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METHODOLOGY AND NOTES

« The BCMB reached out to 30 beverage container depots in Alberta who agreed to take part in this study.

« As a result of the pandemic, the survey was fielded online only rather than in person. PRA developed business card
handouts with a link to the online survey, each with a unique survey PIN. The cards were distributed to each depot,
who then handed them out to customers who made a beverage container return, with a goal of 60 completed
surveys from each depot. Survey participants had the option of accepting a $5 e-gift card upon completion.

» This methodology was pretested at one pilot depot from May 22 to June 6, 2021. The remaining 29 depots
conducted the survey from June 21 to August 8, 2021.

« 17 of the 30 depots were able to reach the target of 60 completed surveys. It should be noted that one depot did
not complete any surveys. In total, the study resulted in 1,357 completed surveys across all participating depots.

* For a profile of respondents and depot locations, please see Appendix A.

Report notes
« Allresults in this report are presented out of the total n-size of 1,357 unless otherwise stated.
« Percentages in tables and graphs may not always sum to 100% due to rounding.

« All differences between groups have a p-value of less than .05 unless otherwise stated.
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DEPOT PARTICIPATION

Municipality | Completed surveys Classification Municipality | Completed surveys

Urban Advanced Bottle Depot Fort McMurray Metro Sage Hill Bottle Depot Calgary

Metro Bottle Bin Bottle Depot Edmonton 5 Urban Sherwood Park Bottle Depot Sherwood Park 17
Metro Callingwood Bottle Depot Edmonton 21 Urban Spruce Grove Bottle Depot Spruce Grove 60
Urban Canmore Bottle Depot Canmore 9 Urban S5 ISR ERIAAE St. Albert 60

Centre
Metro City Centre Bottle Depot Edmonton 60 Urban Stony Plain Bottle Depot Stony Plain 60
Urban Cosmos | Bottle Depot Red Deer 41 Metro Summerside Bottle Depot Edmonton 32
Urban Cosmos Il Bottle Depot Red Deer 60 Metro Sunridge Bottle Depot Calgary 22
Metro East Hills Bottle Depot Calgary 59 Metro The Bottle Refund Depot Calgary 60
The Green Bottle Depot
Metro Happy Can Bottle Depot Calgary 24 Metro Harvest Hills Ltd. Edmonton 60
Urban Leduc Bottle Depot Leduc 60 Metro Ui Gre'en BRI DR Edmonton 38
Windermere

Metro Manning Bottle Depot (Pilot) Edmonton 60 Metro ARG Sg:'g:)s:de Eetl Edmonton 60
Metro Moneyback Container Shack Calgary 60 Metro Uptown Depot Ltd. Calgary 60
Urban Okotoks Bottle Depot Okotoks 60 Metro Vecova Bottle Depot Calgary 60
Urban Plus Il Bottle Depot Grande Prairie 60 Metro West Edmonton Bottle Depot Edmonton 20
Urban Recycle Plus | Bottle Depot Grande Prairie 60 Metro Winterburn Bottle Depot Edmonton 60
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CUSTOMER

EXPERIENCE




TIME SPENT AT DEPOT

Approximately how long did you spend in the depot (or waiting in the drive-thru) for this visit?

« About three quarters of customers say they spent 7 4%
10 minutes or less at the depot during their
recent visit, including one third who visited for 10 minutes or less

less than five minutes.

Demographic insights:

« Those who visited depots in Calgary or
Edmonton were more likely than those at urban
locations to say that their visit took less than five
minutes.

B Less than 5 minutes

B 5 to 10 minutes
M 11 to 15 minutes
M 16 to 20 minutes

More than 20 minutes

5 / Prepared by PRA Inc.



SATISFACTION WITH TIME SPENT AT DEPOT

Using a scale of 1 to 7, where 1 is very dissatisfied and 7 is very satisfied, how satisfied or dissatisfied are you with the amount of time
you spent in the depot, from the time you entered the depot to the time you received your refund?

» Generally, depot customers were satisfied with the
amount of time they spent at the depot, including W 7 - Very satisfied
two thirds who were very satisfied.

