
GREATER CINCINNATI 

WATER WORKS 
A Sennce of The C1/y of CtncJnnall 

December 8, 2011 

Todd Slatin- Senior Buyer 
LFUCG-Divlslon of Central Purchasing 
200 East Main Street, Room 338 
Lexington, KY 40507 

RE: Billing Services Request lor Proposal 

Greater Cincinnati Water Works (GCWW) is pleased to submit this response to the 
Lexington-Fayette Urban County Government (LFUCG) request lor proposals to provide 
billing and collection lor sewer,landllll, and water quality lees. 

We're excHed by the mutual opportunHies this RFP presents. Collaborating with a 
regional municipaiHy like LFUCG to provide these services Is directly in line with 
GCWW's newly revised vision, which states: 

We will be the standard of excellence in water and seNice delivery to contribute 
towards the competitive advantage of the region. 

By selecting GCWW to provide your billing and collection services, LFUCG gains a 
regional utiiHy partner that is an Industry leader in customer service. Your customers will 
receive the benefHs of the investments we have made to continuously improve our 
customer service. 

GCWW commHs to provide these services for the prices outlined below. This price offer 
Is binding for 90 days. We are proposing two pricing options. 

Pricing Option 1 

Pricilg Option 1 Involves a combination of a lump sum payment for implementation upon 
. System Acceptance, and a per bill cost aller the system has been accepted. The lump sum 
payment will be at cost, not to exceed $751,700. While the project plan includes project 
mlestones other than system acceptance, these milestones are not payment milestones. 
Once the system has been accepted, LFUCG will pay $.83/bill in Year 1. This Includes one
time costs related to contact center staffing and training. A 2"~ inflationary factor Is applied lor 
Year2, 3, and 4. 

Year Billing Serv1ce Customer Serv1ce Other Total 

Pnce Per Bill Pnce Per Bill Price Per B1ll Pnce Per B1ll 

Vear1• $0.28 $0.55 Not applicable $0.83 

Year2 $0.29 $0.53 Not applicable $0.82 

YearS $0.30 $0.54 Not applicable $0.84 

Year4 $0.31 $0.55 Not applicable $0.86 

• In acklllon to the price per bllldentlfled above, Veer 1 has a one-time lmplementalion lump sum payment 
upon Syslem Al:ceptance, at cost not to 8lOl88d $751,700 . 
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Pricing Option 2 
Pricing Option 2 spreads the implementation costs over the first two years, once the 
system has been accepted. The Implementation cost will be incorporated into the per bill 
cost for the first two years at a fixed price of $751,700. While the project plan includes 
project milestones other than system acceptance, these milestones are not payment 
milestones. 

Year Billing Serv1ce Customer Serv1ce Implementation Total 

Price Per Bill Pnce Per Bill Price Per Bill Price Per Bill 

Year! $0.29 $0.56 $0.27 

Year2 $0.:l0 $0.53 $0.27 

Year3 $0.29 $0.54 $0.00 

Year4 $0.31 $0.54 $0.00 

GCWW stipulates: 

• Biju George has sufficient authority to commit GCWW to this proposal. 

• We agree to the scope, terms, and conditions of LFUCG's RFP, with the 
following exceptions: 

$1.12 

$1.10 

$0.83 

$0.85 

o General Provisions (#1 page 23) - GCWW cannot consent to the provision to 
defend-hold harmless. We agree to bear responsibility for any actionable 
claims or penalties that may arise from an alleged violation of the referenced 
laws. 

o General Provisions (#12 page 25)- GCWW takes exception to the At Will 
Termination provision. We would like to negotiate a reasonable 
reimbursement amount payable to GCWW for its start-up expenses if the 
agreement is terminated without cause within a specified time period. 

• Faye Cossins, Commercial Services Division Superintendent, is GCWW's 
authorized negotiator for this engagement and will serve as the project sponsor 
and primary contact. 

• LFUCG will have ownership of the deliverables proposed. 

• This scope of work and price proposal is valid for at least 90 days from the 
proposal opening date of December 8, 2011. 

Thank you for the opportunity to present this proposal. We look forward to 
collaborating with LFUCG to provide superior service to your customers and to 
contribute to our region's competitive advantage. 

hd~ ~A. Cossin~....., 
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Executive Summary 
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Lexington-Fayette Urban County Government (LFUCG) is seeking quality third-party 

billing and collection services for sewer, landfill, and water quality management. 
LFUCG seeks a full-service vendor who will provide comprehensive customer 
service, from customer contacts and billing to payment processing, delinquencies, 

and bad debt collections. These services are currently provided by Kentucky 
American Water Company (KAWC), but KAWC has notified LFUCG that they will be 

discontinued beginning in April2012. Greater Cincinnati WaterWorks (GCWW) 

proposes to provide these services to LFUCG, allowing LFUCG to benefit from our 
proven commitment to outstanding customer service and our 63 years of experience 

providing billing and collection services to other utilities. 

We propose a phased implementation plan designed to quickly transition contact center, 

billing, payment, and collection services from KAWC, while maintaining current capabilities 

and impacting LFUCG's customers as little as possible. This plan addresses the urgency of 

LFUCG's April deadline, but still provides the opportunity to achieve maximum value by 
refining and enhancing services. Our approach includes three phases: 

• Implementation includes the tasks necessary to migrate from the current 

environment with KAWC to GCWW's system. 

• Ongoing Operations starts once implementation is completed. It involves 
conducting regular operational reviews, reviewing service levels, continuing 

training and coaching of customer service staff (including contact center, 
billing, payment processing, delinquencies, and collections), staying 
synchronized with LFUCG's operational changes related to customers, 

managing the contract, and developing a continuous improvement plan. 

• Continuous Improvement involves focused enhancement projects (for 

example, streamlining complex or inefficient processes such as manual 

adjustment processing) and incorporating regular upgrades and 
improvements related to billing, collections, and contact center services. 

We believe LFUCG will achieve the most benefit by partnering with GCWW for these 

services. 

LFUCG's customers will benefit from GCWW's industry leadership in customer 
service. 

• GCWW has a history of relentless self-improvement. Recent customer service 

improvements include implementing leading edge processes such as agent and 
supervisor "assist lines;" producing a well-developed electronic knowledge base 

to provide consistent and current information; implementing quality 
management/training tools such as synchronized screen/voice recording for 

training and individual coaching purposes; and upgrading our workforce 
management system (which enhances our operational efficiencies while 
achieving targeted service levels through the use of predictive workforce 

scheduling). 

1 LFUCG RFP RESPONSE 
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• Our staff has extensive customer service involvement with industry 
organizations, building national contacts and exposure to best practices. This 
involvement includes delivering presentations at conferences and serving on 
customer service, public affairs, and information technology committees. 

• Our contact center focuses on delivering quality service and value (effectively 
addressing the caller's issues in a timely and respectful manner) rather than 
focusing only on numbers and speed (for example, the number of calls per agent, 
and average handle time). 

• We routinely participate in customer service industry research projects. For 
example, we: 

Were one of 16 utilities involved in the 2004 AwwaRF (now Water Research 
Foundation) project "Effective Practices to Select, Acquire, and Implement a 
Utility CIS" 

Were selected as a best practices case study in the 2010 Water Research 
Foundation (WaterRF) project "Optimizing the Water Utility Customer 
Contact Center'' 

Participated in the 2006 AwwaRF (now WaterRF) project, "Benchmarking 
Water Utility Customer Relations Best Practices" 

LFUCG will benefit from sharing services with another public utility. 

• Sharing services allows GCWW and LFUCG to share costs across a larger 
customer base. Larger customer service functions provide substantial economies 
of scale. This allows LFUCG to share in the investment benefits of a much larger 
utility, as well as benefiting GCWW's current customers. 

• Sharing services strengthens both utilities and builds regional capabilities. 

• Sharing services allows LFUCG to work with another public utility that intimately 
understands the public utility culture, requirements, and constraints. 

LFUCG will meet the imposed transition deadline while continuously improving 
and refining requirements. 

Our phased project approach meets the April deadline while providing for continuous 
improvements and refining operations. 

LFUCG's customers will benefit from GCWW's policy of "staffing for success" 
in customer service. 

• We hire for customer service attitude. 

• We continuously train our staff. 

• Our core of full-time agents is complemented by part-time agents, enabling cost 
effective staffing for peak workloads- with highly trained agents. 

• We proactively use predictive workload scheduling to meet staffing needs. 

2 LFUCG RFP RESPONSE 
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• We have 12 IT resources dedicated to supporting the customer service section, 
and can rapidly tap into other skilled IT resources within GCWW as needed. 

GCWW has a history of success; our proposed solution meets all LFUCG's 
requirements while enhancing LFUCG's customer service. 

• GCWW has provided contact center, billing, payment processing, and collections 

services for 63 years for our regional utility partners (further information on our 

public contracts is provided in Appendix C). 

• GCWW already delivers the required services with highly satisfied customers. 
We have hands on experience in handling calls, billing, taking payments, and 

addressing non-payment for each of the needed services, and dealing directly 
with the impacted customers. Our customers are highly satisfied (see further 
information on our customer service metrics in Appendix E). 

• We understand the features important for a successful customer service 
partnership, we provide those features, and we continuously improve our 

capabilities. The following table outlines typical features and demonstrates our 
ability to provide them. 

Desired Features GCWW Capabilities 

Differentiated welcome and customized scripts based on 
Current 

number dialed and options selected 

Leading edge quality management tools to support timely, 
Current; upgrade in process 

effective feedback and meaningful training 

Customer service call recordings upon request Current 

Predictive contact center workload scheduling Current 

Agent assist and supervisor assist to achieve quick resolution Current 

Electronic knowledge base for quick, consistent responses Current 

Auto-dialer to remind selected customers of upcoming payments Current 

Multiple payment methods (cash, check, one-time ACH, 
Current 

recurring ACH, crediUdebit, web) 

NCOA (National Change of Address updates to improve 
Current 

accuracy of mailing addresses and reduce returned mail) 

Integrated tools and processes (CIS, field mobile, staff Current; enhancing to be 

scheduling, operational reports and other analytics) state of the art 

Interactive Voice Response (IVR) continuously analyzed and 
Current; upgrade in process 

updated to reflect changing customer needs and behaviors 

Employee training/feedback based on systematic approach, 
Current; enhancing tools 

well-developed curriculum, and integrated tools 

Hire employees for customer service passion and aptitude Current 

3 LFUCG RFP RESPONSE 
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Desired Features 

Regular performance metrics reporting and analysis 

Post-call survey 

Online chat 

Translation service for foreign language support with ove.r 150 
languages available 24x7 

GCWW Capabilities 

Current 

Piloting in 01, 2012 

Piloting in 01, 2012 

Current 
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By choosing GCWW to provide contact center, billing, payment, delinquency 
processing, and collection services, LFUCG will meet its short-term deadline, while 
realizing the long-term benefits of partnering with a best-in-class public utility 
customer service provider. 

Requirements Response Matrix 

The criteria for prioritizing the requirements were: 

(S) Showstopper: Requirement must be supported for legal, audit, or policy reasons. 
Must be met by vendor for consideration 

4 

(H) High: Affects business process greatly. 

(M) Medium: Affects productivity, quality of service. Significant value. 

(L) Low: Requirement support would be "nice to have." 

For each requirement listed in the Requirements table provided in below, please 
respond with one of the following values in the Vendor Response column: 

2 indicates that this requirement is fully met by the services you are proposing. 

1 indicates that you do not currently offer services to meet this requirement and will 
have to develop new internal processes in order to meet this requirement. 

0 indicates that you do not currently offer this service, and do not plan on offering it in 
the future to meet the requirement. 

For any response of 0, or 1, please describe the uncertainty or limitation related to 
the response. 

LFUCG RFP RESPONSE 
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Prionty 
Requ~rement Descnption Vendor Response (0, 1 ,2) Rating 

Requirement 1.1: The ability to set-up a 
customer billing database to 
accommodate bill generation and payment 
history 

• KAWC will provide 12 months of data 
as a starting point 

• The type of data to be stored for each 
customer is provided in Attachment 1. 
In the design stage, fields not required 
to support the billing process will be 
identified and will not be required to be 
maintained in the database. 

• Vendors should explain any limitations 
associated with this requirement 

Requirement 1.2: The ability to add 
additional fields for the historical customer 
database 

• A GIS ID will eventually be added. 
The GIS ID will be a unique ID that will 
relate back to each customer address. 

Requirement 1.3: The ability to use a 
primary key to link customer data between 
the 3 billing sources; sewer, WQ, and 
Landfill 

• This is currently a 9-digit code 
called a premise number. 

• This will be important to link 
adjustments that come in from the 
three sources to the appropriate 
customer account. 

5 

GCWW Response: 2 

All the data included in Attachment 1 can be 
accommodated in our current billing system. We have the 
ability to store data based on the following elements (and 
more ... ): customer, premises, service (sewer, landfill, etc.), 
billing, payments, service orders. 

Previously we have provided customers access to this data 
by creating fonns for read-only access for a period of time. 
After that period of time, the customers will have built up 
enough "real" history that these tables/fonns are no longer 
needed. If desired, we can accommodate 24 months of 
history. 

GCWW Response: 2 

lnfonnation such as GIS data can be added to our mapping 
fonn. This infonnation is directly related to the premises 
and is where we currently keep all of our related GIS 
infonnation. 

Other interfaces that GCWW has implemented might be of 
future interest. For example, we have real-time payment 
data to field staff related to scheduled shut-offs, as well as 
a bi-directional interface with our Work Management 
System. 

GCWW Response: 2 

In our billing system all three of these (sewer, WQ and 
landfill) would be set up as separate services on the 
account and therefore automatically be related to the same 
premises. 

All related billing and adjustment items are related to a 
particular account, allowing each of these services to be 
adjusted easily for each account. 

LFUCG RFP RESPONSE 
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Requirement Description 

Requirement 1.4: The ability to link a 
closed account from previous service to a 
current account for payment collection and 
historical purposes 

Requirement 1.5: The ability to maintain 
multiple addresses and contact info for an 
account and Identify which address should 
receive the bill 

6 
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Vendor Response (0, 1 ,2) 

GCWW Response: 2 

Our Customer Information System (CIS) has the ability to link a 
closed account from previous service to a current acccunt for 
payment collection and historical purposes. An account in the 
billing system is established by combining a customer record 
with a premises record. The combined customer number and 
premises number form the account number. 

For example, if customer #123 moves into the home at 
premises #456, the active acccunt would be #123-456. 

Building on this example, if customer #123 moves out and 
customer #234 moves in, the new active account would be 
#234-456 and the first account (#123-456) would become 
inactive. 

A query on premises #456 would bring up both acccunts 
(inactive acccunt #123-456 and active acccunt #234-456). 

If customer #123 then moved into premises #890, that new 
account would be #123-890. 

A query by customer name or number would bring up both 
accounts associated with that customer (inactive account 
#123-456 and active account #123-890). 

All histories by customers, premises and accounts remain 
available. For payment collection, closing balances can be 
kept on the inactive acccunt or be transferred to the active 
account depending upon LFUCG policy. 

GCWW Response: 2 

Our billing system provides capabilities to enter multiple 
address types for a given customer and to then select 
which of the address types to use based upon the time of 
year or purpose. 

For example, we have customers with a permanent 
address for billing, a seasonal address for billing, and an 
address for receiving annual backfiow testing notifications. 

Similar capabilities are provided for home, office, cellular, 
fax and other telephone numbers. 

Our Contact Center agents collect and verify email 
addresses during customer calls. Emails currently are 
used for newsletters, notifications and other important 
information. 

LFUCG RFP RESPONSE 
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Requirement 1.6: The ability to provide a 
secure environment to store the customer 
database. 

Requirement 2.1: The ability to 
accommodate the billing calculations as 
defined in Attachment 2 

7 

GCWW Response: 2 

All LFUCG data will be kept separate and secure in our 
billing systems. This system will be kept in a secure and 
dedicated data center. This system is backed up 
continuously to allow a quick switchover to a new system in 
case of disaster without loss of any data. 

Inside the billing systems, LFUCG users will be able to 
access and see only data that applies to them. All of this is 
handled through the security module of our billing systems. 

Also using the security module, form level security is 
assigned to users as needed to perform their job functions. 
The most common options for assignment are query only 
or update ability. Update capabilities are normally 
assigned to the contact center and billing operations staff. 
Security guidelines can be established within the billing 
systems to meet LFUCG's business needs. 

Our billing system can accommodate all billing calculations 
and adjustments for sewer, water quality management, and 
landfill as defined in Attachment 2. 

Specifically for sewer, the system is capable of accepting 
readings in a variety of units of measure (gallons, 100 gallons, 
1000 gallons, cubic feet, tens of cubic feet and hundreds of 
cubic feet, and others) and calculating charges in those same 
units of measure, as well as calculating the charges in units of 
measure differing from the read units of measure. 

For instance, we can easily accept readings in gallons and 
calculate the charges in hundreds of cubic feet. Different 
units of measure can be managed without issue. 

Our system also has full capabilities to handle the LFUCG 
Fall/Winter Average calculations. We currently use this 
functionality for two of our largest Client Partners. 

For water quality management billing calculations, our 
system is fully capable of handling both A and B parcels 
through simple system rules set up. 

LFUCG RFP RESPONSE 
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Requirement Descnpt1on 

Requirement 2.2: The ability to easily 
change the rate charged for each fee 

Requirement 2.3: The ability to generate 
an easy to read, informative bill that 
contains at minimum, the information in 
Attachment 3 

Requirement 2.4: The ability to calculate 
and generate the bill for mailing within 3 
days of receiving the data from LFUCG. 

• Regular billing cycle process of 
daily or weekly per data 
availability from KAWC 

8 
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Vendor Response (0, 1 ,2) 

GCWW Response: 2 

We currently perform this function. The dollar amount of a 
rate can easily be changed in the system. A rate history of 
all prior rates and the ending date for the previous rate are 
kept in the billing system. When a new rate is 
implemented, our system has the capability to calculate 
charges entirely at the old rate, entirely at the new rate, or 
prorate based on the effective date. This feature can be 
configured at the system level rule as determined by 
LFUCG business requirements. 

GCWW Response: 2 

We currently provide an easy to read billing statement that 
is very informative. All information in Attachment 3 is easily 
shown on the billing statement. A sample bill is provided at 
the end of this Requirements Response Matrix. 

GCWW Response: 2 

We are able to calculate, generate and mail customer bills 
within 3 days of receiving all relevant data from LFUCG. 

In order to efficiently process data sent from KAWC, we 
propose setting up an automatic interface to process meter 
reading records. This file would be delivered to a pre-
determined electronic location and then picked up by our 
automatic process to load these readings into the billing 
system. 

After these readings are loaded, staff will analyze any 
meter reading exceptions that have been identified by the 
system and correct these exceptions before printing & 
mailing the bills to customers. 

Our standard process is to calculate and generate the bill 
the day following the receipt of meter readings. 

LFUCG RFP RESPONSE 
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Requirement DescriptiOn Vendor Response (0, 1 ,2) PRriotnty 
a tng 

Requirement 2.5: The ability to add notes 
to bills for the purpose of informing 
customers 

Requirement 2.6: The ability to include 
multiple accounts on one bill 

• See the example in Attachment 4 

Requirement 2.7: The ability to add the 
LFUCG seal to the bill 

Requirement 2.8: The ability to 
accommodate LFUCG edits to the bill 
design prior to implementation 

Requirement 2.9: The ability to receive 
and apply adjustments to bills 

• LFUCG will send adjustments to 
all three fees on a daily, weekly or 
monthly basis 

9 

GCWW Response: 2 

Custom notes can be added to bills based on LFUCG 
business requirements. Selection criteria can be met for 
adding bill notes at the customer level, account level, 
service level, etc. 

Our Client Partners have used the bill message 
functionality to select all accounts within a service area and 
display a message about a current rate change or on how 
to access their website. This functionality also allows for 
bill messaging to be put on all accounts that belong to one 
customer. A message can also be displayed on billing 
statements for particular services such as sewer, water 
quality management, or landfill. This functionality is very 
versatile and can be used as appropriate by LFUCG. 

GCWW Response: 2 

Our billing system allows for billing multiple accounts on 
the same bill. 

Our billing system is capable of generating the 
consolidated bill shown in the example in Attachment 4. 

GCWW Response: 2 

We have the ability to add a custom logo to the bill. 

We are able to match RFP requirements for the bill and 
make simple modifications as part of the initial 
implementation time and cost. 

Complex modifications will require further explorations and 
efforts. 

A sample bill is attached at the end of the matrix. 

GCWW Response: 2 

We will work with LFUCG to create an agreeable bill design 
and layout. We have layout templates and also have the 
ability to create a custom design for LFUCG. 

GCWW Response: 2 

We have the ability to apply adjustments to the accounts at 
any point in time. All types of adjustments as provided in 
Attachment 2 are possible in the system. 

A procedure will be set up between LFUCG and GCWW to 
receive and apply adjustments into the system. 

LFUCG RFP RESPONSE 
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Requirement Description Vendor Response (0,1,2) PRriotrity 
a mg 

Requirement 2.10: The ability for the 
vendor to accommodate the LFUCG 
timeline for implementing the billing 
system 

• Billing to begin on 4/1/2012 

• Vendor may submit an alternate 
date and provide rationale for 
alternative 

Requirement 3.1: The ability to receive 
and post payments to customer accounts 
on a daily basis 

Requirement 3.2: The ability to track and 
collect all accounts receivables through an 
agreed upon aging date, i.e., 120 days, 
150 days, etc. 

Requirement 3.3: The ability to generate 
and mail a second notice for unpaid 
accounts 

• Vendor to suggest best practices 
for this process 

• Include shut-off process for 
delinquent customer accounts 

10 

GCWW Response: 2 

As long as all necessary data is received by GCVVW 
according to the proposed project plan, bills can be sent 
out by 4/1/12. 

Refer to the attached project plan for details. 

GCWW Response: 2 

We currently perform this function. We have the ability to 
receive and post payments in batch or near real-time mode 
via the following payment channels: 

• Point of Sale (POS) I Drop Box 
• Mail 
• Telephone/IVR Self-Service 
• I nternetNVeb 

All these channels allow various payment types- such as 
cash, check, EFT/ACH/eCheck, crediUdebit cards. 

GCWW Response: 2 

We have numerous aging reports that will show all 
receivables upon aging date. These reports can be 
automatically delivered in PDF and/or MS Excel format. 

GCWW Response: 2 

We currently perform this function. 

We have a configurable, rule-based delinquency module in 
the billing system where rules are set based on business 
requirements. 

Our system can generate turn-off work orders or necessary 
reports based on rules defined in the system. 

The first and second letters can have different verbiage as 
required by LFUCG. 

When the customer is no longer delinquent, a turn on 
service order can be generated, as well. 

There is also functionality to generate automated outbound 
dialer calls - as determined by business requirements of 
LFUCG. 

LFUCG RFP RESPONSE 
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Continuation from previous page 

Requirement 3.3: The ability to generate 
and mail a second notice for unpaid 
accounts 

• Vendor to suggest best practices 
for this process 

• Include shut-off process for 
delinquent customer accounts 

GCWN suggests the following best practices for this 
process: 
• Review existing business rules and policies regarding 

payments and delinquencies. Identify and resolve 
inconsistent rules/policies. Train staff (Customer 
Service Representatives and field staff) regarding the 
new rules; enforce consistent application via 
automation and data analysis 

• Configure and use credit ratings 

• Include customer's payment history as part of the 
payment profile 

• Adapt policies to payment profiles. Example payment 
profiles could be: can't pay, won't pay, forgot to pay, 
and willing to pay early. Establish profiles and policies 
for each group. 

• The language of automatically-generated and mailed 
second notices should be based on the recipient's 
credit rating: 
1. High credit-rated customers have typically simply 

forgotten to pay. The automatically-generated 
second notice is an upbeat, light-touch reminder 

2. Middle credit-rated customers typically have trouble 
paying on time. The automatically-generated 
second notice is a business-like reminder advising 
of potential impact on credit rating 

3. Low credit-rated customers typically have had 
serious or ongoing - or both - problems 
paying. The automatically-generated second notice 
mentions the possibility of cut off for non-payment 
and additional fees 

4. Low credit-rated customers sometimes use the 
second notice as the reminder that it is time to pay 
the bill. Consider configuring an earlier second 
notice for low credit-rated customers to prompt 
earlier attention, by a few days, to paying the water 
bill 

• Provide flexible payment arrangements and multiple 
payment channels 

• Proactively focus on at-risk customers. For example, 
implement an outbound dialing reminder with option to 
pay 

• Uncollected debts become less valuable over time. Act 
accordingly- don't let them age without working them. 
Sell off bad debt when it reaches a certain age 
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Requirement 3.4: The ability to receive 
customer payments via multiple methods 

• Credit Card, EFT, Phone, Mail, 
Cash, Internet 

• Vendor should specify methods 
and best practices around 
payment methods 

12 

GCWW Response: 2 

We currently have the ability to receive and post payments 
via following payment channels: 

• Point of Sale (POS) I Drop Box 

• Mail 

• Telephone/IVR Self-Service 

• lnternet!Web 

All these channels allow various payment types- such as, 
cash, check, EFT/ACH/eCheck, crediUdebit cards. 

• Available tenders for POS/ payments are cash, check 
(personal, business, money order, travelers check), 
CrediUDebit cards (MasterCard, VISA, American 
Express, and Discover). 

• Available tenders for mail and drop box payments are 
checks (personal, business, money order). 

