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An additional specific objective was to allow for future interface with a new financial and
accounting system also under review. It was also important to position AWC with a well­
established supplier of automated systems which will work cooperatively with the different
technical and administrative areas within AWC and one which fully understands the utility
business and water utilities, in particular.

Based on these objectives, structured review of submittals by responding companies plus
demonstrations, site visits and customer interviews, it is recommended that AWC proceed
with internal approval and acquisition of the OrCom Systems customer information
application and related automated features for use and extension of currently installed IBM
AS/400 computer equipment. The recommendation to proceed to the next step with OrCom
Systems is based on two important assumptions regarding AWC priorities compared to
findings: 1) OrCom successfully demonstrated more upgraded features for immediate
replacement of AWC's EDIS system, and (2) OrCom provides dedicated service to the
utilities industry with more CIS packages installed at water utilities and is the only supplier
with actual installation of an upgraded version of the new AS/400 Graphical User Interface
software system.

These two assumptions are critically important to the selection recommendation since, if
immediate replacement of the CIS portion of specified requirements is not the top priority
for AWC, then the recommended solution(s) and company would also be different. Each
proposer has unique strengths and advantages over competitors from company financials,
impressiveness of officers and organization culture, vigilance in strategic planning,
accessibility, relationship to additional suppliers and overall responsiveness to other call
center and field automation capabilities.

In particular, J.D. Edwards runs second in this evaluation only because of the lack of water
utility experience and not having a CIS package already installed and fully converted to
meet AWC's standards. The strategic thinking, migration plans, accessibility, company
maturity and sophistication of J.D. Edwards, by example, far exceeds OrCom.

HTE, Inc., by comparison, was most responsive to total requirements documented by AWC
and with costs developed more thoroughly. Their customer information system, however,
did not demonstrate the latest IBM AS/400 software capabilities and most AWCemployees
attending the presentations left with an uncomfortable feeling of too much work left to be
done with a company that appeared to be more grounded with municipalities as clients and
was possibly too bureaucratic, lethargic and difficult to work with.
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The newly developed functionality provided by OrCom Systems includes a unique multi­
dimensional rate table capability which is felt to be essential to various AWC operating
areas. An existing installation at Southern California Water Company provided AWC with
unique contact with a client organization which seemed satisfied with OrCom, the CIS
application and technical support An all day visit with a tour of the new customer inquiry
center provided the evaluation team with a unique view of the OrCom system and a
practical water utility application. We must remain aware however, that AWC differs in
networking and Information System organization operating requirements due to the
company's structure, number of locations and varies municipalities and PUC tariff areas
served.

Caution is also being advised with this recommended selection decision due to OrCom's
staff size, apparent financial limitations, under-developed future plans, moderately seasoned
executive staff and the remoteness and laid back style of company headquarters in Bend,
Oregon.

Functionality sought through OrCom Systems includes the following major application and
sub-systems:

• Billing System • Accounting System Interface

• Customer Inquiry • Cash Receipt Management

• Accounting Features • User Defined Screens

• Case Management • Calculations/Conversions

• Credit History • Rates and Rate Studies

• Credit Collection • Computer Aided Dispatching

• Imaging Technology • Computer Telephone Integration

• Managm't Reporting • Integrated Mapping System
• Meter Reading Sys • Service/Work Order Management

Other sections of this report and attachments provide added information about the
requirements and features requested by AWC in its request for proposal (RFP) document
issued to interested and qualified firms. The responding companies in this solicitation
include:

• Augustine & Company Computer Associates - Exton, PA
• HTE, Inc. - Orlando, FL
• J.D. Edwards - Denver, CO
• OrCom Systems - Bend, OR
• Severn Trent Systems, Houston, TX
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Following this executive overview is a list of related recommendations. Also included are
an outline of the approach used in reaching a selection recommendation, a summary of
finalist offerings, demonstration script, evaluation team comments and various category
ratings.

Attachments also include a presentation on a "CASE Tool" presented by J.D. Edwards which
automated the applications development process in a client server environment for greater
productivity and economies of scale in work performed by information system departments;
and a presentation by my firm on "Using Proven Technology To Automate Your Customer
Service" in telephone call center environments. Both presentations are representative of
automation goals, priorities and system aspirations for AWC.

RELATED RECOMMENDATIONS

In addition to the recommendation for OrCom's Customer Information System software on
upgraded IBM AS/400 processor equipment and eventually an all personal computer and
client server networking environment, there are several related recommendations which
should be considered with respect to finalizing the purchase decision and implementation
planning. The recommendations listed below are felt to be important to the success of the
automation effort and will have positive influence on efficiency gains and AWC's operation's
profitability.

• Finalizing Costs Proposal. The number of locations, optional configuration
arrangements, application features, hardware expansion needs at each AWC
site, and number of employees to be licensed for product usage will determine
the final price of the OrCom system. A partnering agreement may help lower
total costs, but negotiations and a final cost proposal submittal are an
essential next step.

• Organizational Implications • The new application development tools and
networking capabilities of evaluated systems may give rise to additional
options for information systems, operations and customer service call center
organizations; it would be better to fashion equipment placement and
networks around new and more effective organizations rather than
compromising the logic of technical configurations and associated costs due
to inappropriate organization structures.
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• Reference Interviews • Due to the limited time available to develop a
selection recommendation, reference checks for OrCom and other finalist
firms were not completed. Five to ten interviews by telephone are
recommended prior to contract consummation; an updated Dun and
Bradstreet financial check is also recommended to identify if any outstanding
legal judgements exist.

• Advanced Operating Features· Since much effort was spent by the evaluation
team insuring that billing, customer inquiry, service/work order management
and other currently provided functions, via EDIS, are included with any new
system, a number of new applications remain uncommitted to for future
development; new features, such as call center and computer telephone
integration, imagingtechnology, and geographic information (mapping) system
need commitment by both AWC and supplier to obtain fuller benefit of
available technology.

• Telephone Systems Review > From a survey of telephone systems inventory
across AWC operating offices, there is a large variance in the type of
telephone equipment and capabilities currently employed; a good portion of
customer service operations and customer satisfaction will involve call center
telephone systems; telephone PBX/ACD related equipment should be
included in subsequent analyses for further complementary gains and
compatibility with any new computer operations.

.. Financial Systems Selection- J.D. Edwards is understood to be a finalist firm
in both the financial accounting system evaluation effort and the automated
customer information application system review; care was taken not to base
this project's selection recommendation on the benefits of fully integrating
these important packages from a common vendor; however, a positive
impression was left with this project's evaluation team regarding the financial
systems capabilities of J.D. Edwards.

• AWC As System Integrator· AWC's ability to participate and potentially
partner with the selected vendor was an important consideration in the
selection recommendation; as a method of further influencing system design
and lowering costs, AWC should decide prior to negotiations on the desired
role and level of participation; added time for final roll out of systems due
to any partnering relationship should also be considered.
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• Implementation Roll Out Strategy - a strategy for implementing the
automated customer information application needs to consider 1) the most
effective starting location to fully test and accept all critical application
functions, 2) AWC's technical and administrative support capabilities to better
guarantee success, and 3) rotation of critical staffers and avoid loss of contact
with day-to-day operations and adjustments which will undoubtedly occur
during an implementation effort scheduled over several years. The
implementation team should include representatives from the evaluation effort
to insure clear communications on requirements specified and deliverables
expected.

With the recommendations above it is believed that an effective contract negotiation and
orderly system implementation will result. Surefooted project management and a broader
view of total requirements will help insure enhanced service to customers, improved
operating efficiency, and overall profitability to AWC.

PROJECT APPROACH

The recommendations herein are the results of a fairly structured project approach which
identified AWC's customer information application operating requirements, documented
those requirements and evaluated the top suppliers in the utilities industry who specialize
in automated customer services systems. The following major tasks and steps were followed
and accomplished in reaching the recommended selection decision.