« As would be expected, there is a negative "6
correlation between time spent at the depot and
satisfaction with time spent, as 94% of customers

who were at the depot less than five minutes were 5
satisfied, compared to just 43% of those who were 84% -
at the depot for over 20 minutes. Satisfied

m4

Demographic insights:

 Women and those 45 and older were more likely =3
than men and younger customers to be satisfied
with their time spent at the depot.

» Given the correlation between time spent at the n "
depot and satisfaction with time spent, those at .
metro locations were more likely to be satisfied than 14% Neutral = =1 Very dissatisfied
those at urban depots. o 4% !

2% Dissatisfied =

6 Note: Labels for percentages 3% or lower have been removed from the graph for readability. / Prepared by PRA Inc.



RETURNING AND DESTINATION DEPOT VISITS

Was this your first time visiting this depot location?
Which of the following best describes your visit to this depot?

The vast majority of customers visited a depot
that they had been to before.

There was a nearly even split between those
visiting the depot as their primary destination and
those visiting as part of a series of errands.

Demographic insights:

Those under 45 years of age were much more
likely than older customers to say that they were
visiting a depot location for the first time.

B Visited this depot before
B First time visiting this depot

B Depot was primary destination
B Visited as part of running series of errands

Prepared by PRA Inc.



REASON FOR VISIT

Why did you choose to visit this specific depot?

« When asked why customers went to the Close to home /local - I EEEG_—G—S 32%
specific depot they visited, about one third Fast / efficient N 16%
claimed it was because it was close to home. rocation /i the area I 15%

Good staff | NN 15%

« Other common reasons were because the Closest/only depotinarea N 11%
depot is fast/efficient, the location, and the Clean/spacious NN 10%
Staﬁ. Great / the best service | IIIIIEINBN 9%

Honest / accurate / fair [ 5%

Demographic inSightS: Always come here / habit [l 3%

Close to business / errands [l 2%

» Older customers (45+) tended to be more Convenience Il 2%
likely to mention aspects around service, New location / try somewhere different Wl 2%
such as fast/efficient, good staff, and great Support the community / cause I 1%

SerVice. Recommendation / review / advertisement | 1%
 Not surprisingly, those visiting urban depots MoneyRRSR

were more likely than those in Calgary and Return / get rid of boRd SRR

Edmonton to say that the depot was the
closest/only depot in their area.

Other | 1%
Don't know | <1%

No specific reason [ NNNNINEGEH 16%
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REASON FOR RETURNING

What do you like about this particular depot that would make you likely to return?

« Respondents most commonly mentioned the Great staff | 33%
staff, fast/efficient service, and location as Fast/ efficient service | NN 31%
reasons why they are likely to return to the Location [ 27
depot they recently visited. Clean / good COVID protocols [N 16%

Good service |G 9%
Easy access | 7%
Demographic inSightS: Accurate refunds / honest | 6%

o N Electronic systems [l 4%
« Similar to reasons for visiting, as age

iIncreases, so does the likelihnood of depot
customers mentioning great staff or

fast/efficient service as a reason they would supporting a good cause [l 1%
return to the depot they recently visited. Hours | <1%

Professional / experienced | <1%

Easy process / organized [} 4%

Habit / always come here [ 1%

other ] 1%

Don't know | NG 16%

Nothing | 2%

9 / Prepared by PRA Inc.



SUGGESTIONS FOR IMPROVEMENT

What, if anything, do you think this depot could do to improve?

« When asked what improvements could be More lines / stations - g 5%
made to their recently visited depot, there FAtthfj;t : o
was very little consensus among More staff W 3%
respondents, W|th the mOSt common More accurate refunds W 2%
suggestion being more lines/stations (5% of Cleaner / empty garbage Ml 2%
CUStOmerS) Better customer service 0 1%

) Improve smell B 1%
. B i I 1%

. Of note, 78% of customers said that no PSS
improvements were needed or that they were Better / more parking | 1%
unable to Suggest any More money / better refund | 1%

Better entrance / accessibility 1 1%

Dem Og rap h | C | ns | g htS . Better hand wash station / sanitizer 1 1%

’ Issues with homeless people / harassment | 1%
Longer / better hours | 1%

« Given the results shown previously about

Increase accepted products | <1%

time spent in depots, it is not surprising that Better / more carts | <19

those at urban location depots were more Noise control | <8

likely than those in Calgary and Edmonton to Website improvements | <1%

focus on those aspects, such as more BUE wasp contiSugg

. . . Other | 1%

lines/stations, faster speed of service, and .

more Staﬂ: None needed NI 62%

10 / Prepared by PRA Inc.



