and having to comply with the MOA terms have resulted 
in excessive overtime.  Over a thirteen month period from July 
2015 to July 2016, 153 employees received $1,691,572 (an average 
of $11,056 per employee) in overtime for bulky and white goods 
collection.  Exhibit 2.5 shows the employees with the highest 
overtime totals for the period, and Exhibit 2.6 breaks down the 
overtime totals by collection yard.

Overtime is 
Excessive
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Exhibit 2.5  
Bulky and White Goods Employees with the Highest Overtime 
Totals (July 2015 – July 2016)

 

Hours Totals
1 A Pearl City 2,013 $75,570
2 B Pearl City 1,517 $65,981
3 C Pearl City 1,373 $59,924
4 D Pearl City 1,299 $48,253
5 E Honolulu 1,093 $47,853
6 F Honolulu 1,072 $40,450
7 G Pearl City 804 $34,960
8 H Honolulu 904 $33,987
9 I Waianae 696 $30,396
10 J Honolulu 790 $29,827

Rank Employee Yard
Overtime

Source: Office of the City Auditor and Department of Environmental Services

Exhibit 2.6
Bulky and White Goods Overtime Totals by Collection Yard 
(July 2015 – July 2016)

Source: Office of the City Auditor and Department of Environmental Services

 

Collection Yard

Number of 
Employees Who 

Received Overtime
Total 

Overtime

Average Overtime 
Received Per 

Employee
Pearl City 42 $677,072 $16,121
Waianae 12 $130,946 $10,912
Waialua 3 $32,377 $10,792
Honolulu 60 $603,772 $10,063
Kapaa 24 $204,885 $8,537
Wahiawa 9 $41,479 $4,609
Laie 3 $1,042 $347

In our opinion, ENV and refuse yard supervisors can reduce 
overtime in several ways.  One way is to propose and negotiate 
changes to the MOAs and Policies and Procedures on Task Work for 
Refuse Collection to (1) eliminate the condition that two full loads 
are equivalent to a full eight hour workday, and (2) eliminate the 
overtime requirement for collecting more than two loads.

 
Analysis Highlights 

•	 The top ten employees 
with the highest 
overtime hours for 
the 13 month period 
reviewed received a 
total of $467,201 in 
overtime pay. 

 
Analysis Highlights 

•	 In the 13 month period 
reviewed, the Honolulu 
and Pearl City 
collection yards paid 
a total of $1,280,844 in 
overtime pay. 
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Overtime can be further reduced by maximizing the bulky item 
routes that go out on regular time.  For example, there are days 
when morning bulky crews are sent out on overtime, or collection 
trucks are idle and routes are not done until the afternoon on 
overtime, or sometimes not done at all, because supervisors are 
unable to fill bulky crews in the morning to complete routes on 
regular time.  As a result, employees who completed their two 
assigned loads and employees who come in to work on their day 
off to take a chance that work is available are used to fill bulky 
collection crews on overtime because of the lack of coverage at the 
collection yards.  

There are overtime incentives for employees to do certain routes.  
For instance, the Pearl City collection yard is responsible for the 
white goods collection at the Waipahu and Ewa convenience 
centers.  The routes are done 3-5 times a week, all on overtime.  
ENV and supervisors could reduce overtime by organizing the 
convenience center routes as regular time routes.

Refuse collection employees are grouped in accordance with the 
routes assigned to them.  An automated route consists of a refuse 
collection equipment operator who uses an automated truck to 
collect refuse, recyclables and green waste in the gray, blue and 
green carts.  

Manual crews collect refuse in areas not serviced by the 
automated routes.  Manual collection personnel are used to fill 
crews for manual, bulky item, and white goods routes.  Volunteers 
from the automated side are used if there are insufficient manual 
employees.

Collection yards need an adequate amount of available manual 
employees to fill manual, bulky, and white goods crews.  Even if 
every scheduled manual employee reported to work on a given 
day, there are not enough employees to fill all of the manual route 
crews, including bulky item collection crews at the collection 
yards.  For example, the Pearl City collection yard requires 13 
employees to cover its five manual routes, including a total of six 
employees for its bulky item and white goods routes.  The yard 
has 14 manual employees, one of whom has been on industrial 
leave for a lengthy period of time and is not available to work.  On 
any given day, two or three employees have the day off, leaving 
about eleven employees available to cover the manual routes.  
Employees on vacation, sick leave or in training further reduce the 
number of available manual employees.

Collection Yards 
Have Inadequate 
Staffing for Bulky 
Item Collections

Collection yards have 
inadequate staffing to fill 
bulky item crews
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As a result, although no one was on vacation or sick leave during 
our visit, we found the Pearl City yard collected only one bulky 
item load in the afternoon by using volunteers on overtime who 
had completed their assigned routes in the morning.

Our calculations show that if all the available manual staff 
reported to work on a given day, the Pearl City collection yard 
would still be short two to three staff to cover the manual routes.  
Because the Pearl City collection yard does not have enough 
refuse collection crew leaders (drivers) and refuse collectors to 
cover all of its manual routes on regular time, there are days when 
bulky items are not collected.

In FY 2016, the seven collection yards had a total of 33 funded 
vacant positions.  The Honolulu collection yard had 12 of the 33 
funded vacant positions.  Exhibit 2.7 shows the authorized, filled 
and vacant positions for the seven collection yards.

Vacant positions are not 
filled even though the 
collection yards’ staffing 
are inadequate

Exhibit 2.7
Total Authorized, Filled and Vacant Positions at the Collection 
Yards (FY 2016)

*Includes positions that were filled and vacated during FY 2016.