Core Committee Requirements Review and Kick-Off Meeting

VA Call Center Visit and Ops Requm'ts

Regional AWC Reps & Eval Committee Mtg

Vendor Documentation Review and Proposer List Development

Expanded CIS Call Center Evaluation Criteria

Draft Requirements Overview Documentation

Regional Survey Within AWC Completed

Draft Request for Proposal to Core Committee

August 23

September 5

September 6

September 22

September 28

October 3

October 4

October 11
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Preliminary Vendor Information on Interest and Capabilities

Final Request for Proposal Document Completed

Core Committee Review Meeting and RFP Release to Vendors

AWC Executive Summary and Status Report

Vendors Demonstration and Interviews

Finalists and Short-List Review Completed

October 26

October 27

October 30

November 2

November 1·3

November 13

Site Visits and Executive Briefings by Committee

Recommendations Report Completed

November 28 - December 11

December 11

Nine firms received the initial request for proposal document. In addition to the responding
companies listed in the Executive Summary, no-responses were received from 1) Capital
Data Systems - Cary, NC, 2) Electronic Data Systems . Atlanta, GA, 3) Information
Management Associates - Shelton, cr, and 4) S P L World Group - Morristown, NJ. Site
visits were taken with the two finalist firms, OrCom Systems and J.D. Edwards. AWC also
received additional executive briefings at the corporate offices of these two firms.

Requirements and responses are listed in Attachments 1 - 4 with specific business functions,
AWC comments, and vendor capabilities summary matrices.

SUMMARY OF VENDOR PROPOSALS

• AUlmstine & Company Computer Associates, Exton, PA - The formal RFP
response and presentation prepared by this firm was inferior in quality,
substance and lacked understanding of AWC's project scope. While the
company has had experience in meter system interface sub-systemswith AWC,
the required experience, resources and CIS product knowledge were
insufficiently demonstrated in comparison to other proposers.

The submittal by this firm was not considered further following the initial
vendor presentation in early November. It is recommended, however, that
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this company be considered for other meter sub-system and field systems
software development which may require outside assistance and fall within the
range of Augustine's deliverables.

• "TE. Inc" Orlando. FL - Perhaps the most robust and complete response
received to the written request for proposal was submitted by HTE, Inc. This
company also had the largest number of attendees for the product
demonstration and company interview meeting. Difficulty was encountered
by this firm two areas: 1) the customer information system presented did not
show a clear improvement over or full functional capability in replacing
AWC's EDIS software system, and 2) answers to interview questions reflected
a fairly rigidly developed and coded system and an unwillingness to partner
with AWC to jointly fashion final design.

The introduction of fully developed call center technology using IDM's
CallPath software, mobile meter data entry devices and geographic
information system software stood out over other proposers; but, all of these
features are also available to AWC to pursue separately with any other
AS/400 vendor solution. HTE, Inc provided complete costing information to
include project management, training, data migration, and customization
development for a total cost of $21.4 million. While expensive, this estimate
is probably not far from the final cost of any other recommended system
solution.

Finally, a Dun and Bradstreet financial report was requested on the top three
finalists. HIE, Inc. is not rated, however, due to insufficient information in
its application submitted several years ago. However, the company did come
to its presentation session with it's capital investment firm representative. The
$200 million annual revenue was highest among finalist firms, but, represents
a client base principally of large municipalities with many operating
requirements unrelated to a water utility.

• J.D. Edwards. Denver, CO - This company has a well established
organization and strategic plan to develop utility oriented automation systems
as a key business product starting first with a customer information
application. A workbench methodology for incorporating newer state of the
art "windows

KAW_R_AGDR1#64d_Part1_Supplemental_062507
Page 10 of 148



PENNSYLVANIA - AMERICAN WATER COMPANY
December 11, 1995
Page Nine

look and feel" software is being used. A gradual migration technique is being
incorporated to allow cooperative use of lower cost computer terminal
equipment, which AWC now uses, with newer PC equipment for more
advanced windows and graphical user interface. A copy of the presentation
from J.D. Edwards, under a non-disclosure agreement, in Attachment 5
exemplifies their technique in networking older system technology in the IBM
AS/400 environment with a new CASE development tool kit.

J.D. Edwards would be the recommended company and system solution if
actual development and installation of customer information applications were
more extensive. The company's financial applications are impressive and their
top managers and officers appear to have the most seasoned approach in
long-term business development and working relationships. There was
concern expressed with the proprietary nature of software development tools
which are typically standard product offerings in newer operating
environments.

The desire for partnering in development activities by this firm is an attractive
feature and benefit to the proposed automation project process. The install
of the CIS module at New Jersey Gas will help build user confidence in code
existence and utility industry peculiarities, but, not as timely as the
recommended system solution which will premiere its newer CIS system in
January 1996. The direction, management and quality offinancial accounting
experience and packages were rated highest among the two finalist firms in
the evaluation. If the final selection decision should be delayed a few months
by AWC. it is recommended that the status of this firms' CIS development be
re-visited in comparison to OrCom Systems.

• OrCom Systems. Bend. OR . This recommended system solution and firm
separates itself from competitors by having 1) a total company focus on the
utility industry, 2) an installed CIS application using newer "windows look and
feel" software, and 3) plans for production development of more advanced
graphical user software functionality by January 1996. The company also has
an understanding of rate base calculation and multi-dimensional rate tables.
The understanding of nuisances associated with water utilities billing and
customer inquiry seems exceptional in comparison to other proposing firms.
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The company is quite small, however, with less than 150people and is located
inconveniently in Bend, OR. The corporate office's laid back style is different
compared to other companies considered. Senior manager and the executive
staff seem to concentrate on tactically planning existing products and are
reluctant to share long-range product or company plans - if they exist.

Field device input experience and an automated report generator package and
statistical graphical display capabilities are complementary product features.
Imaging technology is also a major spun off product line which may also be
helpful in archiving original source documents for indefinite periods.

The next step to this evaluation will be to check references in greater detail,
verify financial status again and negotiate more specific deliverables, roll out
date within bounds of OrCom's limited resources.

• Severn Trent Systems. Houston, TX - The automation subsidiary of a major
utility company based in the United Kingdom is newer in its CIS application
development planning than most proposers and without an actual application
to demonstrate. The positive distinction, however, is that development of the
CIS system will start in a client server and graphical user interface
environment to which others are planning on transitioning. The Severn Trent
Operational Resources Management System (STORMS) is also notable as a
fully functional solution whichprovides operational control of work orders and
related information.

In addition to the undeveloped nature of the CIS system, conversion to the
planned system would be more impacting to current operations, costly in
hardware and possibly more difficult to support. The pros and cons of the
system and financial security of the provider are all outweighed by the fact
that the AWC evaluation team seems more targeted for immediate gains in
replacing EDIS system functions in a surefooted manner using existing ffiM
AS/400 as the hardware platform from which to migrate alI new development.
This being the case, Severn Trent's proposal is a few years ahead of its time
and not now appropriate for AWC.
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EVALUATION RATING RESULTS

The following listing of the five proposing firms represents ratings with assumptions listed
in the Executive Summary. For this reason the technical scores for applications and product
functionality which were principally prototypes may show a higher rating in the attachments.
The addition of corporate direction, financial strengths and other key performance indicators
in doing business with proposing firms are reflected more heavily in final rating results listed
below.

Costs below are as proposers submitted them and are not complete in most cases. The CIS
application seems to have been the one application were costs were provided consistently
by each bidding company. HTE, Inc. costs appear more out of line compared to others
simply because all immediate and future requirements and installation charges were
included in their initial cost estimates. Other bidders' best and final costs for all sub-systems
will likely be much higher than estimates given.