• Available tenders for IVR channel are Credit /Debit 
cards (MasterCard, VISA, American Express, 
Discover) and EFT/ACH!eCheck 

• Available tenders for WEB channel are Credit /Debit 
cards (MasterCard, VISA, American Express, 
Discover), EFT/ACH/eCheck 

• Our FISERV- Checkfree (www.mycheckfree.com) 
service allows ACH payment processing (electronic 
billing implementation is required for this channel) 

• Our Lockbox channel allows check (personal, 
business, money orders) payments. 

The following best practices are recommended: 

1. Provide multiple payment channels (for example, in 
person, on-line, phone (IVR), recurring payments, etc. 

2. Provide multiple payment methods (e.g., cash, 
crediUdebit card, 1 time ACH, recurring ACH, electronic 
payment (biller direct model), and electronic payment 
(consolidator model)) with near real-time confirmation 

3. Support self-serve payments (24x7) 

4. Provide multiple payment locations (authorized payment 
location stations) 

5. Include payment history in the customer contact history 
(for example, denials, errors, and charge attempts) 

6. Auto outbound notification calls with auto-pay option 

7. Deposit payments as soon as possible (for example, 
Point of Sale ACH Conversion) 

8. Automatically remove disconnect orders for all 
approved/timely payments 

9. Educate customers regarding payment options 

10. Provide incentives to use lowest cost options 
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Requirement 3.5: The ability to apply 
partial payments in a specific order 

• 1" WQMF, 2"' Landfill, 3'' Sewer 

Requirement 3.6: The ability to provide 
customer service to LFUCG user fee 
customers 

• To answer questions about the bill 

• To arrange payment 

Requirement 3.8: The ability to receive 
and apply adjustments to bills 

• Each area will send adjustments 
on a daily, weekly or monthly 
basis 

Requirement 4.1: The ability to provide 
LFUCG access to the vendor's billing data 

• For operational purposes 

• Possibly provide a snapshot of the 
activity at a specified time to allow 
LFUCG to conduct analysis 

13 

GCWW Response: 2 

Our Payments Application program has the ability to 
distribute payments in a variety of configurable scenarios
including the specific order described on this requirement. 

GCWW Response: 2 

GCWW operates a full service Contact Center. Customer 
Service Representatives are well versed in 
water/sewer/water quality/waste collection bill 
interpretation. The majority of CSR calls today involve 
explanations in response to inquiries about customer bills. 

We currently provide payment arrangements for customers, 
including payment extensions and multiple installment 
plans, for quarterly accounts. We can do this for LFUCG's 
monthly accounts under special circumstances, for 
example, when there is a high bill due to a leak. 

GCWW Response: 2 

We have the ability to apply adjustments to the accounts at 
any point in time. All types of adjustments as provided in 
Attachment 2 are possible in the system. 

A procedure will be set up between LFUCG and GCWW to 
receive and apply adjustments into the system. 

GCWW Response: 2 

We will provide remote access for LFUCG to log in to the 
billing system. The access can be read-only or update 
based on roles and privileges- as determined by business 
requirements. 

Part of the provided solution will include audit capability to 
key fields in the system. This audit capability allows users 
to look at changes made in the past. 

We also provide real time backups of the entire database. 
These backups are retained for a six month period of time. 
This means that we would have the ability to provide a 
snapshot of exactly what the system looked like at any 
given time of the day for a six month period. This would 
allow restoration to a certain point in time if needed for 
further research or testing. 
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Requirement 4.2: The ability to provide a 
unified bill history allowing all three fees' 
history to be viewed together 

Requirement 4.3: The ability to allow 
LFUCG the ability to export data fields for 
download 

• For authorized LFUCG users 

Requirement 4.4: The ability to provide a 
detailed aging report to LFUCG in an 
electronic format 

• Formatted to allow sorting 
capabilities 

Requirement 4.5: The ability to generate a 
list of active versus inactive accounts and 
print to an exception report 

• To be used in a business process 
by LFUCG 

Requirement 4.6: The ability to report on 
the number of customers that are 
classified as residential, commercial, 
industrial or OPA 

Requirement 4. 7: The ability for LFUCG to 
add notes to the bill history 

• To be used when reviewing an 
account 

14 

GCWW Response: 2 

We currently pelform this function. 

The Ledger History form in our billing system displays the 
history of all three fees where they can be viewed together. 

Current and historical information for payments, 
adjustments and bills are also easily obtainable. 

GCWW Response: 2 

We can provide access to data in one of two ways: 

1. LFUCG can contact GCWW technical staff for specific 
data requests on an on-demand basis 

2. GCWW can provide a daily database export to LFUCG 
that they can use to export day old data 

Custom notes can be added to billing statements based on 
LFUCG business requirements. Selection criteria can be 
met for adding billing statement notes at the customer 
level, account level, seNice level, etc. 

GCWW Response: 2 

We currently have numerous aged reports that will show all 
receivables upon aging date. This report can be 
automatically delivered in PDF and/or MS Excel format. 

GCWW Response: 2 

We have the ability to create reports or data files of active 
vs inactive accounts in the system. Simple reports could be 
delivered via email or automated files could be delivered to 
LFUCG to help automate any business processes or 
i ntelfaces. 

GCWW Response: 2 

In our system we differentiate between accounts using an 
Account Class or SeNice Type. We could use this 
functionality to easily identify and report on these different 
types of accounts. 

GCWW Response: 2 

Our system has the ability to add notes at the account 
level. Each note can have a specific Note Type. Each Note 
Type can be determined by LFUCG. 

• 
These notes are displayed in the system when reviewing 
an account. 
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Requirement 4.8: The ability for LFUCG to 
create their own reports from the 
views/access they will be allowed 

Requirement 4.9: The ability for the vendor 
to provide standard reports 

• Specific report samples will be 
provided to finalist vendors 

• Vendor should supply price 
structure breakdown per number 
of reports provided 

GCWW Response: 2 

We are able to provide views/access to LFUCG so that 
necessary reports and queries can be built using the billing 
database. 

GCWW Response: 2 

We will provide all reports identified in the RFP. 

Additionally, we currently have over 400 reports- daily, 
weekly, monthly, quarterly, yearly- that GCWW uses for 
our daily operations. These reports can be utilized or 
modified to meet LFUCG needs. 

If needed, we will develop additional reports and/or 
reporting capabilities on a cost/hour basis. 

• .~ .· .'' ... <.. • <' · :.·~<IE::c.\h!"£ :.::•.·<:~(.:;;:: :. ·,.,, :•c; r; 
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The "Ledger Card" displays the charges for all services billed on an account. Adjustments and 
payments that are made to the account will display as well. 

The CSR Interface provides a current overview and allows quick access to information on the account. 
The "Account Summary" portal will display all current activity as changes occur to the Ledger Card. 
The "Bill Summary" displays the "Current Bill" information such as Bill Date, Amount and Due Date. 
Clicking on the "Due Date" link will take you to the Ledger Card where all service fees are located. 
Histories of notes that are associated with the account are also displayed in the CSR Interface. 
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An archive of all billing statements is also readily available. The actual billing statement that was 
mailed to the customer can be reviewed by clicking on the date link. 
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Vendor Scope of Work 
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The major components of the desired scope of work for the vendor are comprised of the following 
items. Please indicate your ability and commitment below with a "yes" or "no" for each line item. 
A "yes" response is a binding commitment by the vendor to fulfill the responsibility within the 
scope and price of their RFP response. For any "no" answers, please explain the associated 
limitations or constraints. 

Vendor Responsibilities 

Provide services to fulfill the business and 
technical requirements for a Billing Service 

• To manage this project as the prime contractor, if 
other firms are involved 

• To develop any customized components necessary 
to meet the requirements for which you've 
answered as such 

• To provide solution users, and systems 
administrators training in the area of report 
generation, using examples 

• To comply with all RFP response criteria 

19 

Yes or No 

YES 

YES 

YES 

YES 

YES 
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Vendor Business Profile & References 

20 

Please submit the following business information items about your company and 

subcontractors: 

Company name, headquarters address, and local responsible office 

Greater Cincinnati Water Works (GCWW) 

4747 Spring Grove Avenue, Cincinnati, OH 45232 

The contract for GCWW's print and mail service is currently contracted to an organization 
in Miamisburg, Ohio. GCWW's credit card payment processor (FIS/Metavante) is not 

located in Cincinnati. The customer contact center is located in Cincinnati, Ohio, and all 
implementation services will be conducted in Cincinnati. 

Number of years in business 

Greater Cincinnati Water Works is a municipally owned and operated utility that the City 

of Cincinnati purchased from a private owner in 1839. 

Cincinnati was incorporated as a city in 1819. 

Number of years active in providing billing services 

GCWW has always processed and produced its customers' bills. The GCWW has been 
providing billing services for other agencies and utilities for the last 63 years. 

Annual revenue 

$125,267,000 

Business structure (e.g., C-Corp, S-Carp, LLC) 

GCWW is a municipally owned utility. 

Ownership (if publicly traded, include exchange and symbol) 

Not applicable 

Total number of employees 

Greater Cincinnati Water Works employs 553 staff members. We are proud of our skilled 
staff, and have a strong commitment to maintain and further develop our capabilities. 

Refer to Appendix G: GCWW Background for additional information regarding our 

training programs, and the staff credentials and certifications. 

At least three references (customer name, telephone number) for work performed over 
the last three years for projects relevant to this one (i.e., comparable functionality for 
similar size corporation). 
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"The trained 
professionals and 
dedicated staff at 

GCWWdoan 
outstanding job of 

assisting our 
customers with 

questions or 
concerns." 

-James(Tony)Pa"ott 
MSD Executive 

Director 
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GCWW is pleased to provide LFUCG with the following references. Each of these 

references will attest that GCWW always meets its budget and schedule commitments. 
While not requested in the RFP, some of our references have chosen to provide letters of 
recommendation. These can be found in Appendix G. 

Metropolitan Sewer District of Greater Cincinnati 
James A (Tony) Parrot, Executive Director 

1600 Gest Street, Cincinnati, OH 45204 
513.352.4929; e-mail: tony.parrott@cincinnati-oh.gov 

The Metropolitan Sewer District of Greater Cincinnati (MSD) is a publicly operated 
wastewater utility with a ratepayer base of approximately 230,000 residential and 

commercial users. The Board of County Commissioners of Hamilton County created 

MSD in 1968. At that time, they established a 50-year contractual arrangement with the 
City of Cincinnati for the management of MSD's daily operations, including billing 
services, thereby creating a strong long-standing history of public-to-public partnership 

with the Greater Cincinnati Water Works. Sewer charges are based on water 
consumption. One meter reading produces charges for both services, thereby creating a 

natural partnership. 

GCWW provides MSD with billing services for approximately 211,000 active sewer 

accounts (including payment processing, reports, billing adjustments, delinquency and 
collections). Most of these accounts are billed on a quarterly basis, with about 6,000 

monthly bills. GCWW charges for sewer using "History Based Consumption" (HBC), 
which is similar to LFUCG's "Fall Weather Average" (FWA). GCWW handles both sewer 

"add" and "deduct" meters. GCWW also bills for "Effluent" charges, which are similar to 
LFUCG's "Extra Strength" charges. In addition to the billing services, GCWW provides 

MSD with contact center services for billing and account questions. 

According to James Parrott, MSD Executive Director: 

"This partnership provides for shared services ... to generate accurate and timely 

utility billings, customer contact to address questions or concerns, and the use of the 

latest technology to provide outstanding billing and customer service. These services are 
provided at an affordable rate in a very professional manner. The departments work very 

closely together to identify workflows or operations that enhance efficiencies and explore 
the use of the latest or emerging technologies that can be used to provide enhanced 
services to our customers and the community we serve. GCWW employees know and 

understand our work rules and billing rate structure. In closing, this long-standing 

partnership has been very beneficial to us. I highly recommend GCWW for this project." 

Metropolitan Sewer District of Greater Cincinnati- Stormwater Management Utility 
Amy May, Senior Administrative Specialist 

1600 Gest Street, Cincinnati, OH 45204 
513.244.1329; email: Amy.May@cincinnati-oh.gov 

In 1984, Cincinnati City Council created the Division of Stormwater Management Utility 
(SMU) within the Cincinnati Department of Public Works. Cincinnati's SMU was among 
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the first stormwater utilities created in Ohio. The agency was charged with correcting 

chronic flooding problems, designing new drainage facilities, and maintaining the existing 
storm sewer and storm inlet system to ensure their proper operation during rain events. 

LFC_R_KAW_#5B3 
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In 1995, SMU was transferred from the Department of Public Works to the Department of 
Sewers (MSD). The transfer was done to eliminate duplicate services and to improve 

efficiencies of both agencies. In 1997, SMU's billing and customer service functions were 
transitioned to the GCWWwith an identified annual savings of $100,000 for SMU. With 

this move, the City consolidated the billing, collection, and customer service functions for 
water, sewer, and storm water, with one service provider .. 

Today, GCWW provides billing services for stormwater (including payment processing, 

reports, billing adjustments, delinquency and collections) for 82,852 accounts. Most of 
these accounts are billed quarterly, with some monthly bill. In addition to the billing 

services, GCWW also provides contact center services for billing and account questions. 

Butler County Water & Sewer Department 
Elden Ward, Jr., Customer Care Manager 

130 High Street, Hamilton Ohio 45011 
513 887-3968; e-mail: warde@butlercountyohio.org 

Butler County is one of the fastest growing counties in Ohio, with a population of more 
than 100,000. The Butler County Water and Sewer Department (BCWS) provides safe, 

reliable services to Butler County. 

BCWS AT A GLANCE 

WATER WASTEWATER 

12 MGD distributed 16 MGD treated 

644 miles of main 700 miles of sewer 

25 MGD water supply capacity 4 satellite treatment plants 

6 MG ground storage 2 regional treatment plants 

8.5 MG elevated storage 29 MGD treatment capacity 

41,552 water customers 36,564 sewer customers 

In 2000, BCWS and GCWW negotiated a water service agreement. These negotiations 
generated additional discussions between GCWW and BCWS regarding the potential for 
other shared services, especially billing services. BCWS had an antiquated billing system 

that had not been routinely updated and no longer met their needs. The potential savings 
from entering into a public-to-public partnership with GCWW over the cost of a new billing 

system and the necessary support staff led BCWS to choose GCWW as their billing 
service provider. The first bills were delivered in December 2004. 

What stood out most to BCWS was that the service delivered by GCWW was "invisible." 
The BCWS customers never realized the customer service was being provided by 

another municipal agency. Elden Ward, BCWS Customer Care Manager, said this was 
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"I can't recall any 
time when (GCWW) 

didn't meet our 
needs . .. there will 

always be changes 
and unexpected 

issues that arise and 
you can feel 

confident that 
GCWWwill meet 

those future needs. " 
Elden Ward 

BCWS Customer 

Care Manager 
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"huge" in maintaining their identity with the customers. The level of customer service was 

"flawless" to both the external customers and to the internal business customers. 

Ward said "I can't recall any time when (GCWW) didn't meet our needs." He went on 
further to say that whether it was a data request or a report or a desired enhancement -

GCWW always met BCWS' needs. He said this pointed to the level of commitment and 
quality of GCWW staff. Ward offers this advice to LFUCG: "there will always be changes 

and unexpected issues that arise and you can feel confident that GCWW will meet those 

future needs." 

This brought "peace within the workplace." "We never had a bad experience- and not 

just with the systems themselves, but also with the people." 

BCWS was extremely pleased with the quick implementation time. The software vendor 

(Cogsdale) considered a 12 month schedule ambitious, but GCWW completed the 
implementation in seven months. Ward found it impressive that, even with the short 
transition period, there were no missed bills. 

Ward also recognized the advantages of a public-to-public partnership: There is a "like
mindedness" in culture, terminology, and processes that makes the partnership "easy." 

"In the end, we grew together." We were both better utilities because of the partnership. 

And from the constituents' perspective, it was great service at a low cost. 

GCWW provided monthly water and sewer billing (including payment processing, reports, 
billing adjustments, delinquency notification and field service orders) and contact center 

services for 38,040 water and 36,446 sewer accounts. GCWW also provided contact 
center services for billing and account questions as well as requests for field response. 

City of Mason 
Jennifer Heft, Assistant City Manager 
Mason Municipal Center, 6000 Mason-Montgomery Road, Mason, OH 45040 
513.229.8500; email: jheft@masonoh.org 

Mason is an affluent city in Warren County, Ohio, approximately 22 miles away from 
Cincinnati. Mason has experienced fast growth, moving from fewer than 5,000 residents 
in the 1960s to approximately 31,000 residents in 2010. To meet the needs of the 

growing community, GCWW began supplementing Mason (who owned and operated its 
own water treatment plant) with wholesale water service in 1997. In 2002, Mason decided 

to cancel the 1997 wholesale agreement and replaced it with a retail water service 
agreement with GCWW. This agreement included billing and customer care services. As 

part of this agreement, GCWW also began billing for Mason's sewer, waste collection, 

and storm water services so that Mason customers would receive only one bill for all City 
services. "By authorizing this agreement, Mason City Council fulfilled their commitment to 

providing plentiful, quality and affordable water for the future. The City of Mason has an 
excellent working relationship with GCWW. Their operations, consistency in quality, and 

maintenance have been excellent." 

LFUCG RFP RESPONSE 

GREATER CINCINNATI WATER WORKS 



"(Mark Menkhaus) 
and his staff met with 

me and other City 
staff members to 
develop the billing 

process, the proper 
method of 

transferring 
residential 

information, and the 
development of 

necessary tracking 
reports. This 

assistance did not 
end once the 
contract was 

implemented in 2008. 
He has been 

available to us 
whenever we had 

questions about the 
GCWW daily or 

monthly reports." 
Wright Gwen 
Forest Park 

Environmental 
Services Program 

Manager 
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GCWI/V provides Mason with water, sewer, storm water and waste collection billing 
(including billing, payment processing, billing adjustments, delinquency and collections, 
service orders, and reports), for 10,466 water accounts, 10,202 sewer accounts, 10,371 

storm water accounts, and 8,758 waste collection accounts. Most billing is done on a 
quarterly basis, with some monthly bills. GCWI/V also provides contact center services for 
billing and account questions for all services and full contact center service for water 

(e.g., service orders, emergency, etc.). 

Today, GCWI/V is the sole supplier of water to the City of Mason. With over 10 years of 
billing service history, Mason's Assistant City Manager, Jennifer Heft, says that Mason 

has realized the desired benefits associated with "getting out of the billing business." With 
GCWI/V already providing billing services for well over 220,000 accounts, Mason believed 

it would be more cost-effective and efficient for Cincinnati to provide their total utility 

billing services. According to Ms. Heft, the MasoniGCWI/V billing and customer care 
partnership has "worked really well; it's nice; it's easy." 

City of Forest Park 

Wright Gwen, Environmental Services Program Manager 
1201 West Kemper Road, Forest Park, OH 45240 

513.595.5263; e-mail: environment@forestpark.org 

Forest Park is a planned community in Hamilton County, Ohio, approximately 14 miles 

north of downtown Cincinnati. This largely residential city saw tremendous growth and 
development in the 1960s, when most of the housing stock was constructed. Forest Park's 
19,000 residents (7,500 households) have been served by GCWI/V under the Hamilton 

County retail water service contract since 1955. In 2008 the city additionally contracted 
with GCWI/V to provide waste collection billing services to address health, safety, and 
environmental concerns. Prior to this contract, residents contracted for waste collection 

services individually through one of several waste haulers. It was found that nearly 10% of 
the residents actually had no service, so Forest Park contracted with a single waste hauler 

to provide a weekly service for all residents, with billing to the city. Under that contract, the 
city included yard waste and large item pick up, as well as recycling. GCWI/V's billing 

service includes a charge for waste collection on the water bill. This arrangement has 
allowed the city to greatly reduce illegal dumping, greatly increase recycling, and increase 

funding for environmental projects, all while reducing the overall cost to the residents. 
Forest Park offers two service levels: "Eco Tier" which provides pick up for one 65 gallon 

container, and the standard service which provides unlimited pick up. Residents may also 
choose to rent a 95 gallon waste wheeler for a nominal monthly charge. 

Forest Park's Environmental Program Manager, Wright Gwyn, notes a dramatic 
improvement in waste handling throughout the city. With services automatically provided, 

waste gets from the home to the landfill without detour, recycling is free and easy, and 
neighborhoods stay cleaner. The city is able to depend on high collection rates to cover the 

monthly service charge to the waste hauler. 

Wright Gwyn was impressed with the implementation process. "(Mark Menkhaus) and his 
staff met with me and other City staff members to develop the billing process, the proper 
method of transferring residential information, and the development of necessary tracking 
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reports. This assistance did not end once the contract was implemented in 2008. He has 
been available to us whenever we had questions about the GCWW daily or monthly 

reports." 

GCWW bills 5,322 waste collection accounts, (including payment processing, reports, 

billing adjustments, delinquency and collections, service orders). GCWW also provides 
contact center services for waste collection account and billing questions. 

Resumes of spec1fk: Key Project Staff· (e.g., All Project Managers) 

Full resumes for Key Project Staff are included in Appendix B. The following organization 

chart illustrates the project team structure and reporting. 

FZ~ye Co<>sllh 

' 

S<1ndtp Basu PMP 

P,ltl! Von tier MPulen 

In addition to the team members listed below, the project is supported by a group of 
skilled business analysts and technology experts. The team has benefited from GCWW's 

commitment to ongoing training and education, and holds numerous technology 
certifications. A list of relevant certifications is included in Appendix B. 

Below are short biographies of the key project staff members. 

Biju George, Project Steering Team. Mr. George is the Interim Director of the Greater 

Cincinnati Water Works. He focuses on strategic management of the utility, 
organizational culture and change management, business process optimization, 

infrastructure asset management strategies, and operating and long-tenn budgeting and 
planning. Mr. George intends for this project to be the national model for regional shared 

services -leveraging municipal capabilities and technology investments to bring 
efficiencies and reduced costs to the utilities and their customers. 
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Faye Cossins, Project Steering Team and Project Sponsor. Faye is an accomplished 

utility leader with a passion for delivering outstanding customer service. She has over 20 
years of experience in operations and business management focusing on customer 

contact center and key client care. She is currently the Commercial Services Division 
Superintendent at GCWVV. 

Paul Vonder Meulen, Project Steering Team and QAIQC. Paul is a customer focused 

and results-oriented technology leader with proven problem-solving and leadership 
abilities. His background spans all facets of software implementation, enterprise 

information technology strategic planning. and enterprise system maintenance and 
system integration. He is focused on understanding the business needs and business 
challenges in order to deliver the most effective information technology solutions. Paul is 

GCWVV's Information Technology Service Division Superintendent. 

Kristi Irick, Project Steering Team. Kristi is the CFO and Superintendent of GCWVV's 

Business Services. She has over 20 years of experience overseeing financial and 

customer service operations. 

Sandip Basu, Project Manager. Sandip has over 20 years of Information Technology 

project management experience. Sandip works for Soft Vista. Inc. and has been a 
consultant to GCWVV on numerous projects, including GCWVV's Commercial Contact 

Center technology upgrade, the development and implementation of an on-line customer 
account management system with debit and credit card payments, CIS upgrades, and PCI 

compliance. He is PMP certified. Soft Vista is a certified MBE with the City of Cincinnati. 

Mark Menkhaus, Billing/Payments. Mark provides departmental leadership focused on 

delivering best in class customer service through the efficient efforts of a dedicated and 

well-trained staff. Mark's commitment enables GCWVV to meet its standard of excellence, 
and helps GCWVV's commercial customers provide a high degree of customer 

satisfaction. Mark is an Assistant Superintendent in GCWVV's Business Services Division, 

where he is responsible for managing billing services. 

Dan Campbell, Contract Support. Dan is an experienced public administrator 

specializing in budgeting, contracts administration, and capital planning. He is a Senior 
Administrative Specialist responsible for the preparation, development and monitoring of 
the GCWVV Commercial Services Division's annual $9.1 million operating budget and 
capital budget. He assists with the operation and administration of the Commercial 

Services Division's Client Services Section 

Gary Wiest, IT. Gary is the IT Assistant Manager for the Customer Service and Billing 

section. Gary leads a team of business analysts and technology experts responsible for 

developing, supporting and maintaining GCWVV billing system applications. 

Mimi McGarry, Contact Center. Mimi is GCWVV Commercial Services Division's 

Assistant Superintendent for Customer Contact Center Operations. An experienced 

customer contact center manager, Mimi played a leadership role in GCWVV's Contact 
Center Business and Technology Upgrade Project design and implementation. Her focus 

has been on applying contact center best practices to maintain superior service levels 
and on building client services partnerships. 
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Location(s) of Key Project and Support staff 

All key project staff members are located in Cincinnati, OH. 

List of proposed project personnel who are not employees of your organization (e.g., 
subcontractors) and their empfoyer(s). 

Sandip Basu works for Soft Vista, Inc., a certified MBE with the City of Cincinnati. 

Names of involved parties, dates, jurisdiction and status of any litigation in which your 

organization has been involved within the fast five years. 

GCWW has not been involved in litigation that involves billing services. 

LFC R KAW #583 
Page 31 of 21l 

GCWW is involved or has been involved in 25 law cases to date since January 1, 2007. 
These cases involve 14 personal injury and lor property damage matters, five personnel 
matters, three contractor-subcontractor disputes, a petition to wrap-up corporate affairs of 
a private business, a City collection of past due charges, and a water service territorial 
dispute. Of these 25 cases, 13 are now pending. None of these 25 cases involve 
GCWW's Customer Assistance or Billing Operations Sections. A list of all these cases, 
including the case number, caption, governing jurisdiction, status, and a brief description, 
are included in Appendix D of this proposal. 
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Project Plan & Deliverables 

Project Approach 
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GCWW's approach to providing LFUCG 

with billing, collections, and contact center 

services is based on a collaborative, 
partnering relationship with LFUCG. By 

understanding LFUCG's goals, 
opportunities, and challenges, GCWW will 

be best able to deliver the results that 
LFUCG desires- both in the short term 

and inthelongterm. 

