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CHARLES E. DAY AND ASSOCIATES
211 North Union Street, Suite 100, Alexandria, Virginia 22314, (703) 739-0446

Ms. Deborah P. Lippert

Director Customer Relations

PENNSYLVANIA - AMERICAN WATER COMPANY
P.O. Box 1290

300 Galley Road

McMurray, PA 15317

December 11, 1995

Re: AMERICAN WATER WORKS COMPANY, INC. (AWC) Automated Customer
Information Application System Recommendations

Dear Debbie:

This report is a summary of results from the evaluation of responses received from the
AMERICAN WATER WORKS COMPANY, INC. (AWC) Request for Proposal for an
automated customer information application system. Information received during vendor
meetings, product demonstrations, site visits, financial report reviews and proposers’ strategic
plans has been taken into account in developing a selection and related recommendations.

Recommendations are therefore based on a structured review of available services, product
features, AWC’s relationship and synergy with competing companies, compatibility with
internal operating requirements, and overall reaction by AWC evaluation groups.

EXECUTIVE OVERVIEW

The Customer Information Application System evaluation and planning effort was guided
by the following objectives:

Determine the company and product(s) which will provide AWC with the most
appropriate automated customer information application including operating features
to completely replace the existing Electronic Data Information System, maximize the
investment in existing computer hardware, acquire more productive automation
features, position for integration and inclusion of new system capabilities and provide
a basis for all AWC operating companies to sustain, improve, and extend business
opportunities well into the 21st century.
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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 AW(C’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.DD. 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 AWC employees
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:

Accounting System Interface

Cash Receipt Management

User Defined Screens
Calculations/Conversions

Rates and Rate Studies

Computer Aided Dispatching
Computer Telephone Integration
Integrated Mapping System
Service/Work Order Management

Billing System
Customer Inquiry
Accounting Features
Case Management
Credit History
Credit Collection
Imaging Technology
Managm’t Reporting
Meter Reading Sys

o & & ¢ & 6 0 & O
e & & o & © & & O

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 teclephone 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, imaging technology, 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 Systermn Integrator - AW(C’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 August 23
VA Call Center Visit and Ops Requm’ts September 5
Regional AWC Reps & Eval Committee Mtg September 6

Vendor Documentation Review and Proposer List Development September 22

Expanded CIS Call Center Evaluation Criteria September 28
Draft Requirements Overview Documentation October 3
Regional Survey Within AWC Completed October 4

Draft Request for Proposal to Core Committee October 11
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Preliminary Vendor Information on Interest and Capabilities October 26
Final Request for Proposal Document Completed October 27
Core Committee Review Meeting and RFP Release to Vendors October 30
AWC Executive Summary and Status Report November 2
Vendors Demonstration and Interviews November 1-3
Finalists and Short-List Review Completed November 13

Site Visits and Executive Briefings by Committee = November 28 - December 11

Recommendations Report Completed 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, CT, 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

® Augustine & Company Computer Associates, Exton, PA - The formal RFP

response and presentation prepared by this firm was inferior in guality,
substance and lacked understanding of AW(C’s project scope. While the
company has had experience in meter system interface sub-systems with 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 recormnmended, 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.
® HTE, 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 IBM’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. HTE, 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.

o LD. 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 11 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 of financial 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 systern 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 150 people 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 which provides 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 IBM
AS/400 as the hardware platform from which to migrate all 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 AMERICAN WATER COMPANY on this very important project
engagement.

Sincerely,

Charles E. Day z
Management Consultant

CED/cd

Attachments

ce: 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, YA, CED&A *

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

Vendor Responses To The Capabilities Summary
Matrix

Software Product Evaluation Summary and
Demonstration Script

Evaluation Committee Comments From Vendor
Demonstrations and Interviews

AWC Data Questionnaire Summary Sheet

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

"Using Proven Technology to Automate Your
Customer Service" - Charles E. Day and

Associates
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Vendor Responses To The Capabilities Summary Matrix
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VENDOR RESPONSES TQ CAPABILITIES SUMMARY MATHIX

NUMBER OF YES ANSWERS TO EACH CATEGORY
CATEGORY QRCOM 4 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 6i 7 7 6

RELATIONAL DATABASE MGMT

MARKETING/W O INFORMATION

AEFORTING REQUIREMENTS

POSSIBLE 'YES" RESPONSES ~ 6 6 & 5 8 8

INTERACTIVE VOICE RESPONSE
SYSTEM REQMTS (FUTURE)
POSSIBLE YES” RESPONSES ~ 3 1 1 i § ¢

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

MAINTENANCE SUPPORT AND
OPERATING ENVIRON REQMTS
POS3IBLE 'YES" RESPONSES - 10 10 0 10 0 7

SYSTEM COS7s
POSSIBLE YES RESPONSES - 4 4: 0 4 3 0

INSTALLATION AND CUTOVER

POSSIBLE YES' RESPONSES - 5 5 0 5 5 0
TOTAL POSSIBLE 'YES' REGPONSES
82 a2 . 55 81 58 56
CosTS
SOFTWARE $3.134,290 $9.400.000
HARDWARE $39.074
IMPLEMENTATION $1,903.500 $12.000.000
SUB-TOTAL $5,076.864 $2.500.000 $21.400.000 £5.500.000 $176.500
EXTENDED SUPPORT $470.144 $1.700.000" $18.225
OH