RANK COMPANY PROPOSAL COSTS

1 OrCom Systems $ 5,076,864

2 J.D. Edwards 2,500,000

3 HTE, Inc. 21,400,000

4 Severn Trent Systems 5,500,000

5 Augustine & Company 176,000

Attachments to this report will show systems features requested from proposers and their
responses to the request for proposal. Comments from the vendor demonstrations and
interview meetings from the evaluation team are also included.
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Many thanks to you, Dan Bickerton and Terry Carpenter and the entire evaluation team for
your support in reaching this selection recommendation. It is with sincere hopes that
information contained herein will aid AWC in proceeding to the next steps recommended
and project implementation with great success. If I or my firm, Charles E. Day and
Associates, can be of further assistance in contract negotiation and system implementation
coordination on this project or related technology or administrative issues, please give me
a call. I will also plan on keeping in touch with you. Thanks again for the opportunity to
work with you and others at AMERICANWATERCOMPANY on this very important project
engagement.

Sincerely,

t2t~LI
Charles E. Day <tMC
Management Consultant

CED/cd

Attachments

cc: Dan Bickerton
Terry Carpenter
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•

EVALUATION TEAM

Core Committee

Deborah Lippert, PA, Chairperson *
Dan Bickerton, W. VA *
Terry Carpenter, NJ *

Regional Representatives

Tom Bailey, W. VA *
Rachel Bartley, TN
Colleen Bromley, IL
Coleman Bush, KY
Jim Curley, NJ *
Carl Frey, CA
Mario Gratta, NE
Dave Jerpe, PA
Melody McNeeley, IN *
John Moesta, PA
Rick Pennay, PA
Joe Pignio, NJ
Gilbert Smith, IN *
Carl Sullivan, W. VA

Management Consultant

Charles Day, VA, CED&A *

Attended OrCom Systems and J.D. Edwards site visits and executive meetings
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ATIACHMENTS

1. Vendor Responses To The Capabilities Summary
Matrix

2. Software Product Evaluation Summary and
Demonstration Script

3. Evaluation Committee Comments From Vendor
Demonstrations and Interviews

4. AWC Data Questionnaire Summary Sheet

5. Case Tool Model For Client/Server Application.
J.D. Edwards

6. "Using Proven Technology to Automate Your

Customer Service" • Charles E. Day and

Associates
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APPENDIX 1

Vendor Responses To The Capabilities Summary Matrix
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VENDOR R"SPONSES TO CAPABILITIES SUMMARY MATRIX

NUMBER OF YES ANSWERS TO EACH CATEGORY
CATEGORY ORCOM .J D EDWARDS HTE SEVERN TRENT AUGUSTINE

CUSTOMER INFORMATION
APPLICATION SYSTEM
POSSIBLE YES RESPONSES - 29 29 25 29 21 25

CALL CENTER SOFTWARE
OPERATING REQUIREMENTS
POSSIBLE YES' RESPONSES - 17 17 14 16 12 12

COMMUNICATIONS INTERFACE
NETWORKS & SECURITY REQMTS
POSSIBLE YES' RESPONSES - 7 7 6' 7 7 6

RELATIONAL DATABASE MGMT
MARKETING/W 0 INFORMATION
REPORTING REQUIREMENTS
POSSIBLE 'YES" RESPONSES - 6 6 6 6 6 6

INTERACTIVE VOICE RESPONSE
SYSTEM REaMTS (FUTURE)
POSSIBLE YES" RESPONSES - 1 0

TRAINING REQUIREMENTS
POSSIBLE YES RESPONSES - 3 3 3 3 3 0

MAINTENANCE SUPPORT AND
OPERATING ENVIRON REQMTS
POSSIBLE 'YES" RESPONSES - 10 10 0 10 0 7

SYSTEM COSTS
POSSIBLE YES RESPONSES - 4 4, 0 4 3 0

INSTALLATION AND CUTOVER
POSSIBLE YES' RESPONSES - 5 5 0 5 5 0

TOTAL POSSIBLE "YES" RESPONSES
82 82 55, 81 58 56

COSTS
SOFTWARE 53.134,290 59.400,000
HARDWARE 539.074
IMPLEMENTATION 51.903,500 512.000,000

SUB-TOTAL 5S.076864 52.500000 521.400.000 55.500,000 5176.500

EXTENDED SUPPORT 5470.144 51,700.000 518.225
OR

5564.172
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Vendor Responses To The Capabilities Summary Matrix
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VENDOR RESPONSES TO CAPABILITIES SUMMARY MATRIX

NUMBER OF YES ANSWERS TO EACH CATEGORY
CATEGORY ORCOM J D EDWARDS HTE SEVERN TRENT AUGUSTINE

CUSTOMER INFORMATION
APPLICATION SYSTEM
POSSIBLE YES' RESPONSES - 29 29 25 29 21 25

CALL CENTER SOFTWARE
OPERATING REQUIREMENTS
POSSIBLE YES RESPONSES - 17 17 14 16 12 12

COMMUNICATIONS INTERFACE
NETWORKS & SECURITY REQMTS
POSSIBLE YES' RESPONSES - 7 7 6' 7 7 6

RELATIONAL DATABASE MGMT
MARKETING/W 0 INFORMATION
REPORTING REQUIREMENTS
POSSIBLE YES' RESPONSES - 6 6 6 6 6 6

INTERACTIVE VOiCE RESPONSE
SYSTEM REQMTS (FUTURE]
POSSIBLE YES' RESPONSES - 1 a

TRAINING REQUIREMENTS
POSSIBLE YES' RESPONSES - 3 3 3 3 3 a

MAINTENANCE SUPPORT AND
OPERATING ENVIRON REQMTS
POSSIBLE 'YES' RESPONSES - 10 10 a 10 a 7

SYSTEM COSTS
POSSIBLE YES' RESPONSES - 4 4· a 4 3 0

INSTALLATION AND CUTOVER
POSSIBLE YES" RESPONSES - 5 5 0 5 5 0

TOTAL POSSIBLE "YES" RESPONSES
82 82 55 81 58 56

COSTS
SOFTWARE $3,134,290 $9.400,000
HARDWARE $39,074
IMPLEMENTATION $1,903,500 $12,000,000

SUB-TOTAL $5,076864 $2,500,000 $21.400,000 $5,500,000 $176,500

EXTENDED SUPPORT $470,144 $1.700,000 $18225
OR

$564,172
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APPENDIX 2

Software Product Evaluation Summary and

Demonstration Script
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I SOFTWARE PRODUCT EVALUATION SUMMARY
FIELD(1 )
FIELD(2)

BILLING I MPORTANCE RATING
RATING.-

J
, Customized BlIl Pnn:inn e
2. Selective tneenmc forBm Prinlino 4 ,,

aI 3. ZI::I+4

a. Rapid r.Aathod of lnsertina f..tk:!s.saaes on Customer Bills 5 I
5. MJltil'\le Rata Prcraton For Btllinu s J

6. Master ACCOlJnls 5

7. SUPPOrt ofCUbic Feel& Gallon Meters 5-
8. CustomIzed custcrner Bill caicuratcns 5

9. Various Onlions For Esnmenno 5-
'0 AutomaticPavments ana Bank aecucncns 5

~, custcmeee AlJ!omatic Credit A:jiustment Calculations 5 I
I i I'2. U5e at Hanc-nem devices tor MeIer Reecmcs 5.