Source: Office of the City Auditor and Department of Environmental Services

 

Collection Yard Total Funded Filled Vacated Net Gain/Loss
Honolulu 128 100 28 12 19 9 10
Kapaa 34 26 8 5 4 4 0
Laie 8 7 1 1 0 1 -1
Pearl City 67 47 20 9 7 2 5
Wahiawa 22 16 6 3 3 3 0
Waialua 6 5 1 1 1 0 1
Waianae 17 13 4 2 5 2 3

Total 282 214 68 33 39 21 18

FilledAuthorized
Vacant Positions Positions* 

Analysis Highlights 

•	 The Honolulu collection 
yard had 12 of the 
total 33 funded vacant 
postions. This is 36% of 
the FY 2016 collection 
yard funded vacant 
positions. 
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The filled positions at the collection yards are inadequate to cover 
the current bulky item collection and white goods routes.  For 
example: 

•	 Although 68 positions (24% of the authorized staffing) 
were vacant, only 33 positions (12% of the authorized 
staffing) were funded. 
  

•	 At the Honolulu collection yard, the funded vacancies 
composed  9% (12 positions) of the authorized 
staffing although the vacant positions totaled 22% (28 
positions) of the authorized staffing. 
  

•	 At the Pearl City collection yard, the funded vacancies 
composed 13% (9 positions) of the authorized 
staffing although the vacant positions totaled 30% (20 
positions) of the authorized staffing.  

•	 During FY 2016, filled positions were offset by 
personnel losses for a net gain of 18 employees.  The 
net gain was insufficient to offset the vacancies. 

In our opinion, resident complaints about missed and late pickups 
will continue and probably increase if the vacancies are not filled.

The daily refuse collection schedule for each collection yard is 
prepared by the yard supervisors.  Collection yard supervisors fill 
the refuse routes by scheduling crew members who are assigned 
to the routes through the annual selection process.  Refuse 
employees have Sundays and another rotating day off during the 
week that varies for each employee.  When preparing the schedule 
for the next day, managers make allowances for employee days 
off, vacations, industrial leave, trainings, and other scheduled 
absences.  After taking into account all the scheduled absences for 
the next day, supervisors schedule relievers and workers from the 
master pool to fill in for crew members with scheduled absences.  

Despite their pre-planning,  supervisors often do not have enough 
staff to fill the collection routes.  As a result, supervisors wait until 
the next morning to see if workers on their day off will come in to 
take a chance that work is available.  Workers who come in on their 
day off and take a chance, are paid overtime to fill in for absent 
crew members.  If there are no routes to fill, then the employee 
would return home without being compensated.

Collection yard 
supervisors must often 
pay workers overtime to 
fill scheduled bulky and 
white goods crews
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On any given morning, employees calling in sick is a common 
occurrence.  Collection yard supervisors fill the affected bulky 
item collection crews with workers from the reliever or master 
pools.  If there is enough coverage from the reliever and master 
pools, bulky item collection routes are done on regular time.  

If collection yard supervisors are not able to find enough workers 
from the master or reliever pools, supervisors will use employees 
taking a chance or volunteers willing to work after completing their 
assigned two loads.  Employees taking a chance and volunteer 
workers are paid overtime.    

Volunteers must complete their two full loads on their assigned 
routes before starting the bulky item routes.  As a result, bulky 
collection crews go out later in the day on overtime, or sometimes 
may not go out that day.

Between July 1, 2015 and July 31, 2016, there was a total of 17,815 
sick leave hours taken by 102 (of the 122) bulky and white goods 
employees from the seven collection yards.  This equates to about 
2,227 days of sick leave or an average of 22 days of sick leave per 
employee for the 13 month period.  The most sick leave taken by 
an employee during the period was 928 hours or 116 days at the 
Pearl City collection yard.  Exhibit 2.8 shows the employees with 
the highest sick leave totals for the period, and Exhibit 2.9 breaks 
down the sick leave taken by collection yard during the period of 
July 2015-July 2016.

Excessive Sick 
Leave Adversely 
Affects Bulky Item 
Collection Routes 
and Overtime

ENV needs to control 
excessive sick leave
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The United Public Workers Unit 1 Agreement provides criteria for 
determining and investigating patterns of absences for sickness 
and disciplinary action for sick leave abuse.  To establish a pattern, 
the employer must conduct a historical review and analysis of 
employee absences due to sickness for six months for regular 
employees and three months for non-regular employees.  

Exhibit 2.8
Bulky and White Goods Employees with the Highest Sick 
Leave Totals (July 2015 – July 2016)

*Based on an eight hour workday.

Source: Office of the City Auditor and Department of Environmental Services

 

Exhibit 2.9
Bulky and White Goods Employee Sick Leave Totals by Collection Yard 
(July 2015 – July 2016)

*Based on an eight hour workday.  
Source: Office of the City Auditor and Department of Environmental Services

ENV needs to counsel 
and take disciplinary 
action for sick leave 
abuse and leave without 
pay (LWOP)

 
Analysis Highlights 

•	 The top ten employees 
with the highest sick 
leave totals for the 13 
month period reviewed 
took a total of 740 sick 
leave days. That is an 
average of 74 sick leave 
days per person. 