3564.172
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VENDOR RESPONSES TO CAPABILITIES SUMMARY MATRIX

NUMBER OF YES ANSWERS TO EACH CATEGORY
CATEGODRY 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
POSSIELE YES' RESPONSES - 7 7 6: 7 7 6

RELATIONAL DATABASE MGMT

MARKETING/W O INFORMATION

REPORTING REQUIREMENTS

POSSIBLE YES" RESPONSES - 6 & & ] 6 6

INTERACTIVE VOICE RESPONSE
SYSTEM REQMTS (FUTURE)
PCSSIBLE YES' RESPONSES - ¢ 1 1 1 1 0

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

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

SYSTEM COSTS
PCSSIBLE YES® RESPONSES - 4 4: 0 4 3 a

INSTALLATION AND CUTOVER

POSSIBLE YES" RESPONSES -3 5 ¢ & 5 o
TOTAL POSSIBLE "YES" RESPONSES
82 g2 . 55 81 58 S6
COsTS
SOFTWARE $3.134.280 £9.400.000
HARDWARE $38.074
IMPLEMENTATION $1.903.500 $12.060,000
SUB-TOTAL $5.076 864 52.500.000 $21.400.000 £5.500.000 5176.500
EXTENDED SUPPORT $470.144 $1.700.000° $18.225
OR

5564.172
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Software Product Evaluation Summary and

Demonstration Script
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SOFTWARE PRODUCT EVALUATION SUMMARY
FIELD(1}
FIELD(2)
BILLING MP:?;SSCE RATING
1 Customized Bill Printing g
2 Selectiva nserting for Bill Prinling 4
3. Zin+4 4
4 Rapid Mathod of inserting Messages on Cuistomer Bills 3 E
5. | Matiple Rats Prcration For Biling ' 5 i
8. Master Accounts 5
7. Suppon pf Cubic Feet & Gallon Meters 5
8. Custorized Customer Bilf Caiculaons s
9, Various Optiens For Estimatng 5
10§ Automatic Payments ang Bank Deducions 3
11 Customized Automatic Credit Adiustment Caleulations 5 %‘
12, Use ot Hand-heid devices for Meter Reedingy 5 l
13 Jsaoe Data snd Reooning f 5
14. Mass Rerouting ? 4
15, 1 Contributions to Funds for Trogbled Cuslomers L 4
16. | Thira Party Notification 5
17, Landlord-revert Aoreements 5 I
18, Comoining of Multiple Bills 4 i
18. Duplicate Bills 5 :
20. | Budget Billing 5 l
2% Off.Cvcim Billing 3
22 Automatic Generation of Servee Crders Based on Biing Edit 5
23, Meter Management 4
24, Rate Anatvsts 5 i
TOTAL I
x30%
BILLING WEIGHTED TOTAL
RATINGS
] QUTSTANDING
4 BETTER THAN AVERAGE
3 AVERAGE
2 LESS "HAN AYERAGE
| POOR
0 NOT AT ALL
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SOFTWARE PRODUCT EVALUATION SUMMARY
FIELD(1)
. FIELD(2)
ACCOUNTS RECEIVABLE | IMPORTANCE |  RATING

1. Cash Payment Validaton i 5

2. Elecironic Payrrent Transter { 5

3. Cash Paymant Al azatm &

4 Various Options for Aemg Accourts Recevagle g 5

3, Aydematic Joumnal Emry Freparation ] g

B, Cusiomer Depesits g

7 Demonstrata tha Process of =histoncal Biling ristory. Dala Records for the Purpose of Calcuiating 4

Biking Refunds.

8 Charee-Off Proseoure Ineluding Auvtematic Transfer to Collection Agercies &

3 Charge-Off (history of balance) 4

10, Acing by item 5

TOTAL
‘ x20%
AZCOUNTS RECEIVABLE WEIGHTED TOTAL h
CUSTOMER RESPONSE IMPORTANCE RATING
RATING

1. Call and Dispute Tracking 5
2 Accounts with Ssecat Conditions Clearty Flagaed When First Actessen. 4

3, Automatic Lelter Gensratian for Customer Natifications -

4, Message Broadeasting by Namec bists 4

5. Integrated Work Management Svstam 5

3 Integration with 2 Geograpnical irtermation System {(GI1S) 4

7 Lze of Imacing for Customer Service Files 5 i

g Aulieyn Board I 3 )

8. Ynimited Notenad ‘ 4 i

10 Reguiatory Commussion Complaint Dalabase 5
! 11, JYvater Qualty Comolaint Catanase 4
| TOTAL
r x20% |
i CUSTOMER RESPONSE WEIGHTED TOTAL f