I I'3 Jsaoe Dataano Reoomnn I 5

'a Mass Reroutinn i 4 I- r-'
'5. Contributions toFunds forTroubled Ouetcmers I 4

'6. Third Partv Nolifice:lion I 5

17. LandlOC'd-reven Aereemerue F 5 I

'8. Comolnin" of MuttlDle Bills 4 I
19. DuplicateBills 5

-r
- I

20. Budcet BillI'ln 5 I

21. Oft.Cvcle Billing 3
I

22. Auicrnatlc Generationof Serv-ceOrders Based on Billing Edtt 5

23. Meter Mananement a
I

24. Rate AnalYsts 5

TOTAL r
I <30%

BILLING W~IGHTED TOTAL

RATINGS

5 DUrSTANDING

• BEITER THAN AVERAGE._

3 AVERAGE

2 LESS -HAN AVERAGE

I POOR

0 NOT AT ALL

KAW_R_AGDR1#64d_Part1_Supplemental_062507
Page 66 of 148



m

I
I

SOFTWARE PRODUCT EVALUATION SUMMARY
FIELD(1)
FIELD(2)

ACCOUNTS RECEIVABLE IMPORTANCE RATING
R~TING --

J Cash Pavmeot ValiO'iitmn i 5-
Electronic Pavrr,,,t Transter

I
2 , 5

3. Casll Pavmera Alo::a1mno 5 I
4 Various Ootlon6 for Acirto Accounts Recewacre I 5

T-
I --

5. Autcmahc Journal EmnrPreoaranon 5--
_.6. Custorr.er Deposits 5

7 I Demonstrate thePrtx:eSS of -nstoncat 8~hng :'1IStory. Data Records for tne Purccee of Calcuilltlng 4 IBitiinc Refunds.

8. ! Charce--Off Prccecure lneluciino Autcmatlc Transferto Collecllon Acercres 4--
9 Chatoe-Off fhhstCfY of balancel 4

I
10. I Aetna bv Item 5

TOTAL !
I ><20%.

':;:;:JUNTS RECEIVABLE WEIGHTED TOTAL

CUSTOMER RESPONSE IMPORTANCE RATING
RATING-

1. Calland DisputeTrilckina 5--
2. Accounts Wlth Soec131 Conditions Cleartl Flaqced When First Accesseu. 4

3. Automatic LstterGeneration for Customer Notiflcallons 4-
4 Messao9 Btoadcasnocr bv Nameo usts 4

~- tntecratedWorr<. Manal'lement SYStem 5

B. 'ruecranon witha ceccracneeuntoemetcn Svstern {GISl I 4
"

7 U5e of lrrtanmo for Customer service Flies
,

5 --
e. :'ulle!1O Board 5 I
9. Unlimited Noleoad I 4 I !
10. ~ecuetorv ccmrmsscn comotamt Database 5 ,

11. VVater Ouality ccrnctamt Datecase -I 4 I
I

~

,h..'\Q"

TOTAL

CUSTOMER RESPONSE WEIGHTED TOTAL

RATINGS

5 OUTSTANDING

J BETTER THAN AVERAGE

3 AVERAGE

2 LESS THAN AVERAGE

I POOR

0 ~OT AT ALL I

x20%
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I
SOFTWARE PRODUCT EVALIJATION SUMMARY

:IELDI?\FIELO(1 I

T"CHNICAL'INFRASTRUCTLRE REQUIRE""ENTS IIItPQRr.NCE RATNJ 1'{,o..."NG

I ')0'T10n"r.:tll1lli :lA.Hour ';~,,'.m A~;lI':ttl'!lly 6+ 01'4 pef Wee'" \

, Demorst-ale tne S...eeen ot O.llllOUl"tl Olal'nn 5 UHTl ,
, Dcmom:l:'2111 t"" Atll:ty 10 control byMullll:llll Clln~lel Fj~h:l!> \

i -, Oem::1I'l51l'a:.IJ tn. use of CaI-ei-lO tar ImDl'O>IIl::l Call RO\1,~" OInoC ....~o'".r S'~>C1l ,
e DI."""<:ln~.tll Till." 5 .. cl)Ol1 01 EllS .rc-vee v-'crv To~," ,
• 0"1n:)1"5!'"3:11 II Svc!llm'Ltvel Decumenlillion ,-
7 O~ODU' Com""·~'n~ "'lIlt" S;'t'e<'l l<wl E!I:)+U:off DoCUMCl'ltJIhO..,

,
6 OeonOr:~I.thf! AM'" to RUfll@lt::omnan'1.'5!'::1-Trainlnn2o,0"onhc:J.llon ienn" PUrDO~5 ,

• Cem::lf\,,\I"lIIe. Clear contrt:l for RlIcovel QVI o.e. IIS 1101T' C,.she, InC! Need, to tHo Rel;bltd s

10. DorronIl:I11l\. S'cuntu l:&na Aullllll1i'" ,
., Oemonsualt: tne COf. of me S ......'m ami How II S!;;,lo""" 11'. 511'Tleh;Jr Ea(:l1 StlIte s

" DemClMllrale. Seetlf1l11Ev,~ Aec.... llom E","loV1:Oe HomPli ,
~1. Ctmon~l!rat., ~ma e stc 'IIrn:lRet11~l

, I

" Oemo'lSlIlIltI t Rtp'd APP'I<;t1lJQr1 :J~Vi!lllDmal1l;lt'd M~"len:H\eo a I
'S ;)~tTIaflslr~ t'Iow 10 PN:N'llt br Chan"p Mallll"emel'l\ Ir.:l Dllcurne:ntillllln , i

I

" Q!!mons.lra~ II S \lUI'Tllhal110 B.;\\CII lin. CenUallZO<l Rfl'lIllTlQrllll iJlIl:J\:>ue S I

17 f),omonl:r:rle h::lW b [}eol.~e! a EnD.USe! Eu.~ 01Use ,

" :leTT:onsmae IN!! Im"'emtfl:a~cn 01. Relfth:mll Oat,ban ~ll , s

~. ;::lamon.tTatt til. E-JtllutlOn '0 Ch...,l/Serve' Tec'"1f1OI...... ' S I
cc Jamonlolnte a Data Moo", !hal aeneere our BJ!.l~"" lrrllh~.' :::ltIh:: MtI'Oel

, ,
~

a- O"monCOll'llt. Ih. Un 01P_n Widtt .A::cl!lY.M CotTI"uU!fLlI"MuaneIS\ e I

:2. DemonstJlltf: tne (.)rO'I151Cf'! tor scnwere Reuse S

" OamO'lI:t,..le tho 0 ......01:...."1 of:ll Clul D~a MCllS"l e I

" Dt>mOflSIriIfCl How tne Pro:lua Prov'OI$ 5·ls::flm·level OCCumfl'lt.1non I , I
:<5. O"mo'111l'tIC the "'bili"" 10 1!'Ilalil:t Win l"-tl·b....s P:>clt::l:l.. , r
'6 D~monS1ratl!me Prno.o'1i1Ofl /0' o.~aMer Rtcow'" If'1nl'cancns , I
=7 Oemonell.lle thc Su~-rt or 'll'Clll~U SrnnOo1r:l1 ,nellJdino ,NI..dCWII liP. ::;1.1> CCE: a~d Dll 5.J ~ ;

ze OemrnSTf::aIt' Ad:!lba'lal M;ll'dvnre Re~lltrtl"\lll\t:sIITt Ilal:! b' ml~ P·OdJd. 5

Der'lOnlill;lle tne ellllO 01 rrOVlr>" 11'\l01l"" ,C',/:Iln5 I s I __
:9

;0 n.mon~r.ilf&!"'Pt.lodilieltlor r sc-eere e Com an I 5
1-

at t::emonslr.Ull how lhe PfOCttOU!O Pro\Odlll DI:"2'~ uo:umertlltlon of Co~Ir; s