 

Collection Yard

Number of 
Employees Who 
Took Sick Leave

Total Sick 
Leave Hours 

Taken

Average Sick Leave 
Hours Taken Per 

Employee

Equivalent Average 
Sick Leave Days Taken 

Per Employee*
Laie 3 1,224 408 51
Pearl City 13 2,804 216 27
Honolulu 63 10,628 169 21
Waianae 5 767 153 19
Wahiawa 6 896 149 19
Kapaa 9 1,328 148 18
Waialua 3 168 56 7
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As discussed above, an employee with an unacceptable pattern 
of absences due to sickness should be placed on a follow-up 
evaluation for a specific period of time not to exceed six months.  
If supported, disciplinary action for continued sick leave abuse2 
should be taken, including suspension and discharge.

Between July 2015 and April 2017, 21 employees took over 3,900 
hours of leave without pay due to insufficient leave balances.  
Exhibit 2.10 shows the employees with the most LWOP during the 
period due to insufficient leave balances. Like sick leave abuse, 
corrective action may be needed to reduce or minimize any LWOP 
abuse. 

Exhibit 2.10
Bulky and White Goods Employees With the Highest LWOP 
Totals (July 2015 - April 2017)

Source: Office of the City Auditor and Department of Environmental Services

 

2	 Since the inception of the sick leave abuse program in September 2015, 
nine bulky item collection employees were placed in the program, and 
one employee received disciplinary action.  We believe overtime costs 
and staffing shortages will continue to be a problem if sick leave abuse 
and excessive LWOP are not controlled.

 
Analysis Highlights 

•	 The top ten employees 
with the highest LWOP 
totals for the period 
reviewed took a total 
of 3,600 LWOP hours. 
That is a total of 450 
LWOP days. 
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The MOA is vague in what constitutes a full bulky item load and 
states that it is approximately six tons.  The majority of bulky item 
loads collected by each collection yard were below six tons.  The 
Waialua collection yard was the only yard where the majority of 
the bulky item loads were six tons or more.  Exhibit 2.11 shows 
the bulky item load weights collected and highlights the weight 
ranges with the most loads for each collection yard.

Exhibit 2.11
Bulky Item Load Weights by Refuse Collection Yard (January 2016 - July 2016) 

*Percentages may not total 100% due to rounding.

Source: Office of the City Auditor and Department of Environmental Services

 

Collection Yard <3 tons 3-3.99 tons 4-4.99 tons 5-5.99 tons
Total Loads 

Under 6 Tons 6-6.99 tons 7-7.99 tons >7.99 tons
Total Loads 6 
Tons & Over

Honolulu 3% 5% 18% 35% 61% 28% 9% 2% 39%
Kapaa 4% 10% 14% 41% 69% 24% 6% 1% 31%
Laie 0% 8% 31% 15% 54% 23% 0% 23% 46%
Pearl City 4% 5% 16% 36% 61% 32% 6% <1% 38%
Wahiawa 7% 6% 14% 34% 61% 29% 9% <1% 38%
Waialua 0% 0% 14% 29% 43% 43% 14% 0% 57%
Waianae 5% 9% 12% 27% 53% 36% 11% 0% 47%

Bulky Load Weights Collected*

Bulky and White 
Goods Full Loads 
Are Not Maximized

As shown above, 61% of bulky item loads collected by the 
Honolulu yard, and 69% of the Kapaa yard’s loads were less than 
six tons.  At the Laie yard, 54% of the loads were less than six 
tons, and 61% of the Pearl City yard’s loads were under six tons.  
Similarly, 61% of the Wahiawa yard’s loads were under six tons, 
and 53% of loads at the Waianae yard were less than six tons.  The 
bulky item loads collected are not maximized.    

Although the MOA states that 10,000 pounds for a flatbed truck 
constitutes two full loads, a full load for white goods is measured 
by the number of items, not by its weight.  What constitutes a full 
load for white goods collection is not consistent and varies among 
the collection yards.  For example, the Honolulu collection yard 
considers 27 to 30 refrigerators a full load, while the Pearl City 
collection yard considers 24 to 30 white goods items a full load.  
The variances for a full load of white goods is shown in Exhibit 
2.12. 
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As shown above, 61% of white goods loads collected by the 
Honolulu yard; 54% of the Wahiawa yard’s loads; and 57% of the 
Waianae yard’s loads were less than 26 items.  In comparison, 57% 
of white goods loads collected by the Kapaa yard; 64% of the Laie 
yard’s loads; 58% of the Pearl City yard’s loads; and 61% of the 
Waialua yard’s loads were 26 items or more.

The bulky item and white goods loads collected are not 
consistently maximized by the collection yards.  In our opinion, 
this resulted in the need for more collection runs and overtime to 
complete sectors. 

We visited three of the seven collection yard (the Honolulu, Pearl 
City and Kapaa collection yards).  During our visits, we found that 
all three yards were behind schedule for bulky and white goods 
collection.  For the Honolulu, Pearl City and Kapaa collection 
yards, the busiest sectors were scheduled consecutively, which 
makes it difficult for the crews to keep up.  As a result, the staff 
will use the weeks when less demanding sectors are scheduled to 
catch up.  Exhibits 2.13 – 2.15 show the progress of the bulky and 
white goods crews at each collection yard on the days of our visits.         

The Honolulu collection yard, which is the largest of the seven 
yards, has a crew leader and two collectors assigned to each of 
the two regular bulky crews and one white goods crew.  The 
Honolulu collection yard is responsible for bulky and white goods 
collection in the Waikiki area (every Saturday) and sectors 1-8, 

Exhibit 2.12
White Goods Loads by Refuse Collection Yard (January 2016 - July 2016)

*Percentages may not total 100% due to rounding.

