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Executive Summary
The City of Vancouver is working to strengthen their research to better support their Zero
Waste 2040 Strategic Plan. This plan includes an apparel waste reduction strategy which
aims to eliminate the disposal of textile waste to the City of Vancouver landfill. Our team
was tasked with identifying the role that no-cost clothing providers have in this initiative
while supporting the community social needs of Vancouver.

Key Findings
•

•

There are four characteristics of clothing donations causing issues within the
collection and sorting processes:
o Non-applicable clothing

o Damaged clothing

o Unusable clothing

o Not enough clothing

The problems found in the collection and sorting processes directly impact the
outcome of clothing donations. There are three outcomes for donations:
o Distribution
o Recycling
o Landfill

•

Drop-off collection methods are preferred by clothing providers due to the increase
in donor ownership. Donor ownership is defined as having higher ownership over
the clothing that is being donated, as the donor is required to interact with the
person sorting their donation.

•

Donation drop-off periods are affected by seasonality.

•

Laundry facilities have a large impact on reducing the amount of donated clothing
disposed to the landfill.

Recommendations
Based on the problems created by the clothing donation characteristics, the following
short-term actions are recommended:
•

Building relationships between clothing providers and sorter graders to promote
textile recycling.

•

Marketing the Waste Wizard tool to increase public awareness of disposal options.

•

Accurately represent clothing provider requirements on the Waste Wizard to
increase public knowledge of donation conditions.
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Introduction
We are a student team from the BCIT School of Business in the Business Operations
Management program. Our team includes three students: Lauren Bostwick, Dave Ferriday,
and Dhilip Venkatachalam.
Our team has collaborated with the City of Vancouver and CityStudio Vancouver between
the months of September 2018 – December 2018. We have been tasked with completing
background research to support the development of an Apparel Waste Reduction Strategy
by the City of Vancouver. This strategy is outlined in the Zero Waste 2040 Strategic Plan
which focuses on the long-term elimination of the disposal of solid waste to landfills and
incinerators by the year 2040 (The City of Vancouver, 2018).
Figure 1: City Strategies Contributing to the Zero Waste Strategy – initially set for 2020

(The City of Vancouver, 2018)

Apparel waste is one of the fastest growing waste streams in the world. North American’s
send 9.5 million tonnes of clothing to the landfill every year (Textiles Waste: The Facts,
2018). In Canada, it is estimated that 500,000 tonnes of apparel are disposed of annually,
with the City of Vancouver alone disposing of 6,500 tonnes of apparel each year (Storry &
McKenzie, 2018).
The purpose of this project is to understand how clothing providers currently help to
reduce apparel waste while supporting Vancouver’s community social responsibilities.
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Clothing providers are defined as organizations that collect clothing to directly distribute to
individuals in need at no cost. These organizations may include:
•

Shelters

•

Community centres

•

Thrift stores offering free clothing programs

•

Other non-profit organizations

Our project will not include clothing providers outside the City of Vancouver. The terms of
this project are outlined in Appendix A for the Terms of Reference.
This report will discuss these six topics:
1. Key Findings
2. Methodology
3. Analysis of Findings
4. Short-Term Recommendations
5. Future Recommendations
6. Areas for Further Investigation
Our focus is on the services provided by clothing providers including the collection,
distribution, and disposal of donated apparel.
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Key Findings
The primary findings found during the interview and survey process are detailed in this
section.

Primary Issues and Outcomes
We discovered four key characteristics of clothing donations that have a high impact on a
clothing provider’s collection and sorting processes. The factors are:
•

Non-applicable clothing
o Items do not meet the needs of organization’s target demographic

•

Unusable clothing
o Soiled beyond use

•

Damaged clothing
o Torn, ripped, or stained

•

Not enough clothing
o Shortage of clothing donations in good condition

These characteristics are causing nine problems in the collection and sorting processes.
Clothing providers are currently experiencing five problems found within the collection
process and four within the sorting process.
Collection:

Sorting:

•

Too much clothing

•

Torn, ripped, stained clothing

•

Too little clothing

•

Non-applicable items for

•

Insufficient storage capacity

•

Improper advertising

•

Unusable condition

•

Ease of donation

•

Available personnel

demographic

The problems found within the collection and sorting processes directly impact the
outcome of donated clothing. There are three outcomes that may occur to each donated
clothing item. The outcomes are distribution, recycling, or disposal to the landfill. Donated
items may be distributed to individuals in need or to other clothing provider organizations.
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Clothing items may also be recycled by selling or giving damaged or non-applicable items
to sorter graders. Sorter graders are defined as businesses that collect or buy clothing and
sort for recycling, resale overseas, and other markets. The third outcome is the disposal of
unusable items to the landfill.

Drop-Off Collection Methods
During our interviews, we learned that five clothing providers have selected drop-off-only
collection methods. There are two factors for choosing this method: lack of resources and
ownership of donated clothing. It is not sustainable for these five organizations to use
volunteer or employee hours to pick-up clothing or sort donation bin items.
Expanding to pick-up or other collection methods is not a priority for the organizations
who use drop-off-only methods. This is due to the increase of donor ownership during
drop-off. These organizations believe that a donor is more likely to drop-off donations in
good condition because they are required to interact with the person sorting their
donation. Donor ownership reduces the amount of non-applicable or unusable clothing
received, which reduces the time required for the sorting process.

Unpredictable Clothing Donations
The timing, amount, and type of clothing donations received by each organization is
consistently unpredictable. Our team learned of two factors that result in varying
donations.
Clothing donations are often seasonal. Clothing providers see an influx of donations during
spring cleaning, back-to-school, and Christmas. Low donation periods often occur during
the summer months. Seasonal donation periods frequently include clothing from the
previous season, where winter clothes are received in the summer and summer clothes in
the winter.
We learned that organizations have unpredictable shortages of specific clothing items. A
recurring concern was the shortage of men’s clothing. Men are more likely to wear clothing
either long-term or until the item is no longer donatable. This results in clothing providers
issuing call-outs to meet their demand.
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Laundry Facilities
Five of the organizations that participated in the interview and survey process do not have
the resources to launder donations prior to distribution. The two clothing providers that
are laundering clothing have significantly reduced the amount of clothing that is disposed
to the landfill. Union Gospel Mission (UGM) has implemented laundry facilities and a Repair
to Wear program, which cleans and repairs clothing donations. Since these programs have
been implemented, UGM estimates they have reduced the amount they send to sorter
graders from 15-20% to 7-8%.
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Methodology
The qualitative and problem-solving tools used to understand clothing provider roles are
outlined in the following two phases.

Phase 1: Data Gathering
In Phase 1, our team used four tools to gather qualitative data.
The first step of this project was to email clothing providers in the City of Vancouver to
determine which organizations were interested in participating in our interviews (see
Appendix B for Interview/Survey Request). Our team created an interview questionnaire,
which included 39 questions, and a Google Form survey questionnaire of 32 questions. See
Table 1 for sample interview questions.
Table 1: Sample of Interview Questions

Organizational Questions
Do you feel "clothing provider" is an
appropriate term for describing the
services of distributing clothing at no
cost?

Do you parter with other organizations
who collect, process, or distribute
clothing?

Collection Process Questions
How do you collect clothing?

What is your maximum capacity for
clothing donations?

Distribution Process Questions
What do clients have to do to access
your services?

Do you launder clothing donations
before distributing?

Advertising Questions
How do you get the word out to clients How do you get the word out to clients
that you provide clothing at no cost?
that you accept donations of clothing?
Unused Apparel Questions
What do you do with any unusable or
excess items you end up with?

Do you dispose anything to landfills?