" O.mollltf1l;~ TIm • .,.l.11ptlC#noll Modj(icalicns s

aa OlmoMUr.UI t7l. c<Xl at lht; ON.,GeI"" 5ctt'wllre MantllflanCt COIltl'aet s

" Damcn'll1ue ::a RlIto SUuet:Jrl 10 Scftw;r;11 Mod.hc::ahom. Mil.,., !11\l1Stdt nor.'TUlI re'el$UJ e --
:15 Domcn.trlltIl tln COil ot Irrplltme"~n'\9 tn. Prodlle: e I
J6 ;:)emOMIlr.lUt tt>. o:::Kl ot Tral"IIIO A'~lll\Odw.ln I..... O'l'Imtnfll1\l Ulll Prcduci , r
zr Dcmonc.ttatt Backup anll R~(Wary ,
J6. Dcmo!'lll/":ltll \ha C211ile:,,"tv tc .mcOltlE>:oor! t="il81 EIITIIIl ""aQ'ltllCawv or E:e:lloflle::::iltly e ! i
ac DOlfllll"~" I!,. UllWlt:ot\ cl !?llst.r9 Ha'ttw;ull e

70TAL

..,,,
I

~C,...NtCAUlti;:Ri\S'RUCTURE HEQUlRE/'-ilE!Ir5 WE'G'fTED "'CTAL !_.
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·
SOFTWARE PRODUCT EVALUATION SUMMARY

FIELDI!)
FIELD(?}

VENDOR SUPPORT SERVICES IMPCRTANc:E RATlNO. RATING

1 Discuss the ImplementatIOn of RegUlar UserGroup WJeet.mgs 3

2 Dj~~, the prOVISion of TImely Application f./Jodifications (CUStorrla::ation) 5
~m_,

3 Discuss theHelp-Desk SUPPOft 4
-

4. Discus' How Your Company A66l6t5In ecrwersicn tothe ProdLCI 5

5 Discuss theTime Requlred to Implement theProduct 5

6 Discuss the Im!J';IrMnlltion andCost 5

7 Discuss uie financial Slabtlity of Firm 5

B :liscu" thelime Required to Imolement !tie PrOduct 4

TOTAL

~Xl0%
VENDOR SUPPORT SERVICE WEIGHTED TOTAL --

RATINGS

E OUTSTANDING

4 BETTER THAN AVERAGE-
3 AVERAGE

2 LESS THAN AVERAGE

1 POOR

0 NOT AT ALL
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I
SOFIWARE PRODUCT EVALUATION SUMMARY

FIELD(l)
FIELD(2)_. -

WEIGHTED
TOTAL

30% Billing

20% Accounts Receivable .
20% Customer Response

20% Techrnical/infrastructe Requirements

10% Vendor Support Services

GRAND TOTAL

List three reasons why American Water Works should choose this vendor's product

I

2 .
. -

3

List three reasons why American Water Works should not choose this vendor's product
f-.

I

-
2.

-
.

1

.
..
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APPENDIX 3

Evaluation Committee Comments From Vendor

Demonstrations and Interviews
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QUESTIONNAIRE ~ECAP

OReOM SYSTEMS

LIST THREE REASONS WHY AMERICAN WATER WORKS SHOULD CHOOSE THIS
VENDOR'S PRODUCT:

PA-AMERICAN
1. Allows us to run existing ha.rdware, i.e. terminals, SNA

network.
2. Good track record for quality
3. Functionally rich.

W VA-AMERICAN
1, Path concept
2. Drill Down to bill image
3. Field level s@curity
4. Utility defined screen facility
5. Primarily in utility business

NJ-AMERICAN
1. Established, well staffed organi::!ation that has vast

experience with accounts the si::!s of American Sys~em

2. Easily adaptable package to existing hardware
3. Good flexibility built into package, so that we can

define many options

REGION
1­
:2 •
3 .

Integrated system which concentrates on utility bus Lnes s
Migration for client server utilizeg present system
Ease of table/rule driven system

nm-AMERH'.AN
1. Integrated system
:2. Migration path for client' server With c;:ur::-ent ware
3. User group - east of table rule driven
4, Field level security

NEW ENG-AMERICAN
1. East to Use system with sood tracking and account

information
2. They seem to have good support and a solid company behind

them

It-AMERICAN
1, Good use of screens, easy to follow and g:z:-aphs are a nice

feature
2. Financially stable, plus they have tripled in size Ove~

the last year
3. Large utility supplier. They were v~ry knowledgeable of

our need.$
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CAL-AMERICAN
1. ozccm is a stable company, utilj.ty··orien::ed a::ld pro­

active toward technology
.2. The system has muoh flexibility-program exists, user

defined screens, fields, labels, menus, etc.
3. The system has exoellent navigation sets, guides users

through the various screens

LIST THREE REASONS WHY AMERlCA,rl" WATER WORKS SHOULD NOT CHOOSE THIS
VENtiO!l.'S PRODUCT:

FA-AMERICAN
1. Not state-of-the-art technology: Not a/a, Not PJW.
2. Smaller company

W VA-AMERICAN
1.. No clear migration path to client-server
2 _ System cannot currently handle voluntary cO::ltributions to

customer assistAnce programs.

N J-AMERlCAN
1. No particular vendor package~ that they interface with

for GIS or Imaging purposes
2. Appears to be a :;11010 transition toward client:. se:::-ver

technology
3 . Existing package will need an undetermined amount of

customization.

REGION
1.
::3 •

No total work management system
No GIS additional coat for a third party

IND-AMERICAN
1_ No integrated GIS system themselves
2. No work manasement system.

NEW ENG-AMERICAN
NO COMMENTS

IL-AMERlCAN
1. They didn't have a work m~~agement system

CAL-AMilRICAN
1. The system has no screen pops, CTI or caller ID
2. Oreom works with various 3rd party vendors - e.g- for

GIS, not a one-stop shop
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QUESTIONNAIRE RECAP

J. D. EDWARDS

LIST THREE REASONS WHY AMERICAN WATER WORKS SHOULD C!{OOSE THIS
VENDOR'S PRODUCT,

PA-AMERlCAN
1. Fully integrated./one vendor solution for CIS &:

AcctS'. /Financial, viable solut.ion for present needs
progressing to future needs

2. New eystem wit.h good migration path to client server
3. Excellent design principles

W VA-AMERICAN
1. Outstanding interface with financial/accounting
2. Migration path to client server

NJ-AMERICAN
1. Eeen in business 17+ years - solid company
2. Hae a clear plan on today's environment; migrating to

future
3. Tight integration to their financial packages

REGION
J..
2.

3.

Integrated system
Good migration path from exieting system and client
server
Open architecture

"

IND-AMERICAN
1. Highly integrated system, operations
2. Flexible U$6r defined
3. Customer housed
4. Field level security

& ~ustomer service

NEW ENG-AMERICAN
1. Been in business of software for 17 years and are willing

to design software to meet our needs

IL-AMERIO<N
NO COM:M.ENT

CAL·AMERlCAN
1. J. D. Edwards is very pro-active toward the technolo9}-,

this is reflected by their attitude and commitment to
provide a very flexible system,

2. This package will have good integration with their
financial system that was highly regarded by the Finance
Evaluation group last week.

3. Very good navigation, tailored menus, uBe~-customization
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LlST THl<EE I\EASONS WHY AMERICAN WATER WORKS SHOULD N01; CHOOSE
TIIIS VENDOR'S PRODUCT:

PA-AMERIC1IN
~. Requires much modification, not very functional
2. First attempt at a CIS for J.D. Edw~~ds

W VA-AMERICAN
1. Inexperience with water industry

N .r-AMERICAN
1.

2.

3.

REGION
1.

2.
3.