RATINGS
5 QUTSTANDING
4 BETTER THAN AVERAGE
3 AVERAGE

2 LESS THAN AVERAGE

1 POOR

¢ NOT AT ALL
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SOFTWARE PRODUCT EVALUATION SUMMARY

FiELD1 ) SELDIZ)
TZCHNICALMNFRASTRUCTLRE REQUIREMENTS SAPORTANCE RATING T 2ATING
- i Oornunmlu 8 Fa-Hoar Sygrem Avanaouty B Daye per (Wees k]
2 Cemorstpie the S.open of QJatbouro Diabng Sysiem 1
2 Demonteate the Atility to contrel by Mulipie eomtss Fislgs Z
4 Domansoame tne Wse of CalerA0 157 improves Calt How.~g a0 Cuglomer Sebvte 3
£ Derensitatn The Sucport of Ensy to-uss Grsky Toale 3
] Bemorsraie s Systam.evel Decumenmtion, 3
7 Demaratiaie Contend-Sersinve beip Boreos ang Eno-User Documenmbon 2
B Demorsiraiy the Abikyts Rus Test Sompanves $a- Traimng atc Aoplicanon Testng FUrpones 2
b4 Cemeravate & Clear Cohiro for Ascovely Puigoacs i Systere Crashes shd Heeds to be Regtated g
10, Dgmonelrata Syeunty ang Audibiliy 5
“1 Demonsyate the Core ot the Systasm ans How i Stayy the Sane lor Each State 5
12 Demansirate m Speursg Syatern Ascess from Eprpioves Homes 3
13 Letmonsirate ihage Stermge snd Retimat 4
14 Demonsiale 8 Rupmd J'!Ezu:nhon Deveinpment acd Mantshance 3
*5 Jdeenongizate how 1o Proviae ko Change Managemen and Qocumeantaion 2
k-3 chohnnt_z: & Syaeem ihat 1 Baseo on a Canuslized Aeipnonal Catanaus 5
17 Demonstrate how t Datwer 3 Enciser Ease of Lisa 4
kL] Jemonsiste e Imp ameniavon of » Reintionn D:ﬂtubnn Deagn 5
15, Damonerity the Evniution 18 ClentServet Tachnoay ] i
0 Jemonsirate 3 Cats Mogns that Reflects out Bianess » Irolizi Jate Moaet z ‘
o Demonsirate the Lice of Preven Widaly-Accuoted Computer Larguagels! ) !
2 Demansiiute tne Proesion 1or Sciwate Reyse 5 i
i3 Damonstrate the Oeveserewnt af o Clear Dot Moo bl
! Demonsrate How the Product Provdas Systam-Level Dccamentanon i 4
5. Cemenaraie the Ablity 1o (s1eriace win UAN bisss Packanss 5
28 Demonsirate the Provision fo: Dreasier Recovery Imobeanons §
2T Dernansiuaie the Sugggn of Microsoh Smndards incruding Windows AR Dls COE and 0L L S.inpor: 5
28 Demonarate fodiponed dardware Regurerents imbiea by us Prodact 5
] JDemonsiate Ule sase of rroving tiougn SEIEENS i Z I
] Dvmoasirate e Modification of Scroens oy Company El l
k) Camonsirats how Uie Procaous Prowdss Demsied Dozumeriasyon of Cotts 3
12 Osmanatmats Timmy Avpucabon Modiicatons %
a1 Tamoncrite the eost of the ON-Gaing Scfware Mantanance Contast S
24 Comonstrate a Rale Suwewire 1 Seftware Modticalons Mane (outside normal remasess s
a5 Damansyate tse cost of (rrpdementng the Product £
k1] Domansuats the cost of Training ARsatiatod wiln I psmannng Mo Protuct : l
a2 Pamoncirate Backup sna Recovety : l
3a. Domonstate the capataty 1o imaevEyoor Fias Eitngr Magneicaily of Siestionsally *
29 Domonstrate the Uhizanon of Susting Hartwamy 4
TOTAL

=20%

1
TEC~NICALENFRASTRUCTURE REQUIREMENTS WEIGHTED TCTAL |
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SOFTWARE PRODUCT EVALUATION SUMMARY
FIELDIY)
FIELDE
VENDOR SUPPORT SERVICES e e
Discuss the Implamentaton of Regular User Group Mestings 3
Discuss tha provigion of Timely Applisation Modifications (cusiotmazation) 5
Discuss the Help-Desk Support 4
Discuas How Your Company Assiets in convarsion to the Product 5
Discuss the Timae Required o implement the Product 5
Discuss the Implamentation and Cost 5
Discuss the Firencial Stabilty of Firm 3
Siscuss tha Time Required to tmnfement the Product 4
TOTAL
x10%
VENDOR SUPPORT SERVICE WEIGHTED TOTAL
RATINGS N

in

OUTSTANDING

4 BETTER THAN AVERAGE

3 AVERAGE

2 LESS THAN AVERAGE

3 POCR

0 MOT AT ALL
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SOFTWARE PRODUCT EVALUATION SUMMARY

FIELD(1)
FIELD(2)
WEIGHTED
TOTAL
30% Billing
20% Accounts Recejvable
20% Customer Response
20% Techmical/infrastructe Requirements
10% Vendor Support Services
GRAND TOTAL

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

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

]
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APPENDIX 3

Evaluation Committee Comments From Vendor

Demonstrations and Interviews
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QUESTIONNAIRE RECAP
ORCOM SYSTEMS

LI&T THREE REASONS WHY AMERICAN WATER WORKE SHOULD CHOOSE THIS
VENDQR'’S PRODUCT:

PA~AMERICAN
1. Allows us to run existing hardware, i.e. terminals, SKFA
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 security
4. Utility defined screen facility
5. Primazrily in utility business
NT-AMERICAN
1. Established, well staffed organizatrion that has wvast
exXperience with accounts the size of American System
2, Easily adaptable package to existing hardware
3. Gopd flexibility built into package, so that we can
define many options
REGION
1. Integrated system which concentrates on utility business
2. Migration for client server utilizes present svstem
3. Ease of table/rule driven system
IND~AMERICAN
1. Integrated gystem
2. Migration path for client server with current ware
3. Usexr group ~ east ©f table rule driven
4. Field level security
NEW ENG~-AMERICAN
1. Bast to use system with good tracking and account
information .
2. They seem te have good support and a solid company behind
them
IL-AMERTICAN
1. Good use of gcreens, aeasy te follow and graphs are a nice
feature
2, Financially stable, plus they have tripled in size over
the last year
3. Large ukility supplier. They were very knowledgeable of

OUr needs
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CAL-AMERICAN

1. Orcom is a stable company, wutility-oriented and pro-
active toward technology
2. The system has much E£lexibility-program exists, user

defined screens, fields, labels, menus, etc.
3. The gystem has excellent navigation sets, guides users
through the various screens

LIST THREE REASONS WHY AMERICAN WATER WORKS SHOULD NOT CHOGSE THIS
VENDOR’S PRODUCT:

PA-AMERICAN
1. Not state-of-the-art technology: Not 0/0, Not RAD.
Z. Smaller company
W VA-AMERYCAN
1. No clear migration path to client-server
2. System cannot currently handle voluntary centributions to

customer assistance programs.

N J-AMERICAN

1. No particular vendor packages that they interface with
for G118 or Imaging pPUrposes
2. Appears to be a slow transiticm toward cllent sexver
technology
3. Exlsting packagz will need an undetermined amount of
customization.
REGION
1. No total work management system
2. No GIS additional cost for a third party
IND-AMERICAN
1. No integrated GIS system themselves
2. No work management system

NEW ENG-AMERICAN
NO COMMENTS

IL-AMERICAN

1. They didn’L have a work management system
CAL-AMERICAN
i. The system has no screen pops, CTI or caller 1D
2. Orcom works with various 3rd party vendors - e.g. for

GIS5, not a one~gtop shop
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QUESTIONNAIRE RECAP
J. D. EDWARDS

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

PA-AMERICAN
1. Fully integrated/one wvendor solution for CIS &
Acctyg./Financial, viable solution for present needs
progressing to future needs

2. New gystem with good migraticen 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. Been in business 17+ years - golid company

2. Hze a clear plan on today’s environment; migrating to
future

3. Tight integration to theirx financial packages

REGION

1. Integrated system

2. Good migration path £rom existing system and cliens
gerver

3. Open architecture

IND~AMERICAN

1. Highly integrated system, cperations & customer service
2. Flexible user defined

3. Customer housed

4. Field level security N

NEW ENG-AMERICAN
1. Been in buginess of software for 17 years and are willing
to design software to meet our needs

II.-AMERICAN
NO COMMENT

CAL-AMERICAN

1. J. D. Edwards is very pro-active toward the technology,
this 1s reflected by their attitude and commitment to
provide a very flexible system,

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

3. Very good navigation, tailersd menus, user~customization
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L1ST THRER REASONS WHY AMERICAN WATER WORKS SHOULD NOT CHQOOSE
THIS VENDOR’S PRODUCT:

PA-AMERJICAN
1. Requires much modification, not wvery functional
2. Pirst attempt at a CIS for J.D. Edwaxds

W VA-AMERICAN
1. Inexperience with water indusgtry

N J-AMERICAN
1. Does mnot currently have all the functionality we want
(ssem to be willing to work with company to provide
needed functionality)

2. Client server version is not going te be available until
1337
3. Implementation +time is probably longer than other
vendors, dus bto added necessary product enhancements
REGION
1. Enhanced EDIS system which doeas not justify necessity for
the cost and painfyl loss of productivity caused by
change. In other words, not developed
2. Continually going through many screens to main menu
3. System designed for gas utility -~ not water
IND~-AMERICAN
1. It’s an enhanced EDIS system
2. Balance water/sawer still implementing, gives 1287 for

availability to CIS .
NEW ENG-AMERICAN
NO COMMENTS

I1.-AMERICAN
NO COMMENT

CAL-AMERICAN
1. This system is very far from complete. It seems to be
under development, probably about 50% done.
2. Ne GIS, no CTI
3. Obviously no real customer base, no uger groups, many
unknowns
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QUESTIONNAIRE RECAP
SEVERN TRENT

LIST THREE REASONS WHY AMERICAN WATER WORKS SHOULD CHOOSE THEIS
VENDOR’ S8 PRODUCT:

PA-AMERICAN

1. Large, stable company
2. Fapge of use
3. Excellent dataz model

W VA-AMERICAN
1. Activity queune

2. Storms work management
3. Experience with very large systems
NJ-AMERICAN
1. Using new technolegy, i.e. client server board
2, Program workable with management program
3. Oppeortunity to customize CIS package
REGION
1. Integrated system  and has a work management
system(storms)
2. User friendly for CIS menue and screens

3. Intelligent cugtomer handling package

IND-AMERICAN
1. Integrated system, has a work management system (STORMS)