• CIS configuralio!J. 
• Contact center \. 

lochnologles 
• Bill prlnVpaymenV · : 

EBPP lnlertaces 
• Sysiem 

Admlnlslralion 
Successful solutions require a total 

systems perspective (as illustrated in the 

figure to the right), so GCWW has taken a 
comprehensive perspective of this project. 

The project plan is designed to help apply 
billing and collections best practices 

in addressing organizational, business 
practices, technology, information (data), 
and customer needs. 

Project Plan and Deliverables 

• Fulure 

GCWWs Approach is 
Designed to Achieve and Sustain a Successful 

Long-Term Relationship 

GCWW's project plan is structured to migrate services from the KAWC system as rapidly 

as possible while maintaining the current capabilities. Once this is accomplished and the 
system is stable, additional capabilities will be added. This phased approach is key to 

meeting LFUCG's strict implementation timeline. 

The project plan is composed of three key phases, briefly described below. 

• Implementation involves migrating from the current environment with KAWC to 

GCWW's systems. Key tasks are project management, business process analysis, 

systems and interfaces, testing, training, go-live, and transition/stabilization. An 
optional task includes providing support related to customer communications during 

the migration to GCWW's system. 

• Ongoing Operations involves managing the contract, reviewing service levels, 

maintaining the knowledge base, conducting regular operational reviews, and 
developing an annual continuous improvement plan. 

• Continuous Improvement involves regularly upgrading the capabilities year over 

year. The specific projects to be carried out during continuous improvement will vary 
over time as additional capabilities are implemented, and new technologies become 

mainstream. Examples of potential continuous improvement projects include 
implementing additional payment channels, or developing additional business 

intelligence capabilities. 
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Deliverables are identified below as part of the project activities. For your ease of 

reference, they are summarized in the table below. 

Activity Deliverables 

Project mobilization Updatec project plan; Memo summarizing Mobilization meetings 

System Orientation Training 1 week of training regarding the basic GCWW system 

Business Process Analysis Working notes relatec to key business rules/policies 

System Design Updatec functional and technical specifications 

Data Conversion Up to four data loads 

Interfaces 
Working interfaces for payments, meter reading, and 
adjustments 

Remote Access Testec, working remote access, including support documentation 

Testing Successfully completec test plan 

Training Development Training materials 

Training Scheduling Schecule of training classes, by roles 

Training Delivery Training classes 

Prepare for Go-Live 
Go/no-go criteria, gG-Iive checklist, and a successful mock go-
live 

Go-Live Successful functioning on GCWW's system 

Punch list and System 
Punch list 

Acceptance 

Transition to Ongoing 
Project memo summarizing project results 

Operations 

Implementation 

Pre-Project Activities 

We anticipate contract discussions will revolve around two key documents: the contract 

itself, and a Memorandum of Understanding (MOU). The contract will define the fees, 
items to be defined in the MOU, LFUCG's responsibilities, GCWW's responsibilities, the 
term of agreement, representations by GCWW to LFUCG, remittances from LFUCG to 

GCWW, changes in the LFUCG service area that would/would not affect the contract, 

and relationship of LFUCG to GCWW under the agreement. 

Key components of the MOU would include definitions, and processes related to new 
account generation, bill processing, contact center, payment processing, delinquency and 

collections, service orders, customer communications, reports, technology, training, 
governing of existing contracts, invoicing, request for changes, auditing accounts, and 

related exhibits. 
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It is important to identify and agree upon the items listed, yet defining these items takes 
time. Due to the short project timeline, we propose that as soon as possible, some 
activities start prior to the contract and Memorandum of Understanding being signed. 

In particular, a key dependency and critical path item is data conversion. We propose that 
LFUCG provide GCWW with data files as described in Attachment 1 and settlement data 

under a Non-Disclosure Agreement prior to the actual contract and MOU signing. These 
preliminary data files would be used to start working on the file conversion scripts, and to 

understand the quality of the data ("data cleanliness"). 

Receiving these files as early as possible allows us as much time as possible on a critical 

path item in the overall project plan, and gives us an early opportunity to develop an 
understanding of the quality of data. This will help keep the project schedule on track. 

Implementation Project Management 

Activity 1: Project Management. GCWW views project management as an essential 

component of a successful project. Our project management practices are adapted from 

the Project Management Institute's (PMI) practices with an eye toward successful public 
sector projects. Years ago we embarked on a program to develop and improve project 
management practices; as part of this program GCWW established a relationship with 

Xavier University to further define our project management practices. Since then many of 
our Project Managers have received training based on the PMI Body of Knowledge. We 
have continued to develop and implement standardized project management procedures 

so that our projects are brought in on-time and on-budget. We will bring this disciplined 
approach to your project. 

Our Project Manager (PM) is responsible for the project scope, budget, and schedule. He 
will ensure that your needs are addressed, that quality assurance measures are applied 

to the project, and that appropriate project resources are available. He will update the 
LFUCG PM and Steering Team regarding progress toward the implementation. GCWW 

will provide written monthly progress reports- with more frequent updates as needed 
during implementation. He will provide the Steering Team with project updates in face-to

face meetings at key project milestones. 

We will use standard project management tools (such as decision logs, issue logs, 

project correspondence, etc.). The project plan encompassing all tasks to be performed 
will be updated and reviewed with the LFUCG PM on a monthly basis. 

In addition to standard good project management practices, we will directly address and 
manage risks. We will work with the Steering Team to develop a risk matrix. This matrix 

will be periodically updated over the course of the project, until the post-stabilization 
phase is completed. We will work with the LFUCG PM to develop a recommended course 
of action or alternatives to consider for risk mitigation. 
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Activity 2: Project mobilization. Because of its importance, mobilization is called out as a 

specific activity. Mobilization starts with a working session with the Project Managers from 
LFUCG and GCWW (and others as necessary). This session involves working with you to 

finalize the Steering Team and Project Team members; identify other key stakeholders; 
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identify action items for the Chartering Workshop (including collecting key contact information); 
review and adjust the project plan; agree on communications protocols; and discuss 

acceptance criteria. 

We will meet with the Steering Team to discuss the project plan; project goals; measures of 

success; assumptions; constraints; and next steps. 

Following this pre-work, we will conduct a Chartering Workshop with the Steering Team and 

Project Team. At this workshop we will provide an overview of the project plan; discuss and 
confirm project roles and responsibilities; review project goals and measures of success, 

assumptions, constraints, and communications protocols; exchange key contact information; 
and review next steps. 

Deliverable{s): Updated project plan; Memo summarizing mobilization meetings 

Activity 3: Implementation Phase Closeout. This activity is conducted during the 

Transition/Stabilization activity following successful go-live. It sets the stage for strong ongoing 
operations, and builds future capabilities for successful projects during the Continuous 

Improvement phase. Key tasks will be to review the implementation for lessons learned (for 
example, what things to continue doing and what things to change), to review the contract and 

goals/measures of success, and to archive key documents for future reference. 

Business Process Analysis 

Business process analysis is focused on understanding current business rules, where 

there is flexibility to change, and how key processes relate to each other. A key 
assumption is that GCWW's configuration and business processes will be used as the 

starting point. One reason for this assumption is that this approach substantially enables 

accomplishing the timeline. The other reason is that GCWW's business processes are 
based on best practices, thus they provide a sound starting point. 

This phase starts with providing training on GCWW's system, and then systematically 

moves through the entire meter-to-cash process. To make the business process 

discussions most useful, for each component (account management, billing, adjustments, 
etc.) the functionality will be demonstrated as it is discussed. 

Activity 4: System Orientation Training. It is critical to establish a common language so that 

project participants have a common understanding of various terms. For example, there are 

often different definitions about what an "account" is, or what "consumption" means. To 
address this issue, and provide a sound baseline of understanding about the CIS and other 

technologies to be used, GCWW will provide one week of training to the LFUCG project team. 
Training will be provided by GCWW's trainers, using one of GCWW's two dedicated training 

facilities. The LFUCG Steering Team members may also participate in this training, should 
they desire (and if the training location will support additional participants). 

Deliverables: 1 week of training regarding the basic GCWW system 
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Activity 5: Account Management. Business processes regarding the handling of 

customer account data, premises data, new accounts, move-in/move-outs, customer 
history, and so on will be discussed. 

Deliverables: Working notes related to key business rules/policies 

Activity 6: Bill/Letter Design. The bill design will be reviewed and finalized. Automated 

workflows related to letters will be reviewed (for example, past due notices, 
delinquencies, lien status, etc.). The letters will be reviewed and necessary 
changes/updates will be identified and assigned. LFUCG will be responsible for making 
the changes/updates to the letters. GCWW would be glad to provide example letters for 

LFUCG's consideration if desired. 

Deliverables: Final bill design; working notes related to key business rules/policies 

Activity 7: Billing. The billing process will be reviewed. This includes high/low bill 

exception handling; bill printing; and bill inserts. The assumption is that all bills will be 

paper initially, with electronic billing implemented during the continuous improvement 

phase of the project. 

Deliverables: Working notes related to key business rules/policies 

Activity 8: Contact Center. Business processes regarding customer contacts will be 

reviewed. This includes the workfiows for the Interactive Voice Response (IVR); self
service vs. agent-provided service; interfaces to support self-service; LexCall 311; 

outbound auto-dialer; call recording; quality monitoring, estimated call volumes; service 
levels; and other contact center processes. 

Deliverables: Working notes related to key business rules/policies 

Activity 9: Meter Reading. Since meter reading data will come from KAWC, this 

discussion will center on how consumption data is handled, what is considered to be an 
exception (too high, too low), how estimated reads are to be handled, and understanding 

the file layouts. We will also discuss the frequency of meter reading data, and the 
schedules for reading meters. 

Deliverables: Working notes related to key business rules/policies 

Activity 10: Service Orders. We assume that KAWC will continue to do water shutoffs 

for non-payment, and reconnects upon payment. This session will address the business 

rules and processes to support these activities. 

Deliverables: Working notes related to key business rules/policies 
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Activity 11: Payments. This includes handling of deposits if needed, customer payments 

by various channels, refund processing, and the interface to the General Ledger, 
Accounts Payable, and Accounts Receivable. Initially, we assume that payment channels 

will include: lock box, cash, checks, IVR, web, and ACH payments, in person, and 

locations supported by Checkfree pay agents. 
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Deliverables: Working notes related to key business rules/policies, and the interfaces 
(which could be manual or automated) 

Activity 12: Adjustments. This working session will address how payment adjustments 

are currently handled, the volume of adjustments, and to what extent it makes sense to 

automate the current process. There are three options to handling adjustments (LFUCG 
could handle them, GCWW's staff could handle them, or an automated interface with 

GCWW's system could be implemented). We will make a decision related to which 
approach, based on LFUCG's capabilities and goals. 

Deliverables: Working notes related to key business rules/policies 

Activity 13: Delinquency. This session addresses business rules related to the 

delinquency process- from late payment notifications and penalties, to cutoff activities, 
processing bad debt accounts, bankruptcies, executor accounts (for deceased 

customers), and account liens. 

Deliverables: Working notes related to key business rules/policies 

Activity 14: Collections. This session addresses business processes related to post

delinquency processing- for example, lien processing, collecting bad debts, and 
submitting accounts to collection agencies for resolution. 

Deliverables: Working notes related to key business rules/policies 

Activity 15: Reports Design. We will review key reports (operational, accounting, and 

management) that LFUCG currently uses, including how they are delivered, and how 

often they are delivered. Based on that understanding, we will show the equivalent 
reports and query capabilities in GCWW's system, and identify reporting requirements. 

Deliverables: Working notes related to reports; mock-up of custom reports if needed 

Activity 16: Complete Functional and Technical Requirement Specifications. This 

activity involves reviewing the key requirements and specifications that were defined in 
the above steps. It is a final review before system configuration begins in earnest. 

Deliverables: Working notes related to key business rules/policies 

Systems and Interfaces 

Activity 17: Hardware Procurement and Application Installation. This involves 

GCWW procuring additional hardware and licenses to support the LFUCG environment, 
including help desk support. 

Activity 18: System Design. During this activity, GCWW will systematically implement 

the functional and technical specifications into their system. As key modules are 
configured, GCWW will demonstrate the functionality to LFUCG to verify and validate the 

intended functionality. We will use a combination of means for this- with LFUCG staff 
coming on-site to GCWW, web-based demonstrations, GCWW staff going to LFUCG, 
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and potentially video conferencing. This approach builds confidence along the way, 
increases communication and understanding between the teams, develops knowledge on 
the part of the LFUCG staff, and mitigates the risks related to inadvertent 

miscommunications. We will also update the knowledgebase (eCRR) to reflect LFUCG's 
configuration in preparation for training the agents. 

Deliverables: Updated functional and technical specifications 

Activity 19: Test Data Set. This activity involves working collaboratively with LFUCG to 

create a subset of critical test data. It is important to have a well-understood set of test 
data that exercises all the unique customer attributes related to billing, payments, 

collections, and so on. Examples of attributes that should be included include commercial 
and residential customers, customers on payment plans, customers with multiple 

locations, tenantllandlord, and so on. This collection of data will be used over the course 

of the project to validate the configuration and intended functionality. 

Activity 20: Data Conversion. We anticipate up to four data conversion steps, with each 
successive step iteratively cleaner. This process also typically results in the need to clean 

up some data. Depending on the extent and type of data cleanup, a combination of 
manual (on the part of LFUCG) and automated (by GCWW) cleanup may make sense. 

This activity also includes verifying data has been correctly loaded into the system after 
each data load. 

Deliverables: Up to four data loads 

Activity 21: Interfaces (payments, meter reading, adjustments, delinquent account 
shutoff). There are four key interfaces that need to be addressed during the conversion 

phase: the meter reading files from KAWC, delinquent accounts for shutoff by KAWC, 

adjustments data, and payments (Lockbox vendor). It is likely that other interfaces will be 
desired over time- common interfaces include other payment channels, and interfaces to 

the financial package (GUARIAP), to the 311 (LexCall 311 ), and to the work 
management package. If desired, these will be addressed post-implementation. GCWW 

will use existing interfaces for the bill/print and document management functionality. 

Deliverables: Working interfaces for payments, meter reading, and adjustments 

Activity 22: Remote Access. This involves configuring remote access from LFUCG's 

system to GCWW's system. 

Deliverables: Tested, working remote access, including support documentation 

Activity 23: Bill/Letter Development and Reports Development. This activity involves 

creating the bill, letters, and reports as identified in the business process analysis phase 

above. 

Activity 24: Business Rules Validation. This activity pulls together the development 

and configuration activities. Over a two-week period, GCWW will review all business 

requirements, demonstrate them on the system to verify they function as desired, and 
describe alternatives and implications. During this period, GCWW will also demonstrate 
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how they update rates (based on information provided by LFUCG). Issues will be 

identified and documented, with someone assigned to address each issue. 

Deliverables: List of open issues; configured system 

Testing 

Testing both validates the proper configuration and functioning of the system and 
develops knowledge on the part of people who will use the system. It is a critical step, 

because it builds confidence on the part of people who will be using the system, as well 
as validating the functionality and data correctness. 

Both GCWW and LFUCG staff will be involved in testing the system functionality and 
verifying correct data. GCWW uses a rigorous testing process. Refer to Vendor Question 
5 for more information related to the go-live strategy, as well as Appendix F: Testing 

Strategy for more information. 

GCWW will provide checklists to verify proper functioning. This includes comparing 
counts for late notices, shut off notices, move in/outs, daily cash balance comparison by 

source, number of bills, and AIR totals. 

Activity 25: Testing. This involves developing the test scenarios, test data, data 

cleansing/conversion testing, user acceptance testing, parallel testing, regression testing, 
and system acceptance testing. 

Deliverables: Successfully completed test plan 

Training 

At first, experienced GCWW agents will handle the Lexington calls. These agents will be 
trained on the LFUCG-specific business rules, processes, and content. We will continue 
to use GCWW's staffing strategies, including part-time temporary employees, to address 
the LFUCG workload. We plan to hire new Contact Center staff to accommodate the 

additional customer contact volume generated by this project. New contact center staff, 
however, will not be assisting LFUCG customers during the initial transition. We will use 

the same approach for billing, payment handling, and so on. 

In addition to training GCWW's staff, there is a need to train LFUCG staff. This step 

addresses both. 

Activity 26: Training development. This activity involves updating GCWW's training 

materials and knowledgebase to support LFUCG-specific business rules and content. 

Deliverables: Training materials 

Activity 27: Training scheduling. Existing Contact Center staff will be scheduled for 

training related to new processes and content (specific to LFUCG). In addition, training 

will be scheduled for LFUCG staff that will have access to GCWW's system, or that are 

substantially impacted by new or different reports. 
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Deliverables: Schedule of training classes, by role 

Activity 28: Training delivery. GCWW's trainers will deliver training as identified by the 

training schedule. 

De/iverables: Training classes 

Go-Live 
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Activity 29: Prepare for go-live. This involves reviewing and updating a go-live checklist 

of activities and timelines, and reviewing the go/no-go criteria. GCWW will provide the 
draft go/no-go criteria for review and comment by the Steering Team, as well as a go-live 

checklist of activities and timelines (for example, updating the IVR, detailing scripts to 
run, etc.). The cut-over plan will include three mock go-lives to ensure proper readiness 

for the actual cut-over. Each mock go-live will be debriefed, with issues identified and 
assigned to people for resolution. LFUCG staff will be actively involved in the mock go

lives, particularly in terms of validating the results after the conversion. 

Deliverables: Go/no-go criteria, go-live checklist, and a successful mock go-live 

Activity 30: Go-Live. This step involves running the data load and conversion scripts, 
then testing each key business process and the interfaces to verify correct functioning 

(including remote access, and conducting an initial bill run). This typically happens over a 
weekend, sometimes involving one weekday during which time the system is not 

available. 

After all testing is complete and all acceptance criteria are met, the actual implementation 

usually occurs on a weekend. This allows the project team ample time to complete the 
necessary go-live steps of data conversion, final system setup, and validation testing. 
Refer to our response to Vendor Question 5 for more information related to the go-live 
strategy. 

Deliverables: Successful functioning on GCWW's system 

Transition/Stabilization 

Activity 31: Punch List and System Acceptance. GCWW will create and maintain a 

punch list for a two week period immediately following go-live. The punch list will catalog 

system or user problems, date first identified, priority, the person that the problem is 
assigned to, and resolution. GCWW will review the punch list on a daily basis for the first 

two weeks. 

De/iverables: Punch list 

Activity 32: System Monitoring. GCWW will monitor the system for quality, issues, and 

performance. Automated alerts for batch and payment processing will be implemented to 

ensure that GCWW is notified if key downloads or system processes are not successful. 
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Activity 33: Transition to Ongoing Operations. Following successful go-live and 
system acceptance. GCWW will transition from the implementation phase to ongoing 
operations. We will review support protocols with you, and discuss service levels and Key 
Performance Indicators (KPis). We will review reports regarding system operations, 
billings, payments, and so on, so that you know the status of key operational processes. 
We will also review the project goals identified during the mobilization phase, identify 
whether the goals were accomplished, and next steps, if any. The transition to ongoing 
operations/stabilization period typically lasts about three months. 

Deliverables: Project memo summarizing project results 

Ongoing Operations/Contract Management 

This phase involves managing the contract (and the relationship between LFUCG and 
GCWW), as well as managing on-going operations after a successful transition to 
ongoing operations. 

Service Level Review. We will jointly review and discuss the service levels for 
understanding, and to identify areas that are candidates to adjust. Agreed to changes will 
be documented, with owners and target dates for completion identified. The service level 
reviews will be conducted monthly. We suggest alternating the meeting location between 
LFUCG and GCWW's offices. 

Operational Review. In addition to the service level review, we will conduct less formal 
operational reviews on a weekly and monthly basis. This operational review is intended to 
be a collaborative working session to ensure that both LFUCG and GCWW are receiving 
what they need. A standard weekly and monthly working agenda will be developed and 
updated as needed. Example topics include communications about upcoming events that 
might impact customers, quality management and reviewing performance reports. 

Training/Knowledgebase Update. This is an ongoing activity that involves updating 
reference materials (including eCRR) as LFUCG's business rules change or procedures 
need to be updated, etc. GCWW will conduct a yearly review with LFUCG staff to ensure 
that key updates are received and incorporated. 

Continuous Improvement Plan. During the course of the conversion to GCWW's 
system, we will maintain a log of future enhancement possibilities. Shortly after 
converting to ongoing operations, we will work with you to define the overall continuous 
improvement plan. 

Continuous Improvement 

Converting from the KAWC system to GCWW's system is a key, and exciting, step to this 
project. However, we firmly believe that much more value can be yielded through 
implementing a systematic continuous improvement approach. That is the purpose of this 

phase. 

GCWW has a strong culture of continuous improvement. LFUCG will benefit from 
GCWW's customer service and billing investments and process improvements. In 
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Once yearly, during a two day workshop, we will develop and discuss for understanding a list 

of potential improvements. GCWW will then develop an estimated cost and timeline for each 
of the improvements. A follow-up workshop will be conducted during which the potential 

improvements will be reviewed again, prioritized, and scheduled as appropriate. The resulting 
activities identified as part of desired continuous improvement will be discussed as part of 

Contract Management activities. 

Possibilities that might be of interest include: 

1. Additional payment capabilities and channels, including smart phones and payment 
swipe cards 

2. Electronic bill presentment and payment 

3. Customer self-service web account management 

4. Additional interfaces, for example, LexCall 311, the work management system, GIS, 
and financials 

5. Redesigning complex business processes that, with automation, would provide 
substantial efficiency improvements and/or customer service enhancements. One 
example might be handling adjustments. 

6. Adding business intelligence/data analytics capabilities 

7. An email interface as part of an integrated customer channel contact 

Optional Task- Customer Communications 

The impact of this project on customers will be substantial. For example, they will move 
from receiving one consolidated bill, to receiving two bills, and they will have an additional 

phone number to contact. If desired, GCWW will work with LFUCG and develop 
strategies to minimize the negative impact, and to communicate the advantages. 

LFUCG Involvement, Resources, and Deliverables 

38 

Moving the customer service functions from KAWC to GCWW is a mission-critical and 

complex project, with substantial risk. GCWW's proposed approach, proven track record, 
and experienced staff will mitigate much of this risk. Another key component to mitigating 

this risk, and to creating the foundation for a great long-term working relationship is to 
have the LFUCG staff directly participate in the conversion project to the extent possible. 

While we understand the very real constraints on LFUCG's staff, we believe it is essential 
for you to have substantial involvement in the project and to have a seat at the table 

when key decisions are being made. 

We anticipate that during the migration, this project will require a 25% time commitment 

from the Director of Revenue, and a 75% to 100% time commitment by the Revenue 
Supervisor. Additionally, there will likely be occasional needs to bring in Subject Matter 

Experts (SMEs) for specific expertise on certain topics- for example, IT coordination and 
support to ensure access to GCWW's system. 
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We envision a Steering Team structure to provide overall guidance to the migration 

project. The Steering Team will be responsible for approving key decisions, providing 

project oversight, and addressing risks as they are identified. While the composition of 

the Steering Team will be defined during project mobilization, we suggest that it be 

composed of representatives from LFUCG, GCWW, and KAWC. 

The table below lists key project tasks and LFUCG's anticipated role. In general, GCWW 

will lead each of these tasks- LFUCG's role will be to support the tasks and make sure 

that LFUCG's perspective is incorporated. 

Implementation Project 
Management 

Business Process 
Analysis 

Participate in mobilization activities. 

Provide LFUCG representation on the Steering Team. 

LFUCG's Project Manager will coordinate with GCWW's Project Manager 
regarding project status, activities, logistics, and communications. 

Establish organizational coordination with KAWC to ensure effective working 
relationships and coordination between LFUCG, GCWW, and KAWC 

Participate in the System Orientation Training, and then in the business process 
analysis. Provide guidance regarding LFUCG (or KAWC's) business rules and/or 
policies that will need to be changed. 

Provide input regarding needed reports and queries. 

Approve the functional and technical requirement specifications generated by 
GCWW during the business process analysis. 

Systems and Interfaces Provide initial (preliminary) data files to expedite GCWW's project mobilization. 

Testing 

Participate in developing a set of test data for use during testing and training. 

Review data after the data loads/conversions, to ensure the load and conversion 
was properly executed, and that the intended results were obtained. 

Coordinate with KAWC, your lockbox provider, and other necessary interfaces, to 
migrate existing interfaces from KAWC to GCWW. 

Review and update customer letters and notices and finalize the revised bill 
format. 

Work with GCWW to establish remote access to GCWW's systems. 

Review the system operation (once configured) to confirm that the configuration 
reflects the desired operations. 

Participate in carrying out test scenarios to confirm the system operates as 
desired, and that calculations are correctly carried out for various classes of 
customers. 

Participate in user acceptance testing, parallel testing, regression testing, and 
system acceptance testing. 
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Task LFUCG Role 

Training Help identify LFUCG resources needing training; participate in that training. 

Go-Live Participate in the "prepare to go-live" activities (review go/no go criteria); and work 
with GCVWJ to confirm that the conversion scripts operated successfully. 
Coordinate with other vendors related to cut-over activities. 

