o alog of missed collections occurring during such period of report, including for each
missed collection the subscriber’s name and address and the date of the missed
collection

o a log of accidents involving personal injuries or property damage arising out of
Franchisee’s provision of residential solid waste collection service pursuant to this
Franchise occurring during such period of report, including for each accident the date
and location and a summary of the accident

o alog of complaints made by Franchise’s subscribers to Franchisee during such period
of report, including for each complaint the name and address of the complaining
subscriber and the date and a summary of the complaint including its resolution,

and any other information maintained by Franchisee requested by the County Manager.

38. Franchisee’s Records. Franchisee shall maintain accurate and complete books, accounts, and
records arising out of or related to its operations under this Franchise, including without limitation,
the subscribers it from time to time serves, each specific service Franchisee offers as a part of its
residential solid waste collection services provided hereunder, complaints it may receive and their
resolution, the quantities by calendar month of residential solid waste collected from residents of
the unincorporated area, and the quantities of such residential solid waste disposed of by date and
location at each disposal facility or location. Franchisee's books, accounts, and records arising out
of or related to its operations under this Franchise shall at all times be open to inspection,
examination, audit, and copying by authorized employees, representatives, and agents of the
County. Such books, accounts, and records shall be kept at Franchisee’s local office in Lowndes

County.

39. Local Office. Franchisee shall maintain a local office and a published local telephone number
in Lowndes County which shall be open for business at all times between the hours of at least 8:00
a.m. and 5:00 p.m. of each business day, excepting Saturday, Sunday, and holidays observed by
Lowndes County. Such local office shall be staffed by a sufficient number of trained employees
to efficiently and timely handle the volume of transactions, inquiries, complaints, and other
business at such local office, and who shall be available at such office and telephone number for
subscribers, other County citizens, and the County’s employees, representatives, and agents, to
discuss or refer any complaint, inquiry, billing or payment issue, or initiation, modification, or
termination of a subscriber’s service, or to otherwise communicate and transact business regarding
Franchisee’s residential solid waste collection services. In doing so, Franchisee shall maintain a
subscriber service system reasonably equipped, staffed, and designed to promptly and courteously
resolve disputes with or complaints by its subscribers. Franchisee shall provide to each of its
subscribers and to the County a written policy specifying the terms, conditions, and fees for each
and every service provided its subscribers. Such policies shall be subject to and not conflict with
the provisions of this Franchise and the Solid Waste Ordinance.

40. Complaints. All subscriber complaints about residential solid waste collection services
provided by Franchisee shall be made directly to the Franchisee, which shall give prompt and
courteous attention and follow up to each complaint. In the case of alleged missed scheduled
collection, Franchisee shall investigate and, if such allegations are confirmed, shall arrange for the
collection of the residential solid waste not collected within two (2) business days after the
complaint is received.
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