Source: Office of the City Auditor and Department of Environmental Services

Collection Yards 
Visited Were 
Behind Schedule 
in Collecting Bulky 
Items and White 
Goods

Honolulu Collection Yard

 

Collection Yard <23 items 23 items 24 items 25 items
Total Loads 

Under 26 Items 26 items 27 items 28 items 29 items 30 items >30 items
Total Loads 26 
Items & Over

Honolulu 10% 11% 22% 18% 61% 17% 8% 5% 4% 2% 2% 38%
Kapaa 6% 4% 21% 13% 44% 11% 5% 4% 5% 5% 27% 57%
Laie 18% 4% 4% 11% 37% 9% 14% 4% 7% 5% 25% 64%
Pearl City 2% 5% 17% 18% 42% 16% 12% 9% 8% 7% 6% 58%
Wahiawa 4% 8% 22% 20% 54% 13% 10% 5% 6% 5% 5% 44%
Waialua 10% 4% 13% 10% 37% 10% 10% 10% 6% 6% 19% 61%
Waianae 7% 13% 22% 15% 57% 13% 6% 6% 6% 2% 10% 43%

Number of White Goods Collected Per Load*
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which encompasses the area between Salt Lake and Hawai‘i Kai.  
Sectors 1-4 are usually the busiest sectors.

Exhibit 2.13
Progress of Bulky and White Goods Crews During a Visit to the Honolulu Yard on the 
Second Wednesday of the Month

 
 

Source: Office of the City Auditor

On the second Wednesday of each month, the Honolulu collection 
yard is scheduled to start bulky and white goods collection 
in sector 4.  On the day of our visit, which was the second 
Wednesday of the month, the bulky crews were still completing 
sector 3 and the white goods crew was completing sector 2, and 
bulky or white goods collection did not start in sector 4.  At the 
end of the day, four bulky and two white goods routes were 
completed.  White goods collection was completed in sector 2, and 
bulky collection was still not completed in sector 3.  Two of the 
bulky routes were completed on overtime.

The Pearl City collection yard has a regular bulky crew and a 
white goods crew, but the bulky crew does not have a driver 
or crew leader assigned to it.  The Pearl City collection yard is 
responsible for bulky and white goods collection in sectors 11-18.  
Sectors 15-18 are usually the busiest sectors.

Pearl City Collection 
Yard
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On the fourth Monday of each month, the Pearl City collection 
yard is scheduled to start bulky and white goods collection in 
sector 17.  On the day of our visit, which was the fourth Monday 
of the month, bulky and white goods crews were still collecting 
items in sector 16.  At the end of the day, in total only six bulky 
loads were completed, which is about half the sector 16 route. 

The Kapaa collection yard has one crew for bulky and white 
goods collection.  The crew is filled with employees from the 
manual side of the yard.  The Kapaa collection yard is responsible 
for bulky and white goods collection in sectors 21-28.  Sectors 21 
and 22 are usually the busiest.

 

 

Exhibit 2.14
Progress of Bulky and White Goods Crews During a Visit to the Pearl City Yard on the Fourth 
Monday of the Month

Source: Office of the City Auditor

Kapaa Collection Yard



Chapter  2:  ENV Can Reduce Overtime Costs by Improving the Timeliness and Efficiency of Bulky Item Collections

25

On the second Monday of each month, the Kapaa collection yard 
is scheduled to start bulky and white goods collection in sector 
23.  On the day of our visit, which was the second Monday of 
the month, the crew was still completing bulky and white goods 
collection in sector 22.  The crew managed to start bulky collection 
in sector 23, and collected one load.

In our opinion, overtime for bulky item routes could be reduced 
by alternating busy sectors with less busy sectors; balancing out 
busy and less busy collection areas; combining slower manual 
routes; and maximizing bulky item routes that are done on 
regular time.
 

Regular monthly bulky item collections require crews to drive 
along streets located in scheduled sectors and look for bulky items 
and white goods to pick up.  In order to keep track of the streets 
where collection was completed, crew leaders draw lines through 

Exhibit 2.15
Progress of Bulky and White Goods Crews During a Visit to the Kailua Yard on the Second 
Monday of the Month

 

Source: Office of the City Auditor

Missed bulky pickups 
occurred during our ride-
alongs
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streets or areas that were completed, so the next crew knows what 
areas still need to be completed.
  

•	 The Honolulu collection yard has two bulky crews, and 
two separate maps are used for each sector that need to 
be manually combined after the sector is completed. 
  

•	 The Kapaa collection yard has one crew that collects 
bulky items and white goods.  Crew leaders at the 
Kapaa collection yard draw lines through the streets 
that bulky items were collected and draw dots in the 
areas where white goods were spotted while picking 
up bulky items.  After collecting the bulky items, the 
crew returns to the dotted areas on the map to collect 
the white goods.   

•	 Appendix C-E shows the sector maps crew leaders 
use for the Honolulu, Pearl City and Kapaa collection 
yards.  

Collection yard supervisors monitor streets to observe the bulky 
items that are set out and if residents are setting out their bulky 
items on time.  Supervisors also monitor bulky and white goods 
crews on their routes and address complaints from residents, 
which include picking up missed bulky items.  Exhibit 2.16 shows 
a collection yard supervisor picking up bulky items that were 
missed by the bulky collection crew.  The supervisor observed 
that items were set out before the scheduled pick up and suspects 
that the bulky item truck did not back up far enough into the cul-
de-sac to check for bulky items and a bush obstructed the crew’s 
view.