Transition/Stabilization Participate in punch list meetings and resolve issues recuiring LFUCG and/or 
KAWC action. Accept the system upon successful stabilization. 

Optional: Support LFUCG has the lead responsibility for this task. 
Customer 
Communication 

Service Level Review 

Operational Review 

Continuous 
Improvement Plan 

Continuous 
Improvement 

On a monthly basis, participate in meetings to review the service levels. Review 
the data in advance of the meetings. Identify agenda items recuiring attention. 

On a weekly basis, participate in meetings to ensure effective ongoing operations, 
and to provide information updates. These will be supplemented by more frequent 
communications as needed. Additionally, GCVWJ will provide daily quality reports 
regarding the status of billing (for example, high/low exceptions). LFUCG will be 
responsible for reviewing these reports. 

Collaborate with GCVWJ to identify highly desired capabilities, review and 
approve the timing/costs, and to create the continuous improvement plan. Review 
the plan on a yearly basis and adapt based on changing priorities and new 
capabilities. 

Collaborate with GCVWJ to carry out the desired capabilities. 

LFUCG will be responsible for the following deliverables: 

• LFUCG and GCWW are jointly responsible to develop the contract and the 

Memorandum of Understanding. 

• Data files (as defined in the RFP, and required to provide the functionality defined in 

the scope of work). This includes both the preliminary data files so GCWW can 
become more familiar with the quality of data, as well as files for the fomnal data 

conversion/data load activities. 

• Reviewing and signing off on the Functional and Technical Requirements (as 

developed through the business process analysis). 

• Providing a set of test data (using actual accounts, balances, etc.) which replicates all 

variations of the LFUCG customer base. 

• New bill fomnat. 

• Language for the letters and notices that will be automatically generated by the 

system. 
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• Reviewing and approving reports. 

• Confirming System Acceptance Testing. 

• Participating in training. 

• Participating in go-live activities. 

• Participating in ongoing operations activities. 

• Participating in continuous improvement activities. 
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Schedule 

An overview of the schedule is shown below. LFUCG's RFP requested a go-live date of 
4/1/2012. Because that date occurs on a Sunday, the actually go-live will be on the 
following day, Monday, 4/2. The conversion from the KAWC system to the GCWW 
system will occur during the weekend of 3/30-4/1, with go live on Monday, 4/2/2012. 
The schedule as shown below assumes a go-live date of 4/2/2012, with the minimum 
functionality needed at go-live, followed by a continuous improvement phase after system 
stabilization. This means that LFUCG will have a fully functioning system by your target 
deadline, but also ensures that additional, highly desired features will be added in a 
systematic and thoughtful way. This project approach will minimize risk, build LFUCG's 
capabilities, and provide enhanced customer service. 

:~o· -- _.-.---- ------------- -- ------

.. ....._ ....... 
-- --~-;r·····i 

.. lliiioiioo ................... 
ijiiiiiii& iiiioriiiii. ....... "ri •... 
Go.U. 

--- lnit1M2 ___ -Fif1lt31i2 __ _ 
iioltliit2 )ri4113ii2 
JT•11iri2" ;,rt»t01t2 
ilicil tm~z- ·rri"liStii12f 
rn.. ,tt7Jt2 )1cN1412112 

~- itt3112 :rr.-~2 
l~-~~2 ;~~-2-"'""fif"T"'"- 7 en JT•413112 'Mcllll2ilt2 

u -~SiijiMjdc:...o..;c , • n jw.d2tt5112 :wtd4118112 
u --~ ... --T·--t-iiiiild·s --,-... ...,--- -itliiMitl" -~w.ii-1riiill -

"'" Jun Jul .. ------
/ 
/ 

Jun Jul 

The first Gantt chart at the end of this section illustrates the schedule by Implementation 
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In general, we assume that LFUCG will want to be actively involved in the conversion 

process, and in managing/understanding the ongoing operations once a successful 
conversion has taken place. GCWW will provide project leadership and 

recommendations regarding key decisions. LFUCG will have final say regarding 
these key decisions and key requirements. We envision a collaborative working 

relationship between GCWW, LFUCG, and KAWC. 

Implementation 

• The implementation will be phased, with additional capabilities added after a 
successful conversion to GCWW's system, as a part of the Continuous 

Improvement phase. 

Pricing 

• A total of approximately 115,000 bills per month (this includes late payment 
notices, delinquency notices, multiple bills to the owner/tenanUproperty manager, 

and other mailings). If the bill volume changes more than 5% for three 
consecutive months, then the price per bill calculations will need to be revisited. 

• We have estimated a call volume of approximately 65,000 agent answered calls 
per year (total). If the call volume varies by more than 5% for three consecutive 

months, then the price per bill calculations will need to be revisited. 

• KAWC will perform water adjustments only- sewer, water quality, and landfill 

adjustments will be handled by GCWW staff 

• Payment processing convenience fees (e.g., credit card processing fees charged 

by banks) will be paid by the LFUCG customers 

Go-Live Strategy 

• Contract will be signed by January 13, 2012. 

• Data for preliminary conversion analysis data will be delivered to GCWW by 

January 3, 2012. 

• GCWW will bring over one composite balance for sewer, landfill and water quality 

services per account (this impacts the project timeline) 

• The history will be available in a separate system from the live CIS. It will be 
possible to search the history both by specific customer, account, etc., as well as 

to conduct queries for analytical purposes. Should additional history be available 
and desirable, GCWW can easily support additional historical data. 
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• GCWW will maintain a monthly customer call abandonment rate of less than 3%. 

GCWW will maintain a monthly customer average speed of answer of 30 
seconds or less for all customer calls. If GCWW misses these targets for three 

months in a row, they shall add additional resources to the contact center team. 
(Note that the calculations for the average speed of answer and the abandoned 

calls include IVR self-service calls.) 

• GCWW will send a bill within three days of receiving the necessary infonmation 

(meter reading). 

• GCWW will deposit payments the next business day. 

Business Rules 

• GCWW's configuration and business processes will be used as the starting point 
for the configuration. One reason for this assumption is that this approach 

substantially reduces time required for analysis and design activities. 
Additionally, GCWW's strives to incorporate best practices into their business 

processes, thus they provide a sound starting point. 

• Simple business rules will be developed regarding non-zero balance accounts at 
the time of cut-over. (More complex rules will require more time to implement, yet 

be more transparent to LFUCG's customers.) 

• All bills will be paper initially, with electronic billing implemented after successful 

System Acceptance. 

• GCWW will receive returned mail, and will create an account note on the relevant 

account. 

• GCWW will coordinate field work (shutoff, etc.) with KAWC. 

Technology Environment 

• LFUCG will provide a conference room with internet access to GCWW's system 

during the Implementation Phase. 

• LFUCG's desktop environment will support the GCWW CIS and other customer 
service technologies. 

• LFUCG will have sufficient Internet bandwidth for accessing GCWW's system. 

• LFUCG staff will work with GCWW staff regarding security issues and protocols 
to ensure both systems are protected. LFUCG may need to implement a DMZ. 

• An automated interface between GCWW's CIS and LFUCG's financial system, if 
desired, would be implemented during the Continuous Improvement phase. 

• The payment data file will include payments only for sewer, landfill and water 

quality services. 

• LFUCG will send data files of account adjustments, GCWW will develop a tool to 

automate posting of adjustments to customer accounts. Detailed requirements 
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will be defined during the business analysis task. 

• All changes to the format of the data files will be coordinated in advance. 
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• The 12 (or 24) months of history data will be read-only, available in a separate 

query-able system. 

LFUCG Responsibilities 

• LFUCG will provide data files as described in Attachment 1 of the RFP, and 
settlement data, prior to the actual contract and MOU signing, under a Non

Disclosure Agreement. GCWW will use these preliminary data files to start 
working on the file conversion scripts, and to understand the quality of the data 

("data cleanliness"). By receiving these files as early as possible, GCWW can 
develop an understanding of the quality of data, and have as much time as 

possible on a critical path item in the overall project plan. This is critical to 

meeting the target go-live of April1, 2012. 

• LFUCG will be responsible for approving the final bill design and changes to 

automated letters. 

• LFUCG will be responsible for changing policies, as necessary, to support the 

agreed to configuration. 

• Current GCWW PCI compliance procedures and policies will continue to be 
used. LFUCG is responsible for compliance procedures and policies related to 

LFUCG-specific hardware, communications, and software. 

• LFUCG will be responsible for reviewing the Red Flag Policy to ensure 
compliance. 

• LFUCG will work w/ their vendors as needed to transition the interface from 

KAWC to GCWW. 

• LFUCG staff will actively participate in system testing, both to verify the system 
functionality and to ensure data is handled correctly. 

• LFUCG will work collaboratively with GCWW to validate proper interface 

functionality, and to resolve issues with the other vendors as necessary. 

• LFUCG will be responsible for creating/updating/documenting new Standard 
Operating Procedures (SOPs) that are external from how the GCWW system is 

used. GCWW will provide their SOPs for use by LFUCG staff, if desired. 

• Rate changes will be delivered with a lead time to allow for testing. 

KAWC Responsibilities 

• KAWC will be responsive to GCWW's requests for information (which will be 
conveyed via the agreed upon protocol developed during project mobilization). 
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Vendor Questions 

50 

Please respond to the following questions. 

1) Can you please describe best practices for developing a customer billing database, 
including security issues, and indicate what you need from LFUCG to accomplish 
this? We will want to populate the database with 12 months of history. 

Best Practices for Implementing and Maintaining a Customer Billing Database 

1. Establish a clear and strong project governance mechanism, including a Steering 
Team and Project Team. Ensure the Project Manager is committed to your 
success and has the requisite skills and resources. 

2. Identify (and document) project goals. Establish and collect (if possible) concrete 
measures to determine whether the goals have been achieved. 

3. Communicate, communicate, communicate. 

4. Once the direction (vendor) has been selected, change your business practices to 
best take advantage of the selected direction. In other words, don't force 
customizations to the software- but instead, change how your work is accomplished. 

5. Be clear about business rules. Ensure they are consistently implemented in the 
software (as appropriate). Document the business rules. Ensure customer 
service staff (field and office) is trained regarding business policies. 

6. Ensure high data quality. Poor data quality might indicate a lack of training, poor 
configuration options, or unclear business rules. Identify and fix the root causes 
of poor data quality. 

7. Regularly provide refresher training regarding the software, tips, tricks, etc. for 
the users of the package. Include operational reporting and management use of 
the data in the training refreshers. 

8. Provide necessary resources (staff). This typically involves back-filling project 
staff so they are freed from their daily activities. 

9. Use the selected package. Identify and eliminate "shadow'' systems in MS Excel, Word, etc. 

1 0. Comply with Payment Card Industry (PCI) guidelines. Ensure staff is regularly 
briefed regarding security (and confidentiality) matters. A good initial source for 
PCI guidelines is: https://www.pcisecuritystandards.org/ 

11. There are literally dozens of best practices related to a project such as this. A very 
good resource for additional insights is available from the Water Research 
Foundation titled "Effective Practices to Select, Acquire, and Implement a Utility CIS". 
GCWW was a key participant and contributor to this project. The report can be 
obtained at: http://waterrf.org/Search/Detail.aspx?Type=2&PID=3007&01D=91 071. 

LFUCG's Role in Implementing and Maintaining a Customer Billing Database 

GCWW brings a great depth of content expertise and knowledge to this project. They 
are expert in the operational requirements necessary for great customer contacts; 
timely processing of bills; payments; delinquency handling; vendor management; 
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reporting and analytics; and operational excellence. They are willing and eager to 
share their expertise and capabilities with LFUCG. However, there are some 

capabilities that LFUCG must bring. These include: 

1. An engaged and strong LFUCG presence on the Steering Team, with the ability 

to address issues as they arise (and they will). 

2. Timely and informed decisions, with follow-through to meet commitments 

regarding decisions, and resources. 

3. Clearly defined counterparts to the GCWVV team (billing lead, contact center lead) 

Note that one person at LFUCG could fill more than one role- the key is to have a 
clearly defined contact that will be responsive to project and/or contract needs. 

4. Managing the relationship and communications with KAWC. KAWC has critical 
information and knowledge related to this project. It will be important to have 

clear communications between KAWC and LFUCG regarding who needs to 

provide what, by when. It will also be important to have a clearly defined 

communications protocol to ensure ongoing effective communications. 

5. Providing the required technology capabilities (for example, Internet connectivity, 

and desktop PCs to support GCWVV's CIS and contact center environment). 

6. Customer knowledge. During the configuration and testing process, it will be 
important to ensure that data has been loaded in properly, and correctly mapped 
from one system to another; and that configuration choices have been correctly 

implemented. LFUCG will be responsible for verifying that the customer data is 
correct (for example, that commercial accounts are flagged as such, that 

customer data is correct, and so on). 

7. One variable is the extent to which LFUCG wishes to be involved in the ongoing 

operations of the meter-to-cash cycle, and analysis of customer data. LFUCG's 
role will vary depending on the extent of involvement. GCWVV is very supportive 
of the idea of working as partners and freely sharing ideas, knowledge, and best 

practices. 

Tools to Enhance Chances of Success 

GCWVV uses numerous tools to enhance chances of success. One tool is the following 

checklist, developed as part of a tailored collaboration project with the Awwa Research 
Foundation (AwwaRF, now WaterRF). (Rettie, M., G. Haupt, et al, "Effective Practices to 

Select, Acquire, and Implement a Utility CIS," Awwa Research Foundation, 2005.) 

CHECKLIST TO ENHANCE CHANCES OF SUCCESS 

Regularly review the checklist below. Identify those items that are relevant for your 

project, but have not yet been addressed. Use them as discussion points to make 
sure the project is on track, there is alignment of the project leadership and project 

team, that you are proactively addressing issues, and that you are planning for the 
next steps. Note that these steps build on each other. While some are project-step 

specific, others apply during the entire project cycle (for example, leadership, 
stakeholder involvement, project management). 
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D Provide active, visible support from top managers to the entire project team, 
including managers and team members ("top managers" refers to the CEO, CFO, 
Director, Deputy Directors, etc.). This includes demonstrating a tolerance for 
change, and learning new business processes. 

D Clearly define business drivers, CIS project goals and vision, and success 
measures. 

D Provide timely decisions, and stick to them. 

D Remove obstacles to project progression. This requires the project manager and 
project sponsor to communicate very well. 

D Stay engaged! Understand implications of decisions. Make sure leadership is 
aware of upcoming decisions and has the proper information and background to 
make knowledgeable, good decisions. 

D Use diplomacy to change business processes. 

D Be open to changing business rules to simplify complex business processes or to 
avoid software customization. 

D Link the CIS project to the strategic business plan and the information technology 
strategic plan. 

D Provide sufficient funds to ensure project success. 

D Provide sufficient staffing to ensure project team focus (backfilling as needed) and 
ensure the right skills are present on the project; outsource as necessary. 

D Monitor and continuously build and strengthen alignment of the board, senior 
managers, middle managers, project manager, and the project team. 

D Develop and maintain a focused team charter/goal. For example, "off-the-shelf, up 
and running in 18 months." 

D Streamline business practices and business rules as part of the project. 

D 
D 

D 
D 
D 
D 

D 

Engage external stakeholders throughout the project (including all entities and 
organizations for which you will provide billing services). Identify key decisions 
points requiring their input, in advance. Educate them on alternatives and 
implications of decisions. 

Fonnally and consistently involve unions and labor relations groups. 

Involve other department leaders in validating RFP content, attending and scoring 
vendor demonstrations, and participating in training. 

Use the CIS Project Framework as a communications tool. 

Communicate good and bad news immediately. 

Use monthly status reports to keep stakeholders informed. 

Define a fonnal communication plan that identifies stakeholder groups with 
associated frequency, type, and depth of communication. Once defined, work the 
plan. Revise it, based on effectiveness and feedback. 

Involve key stakeholders in the evaluation of critical documents (RFP, SOW). 
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D Hire (outsource) resources that are not available internally. 

D Review and revise position descriptions based on CIS requirements. 

D If appropriate, use the CIS project as an opportunity to develop and strengthen 
customer service staff (capture the career development opportunities). 

D Provide training to employees to match new position requirements. 

Use a Project Manager who is committed to your success and has strengths in 
negotiation and people skills. 

D Develop a good project plan (including budget, schedule, resources, and 
milestones) and work the plan. 

D Include a risk analysis and workforce readiness analysis in the project plan. 

D Clearly define the role of project manager and project teams. For example, what 
are the PM's decision parameters? 

D Hire externally if you do not have strong internal capacity to manage a large 
project of this nature. 

D Use a single point of communication with vendor during negotiation process. 

D Use implementation milestones as a project management tool and 
communications tool. 

D 

D 

D 

D 
D 

D 
D 
D 

D 
D 

D 
D 

Understand the needs and limitations of your organization. Be willing to address 
the issues or walk away if those are not the focus of other project participants 
(vendor, consultant). 

Consciously address risk factors. Take steps to identify, mitigate, avoid, accept, or 
transfer risk. Risks change during the project-continue to monitor them. 

Use a third party consultant with water industry expertise, during the selection and 
implementation phase. 

Complete multiple cycles of parallel billing prior to final conversion. 

Develop a "billing analyzer" to compare old and new bills, identifying 
discrepancies. 

Validate the suitability and scalability of the software prior to contract agreement. 

Avoid modifying the software (changing code). 

Develop and implement a well-thought out testing and training plan. 

Clearly define project goals and vision. 

Develop a project overview statement that identifies the problems, opportunities, 
goals, objectives, success criteria, risk, and cost benefit analysis and use it to 
guide the project approval process. 

Create a valid budget. 

Hire (outsource) resources that are not available internally. 
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D 

D 

D 

D 

D 

D 
D 
D 
D 

D 
D 
D 
D 

D 

D 

D 
D 
D 

D 

D 
D 
D 
D 
D 

D 
D 

LFC R KAW #583 
Page 5S of 271 

Utilize business process outsourcing where it matches your organization's 
strategy. 

Clean up existing data prior to the project start (when feasible to do so). Change 
processes that are creating "bad" data, so more bad data is not created. 

Ensure you have a clear understanding of customer service business 
requirements. Use each area of the CIS Project Framework (Respond to 
Customer Process, Bill and Payment Process, and so on). 

Make sure core business processes are addressed first, and then add 
enhancements. 

Focus on the desired results of the work, not how the work is done (change 
business processes and business rules to get the desired outcome). 

Use a business rules driven approach to requirements definition. 

Keep staff open to changing how work gets done once the new CIS is selected. 

Be clear in identifying type of data required for analysis (reports). 

Be judicious in the amount of data to be converted from the legacy system(s). 

Manage the vendor selection process-don't let vendors manage you. 

Use realistic demonstration scenarios. 

Check vendor references. 

Select a vendor that matches your style and culture-someone that you can work 
with for years. 

Create a detailed enough Scope of Work to guide implementation. Include 
milestones. Use the SOW as a project management tool. 

Jointly develop the implementation work plan and vendor contract with the vendor, 
your team, and your consultant. 

Use Service Level Agreements to establish contract performance terms. 

Include data conversion, testing, training, and other key components in the SOW. 

Define the amount of data history to convert and only convert what is actually 
needed. 

Secure key vendor implementation staff during contract negotiation. 

Manage to milestones. 

Use the "A" Teams to complete project tasks-your best and brightest. 

Be open to changing customer service work practices. 

Maintain an issues log. 

Use a combination of vendor-delivered training and Train-the-Trainer approach to 
ensure all users are sufficiently trained. 

Create a training documentation manual unique to your organization. 

Train managers and supervisors on how to use the newly available data (how to 
interpret it, and what actions to take based on the data). 
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D Use a formal change control process. 

D Run data conversion multiple times prior to go-live date. 

D Test the system based on scenarios. 

D Physically separate the project team from daily operations. 

11111111[ 

2) Please describe the common standard reports you provide for other utility customers. 

As stated in our Requirement 4.9 response, we have developed over 400 reports for 
use in our daily operations. The great majority of these reports are scheduled to run 

in a specific frequency (daily, weekly, monthly, quarterly, yearly). Others can be run 
"on demand" by end users with the appropriate security access. Here are some of the 

more common types of reports requested by our current Client Partners: 

Aged Receivables 

Bad Debt 

Consumption 

Accounts without a Particular 
Service 

Charges by Service Type 

Payments by Service Type 

Adjustments by Service Type 

Number of Accounts 

Contact Center 

Aged receivable reports are available by service 
type in 30 day increments. 

Bad debt reports show the number and value of 

accounts in a bad debt status. Also indicates 
whether account has been placed for collection, 
in bankruptcy, or awaiting write-off. 

Sewer consumption reports show the billed 
sewer consumption for a given date range. 

For instance, active residential accounts without 
a landfill service. 

Total charges billed during a given date range, 
broken down by service type (sewer, water 
quality, landfill). 

Total value of payments processed during a 
given date range, broken down by service type. 

Total value of adjustments processed during a 

given date range, broken down by service type. 

Number of active accounts with a particular 
service, such as the number active sewer 
accounts. 

Various measures for contact center services, 
such as total number of calls received, number of 

calls self-served, number of calls answered by 
agents, number of abandoned calls, and average 
speed of answer. 
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We also run numerous reports that are not currently provided to our Client Partners 
since we are responsible for the operational aspects of their customer service, but 
they are of substantial value to us as we carry out the services. These include 

payment reports as tender type, payment channel, and reversals (e.g., returned 
checks}, delinquency reports with service orders produced (by type), service orders 

completed, as well as various collection initiation and monitoring reports. 

We will make all of these reports available to LFUCG as appropriate. These reports 

can be produced in PDF and/or MS Excel format and can be delivered via email or 

on-demand through a custom reporting portal. 

3) Please describe the customer payment methods your company can accommodate. 
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We currently have the ability to receive and post payments via the following payment 

channels: 

• Point of Sale (POS) I Walk in I Drop Box 

• Mail 

• Telephone/IVR Self-Service 

• Internet/Web 

All these channels allow various payment types- such as, cash, check, 
EFT/ACH/eCheck, crediVdebit cards. 

• Available tenders for POS payments are cash, check (personal, business, money 

order, travelers check}, CrediVDebit cards (MasterCard, VISA, American 
Express, and Discover). 

• Available tenders for mail and drop box payments are checks (personal, 

business, money order). 

• Available tenders for the IVR channel are Credit /Debit cards (MasterCard, VISA, 

American Express, Discover) 

• Available tenders for the web channel are Credit /Debit cards (MasterCard, VISA, 
American Express, Discover), EFT/ACH/eCheck 

• Our FIS/Metavante/Checkfree (www.mycheckfree.com) service allows ACH 

payment processing (electronic billing implementation is required for this 

channel) 

• Our Lockbox channel allows checks (personal, business, money orders) payments. 

On April 1, 2012, GCWW will support lock box as well as cash, checks, and ACH 

payments at a County government facility that currently handles payments. 
GCWW will also provide IVR and web channels for debiVcredit card payments. 
Walk-in payments can be taken at any location supported by FIS/Metavante 

(Checkfree) in the Lexington area, for example PAK N SAVE, selected Shell 
stations, and WAL-MART. 

Electronic Bill Payment and Presentment capabilities, as well as other payment 

channels are future options that could be added during the Continuous 

Improvement phase. 
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4) Please describe the customer service options, and the associated price for each, 
your company can support. Include the hours of operation and location of the 
customer service staff. 

Service Offerings on Day 1 of System Implementation 

• Customer Contact Center: One-call 800 number, IVR- Self-Service, Customer 
Service Representatives, Auto-Dialer Calls, Email, Quality Management and 

Performance Reporting, 100% call recording, Post-Call Survey 

• Bill processing- meter reading input, charge calculations, adjustments, print, mailing 

• Delinquency processing, financial adjustments, billing adjustment, meter reading 

corrections and exception handling 

• Payments processing- cash, check processing, IVR, web, and lockbox (using 
Lexington's current contract and reimbursement via invoicing process) 

• Billing system access (remotely) for LFUCG staff 

• Base reports- as described in our response to Vendor Question #2. 

• Information related to these costs are provided in the Pricing Matrix and Terms 

response. 

Later Time Design & Implementation 

• Additional reports- for later design & implementation 

• Additional payment channels (credit/debit cards, web, and additionaiiVR 
capabilities) 

• Additional customer care communication channel- web chat, integrated email, 
etc. 

Service Hours I Hours of Operations for GCWW Contact Center 

Monday through Friday between 7:30AM-5:30PM Eastern Time 

2417 self-service is available through the IVR 

GCWW Customer Contact Center staff location is at 

4747 Spring Grove Av. Cincinnati, OH 45232 

Pricing information 

All pricing information is included in the pricing forms, submitted separately. 

5) Please define a 'go-live' strategy; including testing, to meet the 4/112012 target dale, 
Vendor may supply an alternative implementation schedule with explanation as to 
alternative schedule. 

GCWW is proposing a three phase implementation approach: 

• Phase 1: Implementation 

• Phase 2: Ongoing Operations 

• Phase 3: Continuous Improvement 
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This enables accomplishing the time-critical migration first, and then establishes a 
strong foundation for ongoing operations. It also creates a structure with which to 
continuously improve customer service- once the urgent task of migrating to a new 

system is accomplished. Key activities for each of these phases are identified and 

described in more detail in the Project Plan and Deliverables section of our response. 