RETURN AMOUNT AND ACCURACY

How much did you receive for a refund during this visit?
Do you believe your refund was accurate?

« The majority of depot customers received a refund of $32 . 27
at least $11, with an overall average of about $32.

Average return
» Nearly all depot customers claim that their received

refund amount was accurate.

« Although not a statistically significant difference, those
receiving a refund amount of at least $21 were less
likely to believe that their refund was accurate.

Demographic insights:

« Those visiting urban depots had a higher average
return amount than those at metro depots, likely due

to proximity to the depots and metro customers being B Under $6
able to visit more often. M $6 to under $11
m $11 to under $21 H Yes
* As age increases, so does the likelihood of customers m $21 to under $41 .o
believing that their refund was accurate. $41 or more

Prefer not to answer

1 Note: Labels for percentages 3% or lower have been removed from the graph for readability. / Prepared by PRA Inc.



SATISFACTION WITH COVID-19 PROTOCOLS

Using a scale of 1 to 7, where 1 is very dissatisfied and 7 is very satisfied, how satisfied or dissatisfied are you with the COVID-19

safety measures in place at the depot you visited?

» Overall, depot customers were mostly
satisfied with the safety measures in place to
help prevent the spread of COVID-19.

Demographic insights:

« Women and those visiting depots in Calgary
or Edmonton were slightly more likely than
men and those at urban depots to say that
they were satisfied with the COVID-19 safety
measures in place at the depot they recently
visited.

12 Note: Labels for percentages 3% or lower have been removed from the graph for readability.

/

84% -
Satisfied

==
=

14% Neutral -
2% Dissatisfied ‘=-

Prepared by PRA Inc.

B 7 - Very satisfied

m6

4

m3

m2

B 1 - Very dissatisfied



COVID-19 PROTOCOLS IDENTIFIED

What specific safety measures did you see at this depot during your recent visit?

« Although a quarter of respondents did not Masks (genera!) GG 40%
provide a response, customers commonly Physical distancing | N NEEENEN 30%
mentioned masks and physical distancing as Hand sanitizing / washing stations [N 18%
noticeable health measures during their depot Plexiglass / physical barriers [ 14%
visit. staff wearing PPE || I 13%

Extra cleaning procedures / very clean [l 7%
Signage reminders - 6%
Demographic insights: Capacity limitations [l 5%

Following health regulations (general) I 2%

« Generally, older customers were more likely
to mention any safety measures.

Outside features (drive-thru / car service) I 1%
Dislike safety measures / don’t care I 1%

No safety measures (restrictions lifted) I 1%
Automated / touchless features | 1%

Other | <1%

pon't rermerber N 27%

Did not see any safety measures [} 5%

3 / Prepared by PRA Inc.
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OVERALL SATISFACTION WITH DEPOT

Using a scale of 1 to 7, where 1 is very dissatisfied and 7 is very satisfied, how would you rate your overall experience with the depot
you recently visited?

 Overall, depot customers tended to be satisfied
with their recent depot visit, with over two thirds
of customers saying they were very satisfied.

W 7 - Very satisfied

« Satisfaction with time spent at the depot
appears to be highly correlated with overall
satisfaction, as 94% of those satisfied with their
time spent at the depot were also satisfied with
their overall visit. In comparison, 13% of those
dissatisfied with their time spent at the depot 87%
were still satisfied with their overall visit. Satisfied

m6

m4
 The same may be said, to a lesser extent, for

satisfaction with COVID-19 health measures, as
91% of those satisfied with health measures at
the depot were also satisfied with their overall
visit, compared to 63% of those dissatisfied.

m3

Demographic insights: m2

“—

* As age increases, so does the likelihood of

customers providing a high rating of overall 9% Neutral {
satisfaction with their recently visited depot. ) e
4% Dissatisfied —©T

15 Note: Labels for percentages 3% or lower have been removed from the graph for readability. / Prepared by PRA Inc.
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ISSUES WITH RETURNS

Have you ever brought back a container to a depot that the depot worker would not accept?
Did the depot worker explain why they could not accept the container?*

» About half of customers claim to have brought
back a container to a depot that would not be
accepted.