Exhibit 2.16
A Collection Yard Supervisor Addressing a Missed Bulky Pick 
Up  

 

Source: Office of the City 
Auditor
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The Managing Director should direct ENV to:

1.	 Propose and negotiate updated memorandum of agreements 
with the United Public Workers to revise crew requirements, 
develop more flexible work rules, and develop more flexible 
crew compositions that allow ENV to schedule and complete 
bulky item collections within the regular eight hour work day.

2.	 Reduce overtime by proposing and negotiating changes to the 
union agreement(s) to eliminate the two full loads requirement 
and the overtime requirement related to collecting more than 
two loads. 

3.	 Assess each collection yard’s staffing needs, determine 
optimal staffing levels needed to maximize the number of 
bulky collection routes completed on regular time instead of 
overtime, and fill funded vacancies at the collection yards.

4.	 Control excessive sick leave by improving how employees 
with excessive sick leave, patterns of leave abuse, and leave 
without pay absences are monitored, and take disciplinary 
action for any leave abuses.

5.	 Establish bulky and white goods full load benchmarks and load 
weights for each collection yard to improve consistency and 
maximize the loads that are being collected.

6.	 Improve the efficiency of regular, monthly pickups by 
developing collection schedules that alternate bulky 
collections for busy sectors with less busy sectors for each 
collection yard.

7.	 Improve the efficiency of regular, monthly pickups by 
redrawing sector boundaries to balance out busy and less busy 
collection areas.

8.	 Combine slower manual routes to maximize refuse load 
weights and use the extra crews for bulky item collection.

9.	 Automate and standardize the system used by collection yards 
to monitor and keep track of routes completed by bulky crews.  
 

10.	 Review the various approaches to bulky item collection used 
by other jurisdictions provided in Appendix A and propose 
the best approach for Honolulu going forward considering 
cost, efficiency, and community needs. 

Recommendations
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Chapter 3
ENV Needs to Expand its Enforcement of Bulky 
Item Violations and Educate Residents on Bulky 
Collection Guidelines

The Department of Environmental Services’ (ENV) lack of a plan 
to continually educate new and current O‘ahu residents on bulky 
collection guidelines and objectives; inadequate staffing in ENV’s 
Refuse Inspection Section; and residents’ noncompliance with 
bulky collection rules have affected the timeliness and efficiency 
of the city’s bulky collection service.  For example, residents are 
setting items out too early; placing items in improper locations; 
setting out non-bulky items (including regular refuse, recyclables 
and green waste that should be disposed of in their carts); and 
setting out prohibited items, such as concrete.  

Since inspectors are constantly addressing complaints, they do 
not have the time or resources to monitor the entire island and 
respond to violations.  ENV needs to increase its efforts and be 
proactive when educating residents on bulky collection guidelines 
and objectives, and expand their monitoring and enforcement of 
violations island-wide.     

ENV established its refuse enforcement program on May 1, 2013.  
The Refuse Inspection Section is responsible for investigating and 
resolving complaints regarding city refuse services by conducting 
field inspections; using surveillance to verify violations of codes 
and ordinances; report findings and recommendations; and 
making referrals to appropriate city or state agencies for follow-up 
action or prosecution.

Refuse Inspectors: The refuse inspectors are responsible for 
inspecting refuse set out for collection for violations of ordinances 
and policies; and notifying homeowners, business owners, and 
property managers of violations and proper preparation and 
placement of refuse and bulky items.  Other duties include 
monitoring suspected illegal dump sites through surveillance; 
working with appropriate city agencies to issue property owners 
notices of violations of city ordinances and policies; and taking 
appropriate action for violations of ordinances and policies by 
issuing citations, warnings, and testifying in court.

ENV Refuse Inspection 
Section Roles and 
Responsibilities

 
Highlights 

•	 Communication of  
bulky item collection 
guidelines to 
residents needs to be 
improved.  

•	 During the period 
reviewed, there were 
a total of 903 Notice 
of Violations issued.  

•	 Notice of Orders 
were mostly issued 
in urban Honolulu 
(75 NOOs) during the 
period reviewed.
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The Refuse Inspection Section is comprised of four inspectors, 
which includes the lead inspector, two field inspectors, and 
one inspector who receives and addresses complaints and 
communications from residents.  The lead inspector divides his 
time between supervisory responsibilities and field inspections.  
One inspector is required to work from the office to fulfill his 
duties. The remaining two inspectors are available to work in the 
field and cover the entire island for all types of refuse violations.  
Since the inspectors are constantly addressing complaints, they 
have neither the time nor resources to monitor the entire island 
and check for violations.

Section 9-1.4(d) of the Revised Ordinances of Honolulu 1990 
states that bulky wastes should be placed on the street so as not 
to impede vehicular traffic or the sidewalk, and not to impede 
pedestrian use.  Items can be set out for collection no earlier than 
the evening before the scheduled day(s) of collection. 

Most of the 316 calls related to bulky item and white goods 
collection received by the Department of Customer Services (CSD) 
between May 2015 and April 2016 from residents consisted of 
complaints about other residents.  

Complaints of off schedule placement of bulky items and 
improper placement of bulky items by residents included 
obstruction of sidewalks and streets, illegal dumping, and the 
creation of safety hazards.  These complaints totaled 175 (55%) of 
the 316 calls CSD received.

According to Section 9-1.2 of the Revised Ordinances of Honolulu, 
bulky wastes consist of items such as lumber, iron pipes, 
refrigerators, stoves, radios, and television sets.  Other bulky 
waste include phonographs, bedsteads, bed springs, tables, sofas, 
chairs, water heaters, and sinks.  Tree branches over nine inches in 
diameter and other materials or equipment of a weighty or bulky 
nature may also be placed out for bulky item collection.