Some key assumptions underlie our proposed implementation schedule: 

• Business rules regarding the initial balance at cut-over will be simple. There are a 

number of options to achieve this. For example, if a zero-balance can be brought 
over (and KAWC continues to handle accounts with non-zero balances, payment 

plans, and delinquencies for some period after the cut-over), it greatly simplifies 
the cutover process. Once the system is cut-over, GCWW will handle accounts 

as they move into a non-zero balance status. GCWW can also coordinate with 
KAWC to "work down" the existing pool of non-zero accounts. The extent to 

which accounts in various payment statuses can be simplified will impact the 

work required to cut-over. An alternative possibility would be to consider 
implementing a grace period for handling unpaid balances and moving through 

the delinquency process, for the initial stabilization period (approximately 1 - 2 

months). This will help minimize complications during go-live. 

• GCWW's current configuration (which already supports the great majority of 
LFUCG's requirements) will be used as the baseline configuration. 

• GCWW will receive data files as described in Attachment 1 of the RFP, and 
settlement data, prior to the actual contract and MOU signing, under a Non

Disclosure Agreement. GCWW will use these preliminary data files to start 
working on the file conversion scripts, and to understand the quality of the data 

("data cleanliness"). By receiving these files as early as possible, GCWW can 
develop an understanding of the quality of data, and have as much time as 

possible on a critical path item in the overall project plan. This is critical to 
meeting the target go-live of April 1, 2012. 

If these assumptions are incorrect, the implementation schedule will be negatively 
impacted. The extent of the impact will reflect the degree to which the configuration 

will need to be changed, and the degree to which testing will be impacted. 

During the project mobilization activities, we will review the critical items that may 

impact the project schedule. After this review, the project plan and schedule will be 
adjusted as necessary. We understand the goal of going live as soon as feasible, 

balanced against the desire for as straightforward and seamless a transition as 
possible. GCWW has implemented a very mature testing process, supported by an 

automated tool (HP's Quality Center). We view testing as a part of the continuum 
between requirements and implementation. As a result, our testing will exercise the 

functional requirements as documented in the system design documents created 
during Activity 18. Our test strategy includes the following: 

• User acceptance testing- each distinct module of the system will be tested to 

ensure it is working properly. 

• Regression testing- all modules of the system, including all interfaces, will be 
tested together in a coordinated fashion to ensure that the system is working 
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together as a whole. 
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• Parallel testing- one or more parallel tests will be completed with assistance 
from the client. This effort will contain results from the existing system and 
compare them to results from the new system to ensure there are no 
discrepancies. We will compare actual bill results from each system, reports and 
other data elements to ensure that all data has been migrated correctly and that 
the system is performing correctly at critical end points. 

• Stress testing- the new system will be tested at various locations, including the 
client site to ensure that all access points are working correctly and that the 
system can handle the proper load of users. 

To support thorough testing while meeting an aggressive go-live date, we will begin 
selecting and refining appropriate test scenarios shortly after receiving the data files 
(potentially before the final contract is completed). We will also create test scenarios 
as business rules are defined. 

For additional information on GCWW's approach to testing, refer to Appendix F: 
Testing Strategy 

During the course of implementation, GCWW will meet regularly with the LFUCG 
Steering Team to provide briefings related to the status of the project. GCWW will 
provide go/no-go criteria related to the specific timing of go-live. As testing and 
training near completion, we will review the go/no-go criteria to ensure that all key 
stakeholders are confident related to whether the go-live should proceed as 
scheduled. 

As part of the preparation/testing process, we will conduct mock go-lives, to ensure 
that the actual conversion process works as planned, that the files are loaded 
properly, that interfaces are functioning as planned, and that key functionality (bill 
calculations, etc.) all work properly. Our estimate (based on experience with other 
conversion projects) is that three mock go-lives will be conducted. After a successful 
mock go-live, all testing is complete, and the acceptance criteria are met (as defined 
in the RFP and by the Steering Team), the conversion will move forward. 

The actual conversion usually occurs on a weekend. This allows the project team 
ample time to complete the necessary go-live steps: data conversion, final system 
setup, validation testing. During conversion and immediately after (for about two 
weeks), we will maintain a punch list of problems and issues. This punch list will be 
reviewed every day. Priorities, action items, and target completion dates will be 
assigned. 
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• Affirmative Action Policy and Program 

• Current Work Force Analysis Form 

• Affidavit 

• Equal Opportunity Agreement 

• MBE/WBE Participation Forms 

• GCWVV SBE Participation Reports 

• General Provisions 

• Addendum #1 

• Addendum #2 

• Addendum #3 

• Addendum #4 

• Standard City of Cincinnati Contract 
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City of Cincinnati 
Administrative Regulation No. 22: Affirmative Action Policy Statement 

AFFIRMATIVE ACTION POLICY STATEMENT 
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Equal employment opportunity is the law. Discrimination is banned in all terms and 
conditions of employment on the basis of: race, color, sex, religion, age, national or ethnic 
origin, HIV status, marital status, sexual orientation, regional Appalachian ancestry or 
disability. (Definitions of terms are found in the Affirmative Action Plan.) 

Banning discriminatory practices is not enough. An affirmative action plan is necessary to 
guarantee that equal employment opportunity will happen for all protected groups. 

An affirmative action plan is defined as a set of specific and results-oriented procedures to 
which an employer commits itself to apply every good faith effort. The objective of these 
procedures plus efforts is equal employment opportunity. Procedures without effort to 
make them work are meaningless, and efforts, undirected by specific and meaningful 
procedures, are inadequate. Therefore, there shall be a yearly goal for each EEO job 
category and city job group as a guideline for hiring and promotion toward meeting the 
yearly goals. 

Each agency head is directed to take affirmative action to assure that all personnel actions 
have fair treatment to both applicants and employees. Agency heads should carefully 
analyze their utilization of women, minorities, and the persons with disabilities in all 
employment categories. They should then evaluate their recruitment, examination, 
selection, promotion, training, and other operations in order to determine what actions can 
rectify underutilization of women, minorities and persons with disabilities in any EEO job 
group. 

Each agency head will, on a yearly basis, report to the City Manager what affirmative 
actions, as of December 31, have been taken to: 

(1) Hire persons from underutilized classes; 

(2) Utilize and/or develop skills of present employees; 

(3) Provide opportunity for advancement of all employees; 

(4) Train management and supervisory personnel to implement affirmative 
action; 

(5) Correct inadequate performance of all employees. 
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These reports will be delivered to the City Manager no later than February 28 of each year. 

The City Manager shall assure the existence of an effective system for processing 
complaints of discrimination because or race, color, sex, religion, age, national or ethnic 
origin, HIV status, marital status, sexual orientation, Regional Appalachian ancestry, or 
disability. Specific City policies relating to sexual harassment and reasonable 
accommodation for persons with disabilities are covered in the City's Affirmative Action 
Plan. 

The City Manager is responsible for the overall success of the Affirmative Action Program. 
Each agency head is personally responsible and accountable for the success of the 
Affirmative Action Plan in his/her agency. Each manager and supervisor is responsible and 
accountable for the success of the Affirmative Action Program as it relates to his/her 
employees. 

The City Manager shall evaluate affirmative actions taken and shall consider that 
evaluation when determining "salary adjustments" for directors and agency heads. Acts of 
discrimination and/or violation of EEO/AA policies or procedures will result in written 
reprimands, salary reductions, suspensions, and/or any combination of corrective actions, 
including termination. 

The Director of Personnel and the EEO Division will audit personnel actions in City agencies 
and will provide assistance to agency heads in determining what affirmative actions should 
be taken. All reports generated by this policy and the City Council ordinance will be made 
available to the Affirmative Action Advisory Committee and the public upon request. 

As authorized by ordinance, the City Manager shall appoint members of the Affirmative 
Action Advisory Committee. The Director of Personnel shall designate staff support of the 
Committee. 
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City of Cincinnati 

To: Mayor and Members of City Council 

From: Milton Dohoney Jr., City Manager .p,/) 
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Interdepartmc:nt 
Correspondence Sheet 

April7, 2010 

201000495 

I am pleased to present to you the attached 2010 updated Affumative Action Program (AAP). 
The City's commitment to a.ffinnative action and maintaining a diverse workforce is evidenced 
therein. 

The percentage of women and minorities bas increased significantly over the years. 1n 1988, 
44.4% of our workforce was comprised of minorities and females. Today, 53.3% of our 
worlcforce is a member of a protected class. Other statistics from 2009 include: 

• 49.7% of all new hires were members of a protected class. 

• 47.5% of all promotions were members of a protected class. 

• 50.2% of participants in the Human Resources Development Academy were members of 
a protected class. 

Currently, there are 8 job categories as defined by the federal Equal Employment Opportunity 
Commission (EEOC): 

(1) Administrator 
(2) Professional 
(3) Technician 
(4) Protective Service (Sworn) 
(5) Protective Service (Unsworn) 
(6) Administrative Support 
(7) Skilled Craft 
(8) Service Maintenance 

As a result of our efforts, all of the above 8 job categories are appropriately utilized for 
minorities. Only 2 out of the above 8 job categories are currently underutilized for females and 
these two job categories are traditionally entry-level. They are: 
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• Protective Service (Unsworn) by 14.0%, which is comprised of Security Guards and 
Parking Enforcement Officers; 

• Service/Maintenance by 12.4%, which is mainly comprised of employees performing 
manual work that contributes to the comfort, convenience, hygiene, or safety of the 
general public. 

Representation in the majority of the job categories exceeds availability for females and 
minorities, including the Professional, Technician, Protective Service (Sworn), Administrative 
Support and Skilled Craft job categories. 

In conclusion, the EEO Division of the Human Resources Department will continue to monitor 
the employment activity of departments with regard to affinnative action, and also actively seek 
out improved methods of recrniting, hiring, training, retaining, and promoting employees to 
maximize the City's efforts in achieving a diverse workforce. 

A copy of Attachment lis on file in the Clerk of Council's Office. 

Attachment I- 2010 Affirmative Action Program 
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2010 Affirmative Action Program 

2010 Affirmative Action Program 

Attached is the 20 I 0 Affirmative Action Program Report. Overall, the percentage of the entire 
workforce that is in protected classes, which includes women and minorities, is S3.3%. Black 
females constitute 12.8% ofthe workforce. White females constitute 17.S% of the workforce. 
Blaclc males constitute 19.1% and white males constitute 46.7% of the workforce. 

Wres/Separations 

• Black males constituted 10.3% of the total hires and 21.2% of the total separations 
• Other males constituted 1.1% of the total hires and 7.1% of the total separations 
• Blaclc females constituted 9.7"/o of the total hires and 21.2% of the total separations 
• Other females constituted 2.9% of the total hires and 0.0% of the total separations 
• White females constituted 2S.7% of the total hires and 24.2% of the total separations 
• White males represented S0.3% of the new hires and 26.3% of the separations 
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Table I compares the availability and actual workforce to the number of hires, separations, and 
promotions for males and females in 2009. 

Training 

A positive balance exists between the workforce representation and participation rate in training 
offered through the Human Resources Development Academy (HRDA) by blaclc females, white 
females, and other females. A positive balance exists for outside training for blaclc females, 
white females, other males and white males. The HRDA bas identified mandatozy course work 
for all employees, plus elective courses, to improve the skills of employees. As budgets shrink, 
however, it continues to be a challenge for departments to meet training needs. 

Workforce Outside TniDtas BRDA 'l'rabdng 
ReprelelllatioD PartidDatloD .. D 

Black Male 19.1% 18.6% 17.7% 
Other Male 3J)% 3.0% 2.9% 
Blaclc Female 12.8% 20.0% !S.2% 
White Female l7.S% 19.7% 19.4% 
Other Female 0.9% 0.8% 0.9% 
White Male 46.7% 47.1% 43.8% 

Conclusion 
Females continue to be underrepresented in the Protective Service (Unsworn) and Service 
Maintenance categories. The EEO Division of the Human Resources Department, on behalf of 
the City Manager, will continue to monitor the employment activity of departments with regard 
to affirmative action, and also actively seek out improved methods of recruiting. hiring, training. 
retaining, and promoting employees to maximize the City's efforts in achieving a diverse 
world'orce. 
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2 
Policy 
The purpose of the City's Affirmative Action goals is to provide a framework for 
affirmative action activities in the City of Cincinnati. The primary emphasis of 
affirmative action activities is to ensure the City of Cincinnati maintains equal 
opportunity in hiring, promotions, and employment actions. 

4 
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alit!) of C!Unrinnnti ;. .... 

1\n Qfk~htunrr N n. 7 g"- 1991 

s"t'l'TiliG l'CIIlTH the City's Affirmative Action Pragr011 to clarifY an4 
distingul.ah 1t from tho general Z~al Employment CpportunitY policy 
of the City. 

WRZRBAS, the City ot Cincinnati tin4a that 4l.acr1mination La 
eiiiJ'loyment, llau4 on np_e, col,_o~ .. .U.IC •. qr .. b~!!dl.Qll allveraely afhcta 
the health, welfare, peace-and. safety of the cOIIIIilldtYJ tllet peuou 
aUllject to such discriminations may suffer llepraaaod living 
conditions, poveny, an4 lack of hope, injuring the pulllic wtolfara, 
placing a bur4an upon the pUblic treasury to ameliorate the 
condl.Uou thua producoll, an4 creatillg con4l.tiona wlll.cb endanger tbe 
pUblic peace anll ordar1 and 

IIRDU.S, the City of Cincinnati hu an obligation aa an 
.-player to inauza a~ity of opportunity to all of ita citilen&J 
and 

IIRI.aE1IS, the City of Cincil\na ti baa Nintainad • policy of 
non-dbcriainatioll on the b&ab of uce, color, sex, or llen41csPJ 
and -

IIRZRBAS, tbe policy of tbe City illcludaa aggraaaiva puzauit 
of -lQYMnl: acl:ions llul.gnad 1:0 result in a -re ..,u1tal>le 
raflecl:ion of l:he availAbility of prol:ac~ claaaas within tile 
workforce at &11 lavela of City OIIIJ'laylllaDtJ an4 

. '1111Dll11S, l:lle City ot Cincbn&l:i 1a legally required to 
canoply witb &ll eaplQYMnl: regulal:iona of Title Vll of the U64 Civil 
Ugtll:& Act •• uen4e4, ot the 1961 Age 'Dilcrimination in l!lllployoHDt 
Acl: •• uen4e4, of the lt7J aabollilitation 11e1: u -ndd, alld tile 
1990 -ic:ana wil:b 'Dbollilitiu 1U:t1 and 

'1111Dll1111, tba City of Cillcinnati racopb• il:& oblipl:ion to 
ullderl:eke affi:rn~&l:ive action wl\icb :re~i:rea thai: poail:ive steps be 
taten to o,.,..,.. the effects of pan dlacrimiaal:ion an4 to identity 
and elialnel:e lle:rriera to hlrlng and promol:ion wl\1cb bava 4anied 
equal -1-nt opportunil:iea, particularly to ~. lll.noril:i .. , 
and. tba b&ndicappa4, alld to pursue all legal evenuaa to re4:r ... 
ine~l:ollle representation in City jolla wllicll have r .. ult:e4 f.- oucll 
anificial l>a:r:riau 1 """, tllerefore, . 

IB l': OIIDAIIIID br the council of the CitY of CLnci-1:1, 

&tate of Ohio 1 

Secl:ion 1. eons!..atent with the City of Cincinnati'• policy 

that it will not unlawfully 4iacriDinate in any te..o or cond.!..t!..on& 

of omploymanl: because of race, color, sea, or handicap, l:be City of 

Cincinnati will iiiiJ'lL.ant a COIIIJ'rehensive Affirmative lletion Program 

tor ainoril:ies, women, and tile bandLcappod. 

Section 2. Council directs tllal: each of the appointing 

autllorities set forth in l:lle Cllarter l>o responsible for following 

the most current Affirmative Action Plan. tach appointing 

authority or tho designated reprosantatlve thereof allall be held 

LFC R KAW #583 
Page 7S of 271 

Aflirmllive Action Pro&I'ID 



6 

&cccW\t&ble !ol' est:.abl~:;h;.~l9 &.nc! ~r.&.1.nl:a1n1nCJ a ccnrpr•h•n•lv• prCM)l;A."'II 

for a~t1rma~1v• ac~ion, consistent with the cucrent plan. 

Sact.lon ~. CouncU vlll !ollov a pollc:y a! non•.Uac:daiu

t.lon an4 ohall 4lract. the Mayor an4 City Manager to !ollov the policy 

of non-4hcrilllnation when making appc1Dt~~~ents to any City bou4a or 

c~aaiona. 

Section S • ':he Ci"Y Manager allall baua ;W.4ellnu an4 

atiJI4u4a !or t.l>e utll>l1ahmeat. a! the Af!i.,..t.iva Action fr091'1U 

l:laaa4 upoa, l:lllt. no" 11a1t.e4 to, Fe4anl §lll4ellllea 1.114 lllll!erUlce all 

nece .. uy activities to i.aava l.apbunut.lan of l:lle P1:091'•· 

Section I. '1'he City Manage.: &114 each a! tho appointing 

aut.hodt.iu set. forth in t.be Chut.u aball &111111:& tbat. .. n1or1t.y 

pract.1cu, job clusi.Ucat.iona, vorl• ua1~nt.l, paa1t.J.on 

q~~~UficaUana, civil ••nice axaal.na"10111, aD4 othu puaoDDel 

pract.icaa 4o not. have an IIDlallful 41acr1a1nat.oJ:7 ·effect. aD4, 

cona1nant. with law, are cur1e4 0111:. 1D a non-41acda1JI&tOJ:7 1101111er 

aD4 1ball 4evelop positive approaches aD4 act.1v1Uea 4ea1pa4 l:o 

oaiiUI:e aa.xi111111 coapllaMe w11:11 t.be City' a 1411•1 lllplo,_nt. Oppor· 

t.IIDit.y aD4 ll!fli:II&Uva Action poUciaa. 

sact.lon 7. 'l.'lul C1 t.y Manage.: will report. "o COIIDc11 OD tile 

pot:eatlal illpact: a! layoffs or privat.laatlOD on affirllat.iva action 

taina aD4 p.:oject.e4 toal.l. 

SactioD I. 'l.'lul appol.nt.lDIJ aut.hadt.iu ••" forth in l:ba 

Charter or t.heil: 4 .. 1,... .. ehall nport to COUDc11, 'ilo lat.~.: l:llaD 

Sept.ul:ler 1 &114 lluch 1 of eac:ll yea.: OD tile at.atua of tlle vadaua 

prot.act.a4 cluaaa in tl:le City vork!oxce. Such rapon aball 1Dc1114e, 

'bllt. AOt 'lie Ua1ta4 to, analyela of t.U overall prOI"&IIo t.he §lll4a

Un .. aD4 at.anc!arc!a, 1.114 the aanual 9aala an4 accaap11a~Dtl of each 

4epartaent aD4 their respective 41.v1aiou, in4epall4eot. bou:-4 aD4 

c~u1oo. ln a441.t.1on, the repo.:t. oball """ forth t.he race, sea 

LD4 b&D41~ap, if any, of employees wba have been .41aciplllla4 alolll 

wit.l> the nature of their infraction 1.114 the 4J.sc1pl1De a4a1n1stare4. 

Flll:tbar, any other report. required lly this or4lllance sball alaa 1M 

due no later than September 1 or Karch l of each year. 
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Mana;•~ and by the &4m1n1s~ra~ian when eval~at1n9 an 1ep~oyee'a 

perform.nce, &n4 willful violations a! the plan may rel~lt in 

41ac1plinazy action at the 41ocre~ion o! the appoin~f &UthoEity. 

Section 10. The City Kanagez shell develop aad the 

appointing autho~itiao aet forth in the Chartez &hall coopezata in 

the !.plementa~ion of an effective •Y•t .. !or the pEoceaainf of 

c~~~~plainta of 41acda1nauon becau .. of color, nee, au, DE 

'llan41ca:p. 

Section 11. That all City officials an4 officua al\&11 4o 

vbatevu poaaillle to aee that the lnurut o! Atfl.ruti,. AeUon 

aball Joe a4vance4 to the fullea~ extent poasillle uade.: tlle lew. 

section 12. '1'11e City llanafez ahall eotalol1ab en Atfimati"" : 

ACtion MviaoEY Coonl.ttoe vboae 4ut1ea ahall inclu4e Eec-n41nf 

"evislona an4 IIOn1toEi110 ot all UflnaUve J.ctlOD anA IIIW&1 

llllpl~nt policies, pEOf"aas, pEocel!uzea, aad ua1st1Dt ·the City 

Manag&E in the eo1UUDD of PEDlll .... UiliDIJ fEIII tba C1t;7 1 1 

ll.!firii&UYI ACticm Plan. 11.1~ zapona geoezatel! Q tllll Od1nenoe 1114 

relate4 a4mlniatEaUve nlll.llat1oll8 en4 pzc>ce4w:u •1!&11 be lillie 

avaiialole to the AUi .. auve fiction 11.4v1aory COIIIILI.ttee IUIIl lfl'/. jwiuc 

.:ecoEI!a aball Joe eh&re4 w1th the pul>lic upon Ufl'll&t. 

Sectl..on 13. 'rhat OEIUJI&nce """ 540-191'7 .:evbl..ng the Cley_• a 

Ufi:mative ACtion 'fEofr .. 1a henlo7 npeele4. 

Section U. '1'1111 OE41oance ahall be 1n •ff_!tct f.:aa anA 

after tha earlieat puiod allowed 1llf' lev. 

I HIJID\"CI!1111FYTIIAT RRDIIIAIICS 110. 7 J 
M '(/ w .... IIILISMO.Pilt~IIFrm•II.Lifl" 
INACTO.)l.U-•.,. '"•' ·•t ...... TU DN~l· ~I · r ,· . .f/ r-:Y 
.,1-w-.7·~ /-:_/;~,th? 

aaurc-. 
··-·--·· 
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AMENDING Seclio" 8 of Ordinence78·1891, to provide that lhe date by Wllich each City aaency lhall 
report to the City co,.rte~l on that agency's atnrmative actions in COMICtion with the Alllrmative Action 
Program shall be April t of each year. 

WHERI!AS, Sec:tlan e or Ordln.,ce 78-1 Dill, whletl enacts the City's Alf'onnlllfve Action Pragn~m, 
requns appointing authoritiel al the City to report to the City Council no later than September 1 and March 
1 of each ~ar, concerning their afllrmativa actlona and goals; and 

WHEREAS, this twice yaarty reporting date Ia in conftlcl with Administrative Rlglll8tlon 22 Wlllch 
requns agency heads to report to the City M-oer bv FebNIIIY 28 of each yaar, Md 

WHERI!AS, MIa recarnmenclld that Sec:tlan a a1 Otdll\llnce 78-1991 be arnencled to claritY that an 
annual Aftitrnetllle AcliDn Nport 11 due from City aganclu to tha City council no latar than April 1 of aacll 
year, each agency head having reported to the City Menaaar no latar than February 28 of aadl yur In 
accord With AdrnlnietrWva Regullllon 22: now, th.,.fore, 

SE IT ORDAINED by lha Council of the City of Clnclnnal~ State of Ohio: 

section 1. That Seellon a of Ordinance 78-1891 Ia amended to rwad aa ronOWI: 

SeciiOn B. Tlla appainlng aUihorilies set forth In the Charter or lllelr designees shall 
report to the CGuncll, no later than April 1 of each year on the status of the vallaua 
prallcted ctsnes In the City wetkfo~. Such Nportlhlllllnclude. but not be Hmiled 
to, anatyaf• of lha overan program, the guidelines and ll1llndards, end lha snnu.al 
goalS and accomplishments of each department and 1l'teir respectlva divlalona, 
indepenctant board and oommlulon. In addition, lha report llhlll Ill fOrth tiha 18GB, 
sex. and handicep, illtly, of employee• who have been dilldpllnaa along with the 
nature or their lnfnction and lha dilelpllno adminlsiel*l. Further. any olhor report 
required by this ordinance shall alta be due no later lhan Apnl1 of aaeh year. 

Section 2. Thai Sactlon II of Ordinance 78·1991 currenUy In effect is hlf1lbv repelled. 

Section 3. Thl1 ordillance shall take effect anellle In rorco from and after the eartietl period 

aDOMCI bv law. 

Pllled: 1!.,-#s~n--- ~~ , A.D., 11198 

( 
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r.rrtRKliiG tho clty'o Equal l!lllplaylftent gpportUIIity palici of pro
hibiting 41ocrlaination in city employment and authoriz ng tha City 
Manager to lmplonont a complaint invooti;atory procooo. 

WHEREAS, tho City of Cincinnati findl that 4iscrlmination 
in employment., ba1ed on factora auch •• race, coloz: t aex, han41cap, 
religion, national or ethnic origin, age, oexual or1antation, BlV 
otetuo, A9.11alachian rogional ancaotry, and marital otatuo adveroalJ 
affect• the health, welfare, peace and oafetr of the conmuaitl' that 
peroono oUbject to oUch diocrt.inotion may ouffer depreose4 1 ving 
condition•, poverty, an4 lack of h~, injuring· tho public wolfore, 
placing a.bur4en upon tho public traaourr to amoliorate the condi• 
tiono thus produced, and craoting condit ono which endanger the 
pUblic peace end order, and 

IIJIBIIBAS, the City of CinciiUiati hao an obligotlon ao an 
-loyer to inoura e;uality of 09.11ortunity in city -lOJIIIellt to aU 
of iU citlzana, based upon .:he aqval. protection guaronteaa of the 
United Statal and Ohio canotitutionaJ and 

WHERIWI, to IIOot iU obligation to implement ouch con· 
otitutioaal guarantee• the City of Cincinnati has maintained e 
policy of noa-4iacrilinatlau againot any peroon in hiring, prOIIIO· 
t.iona, tranafeEI or 41•clp11nary action• baae4 on factor• such •• 
race, color, sex. handicap, religion, natlanal or ethnic origin, a;e, 
••wal orientation, Appalachian regional anc••ti'Y• BlV •tatu1, or 
marital atatua, an4 

~. clarification of the ganeral city policy wl~l 
affir11 tha City• 1 policy of ampl-nt basad an Mrit and fitneoa1 
and aooiot in ioplemantation of oai4 coaotitutional. guarantee& of 
non-4l•cr!.lnat1on in employmentr nov, tharefore, 

BB IT ORDAINED by tha Council of the clty of Cincinnati, 

State of Ohioo 

Section 1. '1'he City of Cincinnati will not unlawfully 

4iscriainate against any peroon in any terma or conditions of 

enployment baaed on cl .. sification factota auch •• race, color, aea, 

handicap, religion, notional or ethnic origin, age, aelftlal. 

orientation, BlV atatuo, Appalachian regional anceotrr, and ... ital 

statua. Conoiotent with thll policy city ·-lo:rnoont actiono ohlll. be 

baaed only on applicable law an4 thoae foetor• rationally related to 

essential job functlona. 