Unaccepted

« Just over three quarters of these respondents return

say that they were given a reason why the
container was not accepted.

M Yes B No

Demographic insights:

« Those visiting depots in Edmonton were less
likely than those in Calgary or urban locations to
say that they have experienced being unable to
return a beverage container that they brought
back.

17 * Base: Those who have had a beverage container return not accepted (n=669). / Prepared by PRA Inc.



FRUSTRATION WITH UNACCEPTED RETURNS

Have you ever been frustrated with a depot for not accepting a container you tried to bring back?*
Can you provide an example of the container that caused the frustration?**

* Only about 1 in 10 respondents say that they
have been frustrated with a depot for not
accepting a container for return.

» Those frustrated most often mentioned that the
containers they tried to return were large
containers/cans or non-beverage Tetra Paks.

Also of note, 14% of these respondents claim e
that there were inconsistent responses across =
depots in terms of what they would or would not Unaccepted containers
accept.
Large containers / cans || | 20%
Demographic insights: Non-beverage Tetra Pak [ NN 18%
Inconsistent response across depots [ NG 14%
« Men were more likely than women to say that Containers from outside of Alberta [N 13%

they have been frustrated with a depot not
accepting a container for return.

Glass containers [l 6%

Soup containers /cans [} 4%

Don't know [N 3%

18 * Base: Those who have had a beverage container return not accepted (n=669). Prepared by PRA Inc.
** Base: Those frustrated with a depot for not accepting a container (n=85).



CONTAINERS WITHOUT LABELS

Have you ever tried to return a beverage container to a depot that did not have a label or that was compacted/crushed?
Did you get a refund for that container?*
What did you do with the container?**

« Just over half of recent depot customers have
brought back a container for a refund that either
did not have a label or was compacted/crushed.

Tried to

M Yes

» The vast majority of these respondents say that m No
the container they brought back was accepted for
a refund.

» Of those whose container was not refunded, _ _ .
about half provided a response as to what they Action taken with non-refunded container
did with the container, with the most common N
response being threw it in the garbage. rhrewitinthe gorooce [N 25

Demographic insights: Recycled elsewnere [N 15%

« Men and those aged 45 to 64 were more likely Leftat depot [ 11%
than their counterparts to say that they have tried
returning a compacted container or one without a Tookitback | 1%
label.

19 * Base: Those who have tried to return a label-less or compacted beverage container (n=762). Prepared by PRA Inc.
** Base: Those who did not get a refund (n=94).
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KNOWLEDGE OF RECYCLING DEPOTS

How did you first learn to take containers back to a depot?

Only half of depot customers were able to
provide a response to how they first learned
to take empty containers back to a depot. It
appears that most have known to do so for a
long time, as the most common answers
(taught by family, as a child, always been
doing it) are of a similar theme.

Taught by family | NRNRNRBLNE 17%

As a child

Always been doing it

Decades / years ago

Suggestions from others

Advertising

When you had to pay the deposit

Word of mouth / common knowledge
School

Chore or task done to earn spending money
When | moved to Alberta

Internet

Desire to recycle / through recycling
Environmental initiatives / recycling programs
Saw it / drove by it

When Alberta started to recycle
Wanted money
Help the environment
Other

Don't know

I 10%
Il 5%
M 4%
M 4%
M 2%
M 1%
B 2%
B 2%
i 2%
B 2%
1%
I 1%

I 1%

I 1%

| <1%
| <1%
| <1%
1 1%

I 49%

Prepared by PRA Inc.