2. CI8 menus and screens user friendly
3. ICH
NEW ENG=AMERICAN
1. Easy to uyse, sgtate of the axt, windoews 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., Evary customer service rep’s dzeam
IL-AMERICAN '
1. The screens were eagy to follow
2. The messages and bulletin boards were good
3. Customer searvice oriented basis, with their screens

CAL-AMERICAN

1. The system hag very strong integration with work
managemant agystem, alge a strong module. The rate
analysis wmodule also shows good integration and
flexibility

2. System seems very flexible, i.e. budget kills, payment

plans, scripte, =stc. The graphs associated with sone
screens were very effective
3. Activity queus is an excellent featurs, pars of TC¥ rodule
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L1ST THRER REASONS WHY AMERICAN WATER WORKS SHOULD NOT CHOOSE
THIS VENDOR’S PRODUCT:

PA-AMERICAN

1. Requires replacement of all terminals
Z. No proven track record for client-server
W VA-AMERICAN
1. No established installatione using demonstrated
{propesed) product
2. Limited user~defined security features (no field level or

screen level =ecurity)

N J-AMERICAN
1. CIs package not in use
2. Overall maintenance and support servicees are not clear
and may not be satisfactory
3. With client server technolegy it may be too cost
prohibitive for states who arxe not geared toward this

fmature
REGION
1. All we gaw was a prototype - nothing live capabilities
2. Couldn’t do screen modifications and customizations
3. No migration path to client server. All new hardware

required, increasing the adst

IND-AMERICAN
1. Was a prototype, should have use of on-line demos

2. Camnnot do screen modifications
3. Security on field level should be on functional lsvel
4. No migration path to server, thus all new hardware

required, increasing the cost

"

NEW ENG-AMERICAN

NO COMMENT
IL=-AMERTCAN
1. They couldn’'t do screen medifications
2. This vendeor was not thorough, did not fellow script and

leaves me with a heagitation to their abilities

CAL-AMERICAN
1. There is no capability for screen pops or CTI. The
package stops sheort 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. Seeme wezk on

developmental tools/report writing
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QUESTIONNAIRE RECAFP
AUGUSTINE & ASSQUIRTES

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

PA~AMERICAN
NO COMMENT

W VA-AMERICAN
1. Cost savings
2. Use of automated meter reading software

NI ~-AMERICAN
NO COMMENT

REGION
NO COMMENT

IND-AMERICAN
NO COMMENT

NEW ENG-AMERICAN
NO COMMENT

IL-AMERICAN
1. The screens were eany to read & retrieve

CAL-AMERTICAN
1. Augustine & Aepsoc. know the water business and are

alueedyce Many~ oL~ tud%E Leyuireuy:

L18T THREE REASONS WHY AMERICAN WATER WORKS SHOULD NOT CHOOSE
THIS VENDOR’'S PRODUCT:

PA~-AMERICAN
1. Small company
2. Poor design
3. No track record to scale up
W VA-AMERICAN
1. Syatem does not track customer numbers
2. Too much cusgtomization involved
3. Not encough technical sypport staff te support AWC

N J-AMERICAN
NO COMMENT
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REGION
1. Present system offers more than proposed, 1l.e., ACH
capakilities
2. It appears mass customization would be necessary
3. The stabllity of the f£irm is dependent on wvery few

individuals and operates on a very small scale

IND-AMERICAN
1. Current EDIS system does more than this product has to
cffer
2. No budget billing
3. No ACH capabilities
4, Not capable of mags utilization, set up for snmall
municipalitles. Financial stability is on a small scale

NEW ENG-AMERICAN

1. This company i3 not ready to supply what we need
IL-AMERICAN
1. Digcourages with delivery. They wers not prepared and
had to be directed by Charles Day
2. The company is too small to do business with our company
3. The primary speaker did not treat his employes with

respect. Why would he treat our employees differently

CAL-AMERICAN

1. This system would take much customization to meet our
needs. It is lacking in many ©of the items defined as
reguirements.

2. Auguastine & Aggoc. is a very small cempany and would be
upable, in my opinion, to support all of our offices.

3. The system requires PC’s as work statiens, would recuire

masa purchase of PC’'s as well as softwars.
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QUESTIONNAIRE RECAP
HTE

LIST THREE REASONS WHY AMERICAN WATER WORK=2 SHOULD CHOOSE THIS
VENDOR’S PRODUCT:

PA~AMERICAN
1. Good mapping system
2. Good telephone integration system
3. Experiencea with remote devicea (mobile computing, laptop)

W VA-AMERICAN
1. AWC users group

2. Can provide complete solution
3, Length of experience in customer service/utility billing
software
NJ-AMERICAN
1. The system conversion by ETE would run extremely
smoothly. They are established & detail oriented
2. They are focused on mupicipality and land management that
wonld Dooaden vus [ubuie veapebillililes [ur growth
3. They have all the technologies that we are inrerested in
integrating
REGION
1. Good migration path to client-server, use of CRT's along
with client server
2. Good training demonstrated erganization & efficiency to
provide good end-réesullrt hor the user
3, Inteyraled syslew wllll work manusgement System & 8al)
path, etc.
IND~-AMERICAN
% Good migration to elient gerver
2. Good training plan, manual and scheduling
3. Integrated system and has a work management system

