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1.0 Executive Summary 
 
TELUS Communications Company (TELUS) developed its own BC Electronic Equipment Stewardship 
Plan in October 2009, in order to adhere to the requirements set in the BC Recycling Regulation – 
Electronic and Electrical Product Category.  TELUS has been collecting, refurbishing for reuse, reselling, 
and recycling electronics for many years now.  This Recycling Regulation specifies that a stewardship 
plan is required to show how the electronics industry (TELUS, taking the responsibility of a producer) 
proposes to account for full life cycle management of their equipment, including recycling and refurbishing 
for re-use.  A requirement of the BC Recycling Regulation is to report on an annual basis (“Annual 
Report”), TELUS’ volumes (by weight) for the recycling of specific electronics for 2010 (outlined in Section 
2.0), recovery rates and performance measures. 
 
This annual report herein addresses rental and retail TELUS customer premise equipment as well as our 
internal use equipment.   Mobile devices are addressed under the Canadian Wireless Telecommunication 
Association’s (CWTA) Stewardship Plan – Recycle My Cell. 
 
 

 

2.0 Products Included in the Program and Annual Report 
 

The following is a general list of categories of equipment which fall under the current requirements 
outlined by the BC Recycling Regulation – Electronic and Electrical Product Category.  This list is an 
overview and does not list accessories or additional paraphernalia that might be associated with each 
equipment category. 
 

 Cordless and corded phones (wireline) 

 Voice Over IP (VOIP) phones 

 Global Positioning System (GPS) equipment  

 Video and telephone conferencing equipment  

 Batteries associated with these electronics 
 

Internal use equipment utilized by TELUS is also included in TELUS’ Electronics Recycling Program.  
This equipment comprises only 5% of all TELUS telecommunication related equipment. 

 

 Corded desktop phones 

 Payphones 

 Video and telephone conferencing equipment  

 Batteries associated with these electronics 

 
Please Note: Other types of equipment such as modems, routers, gateways, set top boxes and network 
equipment are not included in this plan but will be included in the 2012 regulatory requirements.  
 
 
 
 

3.0 Collection, Targets and Recovery Rates 
 
Rental equipment received back from the customer is tested and working units are refurbished and 
restocked for reuse; defective units under warranty are returned to the manufacturer; defective units not 
under warranty that are beyond economical repair are recycled by TELUS’ authorized electronics 
recycling contractor. 
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3.1 Residential Customer Returns – Rental Equipment 
 

Collection 
Convenient rental return options for residential customers include Canada Post and/or TELUS Service 
Technicians. A TELUS residential customer making a change to their rental equipment will be advised by 
TELUS Customer Care to utilize Canada Post to return the rented piece of equipment.  Prepaid waybills 
(see Appendix B) are available at Canada Post retail outlets.   In the event a TELUS Technician is 
installing new equipment at the customer’s premise, the old equipment may be returned by the TELUS 
Service Technician via existing processes.  
 
Targets 
Customer Premise Equipment (CPE) rental equipment (residential and business) comprises 
approximately 90% of all TELUS electronic and telecommunication equipment.  Our target is to increase 
the recovery rate to 75+% over the next four years.  There was no specific target for 2010 as this was the 
first year an annual report was required.  

 
3.2 Business Returns – Rental Equipment 

 
Collection 
Convenient rental return options for business customers include Fedex and/or TELUS Service 
Technicians.  TELUS Customer Care will arrange for Fedex to pick-up the rental equipment for return.  In 
the event a TELUS Service Technician is installing new equipment at the customer’s premise, the old 
equipment may be returned by the Technician via existing processes.   
 
Targets 
As indicated above this CPE rental equipment (residential and business) comprises approximately 90% of 
all TELUS electronic and telecommunication equipment.  Our target is to increase the recovery rate to 
75+% over the next four years. There was no specific target for 2010 as this was the first year an annual 
report was required. 
 

 
3.3 Customer Owned Equipment (Residential and Business) 

 
Collection 
Residential and business returns of owned equipment are returned via the processes listed in sections 
3.1 and 3.2, respectively. 
 
Targets  
Sold equipment makes up approximately 5% of all of TELUS electronic and telecommunications 
equipment.  As the recovery process for this equipment was just introduced in 2010 we do not have a 
current recovery rate.  Our target is to achieve a recovery rate of 75% in the next four years as our ability 
to track material is implemented.  This target will be dependent on the responsiveness of customers to 
TELUS’ consumer awareness campaigns for sold equipment. 
 