LOGO AWARENESS

Do you recall seeing this logo during your recent visit to the depot?*
Where do you recall seeing this logo?**

* Overall, about one quarter of customers who
recently visited a recycling depot say that they
recall seeing the BCMB logo.

m Recall seeing logo

« Those who recall seeing the logo most often
remember seeing it somewhere inside the depot
(walls, windows, tills, etc.).

B Did not see logo

» About half of those who recall seeing the logo

were unsure where they saw it.
Inside depot (walls, windows, etc.) NG 25%
Demographic insights: Poor /entrance N—._9%
Outside of depot (includes other depots) I 7%
Signs (unspecified) Ml 3%

* As age decreases, so does the likelihood of At depot (unspecified) HE 3%
customers recalling seeing the BCMB logo. Computer screen / monitors B 2%
Recycling bins / containers Ml 2%
- Additionally, those visiting depots in urban Advertisements (newspaper, fiyers, etc) Ml 2%
locations were more likely to notice the BCMB A
. ocations / other depots %
logo than those at metro locations. On employee uniform 1 1%
Outdoor signs / billboards | <1%
Don't know I 8%
22 * Note: 3% of respondents could not see the image online during the survey, therefore n=1,311. Prepared by PRA Inc.
** Base: Those who recall seeing the BCMB logo (n=336).



ALBERTA DEPOT REGULATIONS

Did you know that all depots in Alberta are regulated?
Does it make a difference to you whether depots are regulated or not?
Are you aware that only beverage containers purchased in Alberta are eligible to be returned to an Alberta depot for a refund?

* Over half of recent depot customers claim to be
aware that all depots in Alberta are regulated.

* A near identical proportion of respondents say that
depots being regulated makes a difference to them.

Aware of
regulations

« Similarly, a near identical proportion say that they
are aware that only containers purchased in the
province can be returned for a refund at an Alberta

depot.
M Yes H No

Demographic insights:

* Men are more likely than women to be aware that
all depots in Alberta are regulated and to care
whether or not they are.

Care about

regulations Alberta only

» Additionally, as age increases so does the likelihood
of both caring if depots are regulated and knowing
that only beverage containers purchased in Alberta
are eligible for return.

23 / Prepared by PRA Inc.



AWARENESS OF ELIGIBLE CONTAINERS

Do you find it difficult to differentiate which types of containers are eligible for a refund?

« The majority of respondents say that they do not
have difficulties differentiating which types of 8 1%

containers are eligible for a refund. .
No issues

Demographic insights:

« Typically, the younger the respondent, the more
likely it is that they have trouble differentiating
between containers eligible for refund.

« Additionally, those who visited a depot in Calgary
or Edmonton were more likely to have trouble
differentiating between containers.

M Yes B No

24 / Prepared by PRA Inc.



CUSTOMER PREFERENCES

AND BEHAVIOURS




FREQUENCY OF DEPOT VISITS

Thinking about a typical year, how often would you say you visit any recycling depot to return beverage containers?

* Nearly half of respondents say that they visit a

recycling depot to return beverage containers at 48%
least once per month, while the majority of the N
remaining respondents say that they visit a few Visit every month

times per year.

Demographic insights:

« Those whose primary residence is a single-family
detached house are much less likely than those
In other types of dwellings to return beverage
containers to a depot at least once per month,
likely due to having more room for storage.

B At least once per month

B A few times per year
B About twice per year

B Once per year or less often

26 Note: Labels for percentages 3% or lower have been removed from the graph for readability. / Prepared by PRA Inc.



STORING EMPTY BEVERAGE CONTAINERS

How do you typically store your empty beverage containers between visits to a recycling depot?