See Appendix C for Interview Questions

The initial question list was provided by the City of Vancouver. The questions focused on
the services provided by clothing providers and what happens to unused clothing
donations. These questions were previously used to establish the City’s current knowledge
base of the flow of apparel in Vancouver. We adapted the initial question list to meet the
specific needs of this project. See Appendix C for interview questions and Appendix D for
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survey questions. Each interview and survey participant were required to sign an
Informed Consent Form, shown in Appendix E. We conducted interviews with six
organizations that provide clothing free of cost. We received one survey response from an
organization who was unable to participate in an interview. The information we collected
provided us with details of each organization’s:
•

General operations

•

Collection process

•

Sorting process

•

Distribution, recycling, and disposal process

Our team followed up with thank you emails to each clothing provider, shown in Appendix
F. We created a process map for each interview participant to visualize the six
organization’s processes. A process map is a visual, step-by-step, breakdown of the work
flow required to complete any process. The collection, sorting, and distribution processes
begin when clothing donations are accepted by an organization and end when the donated
clothing leaves the organizations facility.
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Phase 2: Data Analysis
In Phase 2, our team used three tools: qualitative coding, process maps, and relationship
diagrams, to analyze the data collected from the interviews and survey.
We began our analysis with qualitative coding; the process of organizing responses to
interview or survey questions by commonality or theme. We assigned an alphanumeric
code (1A, 2B, 3C…) to each potential answer or each interview and survey question (see
Appendix G for coding format). Table 2 shows the coded answers to our first interview
question. Once the interview and survey process were completed, the responses given by
each organization were assigned an applicable code. This process allowed our team to
identify and categorize common responses.
Table 2: Coded Answers

Question

What services do you offer?

Coded Answers
1A: Clothing
1B: Housing, shelter
1C: Food
1D: Medical
1E: Legal
1F: Other

Following the qualitative coding, our team created a high-level process map. This process
map highlights the recurring issues in the collection and sorting processes which were
found during the coding process. The process map results in three potential outcomes;
donated items being distributed, recycled, or disposed to the landfill. Each outcome is a
result of specific recurring issues found in the collection and sorting processes. Using the
high-level process map, our team mapped the relationships between the collection and
sorting issues and the resulting outcomes.
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Analysis of Findings
The seven organizations who participated in this project follow similar processes to
provide their services. The collection process begins when clothing is donated to the
organization. Clothing items are then sorted based on multiple factors which include:
•

Target demographic
o Gender
o Age

•

Condition
o Usable
o Unusable

•

Clothing style
o Casual
o Business
o Formal
o Work-related
o Recent trends

Once clothing is sorted, it is displayed in the organization’s facility and distributed to
individuals in need at no cost. All organizations are occasionally required to dispose of
clothing to the landfill, due to poor condition.
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Phase 1: Data Gathering
The questions our team asked during the interview and survey process focused on five
areas: organization, collection, distribution, advertising, and unused apparel. We received
one survey response from First United Church and conducted semi-structured interviews
with six organizations:
1. Working Gear
2. Downtown Eastside Women’s Centre
3. Salvation Army
4. Dress for Success
5. Union Gospel Mission
6. Men’s Hostel
Interviewing these clothing providers gave us insight into their day-to-day operations and
the opportunities and challenges they face. The natural flow of our conversations created a
comfortable environment to discuss the positive and negative aspects of each
organization’s processes. We conducted interviews both in-person and by phone. During
our three in-person interviews, we had the opportunity to tour each organization’s
facilities.
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Our interview with Working Gear was particularly eye-opening for our team, as it was
conducted during their hours of operation. We witnessed volunteer interactions with
clients, donation drop-offs, and how donations are sorted. We were able to watch
volunteers sort incoming donations, which allowed us to see how the sorting criteria was
applied to donated items.
Image 1: The Beginning of the Sorting Process at Working Gear

Following the interview and survey process, we created process maps for each
organization. The process maps focus on two processes:
•

Collection and sorting

•

Distribution

Textile Recycling: The Clothing Provider Perspective

15

Figure 2 represents the current collection and sorting process at Men’s Hostel (see
Appendix H for Process Maps).
Figure 2: Drop-off Collection and Sorting Process Map for Men's Hostel

See Appendix H-6 for Detailed Men’s Hostel Process Maps

A key step in the drop-off collection and sorting process of Men’s Hostel is “wash clothing”.
This is a notable step as only two participating clothing providers launder clothing before
distribution. Having a laundry facility reduces the amount of clothing disposed by Men’s
Hostel.
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Phase 2: Data Analysis
Phase 2 began with coding the data collected during the interview and survey process.
Using the assigned alphanumeric codes, our team established common themes within the
interview and survey responses (see Appendix I for Coding Results). Table 3 shows a
sample of a coded question response.
Table 3: Completed Coding Sample

Question

What do you do with not applicable or excess
items you end up with?

Coded Answers
27A: Give to other providers
27B: Sell in thrift stores
27C: Consign
27D: Throw away
27E: Sorter graders/upcycle
27F: Other

Providers*
DEWC, WG, DFS, UGM, MH, FU
UGM, SA
WG, DFS
DEWC
WG, DFS, UGM, SA
WG, MH

See Appendix I for Coding Results
*Providers are abbreviated based on name

Following our coding method, we found four key areas that lead to further issues for
clothing providers. The areas are:
•

Non-applicable clothing

•

Unusable clothing

•

Damaged clothing

•

Seasonal donations

We have defined “non-applicable” as items of clothing that are not suitable for the
organization’s target demographic. “Unusable” is defined as an article of clothing that is
soiled beyond use and must be disposed of. “Damaged” is defined as items that are torn,
ripped, or stained. These items may still have further use, requiring minor repair or
laundering. Seasonal donations could be an influx of donations before Christmas or a
decrease of donations during the summer. We further analyzed these key areas and found
five issues within the collection process and four issues within the sorting process.
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Collection
Our analysis included defining the five issues found in the collection process. Figure 3
shows the identified issues. The darkest shade indicates the highest occurring issue and the
lightest shade the lowest occurring. The use of the same shade shows that the same
number of organizations indicated the issue.
Figure 3: Issues Found in the Collection Process

Too Much Clothing
A recurring problem among clothing providers is receiving too much clothing. Our team
divided the issue of too much clothing into two areas: too much for an organization’s
capacity and too many non-applicable or unusable items. Storage and personnel capacity
are further discussed as separate issues.
All seven clothing providers indicated that they receive too many non-applicable and/or
unusable donations. Non-applicable items will be sorted and sent to other clothing
providers and unusable items will be disposed to the landfill. Significant volunteer and
employee hours are required to sort non-applicable and unusable donations. This issue is
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caused by a lack of awareness from clothing donors of which organizations service specific
demographics or when clothing is considered to be in good or poor condition.
Too Little Clothing
During the interviews, we learned that five organizations require more donated clothing in
good condition to meet demand. Not meeting demand could include:
•

Item-specific demand, such as socks, underwear, or outerwear

•

Gender-specific demand

•

Shortage of items during low donation periods

A recurring comment during our interviews was that men do not donate as much clothing.
Men are more likely to wear their clothing until it is unusable, which results in a higher
demand of men’s clothing. Items including socks and underwear are also highly demanded
but are donated infrequently.
Organizations often overcome a shortage of specific clothing items by issuing a call-out to
the public, retailers, churches, schools, and other organizations. A call-out is a request to
the public or specific organizations for clothing donations. Organizations may purchase
items as necessary, but it is not a sustainable practice. Clothing providers look to source
partnerships with large retailers but do not have the personnel to create these
relationships.
Storage Capacity
Storage capacity is an issue that affects five of the clothing providers we interviewed or
surveyed. The five organizations are limited to the space within their current workplace.
This has resulted in two providers having to turning donors away. Salvation Army and
Union Gospel Mission have distribution centres to sort their items, therefore storage
capacity is not a factor.
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Improper Advertising
We learned that clothing providers are reluctant to publicly advertise that they accept
donated clothing. Although advertising their services leads to an influx in donations,
organizations are often overwhelmed by the amount of non-applicable or unusable clothing
received.
The City of Vancouver has created the Waste Wizard, an online tool for Vancouver
residents to learn where to properly dispose of waste. This website allows the user to
search the item for disposal, which then shows all the ways for proper disposal and where
the item can be taken for disposal. Although the Waste Wizard features an area specific to
clothing donation and recycling, only three clothing provider participants are listed on this
website. The Waste Wizard does not detail which items are accepted by each organization
or define the expected condition of clothing. This results in misrepresentation of clothing
providers and creates an influx of non-applicable or unusable clothing donations.
Ease of Donation
Drop-off clothing donations are more likely to occur if the location of the clothing
provider’s facility is easily accessed by the donor. The layout of the facility is also a
contributing factor to the ease of donation. We learned that Dress for Success faces
difficulty with their current location. Dress for Success has been told by donors that they
find it difficult to drop off donations. This is because their receiving area is on the second
floor of the building, in the heart of downtown Vancouver. Donors must find a place to park
and walk upstairs to drop-off donations, hindering large donations.
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Sorting
We defined the four recurring issues found within the sorting process, which are shown in
Figure 4. The darkest green indicates the most frequently occurring issue, with the lightest
green indicating the least frequent.
Figure 4: Issues Found in the Sorting Process

