
 

5/13/2016  2016-01 

F. Janelle  Rev. 1 

The Service 

The nature of landfills is that strong 
odors are often present.  Residential 
developments are often in close 
proximity to landfills.  Complaints by 
the public concerning these odors are 
submitted through Air Resources and 

Solid Waste Management bureaus.  
 

The Problem 

The landfill odor complaint process is 
a vague and cumbersome process.  It 
is not clear which division should 
receive and respond to the 
complaints.  Documentation is 
inconsistent and incomplete: WMD 
maintains a spreadsheet - ARD uses 
a Database.  The chain of 
responsibility is unclear. Response to 
the source is inconsistent and often 
results in duplication of effort.   
 

The Goal 

ARD and SWMB are serving as 
intermediaries between the public and 
the landfill. The preferred scenario is 
that all odors complaints relative to 
landfills are directed to the landfills 
themselves, and that they records and 
addresse the complaints, and report 
back to NHDES on a regular basis 
regarding the complaints received and 
responses thereto. It should be noted 
that there are four major landfills in the 
state from which most of the 
complaints originate.  
 

The Lean Process 

The bureau administrator empowered 
the team to make the changes 
necessary to accomplish the goal. 
Using a kaizen approach, the team met 
for 5 hours on three separate days 

(within 3 weeks) to brainstorm and 
formulate a plan and assign follow up 
actions via an implementation plan. 
Process mapping was also used.  
 

The Results 

Understanding that it would take 
some time and retraining to get the 
public to start contacting the landfill 
directly, the team decided on the 
following actions: 
• Create and webpage regarding 

landfill odor complaints 

• Train switchboard on where to  

direct calls  

• Provide appropriate SWMB 

personnel access to ARD Stationary 

Source Database (SSD) 

• Call landfills, and draft a follow up 

letter informing them of the new 

DES process 

• Draft language for email directing 

complainants to landfill/website 

• Create SOP for new process 

• Request COGNOS report from ARD  
 

Although it was agreed that NHDES 
would initially keep records of landfill 
odor complaint calls, it is hoped that 
such calls will become a thing of the 
past.  
Team will meet again in three 
months to review progress and see if 
any other actions are required. 

 
Summary 

 
Directing odor complaints 
to landfills, instead of 
serving as intermediary  
 

 
Using a Kaizen approach, 
the Solid Waste 
Management and ARD 
Compliance bureaus 
developed a plan to retrain 
the pulbic and the landfill 
operators to manage odor 
complaints.  
 

Accomplishments 
 

• Create new web page 

• Standarding data 
collection 

• Develop standard 
work for odor 
complaint response 

 

Team 
 

• Todd Moore, SWMB 

• Paul Gildersleeve, 
SWMP 

• Jaime Colby, SWMB.  

• Linda Magoon, 
Wetlands 

• Tom Guertin, ARD 

• Felice Janelle, 
Facilitator 

• Pam Hoyt-Dennison, 
Sponsor 

 
Contact 

 
Todd Moore, 271-6467 
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