Section 2. couucil will follow a policy of non·dlocrt.lno

tlon and ohall direct the Mayor and City Manogar to follow tho policy 

of non·diocrimination when making appointment• to any City boar41 or 

con~~~iaaion•. 

Aflkmldvo A ~:lion Pfo&rwn 
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section l. The provialons of tbl• or41nance &hall in no vay 

require tha City Manager to adop~ any affirma~lva action pra9r.m 

based upon religion, national or ethnic origin, age, •exual 

orientation, RIV status, Appalachian regional ancestry, or ~arltal 

status. 

Section 4. The City Manager an4 each of the appointing 

autnoritias set forth in the Chazter ohall ensure that oeniority 

practices, job classificationo, work aaoi~nto, position qualifi

eatio~, civil eerv1ce examinations, and otb•r personnel practices do 

not have an unlawful 411crim1natory effect an4, consistent with lav, 

aEe carried aut in a non-dlscrlmlnatory lft&flfter .. 

Section s. The City Hlna;er ohall 4avelop an4 the 

appointing autboritieo oet forth ln the Charter oball cooperate in 

the t.plementation of ,n effective .,atem for the processing of 

complaints a! dlacr1m1nat1on based on reli9ion, age, ethnic origin, 

aexual orlentatioa,. HIV atatue, Appalachian regional ancestry, an4 

marl tal 1 ta tus. 

Section &. All City official• an4 officer• ohall 4o 

whatever po11ible to see ~hat fairness in employment an4 pramotion 

opportunity aball be advanced. to the fulleat extent pa~llble Uft4er 

the law. 

Sectlon 7. ~~ uaed in tbla ordinance the tarna nAppalachlan 

re9ional" shall Man that area of the easte:E"n United States con

sis~ing of the counties listed in ~ppendiK A, attached hereto an4 

made a opart hereof. 

Section 8. Thia ordinance shall be ln effect from an4 after 

the ~arllen per1o4 allowed by law. 

LFC R KAW #583 
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City of Cincinnati Date: Februaty 3, 1998 

Office ofrhe City Manager Approved:~d~ 
Subjw: AFFIRMATIVE ACTION POLICY STATEMENT ** REVISED ** 

Equal employment opportunity· is the law. Discrimination is banned in all terms and 
conditions of employment on the basis of: race, color, sex, religion, age, national or ethnic 
origin, HIV status, marital status, sexual orientation, regional Appalachian ancestry or 
disability: (Definitions of terms are found in the Affirmative Action Plan.) 

. 
Banning discriminatory practices Is not enough. An affirmative action plan is necessary to 
guarantee that equal employment oppor\unity will happen for all protected groups. 

An affirmative action plan is defined as a set of specific and results-oriented procedures 
to which an employer commits itself to apply every good faith effort. The objective of these 
procedures plus efforts is equal employment opportunity. Procedures without effort to 
make them work are meaningless, and efforts, undirected by specific and meaningful 
procedures, are Inadequate. Therefore, there-shall be a yearly goal for each EEO job 
category and city job group as a guideline for hiring and promotion toward meeting the 
yearly goals. 

_Each agency head is directed to take affirmative action to assure that aB personnel actions 
have fair treatment to both applicants and employees. Agency heads should carefully 
analyze their utilization of women, minorities, and the persons with disabilities in all 
employment categories. They should then evaluate their recruitment, examination, 
selection, promotion, training, and other operations In order to determine what actions can 
rectify underutilization of women, minorities and persons with disabilities in any EEO job' 
group. 

' Each agency head will, on a yearly basis, report to the City Manager what affirmative 
actions, as ofDecember 31, liave been taken to: · 

(1) Hire persons from :underutitized classes; 
(2) Utilize and/or develop skills of present employees; 
(3) Provide opportunitY for advancement of all emP,Ioyees; 
(4) Train management and supervisory personnel to implement affirmative action; 
(5) Correct inadequate performance of 1111 employees. 

These reports wiD be delivered to the City Manager no later than February 28 of each year. 

11 
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The City Manager shall assure the existence of an elfeclive system for processing 
complaints of discriminalion beeause or race, color, sex, religion, age, national or ethnic 
origin, HIV status, marital status, sexual orientation, Regional Appalachian ancestry, or 
disability. Spe"cific City policies relating to sexual harassment and reasonable 
accommodation for persons with disabilities are covered in the City's Affirmative Aclion 
Plan. · 

The City Manager Is responsible for the oVerall success of the Affirmative Action Program. 
Each agency head Is personally responsible and accountable for the success of the 
Affirmative Action Plan in his/her agency. Each manager and supervisor is responsible 
and accountabfe·for the success of the Affirmative Action Program as it relates to his/her 
employees. · 

The City .Manager shall evaluate affirmative aclions taken and shall consider that 
evaluation when determining "salary adjustments• for directors and agency heads. Acls 
of discrimination and/or violation of EEO/AA policies or procedures will result in written 
reprimands, salary reductions, suspensions, and/or any combination of correclive aclions, 
including termination. · · 

The Direclor of Personnel and the EEO Division will audit personnel actions in City 
agencies and will provide assistance to agency heads In determining what affirmative 
aclions should be taken. All reports generated by this policy end the City Council 
ordinance will be made available to the Affirmative Action Advisory Committee and the 
public upon request. 

As authorized by ordinance. the City Manager shall appoint members of the Affirmative 
Action Advisory Committee. The Director of Personnel shall designate staff support of the 
-committee. 

12 



3 
Responsibility 

City Counc:il adopts the Aflinnative Action Program by City Ordinance as a reaffirmation of 
the City's commitment to equal opportunity and affirmative action. The plan requires the 
cooperation of City Officers and employees to assist In the achievement of a successful 
program. To eiiSIIlO the program's success, specific responsibilities have been delineated. 

CltyM11111111er 

LFC R KAW #583 
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The City Managa- has the ovcrall responst"bility and accountability for the City's Equal 
Employment ()pportullity Policy and Aftinnative Action Program. The City Manager shall 
review and approve the Aflinnative Action Progrsm Plan. This official sball evaluate 
depatlment beads on Equal Employment Opportunity (EEO) performance and attainment of 
established Aflinnative Action Progrsm (AAP) goals. Acts of discrimination and/or violations 
ofBBOIAAP policies or proccdurcs will result in written reprimands, salary reductions, 
11118pCDSions, aodlor any combination of corrective actions, including termination. 

Hum1111 Resourc- Dlractor 
The Human Resources Director is directly responsible for the operation and maintenance of the 
Affirmative Action Program. The Humsn Resources Director has primary responsibility for 
penonnel mated matters. The Humsn Resources Director shall: 

I. Assist departments with recruitment, referrals, screening and record keeping for 
1111c)aasified employees; 

2. Implement supportive progrsms to ensure the success of the Affirmative Action 
Program; 

3. Ensure that managen are aware that their work performance is, in port, evaluated on the 
basis of their BEO performance and the achievement of departmental goals for the 
workforce, and provide assistance in attaining BEO goals. 

4. Review and modify employment practices to avoid adverse impact or unlawful 
cliacrimination. 

13 



Equal Employment Opportunity Officer 
The Human Resources Director, or designee, is the City's EEO Officer and represents the 
City on all equal opportunity matters and discrimination complaints except those filed with 
outside agencies, which are handled by the City's Law Department. The EEO Officer is 
accountable to the City Manager and is responsible for monitoring the City's results, and 
evaluating sffirmative action efforts to ensure that all necessary actions are taken by all 
levels of management to fulfill the City of Cincinnati's Equal Employment Opportunity 
policy. These responsibilities include, but are not limited to, the following: 

1. Prepare and update &llllually the City's Affirmative Action Program Plan; 

2. Design, implement and conduct a continuing audit and reporting system to identifY 
possible problem areas and to monitor the overall effectiveness of the program and 
implementation thereof; follow through with advice and recommendations where 
appropriate to ensure remedial action is taken; 

3. Provide training and technical assistance to departments on the Affirmative Action 
Program Plan and EEO matters; 

4. Administer system for resolving EEO complaints from employees and applicants; 

S. Submit to the City Manager an annual status report of discrimination complaints filed 
against the City; 

6. Review all policies, procedures, rules, and appropriate documents for compliance with 
EEO practices and procedures; 

7. Serve as liaison between the City and government agencies, minority organizatillllS, 
women's orpnizations and community action groups concemed with employment 
opportunities for minorities, women, and persons with disabilities; 

8. Serve as staff to the Affirmative Action Advisory Committee and EEO Advisory 
Review Board; 

9. Monitor the 'bridge" positions that enable employees to move up to the middle 
management level to ensure that minorities and women are being afforded upward 
mobility opportunities; 

10. Periodically prepare presentations to discuss the status of the Affirmative Action 
Program's progress with the City Manager, Civil Service Commission, City Council, 
Cincinnati Human Relations Commission, the Afiirmative Action Advisory 
Committee, and agency heads. 

LFC R KAW #583 
Page BS of 27l 
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Civil Service Commission 
The Civil Service Commission has primary responsibility for recruibnent, testing, 
validation, certification, data collection, and reporting for the classified service, in 
accordance with city, state, and federal regulations. These activities are coordinated with 
the EEO Division. The Civil Service Commission sball: 

1. Recruit applicants in a manner consistent with established Aflinnative Action Program 
goals and timetables; 

2. Advertiae in minority news media and in localities that will maximize minority and 
female applicant flows; 

3. Test applicants in a manner consistent with applicable state and federal testing 
guidelines to ensure that testing is non-discriminatory; 

4. Monitor the certification process; 

S. Collect, analyze, and maintain applicant flow data; 

6. Ensure the job relatedness of minimum requirements and examinations; 

7. Prepare and submit required reports and documents to governmental agencies as 
appropriate. 

City Solicitor's Office 
The City Solicitor is responsible for bandling all litigation, matters, and proceedings in which 
the City may have a legal interesl 113 such, discrimination and non-compliance complaints 
that are served upon the City by external regulatory agencies shall be referred to the City 
Solicitor's office for advice and for appropriate action. 

Department Heads 
Each deparbnent head shall comply with all aspects of the City's Affirmative Action Plan. 
These responsibilities include, but are not limited to, the fullowiug: 

1. Establish and monitor specific goals and timetables to correct under-representation for 
all job categories; 

2. Initiate corrective measures to eliminate program deficiencies; 

3. Inform all employees of the departmental affirmative action program, EBO policy, and 
the City's Affirmative Action Program Plan; 

4. Maintain data required to document equal employment practices; 

S. Advise the Human Resources Department of specific recruitment needs for correcting 
workforce inequities. 

LFC R KAW #583 
Page s6 of 21) 

IS 



6. Iuitiate corrective measures to eliminate progmm deficiencies; 

7. Assist the EEO Division in resolving BEO complaints regarding departmental 
employment practices. 

Equal Employment Opportunity Counselors 
Equal Employment Opportunity CoUDSelors are elected by City employees and appointed to 
serve a three-year term to act as liaisons between management and employees for BEO/ AA 
matters. The complement for EEO counselors is twenty, with ten elected and ten appointed by 
the BEO Officer. Each EEO Counselor should have sufficient org&Dizational authority and 
acceas to department heads. Each EEO Counselor shall: 

1. Be trained on equal employment opportunity laws and affirmative action, mediation 
aDd inveatigative skills, Human Resources Policies and Procedures, Civil Service laws, 
and BEO counseling; 

2. Promote the concept of affirmative action and equal employment opportunity and 
inform employees of their rights and availability of personnel services including: 
counseling, job opportunities, training, and other matters concerning the employees' 
wellilre; 

3. Apprise Human Resources of employee concerns regarding EEO/AA matters; 

4. Assist in resolving problems and concerns related to EEO/AA; 

S. Submit suggestions to the agency head and EEO Officer to enhance and improve the 
A ffinnative Action Program. 

Equal Employment Opportunity Advisory Review Board 
The EEO Advisory Review Board, comprised of three volunteers appointed by the City 
Manager, will serve as the impartial reviewer of employee and applicant appeals ofEEO 
complaints filed with the EEO Officer. All recommendations are submitted to the City 
Manager for final action. 

EEO Complaints and Counseling 
The City of Cincinnati has an administrative process that is available to all job applicants and 
City employees for resolving EEO complaints. This process is designed to impartially resolve 
EEO complaints and minimize the financial impact upon both the complainllnt and the City. 
EEO complaints may be presented to the Human Resources Department-BOO Division. 
However, in most cases complaints will be referred back to the department to allow them to 
have the first opportunity to resolve the issues. Departments may request assistance from the 
BEO Division and Equal Employment Opportunity Counselors in the resolution of complaints. 

16 

LFC R KAW #583 
Page a? at 211 



4 
Goals and Utilization 
Goals will be established annually for total minorities and total women for all job 
categories. Each goal will be equal to the availability for that job category. Annual goals 
may be revised during the program. to accommodate changes that impact the City's 
workforce. For example, goals maybe affected by such filctors as the general state of the 
economy, expansion or contraction of the workforce, and/or an incresse or decrease in 
the City employee turnover rate. Goal attaimnent will be judged using the percent of 
availability for each job category as compared with the profile for that job category. 

One factor affecting goal attaimnent is the Civil Service selection procedure. Civil 
Service staff and City departments are continually working together to ensure that 
recruitment and examination processes will assist departments in meeting their 
Aflinnative Action goals. One procedure that continues to assist in this regard is the 
revision of the state Civil Service Rules replacing the rule of three with the rule often for 
entry level hiring opportunities. This pennits a hiring authority to consider an expanded 
number of applicants for each entry-level position to be filled. This will continue to 
provide departments with greater flexibility in meeting their goals. 

The City's ultimate goal is a workforce that is reflective of the relevant labor market. 
Good faith efforts will be made to attain the goals established. However, because gosls 
are set based on availability and are only estimates, not rigid quotas, it is conceivable that 
circumstances may sometimes result in the gosls not being achieved. 

Table 2 represents the 2010 objectives for utilization of the underut:ilized workforce of 
the City of Cincinnati. Two job categories for female representation were identified as 
underutilized. 

Table 3 represents the agency workforce composition on December 31, 2009 for each 
EEO job category by race and sex and persons with disabilities. Each number represents 
the actual number, with the percentage listed below, of full-time City employees by nee 
and sex who are employed by the City of Cincinnati in each job category. 

Underutilization is determined pursuant to the Code of Federal Regulations (CFR) 60-
2.1l(b ). Underutilization will be declared when there are fewer minorities or women in a 
particular job category than would be reasonably expected by their availability. For 
pmposes of program administration, underutilization will be declared when 
underutilization is less thsn 80% of availability. The 80% rule is an approved 
methodology by the Office of Federal Contract Compliance Programs (OFFCP). 

17 
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City of Cincinnati 
Affirmative Action Objectives for 2010 

Table2 

ObJective Availability 
lncreese Female Representation in the following categories: 

Protective Service (Un-sworn) 27.0 
ServiceJMalntenance 33.7 

Increase Minority Representation in the following categories: 

2009 

13.0 
21.2 

18 
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DEPARTIIEHllDMSION· 

EEOJOB 

CA1EGDftY I I 
% 

CITY OF CINCINNAn 
AFFIRMAnYE ACTION PROGRAM 

unUZATION ANALYSIS 
Tablel 

_ --------------- ~--un.t .,.,~,..,._...,.r.:~·I,£VVD" 

One section 1brea Faur ._w_ Undotutillzltion• Needed? 
Mala Famat. PWD ...... ~..._ ....... ... 

% % % % % % % % % 

7.4 I 2.s 10.6 17.8 0.8 3.0 2.6 .0.8 0.9 0.2 

IP• f alcrtal l1007 j 86l404l29 11e9 13051 24 1321 
11.8 9.0 

•A poslllve l'l.lmber lnclca18s lhat the representation of a group In the Clly woNorce exceeds Ill avallablily. A negative nwnber lndk:alllllhat lh• r&pi8Hilt:don cf a group in the City wolfdorce 
Islas lhon Ito ..-ly. and-. hoo a goal to in<:rease .__,.lion In lho Clly's workloo:a. 

1~ 
Alllmallve- Plllgram 

"Or.,, 
cg r' 
~1:::0 
!l.~ 
~:::; 
~ 
&l 
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Analysis 
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Black 
Males 

1990 18.8% 

1991 18.6% 

199:! 18.6% 

1993 18.7% 

1994 19.0% 

1995 19.3% 

1996 19.1% 

1997 19.1% 

1998 19.3% 

1999 19.2% 

2000 19.5% 

2001 19.4% 

2002 19.7% 

2003 19.8% 

2004 19.7% 

2005 19.8% 

2006 19.9"/o 

2007 20.1% 

2008 19.4% 

2009 19.1% 

CITY OF CINCINNATI 

COMPOSmON OF WORKFORCE (1990-2009) 
Table4 

White Other Black White 
Males Males Females Females 

53.0% 0.8% 12.0% 15.1% 

52.8% 0.9% 12.3% 15.1% 

51.9"/o 0.9% 12.5% 15.8% 

51.2% 0.9% 12.8% 16.0"/o 

51.1% 0.9"/o 12.7% 16.0% 

50.7% 1.0% 12.7% 15.9% 

50.1% 1.1% 12.4% 16.8% 

49.7% 1.2% 12.6% 17.0% 

49.2% 1.2% 12.8% 17.1% 

48.8% 1.2% 13.0% 17.3% 

47.8% 1.2% 13.5% 17.4% 

47.5% 1.3% 13.7% 17.5% 

47.1% 1.4% 13.9% 17.4% 

46.5% 1.2% 14.2% 17.9% 

46.8% 1.2% 14.2% 17.6% 

47.0% 1.24% 14.12% 17.4% 

46.7% 1.5% 14.2% 17.2% 

46.8% 1.5% 13.7% 17.3% 

45.7% 3.3% 13.2% 17.5% 

46.7% 3.0% 12.8% 17.5% 

Other 
Females 

0.3% 

0.3% 

0.4% 

0.4% 

0.4% 

0.4% 

0.5% 

0.5% 

0.5% 

0.5% 

0.6% 

0.6% 

0.6% 

0.4% 

0.5% 

0.5% 

0.6% 

0.6% 

1.0% 

0.9% 
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COMPARISON OF FEMALE AND MINORITY AVAILABILITY TO ACTUAL WORKFORCE 
TableS 

EEO Job catqory 
Female Total Minority Black 

Availability 2009 Availability 2009 Availability 2009 

Administrator 29.2 29.5 21.4 26.4 18.0 20.2 

Professional 34.8 48.5 17.0 29.6 14.4 24.3 

Technician 11.4 20.8 10.8 18.5 9.8 14.8 

Protective Services (Sworn) 12.0 14.2 22.1 33.0 21.4 28.6 

Protective Services (Un-Sworn) 27.0 13.0 54.5 65.2 54.5 66.2 

Administrative Support 66.1 84.5 36.0 47.4 34.7 45.3 

Skilled Craft 1.3 4.4 9.1 1S.3 8.9 13.7 

Service/Maintenance 33.7 21.1 40.9 56.8 39.3 54.1 

Other 
Availability 

3.4 

2.6 

1.0 

0.7 

0.0 

1.3 

0.2 

1.6 

22 Affirmative Action Program 

2009 

6.2 

5.3 

3.6 

4.4 

0.0 

2.1 

1.6 

2.8 
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Applicants 

Applicant Flow Analysis 

Applicant data are the most immediate index to assess the City's success in reaching 
targeted groups and quslified female and minority applicants in the general labor msrket. 
The Human Resources Department has compiled applicant-flow dsts by Job Category to 
determine the effectiveness of recruibnent efforts in attrscting quslified applicants to 
specific categories. Effective recruibnent is imperative if Affirmative Action goals and 
objectives are to be met 

Applicants are advised that this information is strictly voluntary and will be used for 
affirmative action pwposes only. All data are maintained and analyzed to detect 
employment patterns that could be challenged as discriminatory. 

Table 6 Ieptesents the total applicant flow data from January I through December 31, 
2009 for positions filled through open, competitive examination or exceptional 
appointment. Other hires may have occurred through other means. 

23 
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CITY OF CINCINNATI 
APPLICANT FLOW SUMMARY 

JANUARY 01, 2009 -DECEMBER 31, 2009 

TableS 

APPUED HIRED 

# " # " TOTAL APPUCANTS 11082 100.0% 175 100.0% 

MAUl 7452 67.2% 108 61.7% 

FEMAU: 3445 31.1% 67 38.3% 

UNKNOWIO 185 1.7% 0.0% 

TOTAL WHITE 6994 63.1% 133 76.0% 

TOTAL MINORfflES 3622 32.7% 42 24.0% 

BLACIC 2985 26.9% 35 20.0% 

OTHEil 637 5.7% 7 4.0% 

UNKNOWN 466 4.2% 0.0% 

Affirmative Action Program 
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CITY OF CINCINNATI 
Applicant Flow Summary 

JANUARY 01, 2009 •DECEMBER 31, 2009 

ADMINISTRATOR 
TABLE54A 

APPUED 

# " TOTAL APPLICANTS 244 100.0% 

MALE 182 74.6% 

62 25.4% 

UNKNOWN 0 0.0% 

TOTAL WHITE 175 71.7% 

TOTAL MINORITIES 61 25.0% 

BLACI< 52 21.3% 

OTHER 9 3.7% 

UNKNOWN 8 3.3% 

PROFESSIONAL 
TABLE548 

APPUED 

tl " 
TOTAL APPUCANTS 4425 100.0% 

MALE. 2677 60.5% 

1671 37.8% 

UNKNOWN 77 1.7% 

TOTAL WHITE 2886 65.2% 

TOTAL MINORITIES 1339 30.3% 

BLACI< 934 21.1% 

OTHEii 405 9.2% 

UNKNOWN 200 4.5% 

HIRED 

# " 5 100.0% 

2 40.0% 

3 60.0% 

0.0% 

3 60.0% 

2 40.0% 

1 20.0% 

1 20.0% 

0.0% 

HIRED 

# " 69 100.0% 

38 55.1% 

31 44.9% 

0.0% 

47 68.1% 

22 31.9% 

17 24.6% 

5 7.2% 

0.0% 

Affirmative Action Program 

LFC R KAW #563 
Page 9S of 27} 



26 

CITY OF CINCINNATI 
Applicant Flow Summary 

JANUARY 01, 2008 -DECEMBER 31, 2008 

TECHNICIAN 
TABLEUC 

APPUED HIRED 

# " TOTAL APPLICANTS 221 100.0% 

MAU 111 60.2% 

FEMALE. 110 49.8% 

UNKNOWN! 0 0.0% 

TOTAL WHITE 143 64.7% 

TOTAL MINORITIES 68 30.8% 

BLACI< 49 22.2% 

OTHER 19 8.6% 

UNKNOWN 10 4.6% 

PROTECTIVE SERVICE (SWORN) 
TABLE54D 

APPUED 

# " TOTALAPPUCANTS 2987 100.0% 

MALE 2786 93.3% 

167 6.6% 

UNKNOWII 34 1.1% 

TOTAL WHITE 2199 73;6% 

TOTAL MINORITIES 764 26.2% 

BLA~ 649 21.7% 

OTHERj 106 3.5% 

UNKNOWN 34 1.1% 

I# " 19 100.0% 

14 73.7% 

6 26.3% 

0.0% 

16 78.9% 

4 21.1% 

4 21.1% 

0 0.0% 

0.0% 

HIRED 

I# " 2 100.0% 

2 100.0% 

0 0.0% 

0.0% 

2 100.0% 

0 0.0% 

0 0.0% 

0 0.0% 

0.0% 

Affirmative Action Program 
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CITY OF CINCINNAn 
Applicant Flow SummaJY 

JANUARY 01, 2009 ·DECEMBER 31, 2009 

ADMINISTRA nVE SUPPORT 
TABLE54F 

APPUED 

# " TOTAL APPUCANTS 1988 100.0% 

MALf. 550 27.7% 

FEMALe 1384 88.7% 

UNKNOWNj 72 3.8% 

# 

31 

7 

24 

HIRED 

" 100.0% 

22.8% 

77.4% 

0.0')(, 

TOTAL WHITE 770 38.8% 25 80.6% 

TOTAL NINORmES 1099 55.3% 

BLAC/Io 1042 52.5% 

OTHEI< 57 2.9% 

UNKNOWN 117 5.9% 

SKILLED CRAFT 
TABLE54G 

APPUED 

# % 

TOTAL APPUCANTS 257 100.0% 

MAU 252 98.1% 

4 1.6% 

UNKNOWI'fl 1 0.4% 

TOTAL WHITE 183 71.2% 

TOTAL MINORmES 58 22.6% 

BLAC/Io 53 20.6% 

OTHEA 5 1.9% 

UNKNOWN 16 6.2% 

6 19.4% 

5 18.1% 

1 3.2% 

0.0% 

HIRED 

# " 7 100.0% 

7 100.0% 

0 0.0% 

0.0% 

7 100.0% 

0 0.0')(, 

0 0.0% 

0 0.0% 

0.0% 

Affirmative Action Program 
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CITY OF CINCINNATI 
Applicant Flow Summary 

JANUARY 01, 2008 ..OECEMBER 31, 2009 

SERVICE/ MAINTENANCE 
TABLEfUH 

APPUED 

# " TOTALAPPUCANTS 962 100.0% 

MALE 894 92.9% 

FEMALE 67 7.0% 

UNKNOWN 1 0.1% 

TOTAL WHITE 638 66.3% 

TOTAL M/NORITJES 243 25.3% 

BLAC~ 206 21.4% 

OTHEt; 37 3.8% 

UNKNOWN 81 8.4% 

• 
42 

38 

4 

34 

8 

8 

0 

HIRED 

" 100.0% 

90.5% 

9.5% 

0.0% 

81.0% 

19.0% 

19.0% 

0.0% 

0.0% 
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Hires 
The number of hires in 2009 was 175. Table 7 shows the percentage of minority and female 
hires by department. Table 8 shows the number of hires by Job category and Table 9 shows 
the number of hires by department broken down by race and sex. The count of hires does not 
Include employees who transfemed into another City department. Of the 175 hired, 67 or 
38.3% were female; 42 or 24.0% were minorities; and 87 or 49.7% were members of a 
protected class. 