ENV’s opala.org website also defines bulky items as furniture, 
mattresses, bed frames, box springs, rolled up and fastened 
carpeting, and appliances.  Other bulky waste include minor home 
repairs or remodeling materials not exceeding one cubic yard; 

Inadequate 
Staffing Prevents 
Monitoring of Entire 
Island

Communicating 
Bulky Item 
Collection 
Guidelines to 
Residents Can Be 
Improved
More than half of the 
calls CSD received for 
bulky collection were 
complaints about other 
residents

Bulky item collection 
crews are picking up 
non-bulky items that 
residents set out
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and tree branches or stumps larger than nine inches in diameter, 
which must be cut to lengths less than three feet.  Items that will 
not be collected as bulky items include: construction materials, 
such as tile and drywall; demolition debris; dirt; rock; concrete; 
large automobile parts; and any refuse or recycling material that is 
suitable for regular collection.

O’ahu residents took advantage of the city’s free bulky collection 
service by using the service to dispose of non-bulky refuse, as well 
as bulky refuse. Refuse, recyclables, and green waste that should 
have been disposed of in the gray, blue and green carts were set 
out for bulky pickup.  During our ride-alongs, we observed that 
the bulky crews were picking up non-bulky items along their 
routes.  According to the collection yards, non-bulky items are 
collected to avoid complaints and to prevent spending time and 
resources to resolve situations that usually end with the crew 
returning to pick up the refuse. Examples of the non-bulky items 
we observed during the ride-alongs are illustrated below.

Exhibit 3.1
Non-Bulky Items Set Out by Residents for Bulky Collection 
That Should Be Disposed of in the Gray Refuse Carts

Source: Office of the City Auditor
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Exhibit 3.2
Non-Bulky Items Mixed with Bulky Items and White Goods 
Set Out by Residents

Source: Office of the City Auditor

 

Exhibit 3.3
Cardboard Boxes Set Out by Residents for Bulky Collection 
that Should Be Recycled in the Blue Recycling Carts

Source: Office of the City Auditor
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Exhibit 3.4
Branches Set Out by Residents for Bulky Collection That 
Should Be Disposed of in the Green Waste Carts or Cut for 
Bulky Pick Up

Source: Office of the City Auditor

 

Exhibit 3.5
Prohibited Item (Concrete) Set Out by Residents for Bulky 
Collection

 
Source: Office of the City Auditor
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Notice of Violations (NOV) are issued to residents by refuse 
inspectors for refuse violations such as premature set out and 
improper placement of bulky items.  Residents must correct all 
violations within seven calendar days from the date of notice.  If 
no action is taken within the specified time:

1.	 A Notice of Order (NOO) is issued; and/or 

2.	 The resident may be charged for the removal of items by city 
crews; and/or 

3.	 The matter may be referred to the Prosecuting Attorney and/or 
Corporation Counsel for appropriate action. 

Most of the NOVs issued from May 2015-December 2016 were 
in the Honolulu area where inspection efforts are focused.  Of 
the 903 NOVs issued on O‘ahu, 801 (about 89%) were given to 
residents living in the Honolulu area.  Most of the NOVs were 
issued for off-schedule placement of bulky items.  Exhibit 3.7 
shows the total NOVs issued by area and type.  

Exhibit 3.6
Bulky Collectors Picking Up Non-Bulky Items

 

Source: Office of the City Auditor

Notice of Violations 
(NOV) Were Issued 
Mostly in the 
Honolulu Area
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After receiving an NOV, if the resident does not take corrective 
action within a week of receiving the notice, a Notice of Order 
(NOO) is issued.  A resident who receives an NOO is ordered to 
pay a $250 fine for each violation and correct the violation(s).  If 
corrective action is not taken, the resident may also be assessed 
the cost to remove the refuse.

Of the 903 NOVs that were issued during the period, 99 were 
uncorrected or recurring violations and NOOs were issued and 
a fine assessed.  Exhibit 3.8 shows the total NOOs issued by area 
and type.  

Exhibit 3.7
Total NOVs Issued by Area and Type (May 2015-December 2016)

 

O‘ahu Locations

Collection Yard/Sectors

Off-schedule 
setout of 

bulky items

Improper 
placement of 
bulky items

Non-
collectable 

items

No storage 
area for 
refuse

Improper 
preparation 

of refuse
Honolulu (Sectors 1-8) 738 40 5 17 1 801
Pearl City (Sectors 11-18) 59 5 1 1 0 66
Kapaa (Sectors 21-28) 5 1 0 0 0 6
Waianae (Sectors 31-34) 21 0 0 0 0 21
Wahiawa (Sectors 41-44) 6 0 0 0 0 6
Waialua (Sector 52) 2 0 0 0 0 2
Laie (Sectors 62 & 64) 1 0 0 0 0 1

Total 832 46 6 18 1 903

Number of Notice of Violations (NOV) Issued
Total 
NOV 

Issued

Source: Office of the City Auditor and Department of Environmental Services

Notice of Order (NOO) is 
issued if the violation is 
not corrected 
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ENV had a public education campaign after the city’s bulky item 
collection service went from an appointment-based service to 
island-wide regular monthly pickups. The campaign included 
newspaper ads, letters to Association of Apartment Owners 
(AOAO), brochures, press release, announcements to city council 
and neighborhood boards, and updates to the opala.org website.  
ENV also established a refuse inspection information line to 
answer questions and provide information, which is staffed by a 
refuse inspector.  