Torn, Ripped, and Stained Donations
Receiving damaged clothing is the most frequent issue found in the sorting process and is
common among all seven organizations. Damaged donations have the potential to be used
by organizations, but few organizations have the resources to manage damaged items.
Clothing providers like Union Gospel Mission have implemented programs such as “Repair
to Wear” to fix and reuse donations. UGM has also invested in laundry machines to wash
stained or dirty items for reuse. General practice for other organizations is to do minor
repair for ripped clothing. If the damaged item cannot be sewn by hand or the stain is too
severe, clothing will either be distributed to other organizations, recycled, or thrown away.
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Non-applicable for Target Demographic
Four clothing providers are currently receiving clothing that does not apply to their target
demographic. Once a non-applicable item is received, it will be distributed to other clothing
providers or sold in consignment stores. This results in additional sorting for volunteers
and employees and excess use of storage capacity.
Organizations such as First United Church have taken steps to eliminate receiving items
that are non-applicable to their clients. They have recently partnered with a large resale
chain and no longer accept public donations. With this partnership, First United will do a
call-out to as needed, resulting in receiving only clothing items that match their current
demand.
Unusable Condition
Receiving unusable donations is an infrequent occurrence but all seven organizations have
received items in poor condition. We learned that organizations have received infested
donation bags and even items soiled with fecal matter. Clothing providers have few choices
besides disposing of these items to the landfill.
Four of the seven clothing providers prefer to have donations dropped off at their facility.
Drop-off is preferred because these organizations believe a donor is more likely to drop-off
good condition clothing versus unusable clothing. Using this method increases ownership
of donated clothing.
Personnel Capacity
Personnel capacity affects each of the issues uncovered in the analysis of the sorting
process. Donations that are non-applicable, damaged, or unusable take up valuable
volunteer and employee time. Organizations such as Working Gear have expressed interest
in expanding their business but do not currently have the volunteer or capacity resources.
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Once our team had defined each issue, we created a high-level process map. Figure 4 shows
the process map which illustrates the current processes of clothing providers (see
Appendix J for High-Level Process Map).

Figure 4: High-Level Process Map

Distribution
The objective of clothing providers is to distribute donations to individuals in need of
clothing at no cost. We have established two outcomes of distribution. Donated clothing
that is considered applicable to the organization will go to a client. If the clothing is nonapplicable, it will go to another clothing provider.
With the defined collection and sorting issues, we created relationship diagrams for each
potential outcome. The relationship diagram for the distribution outcome is shown in
Figure 5.
Figure 5: Relationship Diagram for the Distribution Outcome

See Appendix K-1 for Distribution Relationship Diagram
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Recycling
If donated items are not applicable to the clothing provider nor suitable for distribution to
other providers, the items may be sent or sold to sorter graders. Two organizations are
currently participating in a recycling program with sorter graders. This form of recycling
may include repurposing clothing by creating multiple rags from one garment. The
relationship diagram for the recycling outcome is shown in Appendix K-2.

Landfill
Disposing items to the landfill is the third outcome for clothing donations. Each
organization faces occasional situations that require disposal. These situations include
infested and soiled donations. See Appendix K-3 for the landfill relationship diagram.
Our team identified five relationships between the collection and sorting process issues,
and the distribution outcome. We also identified two relationships that result in the
recycling outcome, and two different relationships that result in the landfill outcome.
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Recommendations
Our team has made recommendations for:
•

Short-term

•

Future

•

Areas for further investigation

Short-Term Recommendations
Based on our analysis of the information collected, we recommend the City of Vancouver
support clothing providers reduce waste in the short-term by:
•

Connecting sorter graders to clothing providers

•

Marketing the Waste Wizard

•

Represent each consenting organization on the Waste Wizard which details specific
donation requirements

Sorter Graders
A recurring topic discussed in our interviews was that it would be helpful to have a clothing
recycling bin picked up by the City. Our team recommends bridging a relationship between
sorter graders and clothing providers to educate the organizations on sorter grader
recycling methods. Scheduled pick-ups can be arranged with the sorter graders to ensure
that clothing providers are not overwhelmed with excess clothing, similar to a City-run
recycling program. Additionally, organizations can generate revenue from the sale of
clothing to sorter graders. This will improve the current sorting process and reduce the
disposal of clothing to the landfill.

Marketing the Waste Wizard
Increasing the awareness of the Waste Wizard to Metro Vancouver residents will alert
users to the recycling options available. We recommend that the Waste Wizard is marketed
higher, in accessible locations such as public transit.
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Detailed Representation
We recommend that the City issue a simple survey to each clothing provider that provides
consent to be included on the Waste Wizard. The survey should include three topics:
1. General
o Organization name
o Address
o Contact information
o Hours of operations
2. Target Customer Base
o Detailed information about the organization’s clothing service and who they
serve
3. Donation Requirements
o What is considered “clothing in good condition”
o How to donate (drop-off, pick-up, etc.)
o Specific articles that are always required
Once the survey has been completed by clothing providers, the information can be
displayed on the Waste Wizard for Vancouver residents to access. This will improve the
current collection and sorting processes by reducing the amount of unusable and nonapplicable items received by clothing providers.

Future Recommendations
Following the short-term recommendations, our team has developed three
recommendations for future consideration. These recommendations focus on the following
topics:
1. Public education
2. Recycling program
3. Clothing manufacturer accountability
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Public Education
Prior to this study, our team members did not know where our clothing donations went.
Once this project began, we were provided the opportunity to see, first-hand, how our
clothing is sorted and where it is distributed.
During the interview and survey process, we learned that the general public, like us, is
unaware of where their clothing donations go. Similar to the education of soft plastic
recycling or composting, the City should increase public knowledge about the services
provided by clothing providers. Public understanding of proper donation methods will
improve the collection and sorting methods for clothing providers.

Recycling Program
Our team recommends implementing clothing recycling resources at City transfer stations.
The purpose of these recycling bins is to reduce the disposal of clothing at the landfill. The
bins will be accessible by the general public and will accept clothing that is not fit for
donation. Items that are not fit for donation may include items such as ripped socks or
underwear. This recycling program may generate additional revenue for the City with the
sale of clothing to sorter graders.

Clothing Manufacturer Accountability
Our third long-term recommendation focuses on clothing manufacturers and retailers. We
recommend that the City regulate the disposal of like-new clothing in Vancouver. Retailers
and manufacturers create waste from their unsold items, factory seconds, and returned or
damaged items. Although these items are not fit-for-sale, these items are acceptable to
donate to clothing providers. Partnerships with clothing providers and manufacturers
would reduce the following recurring problems:
•

High demand for men’s clothing

•

Too little clothing

•

Unusable clothing

•

Non-applicable clothing

•

Volunteer and employee hours consumed by sorting
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Areas for Further Investigation
We recommend that the following areas are further investigated:
1. How other cities are effectively reducing textile waste
2. Children’s clothing providers and waste
3. How laundry services would impact clothing providers and clothing waste
These three topics address areas that were discussed during our interviews and surveys
but were not included in our study.

Markham, Ontario
To support the Zero Waste 2040 Strategic Plan, our team recommends that the City
continues to conduct research of the sustainable practices currently used in other cities.
Since 2013, the City of Markham has prioritized the reduction of textile waste to the
landfill. This has been executed using new city-run donation bins which utilize smart
technology. The bins are equipped with volume and tracking sensors, as well as cameras.
Markham has clearly outlined what items are accepted for donation, the condition of
accepted items, and where the smart bins are located. A recent step for Markham to
support textile diversion was the decision to ban textile waste from curbside collection
services (Markham, 2017).

Children’s Clothing
Our study did not involve clothing provider organizations that provide children’s clothing
free of cost. Children wear through clothing at a faster rate than adults and are more likely
to damage items. This factor could make it more difficult for parents to donate their
children’s clothing and could increase the amount of clothing disposed to the landfill.
Further research into the flow of children’s clothing would be beneficial for the City.