 

3.4 Internal Use Equipment 
 
Collection 
Collection of internal use equipment is done via a few internal processes depending on the type of 
electronic material.  
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Targets 
Internal equipment makes up the remaining 5% of TELUS electronic and telecommunications equipment. 
TELUS has been proactively recovering our internal use equipment for many years.  Our target is to 
achieve a recovery rate of 100 per cent over the next 4 years, by continuing to ensure that internal 
processes are in place and employee education is conducted. Achieving this target is dependent upon 
the responsiveness of TELUS’ team members to internal education, training and awareness campaigns. 

 
3.5 Recovery Rates 

3.5.1 Categories of Equipment Recovered 
  - Payphones 4,100 kg 
  - Telsets 6,858 kg 
  - GPON Batteries 5 kg 
  - Phase 2 non-TELUS electronics (weight not known) 
  - VOIP Phones – included in telsets 
  - GPS Equipment 415 kg 

3.5.2 Equipment Refurbished for reuse (by weight) 
- Payphones 0 kg 

  - Telsets 442 kg 
  - Telsets (warranty return) 816 kg 
  - GPON Batteries 0 kg 
  - Phase 2 non-TELUS electronics 0 kg 
  - VOIP Phones – included in Telsets 
  - GPS Equipment 0 kg 

3.5.3 Equipment Re-sold for Reuse (as – is condition) (by total weight) 
- Payphones 80 kg 

  - Telsets 10,272 kg 
  - GPON Batteries 0 kg 
  - Phase 2 non-TELUS electronics N/A 
  - VOIP Phones – included in Telsets 
  - GPS Equipment 50 kg 

3.5.4 Equipment Recycled (by total weigh) 
- Payphones 540 kg 

  - Telsets 8,033 kg 
  - Batteries 6,420 kg 
  - Phase 2 non-TELUS electronics (weight not known) 
  - VOIP Phones - included in Telsets 
  - GPS Equipment 0 kg 

3.5.5 Overall Recovery Rates 
- Payphones 89% 

  - Telsets/VOIP phones 97% 

During this reporting period we were unable to determine which province the return 
came from. We calculated the recovery rate as the total number of telsets returned as 
a percentage of the actual number of telsets distributed to BC customers. 

  - GPON Batteries 12.5% 
Recovery rate is low for GPON batteries as we only started deploying this product to 
TELUS customers in 2009 and the batteries have a 5 year life expectancy. Small 
percentage was expected during 2010 for failure rate of the battery. 

  - Phase 2 non-TELUS electronics N/A 
  - GPS Equipment 77% 



Page 6 

TELUS – BC Electronic Equipment – Annual Report for 2010 

 
 

 
 

4.0 Performance Measures  
 
TELUS is committed to increasing our consumer education and public awareness regarding the recycling 
of electronics. Outlined below in section 4.1 are various ways in which TELUS communicates our 
programs to consumers as well as internal TELUS team members. 
 

4.1 Consumer Education and Public Awareness 
 

4.1.1 Call Centre Public Awareness  
TELUS Call Centre representatives when speaking to customers about end of life products 
encourage customers to return their equipment for recycling using the TELUS Electronics 
Recycling and Take Back Program.  The Call Centre representatives have been provided 
information about how the program works to communicate to the customer.  See Appendix G. 

4.1.2 Website Education 
TELUS’ website provides information to the public about the TELUS Electronics Recycling and 
Take Back Program.  See Appendix E. 

4.1.3 Yellow Pages
TM

 Directories ecoGuide 
TELUS promotes our TELUS Electronics Recycling and Take Back Program as an option for 
recycling telecom products in the Yellow Pages

TM
 Directories ecoGuide. See Appendix C & D. 

4.1.4 Recycling Council of BC (RCBC) – Recycling Hotline, current stewardship programs, and the 
TELUS Electronics Recycling and Take Back Program are promoted on the RCBC website under 
current stewardship programs.  In addition, TELUS has requested that RCBC provide a section 
on telecommunication equipment on their website under the retailer take back section where it 
will provide a link to TELUS’ Electronics Recycling and Take Back Program. This is under 
development.  See Appendix F. 

4.1.5 TELUS Technician Awareness 
Online systems provide TELUS Technicians with information about the TELUS Electronics 
Recycling and Take Back Program.  In addition, TELUS Technicians are instructed to accept 
customer’s equipment for recycling. 

4.1.6 TELUS Team Member Awareness 
Presentation to TELUS Team Members was held in conjunction with TELUS Green Team 
session on electronics recycling.  Online system provides TELUS Team Members with 
information about the TELUS Electronics Recycling and Take Back Program, including a 
promotion using our internal Daily Topics communication tool.  See Appendix H. 

 
4.1.7 TELUS Consumer Education  

TELUS provides our GPON customers with a battery replacement kit that includes an insert on 
how to return the GPON battery to TELUS for recycling.  See Appendix B. 