« When asked how they store empty containers Plastic / garbage bags | s
between visits to a recycling depot, Garage [N %
respondents provided a mix of storage In bags (general) [N 20%
container types and locations. Recycling bags [N 10%

« As for methods of storage, respondents most inabox [N 10%
often mentioned plastic/garbage bags or bags inmy home NI 7%
in general. For location, garage was the most in bin / blue box [ 7%

common answer. In my yard / outside [l 6%

shed /barn [l 5%

Garbage cans [} 3%

Container (general) . 2%
In material / box it came in [} 1%
Paper bags | <1%

Other | <1%

Don't know [ NG 12%

27 Base: Those who visit recycling depots less often than once per month (n=713). / Prepared by PRA Inc.



BEVERAGE CONTAINER COLLECTION SERVICE

Have you ever used a beverage container collection service rather than returning the containers to a depot yourself?
Was there a service fee associated with the collection?*

Would you use the collection service again, regardless of having to pay a service fee?*

%)

« Only a small proportion of those who recently 79%
(o}

visited a recycling depot say that they have used
a beverage container collection service rather
than returning containers to a depot.

Used

service

» Of those who have used such a service, 41% say
that there was a fee associated with the
collection, but just over half say that they would
use it again regardless of having to pay a fee.

93%

W Yes B No

Service i
fee

28 Base: Those who have used a beverage container collection service (n=95). / Prepared by PRA Inc.

Demographic insights:

« Although not of statistical significance, the
likelihood of respondents having previously used
a beverage container collection service tends to
decrease with age.




BEVERAGE CONTAINER DROP-OFF SERVICE

If a service was offered where you could drop off your containers without waiting in line and collect your money later, would you use this service?

What would your preferred form of payment be?

» Over two fifths of recent depot customers say
that they would use a service where they could
drop off containers immediately and collect
money later.

» Over half of those who say that they would use
such a service selected e-transfer as their
preferred form of payment. However, it is
Important to note that this survey was online only,
which may over-represent respondents who are
familiar with electronic methods. That said, over
one third still prefer cash pick up.

Demographic insights:

* Men and respondents under 45 are more likely
than women and older respondents to say that
they would use a drop-off service.

29 Base: Those who would use drop-off service (n=555). /

m Yes

m No

Preferred payment method

Cash pick up _ 36%
pebit [ 5%
PayPal IZ%

Cheque I 1%

Prepared by PRA Inc.



WILLINGNESS TO TRAVEL TO DEPOTS

If you did not have a depot in your local community, or a close neighbouring community, what would you do with your beverage containers?
How far would you be willing to travel to return your beverage containers to a depot?

» Nearly three quarters of respondents say that they
would be willing to travel to the nearest depot to
return beverage containers if there were no
recycling depots near them.

» Over half of respondents would be willing to travel
up to 20 km to a depot, while about 15% say that
they would be willing to travel further. ™ Travelto the nearest depot

B Recycle the beverage containers using my local blue box program

Throw the beverage containers in the trash

Demographic insights:

- o Di i |
« Those who visited depot locations in Calgary or Istance willing to trave

Edmonton are more likely than those who visited Less than 5 km [ R 29%

urban depot locations to say that they would travel sto20km [N -
to the nearest depot if there was not one near them.
21t035km [ 9%

 However, those who visited urban locations are

typically willing to travel further to a depot (more s6t050km [l 4%
than 20 km) than those who visited in Calgary or vore than 50 km ] 2%
Edmonton.

30 / Prepared by PRA Inc.



PREFERENCE FOR EXPANDED ELIGIBLITY

Would you like to see a deposit placed on more types of containers so that you can bring them back to a depot to be recycled?

» About three quarters of recent depot customers

are in favour of placing a deposit on more types 74%
of containers so that they can be recycled at a
depot. In favour

Demographic insights:

« Depot customers between 18 to 44 years of age
are most likely to be in favour of placing deposits
on more types of containers.

® Yes H No

31 / Prepared by PRA Inc.



APPENDIX A




DEMOGRAPHIC PROFILE OF CUSTOMERS

52% Male 64% 30 to 64 55% Single-family home

Residence

B Single-family detached house

13to 17 18 to 29
m Male W Female Multi-family home
Other ® No response m30to44 W45to 64 ® Apartment or condo
B 65 and older ™ No response W Other

B No response

33 Note: Labels for percentages 3% or lower have been removed from the graph for readability. Prepared by PRA Inc.



PROFILE OF DEPOT LOCATIONS

60% Metro 40% Urban

B Urban m Calgary
B Metro B Edmonton
m Other

o :’x Prepared by PRA Inc.