Advancements toward Affirmative Action 

TABLE7 

l»epartmeat II Total Hires II % Minorities II %Female II % Protected 

lcrnz!!NS COMPLAINT AUTHORITY I II 100.0% II 0.0% 100.0% 

jCITY MANAOER ·SUMMARY I 3 II 33.3% II 0.0% 333% 

terrY PLANNING DEPARTMENT 2 II 0.0% II 100.0% 100.0% 

I£X>MMUNITY DBVELOPMENT 8 37.5% II 2S,O% SO.O% 

~ESERVICES II 0.0% II 100.0% 100.0% 

\~'~NANCE I I 2 SO.O% II 100.0% I 100.0~ 

jP1RB II II 0.0% II 0.0% II 0.0% 

JHEAL1H II 22 II 54.5% II 77.3% II 16.4% 

!HUMAN RESOURCES 0 II 0.0% II 0.0% II 0.0% 

jLAw 6 II 16.7% II 100.0% II 100.0% 

jMETROPOUTAN SEWER DISTRICT 49 II ll.2% II 16.3% II 28.6% 

~ARKS s II 0.0% II <0.0% II <0.0% 

jroucs 22 II 13.6% II 72.7% II 81.8% 

jPUBUC SERVICES 12 II 2S.O% II 83% II 2S.O% 

\RECREATION II 0.0% II 0.0% II 0.0% 

ptEOIOIIAL COMPI.mlR CTR 2 II SO.O% II SO.O% II SO.O% 

)TRANSPORTATION & ENCllNEBRIN I 0.0% II 0.0% II 0.0% 

jWATER WORKS II 37 II 13.5% II 24.3% II 3S.l% 
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Job category 

CITY OF CINCINNATI 
FULL TIME EMPLOYEES HIRED BY 
JOB CATEGORY, RACE AND SEX 

JANUARY 01, 2009 ·DECEMBER 31,2009 

TABLES 

PWD = Parsons with Disabilities 

30 

PWP 
Total 

II 

Afflmatfve Action Program 
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Depllftment 

CITY OF CINCINNATI 
FULL nME EMPLOYEES HIRED BY 

DEPARTMENT, RACE AND S!X 
JANUARY 01,2009 -DECEMBER 31,2009 

Total 

TABLE9 

WM 
II 
% 

OM , 
% 

BF , 
% 

PWD " F'eraoM with 0/sab/llttea 

31 --Program 
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Exceptional Appointments 
Hires for 2009 also Included exceptional appointments from 6 City departments. Of the 175 
employees hired, 91 or 52% were exceptional appointments. The Metropolitan Sewer District 
had 33 of the 175 exceptional appointments in 2009, while Health and Water Works had 20 
and 18, respectively. Of the total exceptional appointments, 30 or 17.1% were female; 26 or 
14.9% were minorities; and 42 or 24% were members of protected classes. 

Department 

Citizens Complaint Authority 

City Manager- Summary 

City Planning Department 

Community Development 

Enterprise Services 

Finance 

Fire 

Health 

Human Resoun;es 

Law 

Metropolitan Sewer District 

Parks 

Police 

Public Servioes 

Recreation 

Regional Computer ctr 

Transportation & Engineering 

Water Worlls 

TOTAL 

32 

Exceptional Appointments 
by Department 

TABLE10 

BM WM OM 

1 1 

2 3 

1 3 1 

3 23 1 

1 

1 

2 5 

1 

1 

1 10 

10 49 2 

SF WF OF 

1 

8 6 1 

4 2 

1 

1 5 1 

10 f8 4 
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Promotions 
Advancement through upward mobility is an important measure in determining the City's 
Affirmative Action Program. Table 11 and Table 12 Include automatic promotions which 
employees receive after successful completion of a probationary period. The City Manager 
has no control over such promotions. This table Indicates that there were 255 promotions In 
2009. Minority promotions represented 30.6% of the total promotions, compared to 32% In 
2008. Females represented 28.7% of the total promotions, compared to 43.4% in 2008. 
Protected class employees represented 47.5% of the total promotions in 2009, as compared 
to 56.8% In 2008. 

Job Category 

CITY OF CINCINNATI 
FULL TIME EMPLOYEES PROMOTED BY 

JOB CATEGORY, RACE AND SEX 
JANUARY 01, 2009 -oECEMBER 31, 2009 

TABLE 11 

PWD = Persons with Disabilities 

ll Afllmatlva Action Program 
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Department 

CITY OF CINCINNATI 
FULL TIME EMPLOYEES PROMOTED BY 

DEPARTMENT, RACE AND SEX 
JANUARY 01, 2009 ·DECEMBER 31,2009 

TABLE 12 

OM 
# 
% 

BF 
I# 
% 

PWD = Persons with DisabUitJes 

34 

PWD 
OF Total , , 
% "· 

Afllmallve Action Program 
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Transfers 
A review of Table 13 and Tabla 14 indicates that of the 23 total number of transfers for 2009, 9 
or 39.1% were minorities and 15 or 65.2% wera female. Of the 18 departments, 7 had 
employees transfer Into their department for 2009. 

Job Category 

CITY OF CINCINNATI 
FULL TIME EMPLOYEES TRANSFERRED BY 

JOB CATEGORY, RACE AND SEX 
JANUARY 01, 2009 -DECEMBER 31, 2009 

TABLE 13 

PWD = Persons wtlh Disabilities 

ss 

PWD 
Total 

II 
% 

Afllmauve Action PrDgtam 
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Department 

SERVICES 

CITY OF CINCINNATI 
FULL TIME EMPLOYEES TRANSFERRED BY 

DEPARTMENT, RACE AND SEX 
JANUARY 01, 2009 -DECEMBER 31,2009 

Total 
BM , 
% 

TABLE14 

PWD =Parsons with Disabilities 
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Separations from Full-Time Employment 
Separations are analyzed to assess the Impact on the workforce. All separations (I.e. 
retirements, resignations, dismissals, full-time to part-time, etc.) from the permanent full
time workforce Is counted to determine the separation rate. The table below reveals a 

. total of 198 separations for program year 2009. When compared with the 175 hires 
made in 2009, thera were 231ess hires than separations. 

The comparison of hiras and separations reveals that employees in five of the eight 
EEO Job Categories were hired at a lower rate then they were separated in 2009. All 
other job categories hired at a higher rate than were separated. 

80 

70 

60 

so 
40 

30 

2Q 
• Separations 

10 

0 • Hires 
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Job Category 

CITY OF CINCINNATI 
FULL TIME EMPLOYEES SEPARATED BY 

JOB CATEGORY, RACE AND SEX 
JANUARY 01,2009 ·DECEMBER 31,2009 

TABLE 15 

PWD =Persons with DissbUIUes 

l8 
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CITY OF CINCINNATI 
FULL TIME EMPLOYEES SEPARATED BY 

DEPARTMENT, RACE AND SEX 
JANUARY 01, 2008 -DECEMBER 31, 2008 

TABLE18 
--------r~~.----

Department 

PWD ., Persons Wflh 0/aebl/hiN 

3P 

WF 
# 
% 

OF 

• 'llo 
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6 
Equal Employment Opporlunity 
Complaints/Contacts 

There were 35 Equal Employment Opportunity (EEO) Complaints/Contacts and 
33 Employee Relations Complaints/Contacts filed with the Employee Relations 
Division of the Human Resource Department against City employees In 2009. 
This reflects a 42.9% decrease In fiUngs from 2008. The following departments 
did not have any EEO Complaints/Contacts filed in 2009: Citizen Complaint 
Authority, the City Manager's Office, the Department of Human Resources, and 
the Regional Computer Center. 

WaterWorks 

T&E 

Recreation 

PubUc Services 

Pollee 

Planning 

Parks 

MSD 

Law 

Health 

Fire 

Anance 

Enterprise Services 

Comm.Devlp 

0 5 10 15 20 

40 
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CITY OF CINCINNAn 
NUMBEI'l OF EQUAL EMPLOYMENT OPPOI'lTUNITY COMPLAINTS/CONTACTS 

BY DEPARTMENT, RACE AND SEX 
JANUARY 01, 2009 -DECEMBER 31, 2009 

TABLE17 

l'ap41 Alllmallve Acllon Pluglllm 
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CITY OF CINCINNATI 
NUMBER OF Emp Relation COMPLAINTS/CONTACTS 

BY DEPARTMENT, RACE AND SEX 
JANUARY 01, 2009 ·DECEMBER 31, 20011 

TABLE18 

l'lp42 

OM 
tl 
% 

BF 
tl 
% 

tl 
% 

OF 
II 
% 
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In 2009, 24 complaints ware filed extemally. Of the 24 complaints, 9 were flied 
with the Equal Employment Opportunity Commission (EEOC) and 14 were flied 
with the Ohio Civil Rights Commission (OCRC), and 1 was filed with both 
agencies. 

Agency 

Finance 

Fire 

Parks 

Pollee 

Public Services 

Regional Computer 
Center 
RacrNUon 
CommiiSion 

WaterWorks 

Total 

EEOC/OCRC Complaints by Department 
2009 

2008 
Demographics For EEOCIOCRC c-

Tollll II laCk White 01har lllack 
Male Male Male Femala 

1 1 

1 1 

1 1 

4 3 1 

8 5 3 

3 2 1 

1 1 

5 1 1 1 

24 13 1 1 7 

•Finance 

•Fire 

• Paries 

a Pollee 

ePS 

eRCC 

•Rec 

aww 

White Oilier 
Female Female 

43 
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7 
Corrective Action 

The total numb..- of corrective actions received by employees Increased ftom 373 in 2008 
to 388 in 2009. The table below indicates that of the 388 corrective actions taken in 2009, 
280 (72.1%) w..-e imposed upon protected class employees, and 248 (63.9%) w..-e 
minority employees. The percentage of corrective actions received by minority 
employees increased by 8.5% ftom 2008. 

2009 Corrective Actions by Race and Sex 

•BM 
•WM 

•OM 

•sF 
•WF 

•OF 

44 
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Department 

CITY OF CINCINNAll 
FULL TIME EMPLOYEES DISCIPUNED BY 

DEPARTMENT,RACEANDSEX 
JANUARY 01, 2009 ·DECEMBER 31, 2009 

TABLE19 

Tolal 

PWD = Persons with Disabilities 

45 Afftmattve Action Program 
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8 

Training 
Outside Training reflects employee attendance at a training program offered 
by an outside training vendor or by City departments. The chart below 
reflects the total number of training classes or seminars that were attended 
by employees and the demographic information of attendees. External 
training is often highly specialized, technical or requires expertise not 
existing within the employee complement. A3 budgetary constraints limit 
resources to fund external training, the Department of Human Resources has 
focused on utilizing internal resources to provide training in areas such as 
basic/advanced supervision, management training, customer service, sexual 
harassment, etc. 

46 
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9 
Gender Discrimination Guidelines 

The City of Cincinnati fully complies with all applicable State and Federalla.Ws regarding 
gender discrimination. The City will continue to do the following: 

Recruitment and Advertising 
1. The City actively recruits and hires employees of both genders for all jobs. 

2. Employment advertisements do not express a gender preference for any job. 

Job Policies and Practices 
1. Personnel policies do not discriminate on the basis of gender. 

2. Employees and applicants ofboth sexes are considered equally for all positions they are 
qualified to perfonn. 

3. Employment opportunities, wages, hours, conditions of employment, pensions, 
recreation programs, and employee fringe benefits are administered regardless of 
gender. 

4. The seniority system is equal for all employees regardless of gender. 

5. There is no distinction between the employment treatment or termination of a male or 
female based on marital status. The number or age of children will not be a factor in 
job offers and equal treatment. Retirement age and benefits are equal for both genders. 

6. Leave of absences are the same for all employees regardless of gender or marital status. 

Sexual Harassment and Favors 
It is against the City of Cincinnati's policy statement on sexual harassment for any person 
to use their official authority in making sexual advances towards employees over whom the 
person is authorized to make or recommend personnel actions; to grant, recommend or 
refuse to take personnel action because of sexual favors; and to take or fail to take a 
personnel action as reprisal against any employee for rejecting or reporting a sexual 
advance. It is also against City policy for a manager or supervisor to allow any employee 
to be sexually harassed, either verbally or physically, by any other employee, disciplinary 
action, up to and including termination, will be taken against any employee, whether 
supervisor or co-worker, who has violated this policy. 

Unwelcome sexual advances, requests for sexual favors, and other verbal or physical 
conduct of a sexual nature constitute sexual harassment when: 

LFC R KAW_#5B3 
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1. Submission to such conduct is made either explicitly or implicitly a term or 
condition of an individual's employment. 

2. Submission to or rejection of such conduct by an individual is used as the basis for 
employment decisions affecting such individual; or 

3. Such conduct has the purpose or effect of substantially interfering with an 
individual's work performance or creating an intimidating, hostile or offensive 
working environment 

Any employee who believes he or she is or has been sexually harassed should immediately 
report the matter to his or her supervisor or, if the harassment is from his or her supervisor 
or another member of management, to that individual's supervisor. 

Reports of sexual harassment may also be made to the EEO Division and/or any EEO 
Counselor. 

Affirmative Action 
The City will continue to take affirmative action to seek women for all positions. Special 
emphasis will be placed on those positions where women have been previously excluded. 
Equal opportunity is provided to all employees and applicants in all functions of the City. 
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10 
EEO Job Categories 
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EEO Categories are job classifications published by the Equal Employment Opportunity 
Commission (EEOC). State snd local governments use the EE0-4 schedule. Approximately 
6.3 million employees are covered under the EE0-4 Job Categories. A description for esch of 
the eight Job Categories; Administrator, Professional, Technician, Protective Service (Sworn), 
Protective Service (Unsworn), Administrative Support, Skilled Craft, snd Service 
Maintenance; begins on psge 51. A detailed listing of all of the job classificstions employed 
by the City of Cincinnati for 2009 are 1iated by EEO Job Category beginning on page 68. 

so 



1 OmclaWAdmlnlstrators: Occupations in which workers set broad policies and 
exercise overall responsibility for execution of these policies. Included are 
department heads and other top management positions. This category also includes 
a number of positions that are regulatory. 

2 Professionals: Occupations that require advanced education, special training, or 
work experience. 

3 TechDiclans: Occupations that require specialized and theoretical knowledge that is 
usually acquired through specialized post-secondary school education or on-the-job 
training. 

4 Protective Services-Sworn: Occupations that are directly connected with ensuring 
public safety, security, and protection. 

5 Protec:tlve Servlces-Nonsworn: Occupations that perfonn technical and support 
work in safety or law enforcement that do not require a sworn person. 

6 Admlnlstratlve Support: Occupations in which workers are responsible for 
performing clerical support work such as typing, filing, recording, and receptionist 
work. 

7 Skilled Craft: Occupations in which workers perform jobs which require special 
manual skill and a thorough and comprehensive knowledge of the processes 
involved in the work which is acquired through on-the-job training or 
apprenticeship. 

8 Service Maintenance: Occupations in which workers perform duties that result in 
or contribute to the comfort, convenience, hygiene, or safety of the general public. 
Responsible for the general care, cleaning, and upkeep ofbuildings, parks, or 
facilities. 
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11 
lntemal Audit 

Internal Review 

LFC_R_KAW_#5B3 
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Under the direction of the EEO Offi=. the EEO staff will conduct general internal reviews 
to help assure the City Manager that the City is meeting all EEO objectives and fulfilling 
the intention of the City of Cincinnati's Affirmative Action Program. 

Following each review the findings will be analyzed and when necessary, a corrective 
action plan that addresses deficiencies will be prepared and implemented. 

Internal Reporting System 
The following internal reports will be prepared on a scheduled basis to provide the 
infonnation necessary for the internal review, as well as to ensure that non-discriminatory 
policies are being carried out: 

1. EE0-4 Report 
• Details the race and sex composition of the workforce by eight occupational 

categories and is used to determine general trends. 

2. Report of Human Resources Department Activities 
• Provides the composition of applicant flow and hire dats by EE0-4 mioority 

designation and gender 
• Provides source of referrals and hires by EE0-4 minority desigDation and sex. 
o Provides reasons for rejection of employment applicants by EE0-4 mioority 

designation and gender. 

3. Utilization Status Report 
• Provides utilization ststus, profile trend and movement data by EE0-4 mioority 

designation and sex. 

4. Movement Report 
o Trscks placement, promotions, and separations by EE0-4 minority desigDation 

and gender. 

5. Training Reports 
o Documents attendance at training classesbyEE0-4 miooritydesigDation and 

gender. 
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12 
Dissemination 

Internal 
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I. Copies of the Affumative Action Program plan will be distributed to Council Members, 
elected and appointed officials, City management, Equal Employment Opportunity 
CowtSelolll, employee organizations, and City Boards and Commissions. 

2. Human Resources will advise employees that a copy of the Affirmative Action 
Program plan is available for review. 

3. The City's EEO Policy Statement will be distributed annually to all employees. 

4. All required federal and state posters and notices will be posted at appropriate 
locations. 

S. In-house publications will bear the statement "Equal Opportunity/Affirmative Action 
Employer" on the cover of face sheet, as appropriate. 

6. City-sponsored publications will feature both minority and non-minority men and 
women. 

7. EEO policy will be discussed in new employee orientation sessions and appropriate 
training programs. 

8. Non-discrimination clauses will be included in all union agreements, and all contracts 
will be reviewed to ensure they are non-discriminatory. 
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External 

I. Any method utilized for recruitment purposes will conclude with the statement that the City 
is an ''Equal Opportunity/Affirmative Action Employer." 

2. Relevant advertising or City-sponsored publications prepared for the general public will 
feature both minority and non-minority men and women. 

3. Printed material for external dissemination will include the statement "Equal 
Opportunity/Affirmative Action Employer," as appropriate. 

4. Female/minority/disabled recruiting sources will be utilized whenever possible. 

5. The Human Resources Department will maintsin a current listing of 
female/minority/disabled publications and community organizations whose interests are 
directed at ensuring equality. 
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Appendix A 

Summary of EEO Laws 

T!tle VII of the ClvU Rlghg Act ofl%4 lAs AD!ended) 

Title vn prohibits discrimination because of race, color, religion, sex, or national origin in 
all employment practices, including hiring, firing, promotion, compensation, and other 
terms, privileges, and conditions of employment. 

Equal Emp!oymeat Opportunity .Act of1972 

This Act amends Title vn of the Civil Rights Act of 1964 and greatly strengthens the 
power and expands the jurisdiction of the Equal Employment Opportunity Commission in 
enforcement of the law. 

Title IX Educatlou A!Dendmeats Act of 197:Z 

Title IX, in addition to extending coverage of the Equal Pay Act, prohibits discrimination 
on the basis of sex against employees or students of any education institution receiving 
Federal financial aid Provisions covering students are similar to thos of Title VI of the 
1964 Civil Rights Act. 

The Equal Pav Act of 1963 

This act requires all employers subject to the Fair Labor Standluds Act to provide equal pay 
for meo aud women performing similar work. In 1972, coverage ofthia Act was extended 
beyond employees covered by the FLSA to au estimated 1 S million additional executive, 
administrative and professional employees (including academic, administrative personnel, 
and teachers in the elemeotary and secondary schools) and to outside sales persons. 
(Administration of the Act trsnsferred to EEOC, July 1, 1979., 

The Rehab!lltadou Act of 1973 

This Act ststes that PO otherwise qualified disabled individual in the United States as 
defiped, shall, solely by reason of his/her disability, be excluded from the participation in, 
be denied the benefits ot; or be subjected to discriminatiou under any program or activity 
receiving federal financial assistance. 

Yletuam Era Veterans Readluotmept Act of 1974 

A federal statue, effective December 3, 1974, which requires :fums holding federal 
contracts or subcontracts of $10,000 or more to take "Affirmative Action to hire and 
advance in Employment" disabled and Vietnam-Era veterans. The law is to be 
administered by the U.S. Departmeot of Labor. Previously, government contractors were 
required, under Executive Order 11598, only to give "Special Emphasis" to the 
employment of veterans. No veteran may be considered to be a veteran of the Vietnam era 
underSection2011 afterDecember31,1999. 
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The Age Dffrrlmlnatlon In Employmmt Act of 1967 

This Act proln"bits employers of25 or more persons from discrimination because of age 
against persons 40 years old and over in any area of employment (Administration of this 
Act transferred to EEOC July 1, 1979.) 

Ciy!l RIAAts Act of 1991 

The Civil Rights Act of 1991, sigoificantly amends Title VII of the Civil Rights Act of 
1964, the Civil Rights Act of 1966, the Attorneys' Fee Award Act of 1976, the American 
with Disability Act of 1990, and the Age Discrimination in Employment Act of 1967. The 
Act reverses parts of seven recent United States Supreme Court decisions that favored 
employers and for the first time provides for increased damages and jury trials in cases of 
intenti<mal discrimination. Such subjects as disparate impact, business necessity, bias after 
hiring, consent decree challenges, seniority systems, and race-nanning of test scores are 
addressed. The Act also requires the Equal Employment Opportunity Commission to cany 
out a program of educational and outreach activities regarding its provisions. 

Ap!rd9Ds with Dyab!lltles of 199Z 

This Act provides comprehensive civil rights protection to individuals with disabilities in 
the areas of employment, public accommodation, state and local government services and 
programs and telecommunications. Most of the provisions of the ADA encompass Section 
S04 of the Rehabilitation Act of 1973, as amended, and the Civil Rights Act of 1964, as 
amended. The ADA extenda disability discrimination prohibition to all stste and local 
governments whether or not they receive federal funds. 

8Pk of Ohio Agab!st Disqiminatlon 

Section 4112 of the Oho Revised Code in 1959 empowered the Ohio Civil Rights 
Commission (OCRC) as the agency to eliminate discriminatory employment practices. 
Subsequent amendments to the law have extended responsibilities of the OCRC to cover 
diacrimination based on race, color, religion, sex, national origin, disability, age (at least 40 
years old) or ancestry in the areas of employment, housing and public accommodations. 

ctty Onllp•pg No. 79-1991 

According to this Ordinaru:e, the City of Cincinnati will not unlawfully discriminate in any 
tenns or conditions of employment because of race, color, sex, religion, national or ethDic 
origin, age, handicap, sexual orientation, mv status, Appalachian regional ancestry, and 
marital status. 

This ordinance (replaces Ordinance No. 540-1987) revises the City's Affirmative Action 
Program, and authorizes the City Manger to issue guidelines and standards for the 
implementation of such program. This ordinance provides the City of Cincinnati the means 
by which to comply with all employment regulations ofTitle vn of the 1964 Civil Rights 
Act as amended, of the 1967 Age Discrimination in Employment Act as amended, of the 
1973 Rehabilitation Act as amended, and the 1990 Americans with Disabilities Act. 
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AppendlxB 
Equal Employment Opportunity Affirmative Action Defmitions 

Affirmative Action (AA) 

Affinnative Action is a plan to take action to assure equal employment opportunity. Such plan 
is conscious of race, color, sex, and disability to help remedy past patterns of employment 
practices. 

However, Affirmative Action goals are not established for the following protected groups: 
religion, national or ethnic origin, age, sexual orientation, HIV status, Appalschian Regional 
Ancestry, and marital status. 

Equal Employment Opportunity (EEO) 

Equal Employment Opportunity is equal access to employment as well as equal access on the 
job to all opportunities availshle, including opportunities for promotion, training. 
responsibilities, vacation, sick time, breaks, benefits, and higher paying jobs. EEO also 
encompasses equal application of rules, procedures, and discipline. 

In regard to all of these, EO tells us to be blind to race, color, sex, disability, age religion, 
national or etlmic origin, sexual orientation, HIV status, Appalacllian Regioual Ancestry, and 
marital status. 

Essential Functions of the Job 

Functions that the individual who holds the position must be able to perform unaided or with 
the assistance of reasonshle accommodation. To determine whether a function is essential, 
consider the following factors: (1) whether the position exists to perform a particular function; 
(2) the number of other employees available to perform that job function or among whom the
performance of that job function can be diatributed; and (3) the degree of expertise or skill 
required to perfurm the function. 