!Joes not currently have all thl!l functionality we want
(seem to be willing to work with company to provide
needed functionality)
Client server version is not going to be available until
1997
Implementation time is probably longer than other
vendors, due to added necessarj' product enhancements

Enhanced EDIS system which does not justify necessity for
the cost and painful loss of productivit.y c aus ad by
change. In other words, not developed
Continually going through many screens to main me~u

System designed for gas utility - not water

IND-AMERICAN
1. It's an enhanced ED!S system
2. ~alance water/sewer still implementing. gives ~997 ~or

availability to CIS

NEW ENG-AMERICAN
NO COMMENTS

IL-AMERICAN
NO COMMENT

CAL-AMERICAN
1. This system is very far from complete. It seem~ to be

under development, probably about 50% done.
2. No GIS, no CTI
3. Obviously no ~eal customer base, no user groups, many

unknowns
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QUESTIONNAIRE RECAP
SE'V'ERN TP-.ENT

LIST THREE REASONS WAY AMERICAN WATER WORKS SHOULD CHOOSE TRIS
VENDOR'S PRODUCT:

PA-AMERIC.AN
1- Large, stable company
2 . Ease of use
3. Excellent data model

W VA-AMERICAN
1. Aet1v1ty queue
2. Storms work management
3. Experience with very large systems

NJ-AMERlCAN
1. Using new technology, i.e. client server board
2. Program workable with mana~emen~ program
3. opportunity to customize CIS package

REGION
1.

2.
3.

Integrated system and has a work
system (storms)
User friendly for CIS menus and screens
Intelligent customer handling packasre

management

IND-AMERleAN
1. Integrated system, has a work management sys~em (STORMS)
2. CIS menus and screens user friendly
3. ICH

NEW ENG-AMERICAN
1. Easy to l.lll'e, state of the art, windo,.;s environment

software
2. Budget billing, payment agreements and tracking. Meter

history and tracking •
3. Tracking and reporting of customer calls and the ability

to make notes. EV~ry cu~tomer service rep's dream

IL-AMERlCAN
1. The screens were easy to follow
2. The messages and bulletin boards were good
3. Customer service oriented basis. with the~r screens

work
rate

and

3.

CAL- AMERICAN
l. The syF.ltem has very strong integration with

management: system, also a strong module. Th~

analysis module also shows goad integration
flexibility
System seems vsry flexible, i. e. bUdget bills, payment
plans, scripts, etc. The graph~ associated with some
screens were very effective
Acti"ldty queue is an excellent featur-=, par': <:= :-c:=. ~c~·~:.e
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LIST THRE~ REASONS WHY AMERICAN WATER WORKS SHotr~u NOT CHOOSE
111IS VENDOR'S PRODUCT,

FA-AMERICAN
1- Requires repla<;:ement of all terminals
2. No proven l:rack record for c1ient'-server

W VA-AMERI,CAN
1. No est~blished ins~~'1ationB using demonstrated

(propo$ed) product
2. Limited user-defined security featurl!s (no field level or

screen le~el security)

N J-AMERICAN
1. CIS package not in use
2. OVerall maintenance and support services are not cle~r

and may not be sal:isfactory
3. With client server technology it may be too cost

prohibitive for states who are not geared toward this
feature

REGION
1.
2.
:3.

All we saw was a prototype - nothing
Couldn't do screen modifications and
No migration path to client Server.
required, increasing the cost

live capabilities
customizat.ions

All neW hard.",are

:urn-AMERIO\N
1. Was a prototype, should have use of on-line demos
2. Cannot do screen modific~tion6

3. Security on field level should be on functional level
4. No migration path to server, thus all nQ.... hard';./are

required, incr~asing the cost

NEW ENG-AMERICAN
NO COMMENT

.'

IL-AMERlCAN
1. They couldn't do screen modifications
2. This vendor was not thoroush, did not follow script and

leaves me with a hesitation to their abilities

CAL -AMERICAN
1. There is no capability for screen pops or eTr. The

package stops ehort of the requirements
2. There is no GIS capability, they indicated that it will

be forthcoming, i.e. currently 'vaporware'
3. No strong interface to financial system. Seems weak on

developmental tools/report writing

KAW_R_AGDR1#64d_Part1_Supplemental_062507
Page 99 of 148



QUESTIONNAIR:el RECAP

AUGUSTINE & ASSOCIATES

LIST THREE REASONS WHY AMERICAN WATER WOR!<S SHOULD CHOOSE THIS
VENDOR'S PRODUCT:

pA-AMERI ('-AN
NO COMMENT

W VA-AMERICAN
1. Cost savings
2. Ue:e of automated metel: reading software

NJ-AMERlCAN
NO COMMENT

REGION
NO COMMENT

IND-AMERICAN
NO COMMENT

NEW ENG-AMERICAN
NO COMMENT

IL-AMERlCAN
l . The screens were easy to read. & retrieve

CAL-AMERICAN
1. Augustine &: Assoc. know the water business and are

a2.;:;s=e"'u... e i\~ftn:i'-;:;J. -eH~l!JS 1. e~uJ..l.l!!\.u

L1ST THREE REASONS WHY AMERICAN WATER WORKS SHOULD NOT CHOOSE
THIS VENDOR'S PRODUCT:

PA-AMERlCAN
1. Small company
2. Poor design
3. No track record to scale up

W VA-AMERICAN
1. System does not track customer numbers
2. Too much customization involved
3. Not enough technical support staff to support Awe

N J-AMERlCAN
NO COMMENT
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RE<.> 'I ON
a .

2.
3.

Present system offers more than proposed, i. e . , ACH
capabilities
It appears mass customization would be necessary
The stability of the fi;rm is dependent on very few
individuals and operates on a very small scale

INn-AMERICAN
1. Current EDIS system does more than this product has to

offer
2. No budget billing
3. No ACH capabilities
4. Not. capable of mass utilization, set up for small

municipalities. Financial stability is on a small scale

NEW ENG-AMERICAN
1. This company is not ready to supply what we need

IL-AMERICAN
1. Discourages with delivery. They were not prepared and

had to he directed by Charles Day
2. The company is t.oo small to do business with our company
3. The primary speaker did not: treat his employee with

respect. Why would he treat our employees differently

CAL-AMERICAN
1. This system would take much customizat.ion to meet our

needs. It is lacking in many of the items defined as
:tcequirements.

2. Augustine & Assoc. is a very small company and would be
unable, in my opinion, to support all of our offices.

3. The system require~ PC'S as work stations, would requir@
mass purchase of PC's as well as software.
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QUESTIONNAIRE RECAP

HTE

LIST THREE REASONS WHY AMERICAN WATl;R WORKS SHOULD CHOOSE THIS
VENDOR'S PRODUCT:

PA"AMElU CAN
1. Good mapping ~ystem

2. Good telephone ints~ration tiystem
3. Experience wi th remote devices (mobile comput ing, laptop)

W VA-AMERICAN
1 • AWe users group
:Z. Can provide complete solution
~. Lensth of experience in cu~tomer service/utility bill~ng

software

NJ-AMERICl\N
1. The system conversion by ETE would run extremely

smoothly. They are established ~ detail oriented
2.. 'I'hp.y <lre focused on mW:lic:ipilolity and. land management that

l.n;JI,lld J~,J;V.!l\l..,_!~ .... u.. J:'1.l\'u.w loJoly.llJ.l.J•.l.t.ltllJ ruJ:' gro....th
3. They h&ve all the technologies tl~t we ar~ interested in

intesrating

R1i1GlION
1.

2.

3.

Good migration path to Client-server, Use of eXT's along
with client server
GoOQ training Qemonstrated orga.nization & ef.ficiency to
prov1ae ~ooa ana-~~~Ul~ to~ the user
IHLI!!\:iL<!lLl!!U 1:l}'l:iU:Hll wiLl! wU.l.k m,magemew:. syst!=rn !< O~~l

path, etc.