Laundry Services
During the interview and survey process, our team discovered the impact that laundry
facilities has on reducing clothing providers’ textile waste. We recognized that the
individuals accessing clothing programs likely do not have access to laundry facilities. To
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strengthen the Zero Waste 2040 Strategic Plan, we recommend the implementation of a
circular laundromat for individuals in need.
Currently, the individuals using clothing providers’ services are disposing their worn
clothing. The circular laundromat would follow the process shown in Figure 6.
Figure 6: Circular Laundromat Process Map

The goal of a circular laundromat is to reduce the amount of clothing being disposed to the
landfill, while supporting Vancouver’s community social responsibilities. Individuals in
need will have the opportunity to keep valuable items and receive clean clothes in return
for their worn clothes.
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Conclusion
The interview and survey process indicated that there are four key factors that cause
problems within the clothing providers’ collection and sorting processes. These factors are:
•

Non-applicable clothing

•

Unusable clothing

•

Damaged clothing

•

Not enough clothing

Our short-term recommendations will result in a decrease of these factors by ensuring that
each consenting provider is accurately represented on the Waste Wizard. Indicating what
clothing is accepted by each clothing provider and the proper condition of donated clothing
will reduce the non-applicable, unusable, and damaged clothing received. Marketing the
Waste Wizard will bring awareness to the donation options available to the public,
resulting in an influx of applicable donations in proper condition.
Building relationships between clothing providers and sorter graders will result in the
reduction of clothing disposed to the landfill, supporting the City of Vancouver’s Zero
Waste 2040 Strategic Plan. Clothing providers can send unusable clothing for recycling and
utilize the scheduled pick-up option to ease volunteer and employee hours.
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Appendix A: Terms of Reference
This is the Terms of Reference (TOR) for understanding clothing providers in the City of
Vancouver. The TOR outlines the project goals, scope, and success measures.
Terms of Reference
Version: 6.0
Date: November 22, 2018
Project Name:
Clothing Providers in the City of Vancouver
Name and Address of Client and Organization:
Andrea McKenzie, Zero Waste Specialist
City of Vancouver
1100 - 450 SW Marine Dr.
Vancouver, BC V5X 0C3
andrea.mckenzie@vancouver.ca
Ileana Costrut, Projects Coordinator
CityStudio Vancouver
1800 Spyglass Pl.
Vancouver, BC V5Z 4K7
ileana.costrut@citystudiovancouver.com
BCIT Investigators:
Lauren Bostwick
laurenbostwick8@gmail.com
Dave Ferriday
ferriday.d@gmail.com
Dhilip Venkatachalam
v.dhilip@yahoo.co.in
BCIT Coordinator:
Linda Butterfield
linda_butterfield@bcit.ca
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Opportunity Statement:
This project is designed to complete background research in support of the priority action
to develop an Apparel Waste Reduction Strategy, as described in the City of Vancouver’s
Zero Waste 2040 Strategic Plan, which is a long-term vision to eliminate the disposal of
solid waste to landfills and incinerators by 2040.
Project Goal:
The goal of this project is to understand the services offered by clothing providers, defined
as organizations (such as shelters, community centres, and some thrift stores) that collect
clothing to distribute directly to individuals in need, at no cost, in the City of Vancouver.
This includes the collection, distribution, and disposal of donated clothing items.
Scope of the Study:
The scope of this study includes:
● Contacting a minimum of five clothing providers in the city of Vancouver
● Developing interview and survey questions for clothing providers
● Holding semi-structured interviews and/or providing surveys with clothing
providers
● Analysis of the current process which begins when the clothing provider accepts
donations and ends when donations leave their facility
● Analysis of the current challenges and opportunities facing clothing providers
The scope of this study does not include:
● Clothing providers outside the City of Vancouver
● Analysis of other stakeholders’ processes outside of clothing providers
● Implementation of recommendations
Symptoms:
● Apparel waste is one of the fastest growing waste streams in the world
● In Canada, an estimated 500,000 tonnes of apparel waste goes to disposal annually
● In Vancouver, approximately 6,500 tonnes of apparel is disposed annually
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Success Measures:
Deliverable

Success Measure

Informed Consent
Form filled in
Interview Request
and Thank-You
emails drafted
Interview and survey
questions drafted
Pre-Interview Prep
Skype call with
Ileana
Post- initial
interview conference
call with Andrea
Initial interview
transcript for review
Completed interview
and survey
transcript/data
Process map for each
organization

Submitted to client by
September 19
Submitted for approval by
September 19

Team

Complete

Team

Complete

Submitted for approval by
September 26
As scheduled, on October
3 at 9:00am

Team

Complete

Team, Ileana

Complete

As scheduled, on October
18 at 2:30pm

Team, Andrea

Complete

Submitted on October 18
by 10:00am
Submitted to Andrea
before analysis
November 7, 2018
To include:
- Process of each
organization
- Inflow/outflow of
clothing
Completed by November
21, 2018.
To include:
- Results of surveys
and interviews
- Analysis and
recommendations
in response to
challenges found
during interviews
- Discussion of
limitations of
research and
identification of
outstanding
knowledge gaps
and areas for
further research
Submitted to clients on
November 28, 2018.
- 28” x 4”
- Includes photo(s)
- Large project title

Team

Complete

Team

Complete

Team

Complete

Formal report

Poster created for
HUBBUB! Event

Responsibility

Status

Team

Team
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-

Attendance at
HUBBUB! Event
Oral presentation of
findings

Medium subtitle
Detailed purpose,
outcomes, process
- Name of team
- Name of course,
instructor(s), City
partner
- CityStudio
summary
- BCIT logo
Printed on November 29,
2018.
9:00 am on November 30,
2018 with poster
Presented to clients and
advisors on December 5,
2018 at 3:00pm.

Team
Team

Deliverables:
● Interim deliverables to be approved by Client:
○ Draft emails to clothing providers by September 19
○ Informed Consent Form for participants by September 19
○ Draft interview and survey questions by September 26
○ A pre-interview prep meeting with Ileana on October 3
○ A post-interview conference call after our first interview with Andrea and
Ileana on October 17
○ Completed interview and survey transcript pre-analysis
● A formal report will be submitted by November 29, 2018 and will include:
○ The results of surveys and interviews conducted
○ Analysis and recommendations in response to challenges found in surveys
○ Discussion of limitations of research and identification of outstanding
knowledge gaps and areas for further research
● Poster created for HUBBUB Event at City Hall by November 29
● Attendance at HUBBUB Event on November 30, 2018
● An oral presentation of findings will be given on December 5, 2018
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Action:
Weeks 1-3: Gather Information
● Initial client interview
● Draft and send emails to clothing provider contacts to request interviews and/or
surveys
● Complete the Informed Consent Form for interview and survey participants
● Research clothing provider organizations and develop a contact list within the City
of Vancouver
Weeks 3-5: Interview and Survey Questionnaire
● Draft interview and survey questions
● Approve and finalize interview and survey questions
● Confirm interviews and/or provide surveys to participants
Weeks 5-9: Interview and Survey
● Informed Consent Forms signed by participants
● Meet with participants for semi-structured interviews
● Receive completed surveys from participants
Weeks 9-12: Analysis and Recommendation
● Analysis of results from interviews and/or surveys
● Recommendations based on analysis of findings
Constraints:
● Project timeline is limited to 13 weeks
● CityStudio workspace is at capacity which limits the opportunity to meet with
clients in-person
● Privacy preferences of each interview and/or survey participant
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Assumptions:
● Consenting participants will disclose information about current processes and
challenges
● Andrea will be available by email for clarification and support throughout the
project
● Ileana will be available by email or phone for clarification and support throughout
the project
Project Risks:
● Lack of consenting participants
● Local elections could change priorities of City of Vancouver
● Clothing providers do not have quantifiable data
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Appendix B: Interview/Survey Request Email
This is the email template created for contacting clothing providers and determining
interest in the project.
Hello team at [insert name of] organization,
My name is Dave Ferriday, a Business Operations Management student at BCIT. I am part of
a student team that is collaborating with the City of Vancouver and CityStudio to work on a
project inspired by the City’s Zero Waste 2040 strategic plan. The focus of our project is to
better understand how clothing providers help to reduce apparel waste while also
supporting community social goals in Vancouver.
Our Ask
My team would like the opportunity to conduct a short interview with your organization.
We would like to schedule a one hour-long interview between [insert dates], at a location
and time that is convenient for you. You may choose to be identified or remain anonymous
for this interview. If you are unable to participate in an in-person interview, you may also
participate in our study by filling out a survey.
Project Description
Clothing providers are defined as organizations (such as shelters, community centres, and
some thrift stores) that collect clothing to distribute directly to individuals in need, at no
cost. We would like to gain a better understanding of how your organization delivers this
service, and of any challenges and opportunities you experience related to clothing.
Why Participate
We aim to find ways to address any challenges and opportunities you identify, while also
supporting the goals of Zero Waste 2040. Research findings will also be used by the City of
Vancouver to help inform planning and development of a future apparel waste reduction
strategy.
Please let us know if you are interested in participating in an interview or survey by [insert
date]. We appreciate any help and insight you can provide us.
Thank you for your time,
[Insert Signature]
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Appendix C: Interview Questions
These are the questions developed for the semi-structured interviews with clothing
providers.

