
HEBER PUBLIC UTILITY DISTRICT 
REPORT TO BOARD OF DIRECTORS  

 
MEETING DATE: April 21, 2022 
 
FROM:  Laura Fischer, General Manager 
    
SUBJECT: Information Only Regarding Customer Service Concerns with 

CR&R Waste Hauler 
  
INFORMATION ONLY: CR&R Customer Service Complaints  
 
FISCAL IMPACT: NONE 
 
BACKGROUND: 
HPUD has a Franchise Agreement with CR&R and as part of servicing our 1,600 or 
more customers there is usually some issues or concerns from customers.  HPUD staff 
receives some phone calls every week, however recently we have seen an increase in 
the number of calls and there has been some negative posts on social media. 
 
When a customer calls with a complaint (trash not picked up) HPUD staff tells the 
customer to call CR&R.  Most times this issue is resolved the next day.  When a 
customer calls to request a cart replacement, we take their information and email 
CR&R’s headquarters with the request.  We write down the customer’s request in a 
logbook.  When a customer repeats their request, we contact CR&R again, and follow 
up with the customer to see if the issue has been resolved.  Recently we have received 
several repeat calls regarding failure to pick up carts.  
 
This item is on the agenda for information as several customers have expressed their 
desire to speak to the HPUD Board about their trash service. I met with CR&R 
administration to discuss the increase in complaints/requests and have let them know 
that this item is on the agenda for information only. 
 
Our contract with CR&R does address a method to resolve quality of service concerns.  
The section is as follows: 
 
SECTION 11: Remedies for Breach of Franchise: 
 
A. Default Breach Notice. If the DISTRICT'S General Manager determines that 
FRANCHISEE'S performance pursuant to this Agreement has not been in conformity 
with reasonable industry standards which occur in similar cities in Southern California, 
the provisions of this Agreement, may be amended from time to time, the requirements 
of the California Integrated Waste Management Board, including, but not limited to, 
requirements for source reduction and recycling (as to the waste stream subject to this 
Agreement) or any other applicable federal, state or local law or regulation, the General 
Manager may notify FRANCHISEE in writing of such deficiencies. The General 
Manager may, in such written notice, set a reasonable time within which correction of all 
such deficiencies is to be made. Unless otherwise specified, a reasonable time for 
correction shall be thirty (30) days from the receipt by the FRANCHISEE of such written 
notice. The General Manager shall review the FRANCHISEE'S response and refer the 
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matter to the Board of Directors or decide the matter and notify the FRANCHISEE of 
the decision, in writing. A decision or order of the General Manager shall be final and 
binding on FRANCHISEE if FRANCIDSEE fails to file a "Notice of Appeal" with the 
General Manager within ten (10) days of receipt of the General Manager's decision. 
Within ten (10) working days of receipt of a timely Notice of Appeal, the General 
Manager shall refer the appeal to the Board for proceedings in accordance with 
Sections 11 B and 11 C below. 
 
B. Hearing. The Board, in such case, may set the matter for hearing. The Board 
shall give FRANCIDSEE, and any other person requesting the same, at least ten (10) 
days written notice of the time and place of the hearing. At the hearing, the Board shall 
consider the report of the General Manager indicating the deficiencies, and shall give 
the FRANCIDSEE or its representatives and any other interested person, a reasonable 
opportunity to be heard. 
 
C. Findings. Based upon a preponderance of the evidence presented at the public 
hearing, the Board shall make appropriate findings of fact before determining whether 
the Franchise should be terminated. If, based upon the record, the Board determines 
that FRANCIDSEE is in breach of any material term of this Agreement or any material 
provisions of any applicable federal, state or local statute or regulation, the Board, in the 
exercise of its sole discretion, may terminate this Agreement forthwith. The decision of 
the Board shall be final and conclusive. FRANCIDSEE'S performance under its 
Franchise is not excused during the period of time prior to the Board's final 
determination as to whether such performance is deficient. 
 
CONCULSION: 
I have not provided the Franchisee (CR&R) with written notice according to Section 11 
and this is just an informational item.  I have invited them to attend the HPUD Board 
meeting to share with the Board their proposed remedies and planned improvements.  
 
After meeting with CR&R representatives, we received a letter, which is attached to this 
report.  A copy will be provided to you at the meeting. 
 
Respectfully Submitted, 
 
 
 
Laura Fischer, 
General Manager 
 
Attachment:  Correspondence from CR&R 
  CR&R Agreement 
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