(STORMS) and call path

NEW ENG-AMERICAN

NO CUNMBENL
IL~AMERICAN
1. They wera well prepared, demonstrated team gffort and
were very knowledgeable 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 aspectg of CIS, call center, work
management & interfaceg to fipnancial eystems
£ . Saama o have = p?‘f‘l-ﬂf“i‘ivr atbitvrde Laowwasd Lﬂ:};nfplgs}r anad

iuntcwrorion, w.y., CTI
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3. This sgsyalem would utilize the exizting AF 100 béoe
installed at most all of ocur locations

L1ST THREE RERSONS WHY AMERICAN WATER WORKS SHOULD NOT CHOUSE
THIS VENDOR’S PRODUCT:

PA-AMERICAN
L Cove eyetem shill hatch 2ziensad, data medsl flawco
2. Not wvery far along on clisnt server (couid be

Ferengih/weakness, den’'t have to rcplace hardwarce)
3. Inconaistency in user interface (cumberlsome [or end

users)

W VA-AMERICAN

L. Limited private utility experience
2. gueatienahln ranhninal ouppeort for municipal & utility
syatems

N J-AMERICAN

1. Cost

2. Why spend money on a system that ig comparable Lo BDIS

3, Limited client server technology

REGION

1. Every customization to the syatem will require expensive
maintenance, never ending cost

2. Problem handling multiple districts and statem

3. Problem for handling cubic feet and gallong conversion on
the game accet.

4. Not user-friendly, the screens were too busy and there
was too much backing ocut of screens to gat to desired
location

IND-AMERTCAN

1. Customization to the system is extensive in costu
2. Cannot accommedate multiple districts in a state & states
3. Probklem with cubic feet & thousand gallone billing Ffor a

single addreas

=

NEW ENG-AMERICAN

1. This seems like the same system we have now, with a few
upgrades
IL-AMERICAN
1. They had a problem when handling multiple districts

within a state

Problem converting from gallens to CF and vice versa
Lack of ease to read screens

Will American Watar (the entire company) be required to
talk to one staff (800#) and get immediate results. I'm
concerned with delay

oda N

CAL AMERICAN
1. Te cmamo that many medifications will ke Toqwireq, Sk

a4

[
1]

is expensive & time-consuming

2. Vaax mado modifioations (linr acrcen cuatomizetion) will
be lost when new releases are installed

3. Many things still in development, e.g. GIS. Tha systen
gaems to have evolved from a character-based svetem and
hag heen mivaen a windows-toa interfacs )
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APPENDIX 4

AWC Data Questionnaire Summary Sheet
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CUSTOMER INFORMATION SYSTEM
DATA GUESTIUNAIRE

FPlease complete and return to Debbie Lippert by October 66,1993

Company MName

Completed by

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

2. Identify current hardware platform {ig IBM AS5/400 B45)

. Bpecify the location where your (IS sottware is installed

. Is this a shared site? Yes No
If this is a shareao site, pleagse identify the other companies
processed at this location

« In vour CIS operation. are multiple American Water System compbany
numbers used? Yes No
If yes. do vyou wish to continue this pracrice? Yes No
.

. What is the expected total CIS users for vour company?

. What is the itptal mumber of customer service personnel with access
to your CIS7?

» What is the total number of concurrent CIS users (people that are
accessing the system at the same time)?

. Does vyour company have multiple locations where customers may
walk—in ar call to contaci customer service? Yes No

J. For each of your customer contact location. specify the number of
customer service personnsl that
A. handle primarily walk—-in customers
H, handle primarily telephone contacts
.« handle both walk=ins and calls

the total number Tor these three it{ems should not exceed your resbonse

J guesticn 7)




1.

12.

13.

For sach of your customer contact loeation,
number of customers served by your company

For sach of your customer contact locations,

KAW_R_AGDR1#64d_Part1_Supplemental 062507
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specify the total

identify the type of

telephone switcn equipment installed (manufacturer, make, and

model)

Type of call statistic software currently used
Number of incoming telephone lines
Number of outgoing telephone lines

Do vou currently use any o the following

Interactive voice response system Yes Ne
If ves, identify maker

Automated call distribution Yes No

Phone mail Yeg Mo

Average number of incoming calls per day
Maximum number of incoming calls per day
Minimum number of incoming calls per day

Please identify the various items which vour company bills on its
water billss

Domestic water based on metered delivery
- specify number of different tariffs

Other metered water sales
Flat rate water
Fire Service based on sizg connections

Fire Service based on components (sprinkler heads. etc)

Other water ~ please speciTy

Penalty for late pay on water
Sewer bas=ed on water consumption
- specify number of different tariffs

Flat rate sewer
- specify number of different tariffs

Penalty for late pay on sewer
Refuse/garbage fee
Other municipal service fews — specify

Surcharge on water
Surcharge cn sawer

Municipal Water taxes — numbgr of different tasxwms
Municipal Sewer tawxes ~ number of different taxes

Other types of 'pass through’' itemc on bill
{ie city B&D tax as a municipal surcharge)

—-—

specity

Other 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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WorldVision

Manufacturing

Distribution

AR

A/P

ot
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Application by Application . ..
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a O

System by System . ..
Client Perspective

OneWorld

JDEdwards
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0O

JDEdwards

What does it look like?