Since ENV’s campaign over a decade ago, the only public 
education on refuse communicated to residents is done by the 
collection yard supervisors and refuse inspectors after a violation 
occurs.  Otherwise, residents need to either call the information 
line or go to the opala.org website for information. 

As shown in Appendix A, 30 cities with bulky collection services 
were sampled across the country. The sample included cities with 
populations that ranged from 520,000 to 1.6 million.

Exhibit 3.8
Total NOOs Issued by Area and Type 
(May 2015-December 2016)

 

Source: Office of the City Auditor and Department of Environmental Services

ENV needs to be 
proactive when 
educating residents on 
bulky and white goods 
guidelines

Comparisons with 
Other Cities

 
Analysis Highlights 

•	 75 out of 99 total 
NOOs issued during 
the period reviewed 
were in urban 
Honolulu. 
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Of the 30 U.S. cities chosen to compare its bulky collection services 
with Honolulu, 23 cities enforced limits on the amount of bulky 
items and white goods that can be set out for collection.  Of the 23 
cities: 7 limited bulky refuse by cubic yards, 6 had weight limits, 
and 10 cities limited the number of items.  The cities selected and a 
more comprehensive look at how Honolulu compared with other 
U.S. cities can be found in Appendix A. 

For example, San Francisco residents are allowed to schedule 
two free bulky item pickups a year where each pickup is limited 
to ten bulky items.  According to the San Francisco Department 
of the Environment staff, the city’s bulky item collection limits 
do not affect the collection service or cause any major issues for 
the residents, government or workers.  The department added 
that although residents are not setting out excessive amounts of 
bulky items, they are setting out bulky items without scheduling a 
pickup.  

The City and County of Honolulu does not enforce any types of 
limits for its bulky item collection service.  Limiting the amount 
of bulky items that can be set out during a collection period may 
reduce the amount of non-bulky and prohibited items that are set 
out.  

By urging residents to use their refuse carts, encouraging residents 
to be more responsible when generating and setting out refuse, 
and promoting the use and locations of convenience centers, ENV 
may reduce the time and resources needed to collect non-bulky 
refuse, as well as improve the timeliness and efficiency of the 
bulky collection service.

Most U.S. cities in our 
sample enforce limits 
on the amount of bulky 
items that can be set out 
for collection
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The Managing Director should direct ENV to:

11.	 Develop a plan and program to continually educate new and 
current residents on bulky and white goods guidelines. 

12.	 Review the refuse inspection section’s staffing needs, 
determine optimal staffing levels needed to monitor and 
address refuse violations island-wide, and reallocate staffing 
resources as appropriate.

13.	 Limit bulky item collection to only items listed in the Revised 
Ordinances of Honolulu and the opala.org website and leave 
warnings on refuse not picked up. 

Exhibit 3.9
U.S. Cities with Bulky and White Goods Limits

Source: Office of the City Auditor Sampling Results

Recommendations
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Chapter 4 
Conclusions and Recommendations

Despite going from an appointment based bulky collection 
system to a regular monthly collection schedule, illegal dumping, 
untimely pickups and residents not complying with bulky 
collection ordinances still persist.  

Collection yard supervisors consistently encounter challenges 
when scheduling daily bulky and white goods crews.  Even if 
every scheduled manual employee reported to work on a given 
day, there are not enough employees to fill all of the manual route 
crews, including bulky item collection crews at the collection 
yards.  This resulted in bulky items not being collected or collected 
on overtime.  Although collection yards have inadequate staffing, 
vacant positions remain unfilled.  We also found the majority of 
bulky item loads collected at six of the seven collection yards were 
below six tons.  During our visits to the Honolulu, Pearl City and 
Kapaa collection yards, all three yards were behind schedule in 
collecting bulky items and white goods.  

Employees calling in sick cause bulky collection routes to be done 
late, on overtime, or not at all.  Between July 1, 2015 and July 31, 
2016, there was a total of 17,815 sick leave hours taken by 102 
(of the 122) bulky and white goods employees from the seven 
collection yards.  This equates to about 2,227 days of sick leave or 
an average of 22 days of sick leave per employee for the 13 month 
period.  

Between July 2015 and April 2017, 21 employees took over 3,900 
hours of leave without pay due to insufficient leave balances.  
Since the inception of the sick leave abuse program in September 
2015, only nine bulky employees were placed in the program, and 
one employee received disciplinary action.  

Excessive overtime is given for bulky routes that should be done 
on regular time.  Inadequate staffing, sick leave abuses and having 
to comply with the Memorandum of Agreement (MOA) terms 
have resulted in excessive overtime.  Over a thirteen month period 
from July 2015 to July 2016, 153 employees received $1,691,572 in 
overtime for bulky and white goods collection, which averaged 
$11,056 per employee.  

The Department of Environmental Services’ (ENV) refuse 
enforcement program has inadequate staffing to monitor 
the entire island.  Since inspectors are constantly addressing 
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complaints, they do not have the time or resources to monitor the 
entire island and respond to violations.   

ENV is not effectively communicating to residents the intended 
use of the bulky collection program.  Residents are setting items 
out too early; placing items in improper locations; setting out 
non-bulky items, including regular refuse, recyclables and green 
waste that should be disposed of in their carts; and setting out 
prohibited items, such as concrete.  Since ENV’s campaign over 
a decade ago, the only public education on refuse communicated 
to residents is done by the collection yard supervisors and refuse 
inspectors after a violation occurs.