Organizational Questions:
1. What services do you offer?
2. Is providing clothing your primary service?
3. Do you feel “clothing provider” is an appropriate term for describing the service of
distributing clothing at no cost?
4. If not, is there another term you would use instead?
5. What communities or clients do you target with your services, and especially your
clothing provider services?
6. Do you partner with other organizations who collect, process, or distribute clothing?
a. If yes, can you identify who and describe how you work with them?
7. How are your services funded?
8. Do any funding dollars come from the sale of second-hand clothing?
Collection Process:
1. How do you collect clothing? (drop-off, pick-ups, donation bins?).
2. Do you ever purchase clothing new?
3. Who do you get clothing from? (Residents, retailers, other clothing providers, thrift
stores, etc.)
4. Do you receive items from other organizations that collect process or distribute
second hand clothing?
5. How often do you typically receive clothing?
6. Estimate the amount of clothing you receive each year (number of items or by
weight)
7. What types of clothing do you collect?
8. Why do you use these collection methods? What does or doesn't work well about
this approach to collection?
9. What is your maximum capacity for clothing donations?
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10. What factors affect your max capacity? (e.g. storage space, staff or volunteer hours)
11. Do you always have enough clothing to fulfill clients’ demand?
a. Does it vary with season? Type of clothing?
12. Are there any items you tend to get more of than you need? If yes, what are they?
13. Are there any items you don’t get enough of? If yes, what are they?
14. What do you do when you don’t have enough of certain item types to meet demand?
Distribution Process:
1. What do clients have to do to access your services?
2. Is there a limit on the number of items you distribute per client?
a. If yes, what is it?
3. Describe the process of clients selecting which items they get. (e.g. do they get to
choose, try on, etc.)
4. Do you launder clothing donations before distributing?
5. How fast do items get distributed after being collected and processed?
6. Why is this your approach for distributing clothing? What does or doesn't work well
about this approach?
Advertising:
1. How do you get the word out to clients that you provide clothing at no cost?
2. How do you get the word out that you accept donations of clothing?
3. Why do you use these advertising methods? What does or doesn’t work well about
these ways of advertising?
Unused Apparel:
1. What do you do with any unusable or excess items you end up with?
2. If you pass on to other organizations, please identify which ones and what you
typically pass on to them.
3. Do you dispose anything to landfill? If yes, can you describe the types of items that
get disposed?
a. What portion of clothing you receive does this represent?
4. Do you send or sell anything to sorter graders? (businesses that collect or buy
clothing and sort for recycling, resale overseas and other markets)
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a. For example: Trans-Continental, Cann-Amm, Pacific, Delta, Dominion,
Odyssey
5. What do you do with damaged clothing (ripped, stained, etc.)?
6. Why do you use these methods to manage items you don’t need? What does or
doesn't work well about this approach?
All Topics:
1. What would help to improve how you provide your services?
2. Any other information or comments you'd like to share?
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Appendix D: Survey
This is the Google Forms survey designed for clothing providers.

Figure 7: Clothing Providers in the City of Vancouver Google Forms
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Appendix E: Informed Consent Form
This is the Informed Consent Form provided to each participating clothing provider, prior
to the interview or survey.
Title of the Research Project
Clothing Providers in Vancouver
Description of the Research
The purpose of this research is to better understand the role played by clothing providers in Vancouver.
Clothing providers are defined as organizations (such as shelters, community centres and some thrift
stores) that collect clothing to distribute directly to individuals in need at no cost. The project seeks to
learn what services different clothing providers in Vancouver offer, how they deliver those services, why
their service model is designed that way, and what challenges and opportunities exist for supporting the
distribution of clothing donations within Vancouver communities.
This project is a collaboration between British Columbia Institute of Technology (BCIT) and City of
Vancouver through CityStudio. CityStudio is an innovation hub where City staff, students, faculty and
community work together to design experimental projects that make Vancouver more sustainable,
liveable and joyful. https://www.citystudiovancouver.com/
The research analysis and recommendations will respond to challenges and opportunities identified by
interview participants while aligning with the objectives identified in the City of Vancouver’s Zero Waste
2040 strategic plan. The primary objective of Zero Waste 2040 is to eliminate the disposal of solid waste
to landfill and incineration by 2040 through waste avoidance, reduction, reuse and recycling. An
important complementary objective is to support community social goals. For example, by
strengthening community connections and pursuing zero waste initiatives that support social justice.
Research findings will be used by the City of Vancouver to help inform planning and development of a
future apparel waste reduction strategy for Vancouver, a priority action in Zero Waste 2040.
https://vancouver.ca/green-vancouver/zero-waste-vancouver.aspx
Access to Research Information
The list of interview/survey participants and interview/survey notes will be shared with the project
sponsor: City of Vancouver Solid Waste Strategic Services. The information collected will inform the final
report, which will be shared with the project sponsor and all research participants upon completion in
December 2018. Research participants will also be invited to attend a presentation of the research
findings at the CityStudio HUBBUB! Project Showcase.
Confidentiality
You may choose to be identified in the final report as a research participant by name and/or by the
organization you represent. The information collected from these interviews/surveys which will be
shared with the City of Vancouver may be accessible to others through Freedom of Information
requests.
Participation
The interview will take approximately 45 minutes while we expect the survey to take approximately 2030 minutes. You are free to decline to answer any question. You may withdraw your consent to
participate at any time during the interview or survey and any information you have provided to that
point will be destroyed upon your instruction.
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Project Team:
Lauren Bostwick | (778) 898-2530 | laurenbostwick8@gmail.com
Dave Ferriday | (604) 317-0028 | ferriday.d@gmail.com
Dhilip Venkatachalam | (236) 332-4449 | vdhilip@yahoo.co.in
Process Improvement Project, Business Operations Management, British Columbia Institute of
Technology
If you have any further questions or concerns about this study, please contact the project team.
Supervisor:
Jason Young | 604.412.7510 | jyoung19@bcit.ca
Operations Management, School of Business, British Columbia Institute of Technology
If you have any concerns regarding the conduct of the project team, please feel free to contact the
supervisor.
Project Sponsor:
Andrea McKenzie | 604.873.7777 | andrea.mckenzie@vancouver.ca
Solid Waste Strategic Services, City of Vancouver
If you have any questions about the Zero Waste 2040 strategic plan or a future apparel waste reduction
strategy for Vancouver, please contact the project sponsor.
Consent:
Have you reviewed the Project Information and Informed Consent sheet?

YES

NO

Do you agree to participate in an interview for this project?

YES

NO

Does the project team have permission to take photos of your facility, which
may be used for the HUBBUB! Project Showcase and/or final report.

YES

NO

Please indicate the identifying information you consent to be used in the final report.
Select one or both:
First and last name
Organization: _____________________________________________
__________________________
Signature of Participant

____________________________
Name of Participant

__________________________
Date
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Appendix F: Thank You Email
This is the email template created to follow-up and thank each participating organization
for their contribution.

Hello team at [insert name of] organization,
On behalf of my team and CityStudio, thank you for participating in our research project on
clothing providers in Vancouver.
The time and information you generously provided has been helpful and gave us with
useful insights such as [insert example]. In our final report, we aim to find ways to
address the challenges and opportunities you identified, while supporting the goals of Zero
Waste 2040. Research findings will also be used by the City of Vancouver to help form a
future apparel waste reduction strategy. Our report will be finalized by December 5, 2018
and will be shared with all research participants.
To learn about our findings, we would like to invite you to an event at City Hall, called
HUBBUB, where we will be presenting a summary of our project. This event is a showcase
for collaborative projects between the City of Vancouver, CityStudio, and student teams
from local colleges and universities. By attending this event, you will be able to see how
your input has helped guide our project.
The event details are:
Date: November 30, 2018
Place: 453 W 12th Ave, Vancouver, BC V5Y 1V4 (Vancouver City Hall)
Time: 09:30-12:30
Thank you again and we hope to see you there!
[Insert Signature]
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Appendix G: Alphanumeric Coding
These are the alphanumeric codes our team assigned to the potential answers of each
interview and survey question.