 

 
 
 
 

http://about.telus.com/community/english/about_us/for_our_customers/regulations_&_policies/environmental_policy
http://about.telus.com/community/english/about_us/for_our_customers/regulations_&_policies/environmental_policy
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4.2 Reduction of Environmental Impacts 

 
The efforts taken by TELUS to reduce environmental impacts throughout the product life cycle and to 
increase reusability or recyclability at the end of the life cycle include working with our manufacturers to 
encourage them to use minimal packaging materials; FSC certified, high recycled content, and or 
recyclable or biodegradable materials.  
 
Where appropriate and applicable, TELUS includes corporate social responsibility (CSR) requirements in 
RFPs when selecting vendors.  
 

 
4.3 Pollution prevention hierarchy 

 
TELUS ensures the recovered product is managed in accordance with the pollution hierarchy in the 
following ways:   
 
TELUS’ triage of recovered equipment enables TELUS to follow the pollution prevention hierarchy, such 
as the regulation requires, to ensure pollution prevention is not undertaken at one level unless or until all 
feasible opportunities for pollution prevention at a higher level have been taken.  All of the aspects of 
pollution hierarchy are achieved by TELUS through the following processes: 
 
Reduce the environmental impact of producing the product by eliminating toxic components and 
increasing energy and resource efficiency – Although TELUS is not a manufacturer of equipment, 
environmental considerations are important to TELUS when purchasing products.  TELUS endeavors to 
work with our manufacturers to use minimal packaging, use FSC certified paper, utilize green 
components and consider additional environmental aspects when purchasing products.  In addition, 98% 
of the items returned back to TELUS are refurbished, sold or returned to the vendor.  This allows products 
to be reused rather than manufacturing new products from virgin materials.  
 
Redesign the product to improve reusability or recyclability - Although TELUS is not a manufacturer 
of equipment (TELUS branded or not) that we sell or rent, we endeavor to work with our manufacturers to 
encourage them when designing for the environment to use minimal packaging materials; FSC certified, 
high recycled content, and or recyclable or biodegradable materials. Where appropriate and applicable, 
TELUS will also endeavor to include corporate social responsibility (CSR) requirements in RFPs when 
selecting vendors.  
 
Eliminate or reduce the generation of unused portions of a product that is consumable - During our 
triage process, in demand consumer products are evaluated to determine whether it is economically 
viable to repair the product. Those that are deemed beyond economic repair are harvested for reusable 
components thus reducing the requirement for purchasing new parts or new complete products. Any 
remaining unusable parts or housing is sent to our recycler where the components are further dismantled, 
then recycled. 
 
Reuse, recycle and recover energy - By virtue of the triage system TELUS utilizes for its electronics, 
pollution hierarchy is considered throughout the process. All recovered items are reused where possible 
and recycling is used as the last resort.   TELUS defines what items are to be refurbished for reuse; what 
equipment can be sold for reuse; what is to be returned to our vendor under warranty; and what products 
must be recycled.  For example, only 2% of the total amount of customer premise equipment recovered is 
beyond economic repair and therefore is recycled.  The other 98% of the items returned back to TELUS 
gets refurbished, sold or returned to vendor under warranty.   
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4.4 Future Improvements 

 
 TELUS will endeavor to make improvements to our stewardship plan (increasing types of equipment 
collected and recycled), our reporting as well as our ways in which we engage our employees, residential 
and business customers. 
 
By using our initial results to establish a baseline and monitoring over time, TELUS will target areas for 
improvement. This will be an ongoing process initially aimed at improving the visibility of returns. An 
example process we arecurrently testing is an online return tracking system for our field technicians. 
 
This application was developed in partnership with one of our third party logistics providers with the goal 
of improving the visibility of returns, while reducing the need for our workforce to manually complete 
forms. By improving the quality of the data capture and velocity of returns, TELUS is seeking to improve 
the internal returns process in order to facilitate timely reporting and targeted improvements over time.  
 
TELUS is currently evaluating options for an online self serve return process for our customers. 
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Appendix A: Canada Post – Prepaid Way Bill: Returns 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

TELUS 
12345 ABC Road, 
Richmond,    BC 

SAMPLE ONLY 
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Appendix B:  GPON Battery insert 
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Appendix C: Yellow Pages™ eco Guide Listings TELUS 
Advertisement 
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Appendix D: Yellow Pages™ ecoGuide Listings 
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Appendix E: Website Education 
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Appendix F:  Recycling Council of BC website – Product 
Stewardship/Current Programs 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Page 15 

TELUS – BC Electronic Equipment – Annual Report for 2010 

 
 

 
Appendix G:  TELUS Call Centre internal information 
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Appendix H:  Daily Topics  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