INn-AMERICAN
1. GoOQ migration to client serv~r

2. GOQd training plan, manual and scheduling
3. Integrated system and has a work management system

(STORMS) and call path

NEW ENG-AMERICAN
NV 1..,\J!,jjVJ.l:JN'l'

IL ....AMERIC1lN
1. They were well prepared, demonstrated team effort and

were very knowledseable in each area
2. Detailed mapping and geographical analysis
3. Equipment can be mounted in trucks and completed in field

CAL-AMERICAN
1. HTE addresses all aspects of CIS, call center, work

management ~ interfaces to financial 2y&tams
2. SQQll1.. r o h ...vr- ... [>"-,-,-,''''''1" ; VP ?Itt;; i tw.i'il \.'.''''111.1:-''; l.t1o;;;;;o,;;>J.0S':!' and

il"Jt<:'~l.Ql:lu!l, ,-.y., CTI

KAW_R_AGDR1#64d_Part1_Supplemental_062507
Page 102 of 148



::3, 'L'hi.s Sly",t",rn "'ould ut;il;i.l:~ t.hc t:r,i:it;ing M;'lCO bilGe
installed ac most ali o:l! our locaeions

LIST THREE REASONS WHY ~~E~ICAN WATER WORKS SHOULD NOT CHOOSE
THIS VENDOR'S PRODUCT:

PA-AMERlCAN
1, r'n.,.., "'y",t-",m <:1;,;,11 b'i'.':'.'h r,;>::i~nl:'il'.1., '.1..t. mQlo1l'll flawG
2. Not very far along on cllC!Ill: server (could be

:;rl;;r;'iLns\;b!w'ilii'krnalili, Qliln't ho.vc to replace hardware)
3. Inconsistency in user interface (cumbl!!l'S0il18 [OL C!nu

users)

W VA-AMERICAN
1. Limited private utility experience
d. ~~IiQt.~lin~hln rnnhn5nnl oupport for munic:i.pal ~ utility

systems

N J-AMERlCAN
:J.. Cost
2. Why spend !l\¢n.ey on a system that is compazab'l.e t.o l!ibIS
3. Limited client server teChnology

REGION
1.

2.
3.

4.

Every customization to the system will require expensive
maintenance, never ending eost
Problem handling multiple districts and states
Problem for handling cubic feet and gallons conversion on
the same acct.
Not user-friendly, the screens were too busy and there
was too much backing out of screens t.o get to desired
locacion

INTI-AMERICAN
1. customization to the system :;i.e extensive in cost
2. Cannot accommodate mUltiple <:1i.stricts in a state &: states
3. Problem with cubic feet & thousand gallone billing for a

single address
v

NEW ENG-AMERICAN
1. This seems like the Same system we have now, with a few

upgrades

IL-AMER.lCAN
1. They had a problem when handling multiple districts

within a state
2. Problem converting from gallons to C~ and vice versa
3. Lack of ease to read screens
4.. Will American Wat8r (the entire company) be required to

talk to one staff (600#) and get immediate results, I'm
concerned with delay

1 •

:L

T~ t":l"\f"\m.t:l t;-h.:-.t" mnny modificQt.ion~ W'';'::'J. be .::~..,,:..4.i..~~, t.b.;.~
is expensive & time-consuming
YIlQX m,uaa modificatioTlt;l (line ~t;rr;r.:n C\I:lt.:>mixl!I.ti';'nl ,,;;'11
be lost when new releases are installed
Ma~y ~hings still in development, e.g. GIS. The syetem
seems to have evolved from a ~haracter-based system and
h?9 }:o.t?~T1 rd.~,.qn q, w.Ln,~,:;,,,,,,,g ... t;,,,,""Oq inl;~'t"'fAQQ ..
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APPENDIX 4

Awe Data Questionnaire Summary Sheet
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CUSTOMER INFORMATION SYSTEM
DATA QUESTIONAIRE

Please complete and return to Debbie Liopert by October 6.199~

Compa.ny Name

Completed by

1. Identify current CIS software used
A. EDIS
B. Other - Please specify

2. IdentifY current hardWare platform lie IBM AS/400 B45)

3. Specify the location wh~re your CIS sottware is installed

'. Is this a shared sitg? Yes
If this is a shareo site, please
processed at this location

No
identify the other companies

In your CIS operation. are multiple American Water System company
~umber~ used? Yes No
If yes. do you wish to continue this practice? Yes No

"
What is the expected total CIS users tor your company?

What is the total number ot customer service personnel with access
to your CIS?

What is the total number at concurrent CIS u~ers (peoole that are
accessing the system at the same time)?

Does your company have multiple locations where customers may
walk-in or call to ccnt~ct customer service? Y9~ No

J. For each at your customer contact location, specify the number ot
customer service personnel that
A. handle primarily walk-in cu~tomers

~. handle primarily telephone contacts
.• handle both walk-ins and calls

~he total number tor these three items should not exceed your response
J question 7)
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11. For each of your customer contact location, specify the total
number of customers served by your company

12. For each of your customer contact locations, identify the type of
telephone switcn eouipment installed (manufacturer, make, and
mode I)

Type of call statistic software currently used
Number of incoming telephone lines
Numoer of outgoing telephone lines
Do you currently use any of the following

Interactive voice response system Yes No
If ya», identify maker

Automated call distribution Yes No
Phon .. mai 1 Yes No

Average number of incoming calls Der day
Ma~imum number of incoming calls per day
Minimum number of incoming calls per day

--,._--

taxes
ta)(es
- speci'fy

13. Please identify th.. various items whiCh your company bills on its
water bills.

Domestic ....ater based on metered delivery
- specify number of different tariffs
ather metered water sal .. s
Flat rate water
Fir~ Service based on size connections
Fire Service based on components (sprinkler heads. etc)
ather water - please sp.. cify
Penalty for late pay on water
Sewer based on water consumption

- specify number of different tariffs
Flat rate sewer
- specify number of differ..nt tariffs
Pena I ty 'for 1a te pay on sewer
Refuse/garbage fee '
Other municipal service fees - specify
Surcharge on water
Surcharge en sewer
Municipal Water ta~es - number of different
Municipal Sewer ta~es - number of different
ather types of 'pass through' item~ on bill
(ie city B&O tax as a municipal surcharge)

ather items billed on water bill - specify
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APPENDIX 5

Case Tool Model For Client/Server Application.

J.D. Edwards
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APPENDIX 6

"Using Proven Technology to Automate Your Customer Service" •

Charles E. Day and Associates
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USING PROVEN TECHNOLOGY
TO AUTOMATE YOUR CUSTOMER

SERVICE

QUeEN MARY

LONG BEACH. CA

CHARLES a DAY
AND ASSOCIATES

%11 Nc UNION ST. STE. 100

Al£XAHORlA, VA 2231.

(7C3) 'm-0441

USING PROVEN TECHNOLOGY
TO AUTOMATE YOUR
CUSTOMER SERVICE
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Overview of Presentation

•Call Handling Applications
•Advanced and Interactive System Features
•Database Management
• Information Management
•Call Management
•Customer and Sales Information
Management

•Network and Systems Planning
•Operations Management

Call Handling Applications
TOTAL MARKETING'" 2000 , ' " "

•Automated Attendant

•Automatic Number Identification (ANI)/
Dialed Number Identification Services (DNIS)

•Automatic Call Distributor (ACD)/
Multiple Level Queue Handling

•Voice Messaging
•"After Hour" / "Peak Hour" Messaging

2

3
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Automated Attendant
TOTAL MARKETING'" 2000

Customer PBx/ACD Agents

'CD CRT

lwant10 buy ~rll~ Ordor Dopal1rT'larn
Phon.