The following methodology was used to create alphanumeric codes:
1. Establish potential answers for each interview and survey questions, using the
survey as a baseline.
2. Determine the method of coding, for which we chose alphanumeric.
3. Sequentially assign an alphanumeric code to each potential answer.
Table 4 shows the alphanumeric codes for each question.
Table 4: Alphanumeric Coding Format

Question

Coded Answers
1A: Clothing
1B: Housing, shelter
1C: Food
What services do you offer?
1D: Medical
1E: Legal
1F: Other
2A: Yes
Is providing clothing your primary service?
2B: No
Do you feel “clothing provider” is an appropriate 3A: Yes
term for describing the service of distributing 3B: No
clothing at no cost?
3C: For that area of service
4A: Male
4B: Female
4C: Male & Female
What communities or clients do you target with
4D: Age 0-12
your services, and especially your clothing
4E: Age 13-21
provider services?
4F: Age 22-54
4G: Age 55+
4H: Other
5A: Yes
Do you partner with other organizations who 5B: No
collect, process, or distribute clothing?
5C: No, send excess clothes
5D: No, refers clients
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How are your services funded?

How do you collect clothing?

Who do you get clothing from?

How often do you typically receive clothing?

Estimate amount of clothing received

What types of clothing do you collect?

What is your maximum capacity for clothing
donations?
What factors affect your maximum capacity?

What works well about collection methods?
What doesn't work well about collection
methods?
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6A: Government
6B: Monetary Donations
6C: Sale of Clothing
6D: Other
7A: Drop-off
7B: Pick-up
7C: Donation bins
7D: Clothing drives
7E: Purchased new
7F: Other
8A: Residents
8B: Retailers, corporate
8C: Clothing brands
8D: Thrift stores
8E: Other clothing providers
8F: Other
9A: Everyday
9B: 1-3x/week
9C: 4-5x/week
9D: 1-3x/month
9E: Other
10A: Number of Items
10B: Weight in lbs.
11A: Men's
11B: Women's
11C: Children's
11D: Towels/blankets
11E: Other
12A: Yes
12B: No
13A: Storage Space
13B: Volunteer hours
13C: Other
14A: More Ownership
14B: Fewer volunteer hours
14C: Community involvement
14D: Community needs met
15A: Location of facilities
15B: Unusable donations
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Do you always have enough clothing to fulfill
clients’ demand?

16A: Yes
16B: No
17A: Yes
17B: Nov/Dec = high
Is donation demand seasonal?
17C: Summer = low
17D: No
17E: Other
18A: Purchase New
What do you do when you don't have enough 18B: Turn Away
clothing to meet demand?
18C: Call-Out to Orgs
18D: Call-Out to Public
19A: Socks/Underwear
19B: Shoes
Are there any items you tend to get more of than 19C: Pants
you need?
19D: Shirts
19E: Outerwear
19F: Other
20A: Socks/Underwear
20B: Shoes
20C: Pants
Are there any items you don’t get enough of? 20D: Shirts
20E: Outerwear
20F: Other
20G: All
21A: Live in DTES
21B: Referral
What do clients have to do to access your
21C: Outreach Centre
services?
21D: Walk-in
21E: Other
22A: Yes
Is there a limit on the number of items you
22B: No
distribute per client?
22C: 1-10 Items
22D: 10-20 Items
23A: Yes
23B: No
Do clients get to choose their items?
23C: Yes, can't try on
23D: Yes, can try on
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24A: Yes
Are clients provided assitance when choosing? 24B: No
24C: Upon Request
Do you launder clothing donations before
25A: Yes
distribution?
25B: No
26A: Immediately
26B: 1-2 Weeks
How fast do items get distributed after being
26C: 3-4 Weeks
collected and processed?
26D: Over 1 Month
26E: Other
27A: Send to other providers
27B: Thrift Stores
What do you do with any not applicable or
27C: Consign
excess items you end up with?
27D: Throw away
27E: Sorter graders/upcycle
27F: Other
28A: Throw away
28B: Repair
28C: Wash
What do you do with damaged clothing?
28D: Give elsewhere
28E: Sorter graders
28F: Other
29A: Public education
29B: Monetary donations
What would help to improve how you provide
29C: Industry accountability
your services?
29D: Recycling program
29E: Other
30A: Volunteers
Who distributes clothing directly to clients?
30B: Employees
30C: Both
31A: Volunteers only
Do you have volunteers or employees?
31B: Employees only
31C: Both
32A: Word-of-Mouth
32B: Social Media
How do you get the word out to clients that you
32C: Website
provide clothing at no cost?
32D: Other
32E: Do not advertise
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32A: Word-of-Mouth
32B: Social Media
How do you get the word out to clients that you
32C: Website
provide clothing at no cost?
32D: Other
32E: Do not advertise
33A: Word-of-Mouth
How do you get the word out that you accept 33B: Social Media
donations of clothing?
33C: Website
33D: Other
34A: Live within city
34B: Live outside city
34C: Clean clothing
Are there requirements for donors to follow?
34D: No returns from client
34E: Still useable
34F: Other
35A: Turn donors away
What do you do when you are at maximum
35B: Ask to come back
capacity for clothing donations?
35C: Store off-site
36A: Yes
Do you ever purchase clothing new?
36B: No
37A: Yes
Do you ever sell clothing items?
37B: No
37C: Occassionally
38A: 1-10 people
38B: 11-20 people
How many people access your clothing provider
38C: 21-30 people
services per week?
38D: 31-40 people
38E: Other
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Appendix H: Process Maps
The process maps created are included in the following six appendices. Process maps were
created for the clothing providers who participated in the interview process only.

Each clothing provider we interviewed explained their current collection, sorting, and
distribution processes. These processes were translated into process maps. The maps were
divided into either:
•

The collection & sorting process and the distribution process or

•

The collection process, sorting process, and distribution process

The use of separate collection and sorting processes occurred for organizations that
collected donations using methods other than drop-off only. It also occurred for
organizations that do not immediately sort donations.
The following methodology was used to create each process map:
1. Define the starting task, illustrated as an oval.
2. Determine the macro steps required to execute the process, illustrated as a
rectangle.
3. Determine where a yes or no decision is made, illustrated as a triangle.
4. Define the outcome of the decision.
5. Define the end result of the process or decision outcome, illustrated as an oval.
Once the process maps were complete for each clothing provider, process steps were
colour coded to reveal commonalities between organization processes.
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Appendix H-1: Working Gear Process Maps
These are the process maps created for Working Gear. The processes have been divided
into the collection and sorting process and the distribution process.

Figure 8 shows the collection and sorting processes at Working Gear.
Figure 8: Working Gear Collection and Sorting Processes

Working Gear indicated three outcomes for clothing donations:
1. Hang items for distribution to clients
2. Distribute to Powell Street Getaway Centre
3. Put clothing outside their entrance for individuals to sort and take
The only items disposed to the landfill by Working Gear are items that are soiled beyond
use, which is a rare occurrence.
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Figure 9 shows the distribution process at Working Gear.
Figure 9: Working Gear Distribution Process
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Appendix H-2: Downtown Eastside Women’s Centre Process Maps
These are the process maps created for Downtown Eastside Women’s Centre. The
processes have been divided into the collection process, sorting process, and the
distribution process.

Figure 10 shows the collection process at DEWC.
Figure 10: DEWC Collection Process

There are two outcomes for clothing donations following the collection process:
1. Donation bags are stored
2. Donation bags are disposed to the landfill
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Figure 11 shows the sorting process at DEWC.
Figure 11: DEWC Sorting Process

DEWC indicated there are three outcomes for donated clothing:
1. Hang clothing in clothing room to distribute to clients
2. Distribute items to Crabtree Corner
3. Throw items away
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Figure 12 shows the distribution process for DEWC.
Figure 12: DEWC Distribution Process

During this process, clothing donations can be disposed of to the landfill or kept for
distribution.
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Appendix H-3: Salvation Army Process Maps
These are the process maps created for Salvation Army. The processes have been divided
into the collection and sorting process and the distribution process.