Improvements in these areas could improve timely bulky item 
pickups, reduce complaints from residents, and reduce overtime 
costs.

 
The Managing Director should direct ENV to:

1.	 Propose and negotiate updated memorandum of agreements 
with the United Public Workers to revise crew requirements, 
develop more flexible work rules, and develop more flexible 
crew compositions that allow ENV to schedule and complete 
bulky item collections within the regular eight hour work day.

2.	 Reduce overtime by proposing and negotiating changes to the 
union agreement(s) to eliminate the two full loads requirement 
and the overtime requirement related to collecting more than 
two loads. 

3.	 Assess each collection yard’s staffing needs, determine 
optimal staffing levels needed to maximize the number of 
bulky collection routes completed on regular time instead of 
overtime, and fill funded vacancies at the collection yards.

4.	 Control excessive sick leave by improving how employees 
with excessive sick leave, patterns of leave abuse, and leave 
without pay absences are monitored, and take disciplinary 
action for any leave abuses.

5.	 Establish bulky and white goods full load benchmarks and load 
weights for each collection yard to improve consistency and 
maximize the loads that are being collected.

6.	 Improve the efficiency of regular, monthly pickups by 
developing collection schedules that alternate bulky 
collections for busy sectors with less busy sectors for each 
collection yard.

Recommendations
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7.	 Improve the efficiency of regular, monthly pickups by 
redrawing sector boundaries to balance out busy and less busy 
collection areas.

8.	 Combine slower manual routes to maximize refuse load 
weights and use the extra crews for bulky item collection.

9.	 Automate and standardize the system used by collection yards 
to monitor and keep track of routes completed by bulky crews.  
 

10.	 Review the various approaches to bulky item collection used 
by other jurisdictions provided in Appendix A and propose 
the best approach for Honolulu going forward considering 
cost, efficiency, and community needs.

  
11.	 Develop a plan and program to continually educate new and 

current residents on bulky and white goods guidelines. 

12.	 Review the refuse inspection section’s staffing needs, 
determine optimal staffing levels needed to monitor and 
address refuse violations island-wide, and reallocate staffing 
resources as appropriate.

13.	 Limit bulky item collection to only items listed in the Revised 
Ordinances of Honolulu and the opala.org website and leave 
warnings on refuse not picked up.
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The Managing Director and the Department of Environmental 
Services generally agreed with the audit recommendations.  ENV 
agreed that the current memorandums of agreement limited 
ENV’s capacity to adapt to daily operational requirements and 
fluctuating staffing levels, and restricted management’s ability 
to reassign available personnel as needed. ENV will include 
the issues raised in the audit, including overtime and load 
requirements in its negotiations with the union, and will monitor 
and enforce excessive sick leave rules consistent with the union 
contract.  ENV will continue to maximize white goods loads, 
balance routes and schedules to improve service efficiency and 
reduce overtime use, and adjust collection schedules to balance 
the work load. 

ENV will redevelop its website to improve access to service 
information although bulky item requirements and collection 
schedule information are currently available through a variety of 
sources such as the ENV website, a phone system, cable television 
(Oceanic Channel 32), and information brochures and calendars.  
ENV recently established six full time refuse inspector positions 
and will continue to improve compliance with city bulky item 
requirements through education and enforcement   

To improve and maintain system efficiency, ENV is proposing an 
on-call, fee-based system for bulky collections and will continue 
to collect excess and unacceptable materials on its initial visit 
to avoid complaints and having to return later to collect the 
materials.  A copy of the management response is found on page 
43.

We found the management comments responsive to the audit 
report and audit recommendations.  Although refuse collection 
information is on the city website and through other sources, we 
believe ENV needs to proactively augment communications done 
by the collection yard supervisors and refuse inspectors after a 
violation occurs.

Management 
Response



Chapter 4:  Conclusions and Recommendations 

43



Chapter 4:  Conclusions and Recommendations

44



Chapter 4:  Conclusions and Recommendations 

45



Chapter 4:  Conclusions and Recommendations

46



Chapter 4:  Conclusions and Recommendations 

47



Chapter 4:  Conclusions and Recommendations

48



Appendix  A:  Comparison Cities

49

Appendix A 
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Appendix B 
Comparison Cities – Bulky Collection Frequency 
and Fees

Exhibit B.1
Bulky Collection Frequency Among Other Cities

Source: Office of the City Auditor

Exhibit B.2
Bulky Collection Fees Among Other Cities

 
 

How Often do the Other U.S. Comparison Cities Collect Bulky Items?

By Appointment

Monthly

1-4 Times a Year

Every Other Week

Everyday

Weekly

10

6

3

3

6

1

Other 1

 

*Percentages do not total 100% due to rounding. 

Source: Office of the City Auditor
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Appendix C
Sector Map Used by Crew Leaders at the Honolulu 
Yard to Mark Completed Routes

Source: Office of the City Auditor 
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Appendix D 
Sector Map Used by Crew Leaders at the Pearl City 
Yard to Mark Completed Routes

Source: Office of the City Auditor 
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Appendix E 
Sector Map Used by Crew Leaders at the Kapaa 
Yard to Mark Completed Routes

Source: Office of the City Auditor 
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Source:  Department of Environmental Services
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Appendix F 
Notice of Violation

Source: Office of the City Auditor 

 
 
 

 

Appendix F
Notice of Violation
 

Source:  Department of Environmental Services
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Appendix G 
Notice of Order

Source: Office of the City Auditor 
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Source:  Department of Environmental Services
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