~1

Whero', myordo,? 2 FulWrnenl Dooarlrnent

~
I nood info 3

CUllOlTlllf SorviOM

~
rm a Preferred Cuslornef Pre/orred C~lorner

~4 ro,p

4

Automatic Number Identification
(ANI)

f ~ ~~i-0 ' TOTAL MARKETING". 2000 '" - r ' A ." ! '

Customer

373~&

213 24'.1~2

•

800 398·1000

ACD

Flow

Agents

Region 1

Region 2

Region 3

Region 4

5
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Dialed Number Identification
Services (DNIS)

Customer Ace Agents

(800)39&-1235

(800)398-1236

/BOOI398·1237

Flow OrderDepartment

FuWill'l'l$nl Dopanmem

Cuslotl"lM SoMOH

Preferred Cu.lornor

ACD

Phon.
CRT

6

Automatic Call Distributor (ACD)
Multiple Level Queue Handling

TOTAL MARKETING'" 2000 '
Sampl. Coli Ploco,,'ng Tabl•

• Change call
routing/processing
based on current
conditions

•Ex, Overllow ordercalls to
prefarmd customer egents
ontv when 5 or more order
ealhs arein queue

•Ex, Activate VoiceMail
call back messaging
optionwhen 10or more
calls of any type are in
queue

OrderCJII

L Seloct Agen. G,cup 1 (Order Copt)
2, Select Agent Group 2 (Fulfillment Dept)

3, Saloct Agon. Group 3 (So..O:o Group)
" If morethan5 orderQ!lls in QUetJ8 thin

Select Agent Group 4 (Pre/erred
CUSt:0018f Agents)

.IM
5, If more than 10callsin queue then

offercaJlm option to leavecaJI beck
meuag.""

6. Play"Allagents arebusym.asage" (il
ret playedwithinpast 20 seconds) thtH1

7. Go to step 1

7
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Voice Messaging
. TOTAL MARKETING'" 2000

Agents

"
• Callers leave
electronic call back
message during
busy periods

• Reduces queue time

• Smooths peak call
periods

"
"

• ; 10 1t 12 13 U 1S ,. 11 ,.

lime of Day

I·',· j Agents
OnOtJty Reo:;uired

The Functional Parts of 8 Customer ServiceSystems Environment

e

9

KAW_R_AGDR1#64d_Part1_Supplemental_062507
Page 141 of 148



Advanced and Interactive
System Features

• W • e.' •• • TOTAL MARKETING'. 2000 , •

• Voice Response Unit (VRU)

• Computer Integrated Telephony

• Caller Prompting

·Information Delivery System

• Computer Facsimile

•Voice Recognition Systems

•Call Overflow and Diversion

Voice Response Unit (VRU)
and Caller Prompting

TOTAL MARKETING'· 2000

Prompt for
• Type of call

• Dial 1 to order

• Dial 2 for info onprevious order

• Dial 3 for customer services

• Customer 10 number

• Identny caller
• Use queue time to collect information

needed by agent

10

11
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Information Delivery
System

. ....__ TOTAL MARKETING'" 211110 .

Use corporate database to select
appropriate agent group

• Connect ACDto a computer to provide ACD
application with customer data
• Identify preferred customers
• Identify French or Spanish speaking customers
• Customers with unshipped orders
• Display customer and order infoto agentwhen
call is connected

• Identffy expired/about to expire customer
orders
• Suggest credit card for formof payment

Computer Facsimile and
Voice Recognition Systems

. . v. .' .'. -.;rOTAL MARKETING'" 2000· '. "."

computer Facsimile
• PC Cards

• Back-end Processing
Orders to Field, Customers or Fulfillment

Voice Recognition Systems
• Improved Technology for

"Yes," "No," and0 to 9

• TestApplication and
Customer Use

• Arrange Appropriate Defaults

12

13
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Call Overflow and Diversion
., • TOTAL MARKETING'· 2000 .

Customer

Look Ahead
or.

Answering

ACDs

'1

Overflow & Diversion

Overflow & Dlve...lon

#3

Agents

14

Database Management
. TOTAL MARKETING'" 2000

Loading and Currentness
• With Introduction of Direct MailCampaigns
• Staggering Mailings

Segmentation
• Product andServices
• Region
• Agent speciames

Remote Interface and Retrieval
• LinkSystems

(Order, Customer Service, and FuUiJlment)
• Common Terminals and Muniple Sessions

On-line Access Speed
15
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Information Management
. TOTAL MARKETING'· 2000

•Call Guides
•Product Descriptions

•Customer Responses

•Marketing Analyses
•Upselling Affinities

Call Management
· .'. •.. OTAL MARKETING'· 2000 ." •" ".

•Call Record Retrieval
• Network Information
• Agent Transfers
• Interdepartmental Transfers

•Autodlaling and Predictive Dialing
•Telephone and Computer Terminal
Interaction

•Automatic Number Identification (ANI) and
Dialed Number Identification Services (DNIS)

•Computer Integrated Telephony (CIT) and
CallPath Links

16

17
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Customer and Sales Information
Recording

TOTAL MARKETING'" 2000

Sales Recording

MAR·2·1llG'2 3:".....

- ,~ u. u. ~
_. .... .... "- "-

I1II -. -. ... -Ill ...... --'" ...... ... '"'" ......... "--"'r...no·u· OJ IS a"~ '" " . " · "
,

" · " " " · "''' ,
1,ll~~J U'S "" ,. " s .. ,

"
,

" • " " " • "''' •
4AAOIS~a 0)" "" ,. "

,
"

, • ,
" • " " •• · ",. ·, .. r,,_..

C~ " "" '" n ,
"

, • · " • " " " • ,c» ,
B~"'~~. C~ ,s "" '" • ,

" • • ,
"

,
" " " • ~c, .1 •

~el.Solt_... c". "" ,. "
,

"
, • , • • " " " • ~u ,

110" .• OH5 " "
,. n ,

" • " • '. ,
" " " • 10' II ,

hOWtU,..1I OHI "" ". • , .. ,
" • "

,
" " "

,
,~" •

• ow::.o.c..:.n_e...-.
'c.""'O"' ...~

Customer and Sales Information
Recording

TOTAL MARKETING'" 2000

•Sourcing Information

•Fulfillment Literature

•Communicating with Field Sales and
Other In-house Departments

•Mainframe Integration

18

19
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Network and Systems Planning
• ,. ,- . - 10 AL MARKETING'''' 2000·' . . ".'

•System Capacity Provisioning
• Allow EarlyOnfor Expansion

• Monitor Key System Performance Indicators

• Maximize the Benefits of Each Upgrade

•Network and Business Volume Forecasting

• Busy Hour Analysis
• Employee Schedule Modeling

• Matching Staffing to Call Arrival Pattem

• Allowing for Exceptions

• Integrating Part-timers :J)

Network and System Planning
>":: ~ ''\r'''' '. ';'" tOTAL MARKETING1M 2000 !. '1'~ .' .,0'

Employee Scheduling Model Results

DUIOI'7

..10M .,.,... uw: IllllII. """ IW& ....... IW&

, ~~~_~s:s ." •• 1no ... 1230 u.s, •• w·~~ ." " . 11]0 ... 1130 UU, ~··T"S; ." 10. $ lIl0 '" UlG IUS

• w ••"_" ." 10.5 111(1 '" .", noo
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Operations Management
, ,TOTAL MARKETING'" 2000

System Performance Statistics
• Denied Calls
• Abandoned fromQueue
• Average Speed of Answer
• Response Time
• All Trunks Busy
• CalVScreen Transfer Rate

Representative Performance Reporting
• Calls handled
• Talk Time
• After-call-work Time
• Sales/Customer Conversions
• Upselling
• Performance Relative to Group

Operations Management
,TOTAL MARKETING'" 2000

Representative Monitoring

Training Aids
• Role Play/Simulation

• On-line Voice/Screen Monitoring

• Typing Tutorials

• Sen-paced Computer Assisted Training Techniques
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