062507

Page 134 of 148

pplemental

KAW_R_AGDR1#64d_Part1_Su

sprempial

labeuep
uofjouwiodd

Jobeuepy
uonesljday

uelelqi
398lqo

——

walsAg
uojjejusawnooq
pajeibaju}

3 TH adAjojoud

laAlaguallD

joJjuon
UOISIaA

JUIUIUOIIAU losu0D
. jooloid

juwdopAd(q

TIAIIS/JURI)

Areuonoig
ejeq

ubisag
uonesddy
/S04

ubisaqg
MIIA
ssauisng

LT[ Y0O] J1 S0P JBY AL




062507

Page 135 of 148

pplemental

KAW_R_AGDR1#64d_Part1_Su

sprempial

a1, 9y} J0J ASojouyod], =
SUOIIN[OS SSAUISNY JIAIIS/AUDI[) =

Aepo] I0J suonnjos ssauisng =

uoIsnIuo))




KAW_R AGDR1#64d_Part1_Supplemental 062507
Page 136 of 148

APPENDIX 6

"Using Proven Technology to Automate Your Customer Service" -

Charles E, Day and Associates
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S0 TOTAL MARKETING'™ 2000 .., 0 oo ey yians b

USING PROVEN TECHNOLOGY
TO AUTOMATE YOUR CUSTOMER
SERVICE

CHARLES E DAY
AND ASSOCIATES
QUEEN MARY 211 N, UNION ST. STE. 100
uuuuuuu .CA ALEXANDRIA, VA 22314
(163) TI0-0448

USING PROVEN TECHNOLOGY
TO AUTOMATE YOUR
CUSTOMER SERVICE
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Overv:ew of Presentatlon

i TOTAL: MARKETING'Y: 2000'

- 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 Handhng Apphcatlons

- TOTAL MARKETING''- 2000

« Automated Attendant

- Automatic Number Identification (AN1)/
Dialed Number ldentification Services (DNIS)

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

*Volice Messaging
«"After Hour” / "Peak Hour" Messaging
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Automated Attendant

ey 0 TOTAL MARKETING™ 2000 o«
Customer PBX/ACD Agents

Press) ACD CAT
b varfiow Phone
@ | want 16 buy - 1 Crdet Department _ D
@ Where's my orde:? 2‘ Fuffifroent Dagarirment m
@ | nsedt info . 3_ Cuslomat Servicws D
Fros a Praterrad Custorner L Prefared Customer
LAY . ¢ ey L

Automatic Number Identification
(AND)

oy TOTAL MARKETING'™ 2000 ;

Customer ACD Agents

{703)736-0446 @ ‘

(800)398-1000 ) Flow
[213]241.1852 @ o>
(0317841215 @ _ o Region 3

(081080448 @ Region 4

Region 1

Region 2
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Dialed Number Identification
Services (DNIS)

TOTAL MARKETING!.: 2000 /2001

Customer ACD Agents

ACD CAT
a Phone
@ {800}358- 1234 _ | Frow rdoe Dupartrosnt F .
@ (BOC)3SB- 1235 _ ~ | Fulitmant Department ]
@ {BOC)358- 1236 _ _ | Custoror Services |-
@ {800} 398 1297 N Prafacred Custorner .
o Uroup @

Automatic Call Distributor (ACD)
Mu!t:ple Level Queue Handlnng

-TOTAL: MARKETING'+ 2000

Sample Call Pmoouing Tablo .

- Change call Order Call
routing/processing
based on current 1. SelectAgentGroup 1 (Order Dept)
conditions 2. SelectAgentGroup 2 (Fulfillment Dept)
3. SeloctAgent Groupd (Sarvice Group)
*Ex. fa?rva%mc%‘:tg:g: :ag:&o 4. Hmore than 5 order calis in queus then
pra 9 Select Agant Group 4 (Prelemrsd

when 5 or more ordar

cal & are in queue Customer Agants)

siss
«Ex. Activate Voice Mail §. Hmore than 10 calls in quaue then
calt back messaging offer caller option 1o leave call back
option when 10 or more massago siss
calls of any type are in N -
quaue 8. Play “All agents a7 busy messagae” (it

not played within past 20 seconds) thea
7. Gotostept
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Voice Messaging
> TOTAL MABKETING' . 2000

Agents
18

14

» Callers leave
electronic call back 1
message during 10
busy periods .
+ Reducas queue time s
+Smooths peak call 4
parods 2

| N NN SO S S S S
2 2 10 11 17 13 14 13 18 T 12
Time of Day

Agents
On Duty Requited

Tha Functional Parts ot a Customer Service Systems Environment
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Advanced and Interactive
System Features

2 TOTAL: MARKETING Y 2000 -+

+Voice Response Unit (VRU)
«Computer integrated Telephony
»Caller Prompting

Information Delivery System

« Computer Facsimile

- Voice Recognition Systems

- Call Overflow and Diversion

10

Voice Response Unit (VRU)
and Caller Promptmg

- FOTAL. MARKETING! . 2000 -

Prompt for
« Type of call
« Dial | to order
- Dial 2 for info on previous order
» Dial 3 for customer services
» Customer 1D number
= Identify caller