Figure 13 shows the collection and sorting process for Salvation Army. The three collection
methods are:
1. Drop-off at a Salvation Army location
2. Drop-off at the Salvation Army Distribution Centre
3. Pick-up donations from Salvation Army donation bins
Figure 13: Salvation Army Collection and Sorting Process

Salvation Army indicated two outcomes for clothing donations:
1. Hang items for distribution in thrift stores
2. Distribute items to Salvation Army Thrift Stores – includes national locations
3. Sell to sorter graders
The only items disposed to the landfill by Salvation Army are items that are soiled beyond
use.
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Figure 14 shows the distribution process for Salvation Army.
Figure 14: Salvation Army Distribution Process

The Salvation Army distribution process is unique, as the organization operates as a
clothing provider and a thrift store.
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Appendix H-4: Dress for Success Process Maps
These are the process maps created for Dress for Success. The processes have been divided
into the collection and sorting process and the distribution process.

Figure 15 shows the collection and sorting process for Dress for Success.
Figure 15: Dress for Success Collection and Sorting Process

Dress for Success has indicated four outcomes for donated clothing:
1. Distribute to clients – hang in boutique
2. Send to Turnabout Luxury Resale for consignment
3. Sell through Dress for Success’ “Shop for a Cause” program
4. Distribute to other organizations – items are picked up by Big Brother or WISH
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Figure 16 shows the distribution process for Dress for Success.
Figure 16: Dress for Success Distribution Process
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Appendix H-5: Union Gospel Mission Process Maps
These are the process maps created for Union Gospel Mission. The processes have been
divided into the collection and sorting process and the distribution process.

Figure 17 shows the collection and sorting process for Union Gospel Mission.
Figure 17: Union Gospel Mission Collection and Sorting Process

UGM has indicated four outcomes for donated clothing:
1. Distribute to the UGM clothing room
2. Distribute to other non-profit organizations
3. Distribute to the UGM thrift store
4. Sell to sorter graders
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Figure 18 shows the distribution process for Union Gospel Mission.
Figure 18: Union Gospel Mission Distribution Process

The distribution process is different for men and women accessing Union Gospel Mission’s
clothing services. Women must book an appointment through an outreach worker prior to
using the clothing room.
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Appendix H-6: Men’s Hostel Process Maps
These are the process maps created for Men’s Hostel. The processes have been divided into
the collection and sorting process and the distribution process.

Figure 19 shows the collection and sorting process for Men’s Hostel.
Figure 19: Men's Hostel Collection and Sorting Process

Men’s Hostel has indicated four outcomes for donated clothing:
1. Distribute to clients – place in clothing room
2. Distribute to Sheway or DEWC
3. Send to sorter graders
4. Throw away
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Figure 20 shows the distribution process for Men’s Hostel.
Figure 20: Men's Hostel Distribution Process
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Appendix I: Qualitative Coding Results
These are the results of the qualitative coding process. Our team reviewed each interview
transcript and the survey response and coded answers appropriately.

The following methodology was used to complete the qualitative coding process:
1. Review each interview transcript and the survey response.
2. Identify the applicable code for each answer.
3. Make note of which organization applied to identified code in the “Provider” column
of Table 5.
The key findings from our qualitative coding include:
•

What doesn’t work well about current collection methods
o All seven organizations indicated that well intentioned people drop-off
unusable or non-applicable items

•

Amount of donations received varies throughout the year
o High periods – Christmas, spring cleaning
o Low periods – summer months

•

How clothing providers overcome non-applicable, damaged or unusable items
o Distribute to individuals or other organizations
o Repair, launder
o Recycle with sorter graders
o Dispose to landfill

•

What could help clothing providers improve their services
o Education
o Manufacturer accountability
o Recycling programs

Table 5 shows the results of the coding process.
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Table 5: Coding Results

Question

What services do you offer?

Coded Answers
1A: Clothing
1B: Housing, shelter
1C: Food
1D: Medical
1E: Legal
1F: Other

2A: Yes
2B: No
Do you feel “clothing provider” is an appropriate 3A: Yes
term for describing the service of distributing 3B: No
clothing at no cost?
3C: For that area of service
4A: Male
4B: Female
4C: Male & Female
What communities or clients do you target with
4D: Age 0-12
your services, and especially your clothing
4E: Age 13-21
provider services?
4F: Age 22-54
4G: Age 55+
4H: Other
5A: Yes
Do you partner with other organizations who 5B: No
collect, process, or distribute clothing?
5C: No, send excess clothes
5D: No, refers clients
6A: Government
6B: Monetary Donations
How are your services funded?
6C: Sale of Clothing
6D: Other
7A: Drop-off
7B: Pick-up
7C: Donation bins
How do you collect clothing?
7D: Clothing drives
7E: Purchased new
7F: Other
8A: Residents
8B: Retailers, corporate
8C: Clothing brands
Who do you get clothing from?
8D: Thrift stores
8E: Other clothing providers
8F: Other
9A: Everyday
9B: 1-3x/week
How often do you typically receive clothing?
9C: 4-5x/week
9D: 1-3x/month
9E: Other
Is providing clothing your primary service?

Estimate amount of clothing received

10A: Number of Items
10B: Weight in lbs.
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Providers
DEWC, WG, DFS, UGM, SA, MH, FU
DEWC, UGM, MH, FU
DEWC, UGM, SA, FU
FU
DEWC, WG, DFS, UGM, MH, FU
WG
DEWC, DFS, UGM, MH, FU, SA
WG, UGM, SA
FU
DEWC, DFS, MH
MH
DEWC, DFS
WG, UGM, SA, FU
DEWC, WG, DFS
DEWC, WG, DFS
DEWC, WG, DFS
DEWC, DFS, FU
DFS
UGM, SA, FU
WG, MH
DEWC, WG
DEWC, MH, FU
DEWC, WG, DFS, UGM, MH, FU
DFS, UGM, SA, FU
DFS, UGM, MH, FU
DEWC, WG, DFS, UGM, SA, MH, FU
UGM, SA
SA
WG, DFS, MH
DFS, UGM, MH
DFS
DEWC, WG, DFS, SA, MH
WG, DFS, UGM, SA
WG, DFS, UGM, MH
FU
SA
UGM, SA
WG, DFS, FU
DEWC
MH
DEWC, WG, DFS, SA, FU
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What types of clothing do you collect?

What is your maximum capacity for clothing
donations?

11A: Men's
11B: Women's
11C: Children's
11D: Towels/blankets
11E: Other
12A: Yes
12B: No

13A: Storage Space
13B: Volunteer hours
13C: Other
14A: More Ownership
14B: Fewer volunteer hours
What works well about collection methods?
14C: Community involvement
14D: Community needs met
What doesn't work well about collection
15A: Location of facilities
methods?
15B: Unusable donations
Do you always have enough clothing to fulfill 16A: Yes
clients’ demand?
16B: No
17A: Yes
17B: Nov/Dec = high
Is donation demand seasonal?
17C: Summer = low
17D: No
17E: Other
18A: Purchase New
What do you do when you don't have enough 18B: Turn Away
clothing to meet demand?
18C: Call-Out to Orgs
18D: Call-Out to Public
19A: Socks/Underwear
19B: Shoes
Are there any items you tend to get more of than 19C: Pants
you need?
19D: Shirts
19E: Outerwear
19F: Other
20A: Socks/Underwear
20B: Shoes
20C: Pants
Are there any items you don’t get enough of? 20D: Shirts
20E: Outerwear
20F: Other
20G: All
21A: Live in DTES
21B: Referral
What do clients have to do to access your
21C: Outreach Centre
services?
21D: Walk-in
21E: Other
22A: Yes
Is there a limit on the number of items you
22B: No
distribute per client?
22C: 1-10 Items
22D: 10-20 Items
What factors affect your maximum capacity?
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WG, UGM. SA, MH, FU
DEWC, DFS, UGM, SA, FU
SA
DEWC, SA, MH
WG, DFS, UGM, SA, MH
DEWC, DFS, MH
WG, UGM, SA
DEWC, DFS, MH, FU
DEWC, DFS, FU
FU
WG, DFS, MH
DFS
UGM, MH
UGM
DFS
WG, DEWC, UGM, DFS, SA, MH, FU
WG, SA
DEWC, DFS, UGM, MH, FU
DEWC, WG, DFS, UGM, SA, MH
DEWC, WG, DFS, UGM, SA, MH
WG, DFS, UGM, SA
DEWC, DFS, MH
WG, DFS, MH,
FU - Previously
MH, FU - Currently, UGM