« Use queue time to collect information
needed by agent

11
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Information Delivery
System

e s FOTAL BMARKETINGY 2000 - - v o5 o e,

Use corporate database to select
appropriate agent group
» Connect ACD to a computer to provide ACD
application with customer data
v Identify preferred customers
* Identify French or Spanish speaking customers
« Customers with unshipped orders
« Display customer and order info 1o agent when
call is connected
- Identify expired/about to expire customer
orders
* Suggest credit card for form of payment

12

Computer Facsimile and
Vmce Recognition Systems

s TOTALMABKETING'Y, 2000

Computer Facsimile

« PC Cards
* Back-end Processing
Orders to Field, Customers or Fulfiliment
Voice Recognition Systems

» Improved Technology for
"Yes,""No,"and 0o 8

» Test Application and
Customer Use

« Arrange Appropriate Defaults

Page 143 of 148
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Call Overflow and Dlversmn

= TOTAL MARKETING 2000 -

Customer ACDs Agen!s

=
AN '
—L=
Overfiow & Diversion
Look Ahead a2 é
—BoTore | =2
FR—| srowarng =
Overliow & Diversion
=2
43
— =

Database Management

“TOTAL. MARKETING'- 2000 -

Loadmg and Currentness
« With Infroduction of Direct Mail Campaigns
= Staggering Mailings
Segmentation
« Product and Services
* Region
« Agent Specialties
Remote Interface and Retrieval

» Link Systems
(Order, Customer Service, and Futfillment)

= Common Terminals and Multiple 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

16

Calli Management

it g e s FOTAL MARKETING!S, 2000 -
-Caii Record Retrieval
« Network Information
« Agent Transfers
« interdepartmental Transfers
« Autodialing 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

17
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Customer and Sales Information
Recording

o bk i b TOTAL MARKETINGY, 2000, 5,0 0 00 b i)
Sales Recording

MAR-2-406T 2:33 Put

Mene Tk S S Carrvil [« L vy Mgt Preeweny Warvwrioss
IEs Becx  Perd Dar T AT e Lo S B M .. A
YATLOA P 8315 @y IW M & K1 4 R F T 4 14 20 W DRt TR
MDA 0314 g I I 5 ew & % 1 W K 21t 73 W LR =P T |
BANDS_3 0318 m 35 3} 1 K 2 o0& 7 0w 1 38 "N P T~ Y
BHTN_M L ERIY oF 18 N n T Tr r -+ & " ¥ LY ] 8 #H ] Fe-¥ H
BROWN LEREUNNE - XTRN CINN NN SN T DAY N O it on i ofm 4
WELSOH_A o3y oI FAz 2 8 TM Y M 3 M 4 FT tw 18 i amu 3
ROSB_A LRI R S £ - I A S B I R . S A 4 [ LI TN S
noWEL M vIs @ ISk 0@ 3 eF 3 M 1t w3 1z 13 w2 EI 3 I |

* DR o Dammiatt Mamr Coard
TG WSO N AwrLme

Customer and Sales Information
Recording

= FOTAL MARKETING' 2000 ~ oo v n.i

+Sourcing Information
+ Fulfiliment Literature

«Communicating with Fleld Sales and
Other In-house Departments

*Mainframe Integration

19
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Network and Systems Plannmg

‘ s esee o TOTAL MARKETING'™ 2000 -
-System Capacrty Provisioning
* Allow Early On for 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 Cali Arrival Pattem
« Allowing for Exceptions
+ Integrating Part-timers

Network and System Planning

OTAL :MAHKETINGY: 2000 .

Employee Scheduling Model Results

DATE OFP
R N, [ +e.en V1 E Javiiqg XRLLE RAAT RRAAR Lo KEAL
L SS 208 L) 1830 L1} 1330 LS
2 el 200 108 1830 Y45 1130 1814
3 wusfn R 00 i0. % 1830 ni 1730 1515
4 wandeff 00 10.% 1830 30 1160 1500
L T e 5% #0600 $5 16310 90 1300 430
(3 «uiue B 00 0.5 1k30 #10 1238 1585
T saewew £ L 1:1:) 8.5 163G 10 1300 1430

-=--PSE [LL] 0.5 1830 s 1a0b 1480
s meean 55 "o LE] 1610 545 1338 14435
16 e = "o .5 1630 10 FEt=] u
1% wudan b [ 13 105 e i3] 1280 1550
12 ~aWuu B wh 10.% 193 918 1210 1518
13 --M-n55 wo 165 30 15 1200 1500
14 M --ES (T 155 R ne 1230 1515
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Operatlons Management

- TOTAL MARKETING 2000 .

System Performance StatlStICS
« Denied Calls
» Abandoned from Queue
» Average Speed of Answer
» Response Time
» All Trunks Busy
» Call/Screen Transfer Rate

Representative Performance Reporting
» Calis handled
* Talk Time
- After-call-work Time
- Sales/Customer Conversions
» Upselling
* Performance Relative to Group

Operatlons Management

- TOTAL MARKETING!™ 2000

Representative Monitoring
Training Aids

« Role Play/Simulation

» On-line Voice/Screen Monitoring

* Typing Tulorials

» Self-paced Computer Assisted Training Techniques