WG, DFS, MH, FU
WG, UGM, FU
SA
SA, MH
FU
DFS
WG, UGM
DEWC
WG, DFS
UGM, SA
MH
DFS, FU
DEWC, WG, DFS, SA
UGM, MH, FU
DEWC
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23A: Yes
23B: No
Do clients get to choose their items?
23C: Yes, can't try on
23D: Yes, can try on
24A: Yes
Are clients provided assitance when choosing? 24B: No
24C: Upon Request
Do you launder clothing donations before
25A: Yes
distribution?
25B: No
26A: Immediately
26B: 1-2 Weeks
How fast do items get distributed after being
26C: 3-4 Weeks
collected and processed?
26D: Over 1 Month
26E: Other
27A: Send to other providers
27B: Thrift Stores
What do you do with any not applicable or
27C: Consign
excess items you end up with?
27D: Throw away
27E: Sorter graders/upcycle
27F: Other
28A: Throw away
28B: Repair
28C: Wash
What do you do with damaged clothing?
28D: Give elsewhere
28E: Sorter graders
28F: Other
29A: Public education
29B: Monetary donations
What would help to improve how you provide
29C: Industry accountability
your services?
29D: Recycling program
29E: Other
30A: Volunteers
Who distributes clothing directly to clients?
30B: Employees
30C: Both
31A: Volunteers only
Do you have volunteers or employees?
31B: Employees only
31C: Both
32A: Word-of-Mouth
32B: Social Media
How do you get the word out to clients that you
32C: Website
provide clothing at no cost?
32D: Other
32E: Do not advertise
33A: Word-of-Mouth
How do you get the word out that you accept 33B: Social Media
donations of clothing?
33C: Website
33D: Other
34A: Live within city
34B: Live outside city
34C: Clean clothing
Are there requirements for donors to follow?
34D: No returns from client
34E: Still useable
34F: Other
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DEWC, SA, MH
FU
DEWC
WG, DFS, UGM, SA, MH
DFS, MH
DEWC
WG
UGM, MH, FU
DEWC, WG, DFS, SA
DEWC, WG, DFS, UGM
DEWC, WG, DFS
DFS
WG, DFS
MH, FU
DEWC, WG, DFS, UGM, MH
UGM, SA
WG, DGS
DEWC, FU
WG, DFS, UGM, SA
WG, MH
DEWC, MH, FU
DFS, UGM, MH
UGM, MH, FU
WG, DFS, SA
FU, SA, UGM, MH
FU
WG, DFS, UGM, MH, DEWC, SA
DFS
DEWC, UGM, MH
DEWC, WG, DFS, UGM, MH
DEWC, WG, DFS, UGM, SA
DEWC, WG, DFS
SA, MH
WG
SA
DEWC, DFS, MH
DEWC, WG, MH

DFS
UGM, SA, MH, FU
UGM, MH
WG, DFS
DEWC, WG, DFS, UGM, SA
UGM, MH, FU
DEWC
DEWC, WG, DFS
DEWC
DEWC, MH, WG, DFS, UGM, SA
WG, DFS, SA
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35A: Turn donors away
35B: Ask to come back
35C: Store off-site
36A: Yes
Do you ever purchase clothing new?
36B: No
37A: Yes
Do you ever sell clothing items?
37B: No
37C: Occassionally
38A: 1-10 people
38B: 11-20 people
How many people access your clothing provider
38C: 21-30 people
services per week?
38D: 31-40 people
38E: Other
Do or have you received clothing that is not
39A: Yes
applicable to your target demographic?
39B: No
Do or have you received clothing that is beyond 40A: Yes
use?
40B: No
Do or have you received clothing that is
41A: Yes
damaged beyond repair?
41B: No
What do you do when you are at maximum
capacity for clothing donations?

DEWC
DFS
SA
WG, DFS, MH
DEWC, SA
DFS, UGM, SA
DEWC, MH
WG

WG
DEWC
DFS, SA, MH
WG, DEWC, UGM, DFS, MH, FU
SA
WG, DEWC, UGM, SA, MH, FU
DFS
WG, DEWC, UGM, DFS, SA, MH, FU

Figure 21 shows the number of occurrences of each issue found within the collection
process, established using the qualitative coding process.
Figure 21: Graph of Issues Found Within the Collection Process
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Figure 22 shows the occurrences of each issue found within the sorting process,
established during the qualitative coding process.
Figure 22: Graph of Issues Found Within the Sorting Process
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Appendix J: High-Level Process Map
This is the high-level process map that illustrates the common macro functions within each
clothing provider’s process.

The high-level process map shows the common functions within each organization. Once
the individual process maps were created for each provider, it was clear that each
organization must complete the following steps:
•

Collect clothing donations

•

Sort clothing donations

•

Distribute, recycle, or throw away clothing donations

Figure 23 shows the high-level process map for each clothing provider.
Figure 23: High-Level Process Map

This high-level process map indicates that clothing must either be distributed, recycled, or
thrown away. Each of these three outcomes is a result of issues found in the collection or
sorting process, which were determined during the coding process. See Appendix L for
relationship diagrams.
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Appendix K: Relationship Diagrams
These are the relationship diagrams that indicate the relationships between the issues
found in the collection process, the issues found in the sorting process, and the three
outcomes: distribution, recycling, and the disposal to landfills.

The coding process indicated that there are five issues within the collection process and
four within the sorting process. Each issue is defined within “Phase 2: Data Analysis” in the
Analysis of Findings section of the report.
The following methodology was used to create the relationship diagrams:
1. Determine which issues within the collection process directly impacted issues
within the sorting process
2. Determine how the issue within the sorting process impacted the outcome of the
clothing donation
Using this method, we established five relationships within the distribution outcome and
two relationships each between the recycling and landfill outcomes.
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Appendix K-1: Relationship Diagram – Distribution Outcome
This is the relationship diagram that indicates the relationships between the issues found
in the collection process, the issues found in the sorting process, and the distribution
outcome.

The five relationships we found are shown in Figure 24.
Figure 24: Distribution Relationship Diagram

The relationships are defined as:
1. Too many non-applicable items are received in the collection process and these
items are found during the sorting process. This relationship results in distribution
to other clothing providers that can give the non-applicable items to their clients.
2. Too little clothing donations may be received during certain periods of the year and
often include non-applicable clothing items. The non-applicable items are
distributed to other clothing providers.
3. Improper advertising results in clothing providers receiving an excess amount of
non-applicable items. The non-applicable items are distributed to other clothing
providers.
4. Improper advertising results in excess use of volunteer and employee hours, sorting
donations in improper condition or non-applicable items. This results in the
distribution of applicable and good condition clothing to clients and non-applicable
items to other providers.
5. Providers who are located in areas that are not easily accessible are using excess
volunteer and employee hours helping donors bring their donations to their
facilities.
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Appendix K-2: Relationship Diagram – Recycling Outcome
This is the relationship diagram that indicates the relationships between the issues found
in the collection process, the issues found in the sorting process, and the recycling outcome.

The two relationships we found are shown in Figure 25.
Figure 25: Recycling Relationship Diagram

The relationships are defined as:
1. Too many torn, ripped, or stained items are being received during collection and are
discovered during the sorting process. This results in the items being considered
unwearable and are sold or sent to sorter graders for recycling.
2. Improper advertising results in receiving excess items that are torn, ripped, or
stained. The items are considered unwearable and are recycled with sorter graders.
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Appendix K-3: Relationship Diagram – Landfill Outcome
This is the relationship diagram that indicates the relationships between the issues found
in the collection process, the issues found in the sorting process, and the landfill outcome.

The two relationships found are shown in Figure 26.
Figure 26: Landfill Relationship Diagram

The relationships are defined as:
1. Too many items in unusable condition are received and discovered during the
sorting process. Clothing providers have no choice but to dispose of unusable
clothing to the landfill.
2. Improper advertising results in an excess of unusable clothing items received and
discovered during sorting. The outcome is the landfill.
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