HIV Status 

Individual diagnosed with Human Immunodeficiency Virus (HIV). 

Hostile Work Environment 

Unwelcome sexual conduct that interferes with an individual's job perfonnance or creates an 
intimidating, hostile, or offensive working environment, even if it leads to no tangible or 
economic job consequences. 
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Job Categories 

Jobs that are relatively homogeneous are grouped into job categories. Jobs with similar 
"content, wage rates and (promotional) opportunities" should be combined. The object is to 
group together a series of related jobs. 

Marital Status 

The state of individual as being married, single, divorced, separated or widowed. 

Penon with a Disability 

A person who: (1) has a physical or mental impairment that substantially limits one or more of 
his or her llll\ior life activities; or (2) has a record of such an impairment, or (3) is regarded as 
having such an impainnenl 

Protected Group 

EEO law forbids discrimination based on membership qualifying categories in the following 
''protected groups": Race, Color, Gender, Age (at least 40 year old), Religion, National Origin, 
Ethnic Origin, Sexual Orientalion, mY Ststus, Appalachian Regional Ancestry, Marital Ststus 
and Diaability. 

Equal Opportunity fur all persons is protected by law on these grounds. 

Qualified Penon with a Disability 

A person with a disability who: (1) satisfied the requisite, skill, experience, education and other 
job-related requirements of the position such individual holds or desires, and (2) with or 
without reasonable accommodation can perfOrm the essential function of the position. 

Reasonable Accommodation 

The term "reasonable accommodation" modifications or adjustments to a job application 
process that enable a qualified applicant with a diaability to be considered for the position such 
qualified applicant desires, or (2) modifications or adjustments to the work environment, or to 
the manner or circumstances under which the position held or desired is customarily 
perfOrmed, that ensble a qualified person with a disability to perfOrm the essential functions of 
that job or (3) modifications or adjustments that ensble an employee with a dissbility to e.qjoy 
equal benefits and privileges of employment as are e.qjoyed by employees without dissbilities. 
Resaonsble accommodation is required unless it can be demonstrated that the accommodation 
would impose sn undue hardship on the business operation. 
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Sexual Harassment 

Sexual Harassment is a form of sex discrimination. Sexual harassment is unwelcome sexual 
advances made by supervisors, co-worken, customen and clients. Ordinary social interactions 
are not sexual harassment, but repeated wtwanted sexual conduct is considered sexual 
harassment. This includes unwelcome and wtwanted requeats, comments, statements, jokes, 
touching, gestures, creation of a hostile work environment, and displaying of sexually explicit 
material- in short, any unwelcome conduct of a sexual nature. 

Sexual Orientation 

Having an orientation or preference for heterosexuality, homosexuality, or bisexuality, by and 
between consenting adults, whether expressed through sexual activity, affection inclinstion, or 
sexual identification, having a history of such an orientation or preference, or being identified 
with or perceived as having such an orientation or preference, irrespective of whether such 
identification or perception is correct. 

Undue Hardship 

Significant difficulty or expense in, or resulting from, the provision of providing a reasonable 
accommodation. Refers to any accommodation that would be unduly costly, extensive, 
substantial, or disruptive, or that would fundamentally alter the nature or operation of the 
business. 
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Availability Factor Computation Fonn 
Sample 

Job Group 
--

Raw Statistics Value weilht 
Minority Female Minority Female 

Percentage of minorities 
and women having 
requisite skills in 
inunediate labor area. 
Percentage of minorities 
and women having 
requisite slcills in 
reasonable recruitment 
area. 
Percentage of minorities 
and women promotable 
or transferable within 
facility. 
Percentage of minorities 
and women at facility 
whom contraetor can 
train in requisite skills. 

100% 100% 
Fioal Availabi6ty 
(POICCillage) 

--·-------

AppendixC 

Weighted Factor 
Minorjty_ Female 

(Raw Statistic) X (Value Weight)- Weighted Factor) 

Total of Weighted Factors in each Column= Availability 
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Appendb:C 

Determining Availability 

Although the City is not required to follow OFCCP regulations the City does follow their 
recommendations and considers the eight "factors" below to detennine female and minority 
availability for each lob Group. The factors are possible sources of minority and female 
emploY=~. Determining availability is essential to identifying areas ofunderutilization in each 
job group. 

The Eight Factors 

To determine whether mjpnrities or males are underutilized in any 1 ob Group, the City is 
required by the OFCCP to "consider" at least all of the following eight factors: 

1. The minority and female total population in the jmmediate labor area: 
(Note: While the regulations refer to the "availability of women seeking employment 
in the labor recruitment area of the facility," this is generally interpreted as the 
percentage of females in the population of the immediate labor area.) 

2. The minorities and females among the unmmloyed in the immediate labor area; 
(Note: This is not the minority or female unemployment rates.) 

3. The minorities and females in the workforce in the immediate labor area: 

4. The minorities and females having the reouisite skills in the immediate labor area: 

5. The minorities and female having the reoujsite skills in the reasonable requi!mem area: 

6. The Promotable and 1ransferab}e minorities and females within the City. 

1. The minorities and females at training institutions from which the City recruits for jobs; 
and 

8. The minorities and females at the Q1y whom the City can train in reguisite •!cilk 
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Application of the Eight Factors 

The OFCCP recommends the Availability Factor Computation Method (AFCM be used for 
conducting the eight factor analysis. The AFCM involves three steps. 

I. Collect mw statistics for the applicable Eight Factors for each job cstegory. Usted 
below are the relevant factors for the City of Cincinnati. 

Factor 4- Identifies the percent of minorities and females available having the requisite 
ilW!§ in the immediate labor area. The requisite skill factors are derived from occupational 
data compiled by the Bureau of the Census. The 2000 Census data was used for all job 
categories using the grouping of the census occupational cstegories directly related to the 
EE0-4 categories. The labor market dsta was tabulated an purchased from Biddle & 
Associates. Data was provided for those occupations specifically utilized by the City. This 
data is separated by the eight EE0-4 job categories to provide external availability for all 
protected classes. 

Faetor 5- Identifies the percent of minorities and females available having the requisite 
skills in the reasonable recruitment area, The City recruits from the jmmediate labor area. 
As such, the same percentage data used for Factor 4 will be used for Factor 5 to determine 
external availability. 

Factor 6 IU1d 8 -Represent internal availability of women and minorities who are 
promotable, transferable, or !minable within the City workforce. For the purposes of 
calculating availability, the percentages for Factors 6 and 8 are identical. 

Completion of Factor 6 and 8 for each job group involves a four step process utilizing 
weighted aggregates. 

A. Determine the feeder jobs (in other Job Categories), if any, for each job title wil:hiD. 
the job category being analyzed. 

B. Determine the female and minority composition of the feeder jobs for each job 
category. 

C. Determine a weight for each job category based on the contribution of the feeder 
job to filling positions in the Job Category. 

D. Multiply the weights by the minority and female percentages and total the results to 
determine the minority and female mw statistic. These numbers become the values 
for Factors 6 and 8 for internal availability. 

2. These factors are weighted according to their importance to the overall Job Category. 

3. The raw statistical data and ya!ue wejgbt are multiplied. The weighted factors are 
added together to provide the availability for the Job Category (See Attachment A). 
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Promotional/Appointment Criteria 

In addition to federal and state regulations, Labor Management Agreements also dictate 
criteria for promotion within their particular Union's. 

"Ruleofl" 

The rule of one is used within the BEO Job categoty of Protective Services, primarily for 
classifications within Police and Fire: 

A. Ohio Revised Code 124.46 Eligible Lists for Firemen 
The person having the highest position on the list shall be appointed in the case of 
a vacancy. 

B. Department of Administrative Services - Personnel 124.44 Promotion of 
Patrolman. 

The name of the person receiving the highest rating shall be certified. Upon such 
certification, the appointing officer shall appoint the penon. 

"Rule of 3" 

The rule of 3 is used within all EEO Job Categories, including some classifications within 
Police and Fire. 

C. Department of Administrative Services- Personnel124.31 Promotion 

In all cases where vacancies are to be filled by promotion, the director shall 
certifY to the appointing authority only the names of the three persons having the 
highest rating. 

"Rnle ofl 0" 

The rule of 10 is used within all EEO Job Categories, including some classifications 
within Police and Fire: 

D. Ohio Revised Code 124.27 Appointments; certified and provisional; 
probationaty period. 

The ten candidates standing highest on the eligible list for open positions for the 
class or grade to which the position belongs shall be certified. 
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Guidelines for Writing an Afflnnatlve Action Plan 

The Affirmative Action Plan (AAP) provides the City with an opportunity to document 
its good faith efforts toward affirmative action. This is done by setting specific goals and 
result-oriented procedures to which the City is committed. These goals and procedures 
are designed to ensure equal employment opportunity. 

Regufre•mts 

Tho Office ofFodoral Contrsct Compliance Programs (OFCCP) has issuod guidelines 
and regulations for AAP requiremonts. Listed are the key components and the associated 
OFCCP regulations which the City voluntarily follows. 

A. Reafflrmadon ofEEO Polley 
The AAP must include a narrative statemmt of the City's commitment to equal 
employmont opportunity in all pcraonnel actions. 

B. Responsibility for lmplementadon 
The AAP must establish responsibility for implemontation. 

C. AfDrmaUve Action Plan Stadsdeal Analysis 
The workforce, job categories, availability, and underutilization analyses 
comprise the AAP statistical analysis. Separate OFCCP regulations apply to each 
component. 

1. Workforce Analysis 
The AAP must contain a workforce analysis. A proper workforce is defined 
in the rogulations simply as a listing of each job title as the titlo appears on 
payroll rocords, rauked from tho lowest paid to the highest paid (or highest 
paid to the lowest paid) within each dopartment. For each job tit!o, the 
following information must be given; the total number of malo and female 
employees; the total number of male and females in each protected class; and 
the wago rato or salary range for each job cstegocy. 

2.. Gronp Analysis 
The divisions of the City's workforce into major job groups must be includod 
in the AAP. (Note: the City uses the eight BE0-4 categories as major job 
groups) 

3. Avallabillty Analysis 
OFCep Rule -The AAP must contain tho percentage of minority and femalo 
availability for each Job Group. To determine the availability of minorities 
and female for a Job Group, the following factors !Dlllt be considered: 
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• The minority population of the labor area surrowuling the facility; 

• The size of the minority unemployment force in the labor area surrounding 
the facility; 

• The percentage of the minority workforce as compared with the total 
world'orce in the immediate labor area; 

• The general availability of minorities having requisite skilla in the 
immediate labor area; 

• The availability of minorities having requisite skills in an area in which the 
conlractor can reasonable recruit; 

• The availability of promotable and transferable minorities within the 
contractor's orSlmization; 

• The existence oftraining institutions capable of training persons in the 
requisite skills; and 

• The degree of training which the contractor is reasonably able to undertake 
as a means ofmsking all job classes available to minorities. 

To detennine whether women are underutilized in any Job Group, the contractor 
is required to consider an almost identical set of facton. 

• The availability of women seeing employment in the labor or recruitment 
area of the contractor, 

• The size of the female unemployment force in the labor area surrounding the 
facility; 

• The percentage of the female workforce as compared with the total 
worlcforce in the immediate labor area; 

• The general availability of women having requisite skills in the immediate 
labor area; 

• The availability of women having requisite skills in an area in which the 
contractor can reasonably recruit; 

• The availability of promotable and transferable female employees within the 
facility; 

• The existence of training institutions capable of training women in the 
requisite skills; and 
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• The degree of training which the contractor is reasonably able to undertake 
as a means of making all job classes available to women. 

4. Underot!!l,atlon Analysis 
The AAP must contain an analysis of all ml\ior job groups at the facility, with 
an explanation ifunderutilization is round Underutilization is defined as 
having fewer minorities or women in a particular Job Group than reasonably 
could be expected given their availability. An underutilization analysis must 
be conducedseparatelyforminorities and for women (41CFR 60·2.11(b)]. 

S. Intmaa! Audit and ReoortiDg Svstem 
The AAP must include an internal audit and reporting system to measure the 
effectiveness of the total program [ 41CFR 60·2.13(g)]. This regulation 
requires records and monitoring ofhires, referrals, placements, transfers, 
promotions, and terminations at all levels to ensure that the nondiscrimination 
policy is earned out. 

6. Compll•pee with Sq D!Jc;rfmlpadon Guidelines 
The AAP must wtain evidence of the Citv's conmljanr.e with the Sex 
Qiwimination Guidnlines issue by the OFCCP [41CFR 60-2.13(h)]. 
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iuo JOB CATEGORY POSITION TITLE 
!ADMINISTRATOR 

~!pOrt Mon-·EXM 

~City Manager 

Aut PaciUtica: MD tile Mgr-EXM 

Aat FiMncc Dintctar-BXM 

""' Sup! of Wlr llolrl>tn-EXM 
Asst To Tho City Mlna&cr·EXM 

Alit TrcatmcDt Supt.BXM 

~~get & Evaluation Managr.BXM 

~Director 
Oty Azchitcct-BXM 

~ily......,_.EXM 

ICiiJIM_.,.EXM 

!City PlaMino Dlrcctor-EXM 

City Solicitor.BXM 

Cityl'nffie Bngineer-EXM 

ComraDov & Plannina Director 

jeontract ~iaDce Officr--EXM 

Deputy City Sollcltor-EXM 

Deputy CommDev &. Pimnm, Dlr 

DeputyPubUc Worb Dir-EXM 

[DoPutY ....... Dlroct«-BXM 

!Ofrilion Meager 

[Btonomic Devclopmart Dfr.EXM 

~lo)'mnt&: Trainina Supvr..EXM 

IJ!nv!nmmontal PnJanmo MBT·EXM 

Environmental Service~ Dir-EXM 

Sxecutiw Mar offolice Relatna 

acilities Mlintemmce Mgr-BXM 

acUities Managor-BXM 

Pllli1IOO DIRc1or-EXM 

inlllce Maoaaer-EXM 
Health Commiuioner-BXMO 

Hca1th lobomory Dinc:lm-EXM 

llealth Pn>pmo Mon ..... EJCM 

Human R.esourca DiJCCtor.BXM 

lndUIIrill Wute Supt-EXM 

IDtonr.tion Technology MP""EXM 

lDte:maJ Audit Manapr-BXM 

Law Chief of Staff 

Medloal Dlrector-EXM 

~'"'lnR Dlrec:tor·EXM 

~no Superin-t·EXM 
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OFPOSmONS 

I 

2 

2 

1 

1 

I 

12 

I 

I 

I 

I 

I 

I 

I 

I 

I 

1 

I 

1 

I 

11 

I 

1 

2 

I 

I 

I 

I 

I 

' 
I 

I 

3 

I 

I 

~ 
I 

I 

I 

I 

I 
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/no JOB CATEGORY POSITION TITLE 
-Imctor-EXM 

"onSupt-BXM 

Paulon Fund_..EXM 

lwmocy DI"""'·I!XM 
Principal An>hitoet-BXM 

Prindpoll!naincor-I!XM 

rm11na Sm: & Stores MI'·EXM 

Pub WkJ/Ublltica Supt·BXM 

Pub Wtb Opnl\l Supt·EXM 

Public Savioea Dlnctor 

RaiBitatc--BXM 

Racreation Director-BXM 
Reaionll Coqlutu Or Dir-EXM 

ScworJ Chief&.o--EXM 

Scwen Dir=or-EXM 

P"B R.t Bsrate Specialist 

s_....,. Enof...,..BXM 

SupCJYisor o!Ooli-BXM 

11PVB Accountant-EXM 

Supva Bide Pins Exm Cd Ani·BXM 

"'"'' <loomist·l!XM 
Supva CityPianncr-BXM 

upva eomm nw a: Plans Ant-PXM 
S"P"K l!mnumti/Sfty Spc-BXM 

upva limn Ran:s Ani·EXM 

Supv&"""-t Anol)'lt·EXM 

Supvi~DilCrd-EXM 

on & l!ns Dlr 
,..,.....,, Supcin-t·I!XM 

tlltoon """""-El<M 
Wastcwala' Collection Supt-BXM 

Yi"" Dlmibubn Supt·I!XM 

Wlil:t Worb Chi~EngineetooEXM 

lPROPESSIONAL 

fAccountmt - BXM 
fAcbninistradve Spcciali~t--BXM 
f'rcllilect mtatt-BXM 

Alit City Solicitor-BXM 

Alit lloaltb l.abon!my MIV·BXM 

~~~ Supvr of eu.tonu. Service 

fA-t S"P"f ofFitet Savioa 

~-BXM 
jChooUt·F.XM 
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OFPOSmONS 
I 

I 

I 

16 

I 

2 

I 

I 

I 

I 

3 

I 

I 

8 

I 

13 

I 

I 

I 

I 

I 

3 

15 

5 

I 

I 

I 

I 

l 

79 

10 

I 

s 

3 

18 



~EO JOB CATEGORY rosmoN TITLE 
Cbief'Counsel·BXM 

ChiefinvatipiOr 

City Planncr-EXM 

Commomityllvlpmnt4Pian Anai·EXM 

~lerl'n>panm-/Analyot·EXM c._ ... s..- Analyot-EXM 

Contract Co1J11Hance Spec-EXM 

O..dlt·EXM 

DeYelopmont Offioor 4-I!XM 

piotidao·EXM 
~~-ln-·EXM 
EnvB-omncn1a!IS&C"Y Spco-BXM 

~"""""t/Sid Wst I'IJm Crd·EXM 
jl}oot S..-vicco SupYI'-I!XM 

OcoiOChnloal Enlfneeroi!XM 

~hie Deoip SupYI'-I!XM 

~ic Dosiplcr.EXM 

t>.onsp,.. M_...EXM 

Health Counseling Supvr-EXM 

ifiealth Counsclor-EXM 

Human Rcsourcca Analyst-BXM 

Jnduatriallnvcstiptor-!XM 

Information Tech Aat Msr-EXM 

Jnfbrmalion Tedlnoloi)'Coor 

Jntemal Auditor-En.! 

Investiptor-EXM 

Law Enforcem:nt lnstJUctor 

MlnqtmomtAnalyot·EXM 

Nunc Ptactitione:r-EXM 

Numing Supavisor-BXM 

aramedic Coordinator·EXM --Parkl Opcradans Supervisor 

Peap Coordinator-EXM 

l'hannod•-EXM 

~ont Mom"'""""' Suow·EXM 

~ ... SuperviooH!XM 

~ub Wrb Opr1111 Aat Supt·BXM 

Pub Wrb Opr1lll SupYI'-EXM 

PubUc Health lntcmist-BXM 

Public Htllth Nurse 2 

Public Health Nurse 3 

Pub1ic Heal1h Peditlrici.,_BXM 
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OF POSITIONS 

4 

I 

I 

~ 
10 

71 

I 

~ 
2 

21 

~ 
~ 
~ 
~ 
I 

I 

~ 
I 

I 

6 

22 

s 

7 

10 

l 

~ 
I 

I 

11 
6 

14 

6 

~ 
86 

14 
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~EO JOB CATEGORY posmoN TITLE 
~He Hoolth Ph~clon-EXM 

~lie Heolth Practitionor-EXM 

1l<ol_ llltato Spccfaliot-EXM 

ReanJ Cmptr Cntr Aut Mgr-EXM 

Sanitarian 

Sallillrian-ln-Tninina 
Scr!ior Accounllnt-BXM 

enior Admin Spoc-EXM 

Senior Arcb!leet-BXM 

Senior Alst City Solicitor-EXM 

Senior Bldoc Plw: Burmcr-BXM 

Semor BU)'a'-EXM 

Som"' Cbemlst-EXM 
Scoi~City P1aona-EXM 

Sador Cmptr/Pr&rnT Anlyst-EXM 
Sad or Comm Dev A Plan Anl-BXM 

S<ok>r Contnct Qq>tce Spc-EXM 

jSenior Development Officer--EXM 

Senia< Bnsin=-EXM 
Seni" Bnvnmt~~ti/Sfty Spec-EXM 

Senior Hurnm~. Ra Analyat-BXM 

cnior Info Technology Coot 
Senior Internal Audifor..EXM 

Senior Mlnapmcnt Analyat·BXM 
Scalar Plant Supervitor-EXM 
SerriorPoHcc OimiDalist 

Senior RaJ Ect Spce-BXM 

Senior SIDitlritn 

ScrvicoAJ<aCoonlin--EXM 

8upva Dintitlon-BXM 

Supva Sulitarian-BXM 

SlJPYI SIIJ'Ve)'Of"EXM 

Supvr ofn.tomcr Servle.BXM 

Supvr oflnspcctiODJ-EXM 

Supvr of Malnten~n~»EXM 

Supvr of'Waur Dirt Mnt-BXM 

Supvr PrbiRec Mot ol CORil·EXM 

s....,... 
echDicaJ S)'Stemt ADI.Iyst-EXM 

i""enpeuti< Rec l'n>& Coon! 

teatmeat Supervisor-EXM 

i'Jlban Forestry Specillirt 

[Vital Statiatics Coord-BXM 
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NUMBER 
OF POSITIONS 
3 

I 

I 

22 
10 

26 

47 

18 

• 

I 

• 
17 

I 

S8 
7 

I 

~ 
3 

I 

S7 

I 

3 

I 

I 

16 

~ 
II 

• 
3 

I 
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~EO JOB CATEGORY POSITION TITLE 
WutiWI.terColledon Supvr·EXM 

Wic Proaram Coordiutor·EXM 

ITECHNICJAN 

ABt Spvr of lnspcctions 

Alit Supvr or Constructn lnlp 

Civil &g;...rm8 Teohnlci"' 1 

iVl1 EnJinacrin& Tecbnitill'll 

Civil BnsimiCring Tcdmician 3 

Clinic Medical Lab Tech 2 

Clinic Medical Lab Tech 3 

jCrimo Anol,.t 
Dental H}'lienilt 

IJ!naln=ina Teomiul Sp"' 

Ealineerin& Tcc:ll'licitn 3 

IJ!n&in_, Teomicim 4 

Bxpcnded Function Dontel Aaistlnt 

IDdustrial Waste Inspector 

lnopeelor 1 

!nspooto<2 

Inspector 'l'raincc 

Llbcntory Tcclmicfan I 

Laboratory Technician 2 

Ubozatory Technician 3 

jLabot.lOr>' Technician 4 

Medical Anittant 

l"r--Spoci~Ot 
j!'ublie Vebic&e lnvestiptor 

IJ'ubltc w- .,..."' 1 
Pubtic W-lnoptclOrl 

~0 OpcraiDr-Technician 2 

jscaior EnafDe:erina Tcchnician 

jscw« CoDStnlttion lniJ*tor 

Supvr Of lndusuial WUts-BXM 

fuftlc ElltO-ina Tech 2 

Traffic En-na Tech 3 

Utilltioo Coast lnspcct-l!.XM 

Video Production Spco-EXM 

W&ltn'ala' CoDcction lnlpccto 

Wastewater Plaut lndnntor 0 

~-WOJb Coosttuction lntpe 

!PROTECTIVE SERVICE (SWORN) 

IA"i-· Fire Chic{ -SO"' 
~Assistant Pollee Chief' 
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NUMBER 
OFPOSmONS 
s 
I 

B 

s 
21 

26 

6 

12 

I 

I 

3 

20 

12 

1 

3 
25 

19 

8 

10 

7 

1l 

6 

2 

4 

36 

s 
28 

11 

I 

1 

15 

1 

~6 

~ 
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~0 JOB CATEGORY rosmaN TITLE 
F'ft App&ratuJ ()pcntor-96 hr 

Fin:: Captain-80 Jar 

Fire Captain-96 br 

ire Chief 80 hr 

ite District Chief-SO hr 

ire Diltrict Chlef-96 hr 

"''"~hr 
F;re !';Sh..,.96 hr 

l<'irc LicutefltDt-80 hr 

rtroU........,I·96hr 

File SpeciatiJt.IO hr 

&ramlldic Training Officer 

olico~ 

oHceChief 

olice Licutmant 

oHce Officer 

Police Scrpant 

Police Spccfallst 

IPROTECTIVB SERVICE (UNSWORJ<} 

Convention Hall SecurityOfflc 

Convention Hall SccurityWorb 

arkins Enforcement Officer 

~~ &f........,tOfficer & 

Water Works Guard 

!ADMJNISTIIATIVE SUPPORT 
Accounting Teclmlcian I 

f\c<OUIItin& Tochnic;lll 2 

f'ccountino Technic;... 3 

~istrative Tedmicim-BXM 

~ ()p<ntor And D;,pllel>" 

t-at ToTheCitySoU ..... EXM 

Cubier l 

Clorlcl 

Clmk3 

Clerk Typist 1 

Clod< T>!>iJt 2 

C1mk T>!>iot 3 

~--.... Op<ntor 2 
p.a.,.,. Rdarloas Roprooon1at 

Data Ccmtrol Technician 

Emq01cy911 Opentor 

Bmerg01cy S.V.. Ilaplob Supw 

Squipmeot Dispatcher 2 
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OF POSITIONS 
164 

10 

39 

I 

8 

IS 

444 

124 

13 

II 

17 

I 

48_ 
727 

171 

138 

I 

I 

8 

8 

9 

s 
92 

12 

I 

I 

22 
13 

60 

Ill 

I 

~I 

I 

40 

IS 

7 
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~EO JOB CATEGORY POSITION TITLE 
i~ Alarm Opcntor And I>ispat 

Legal Assistant-EXM 

Oponotor And Dfspa~~:h« 

Pharmacy Tcclmicilll 

Police Technician 

s.....wy 

8r Cust Rot Rep 

S...-&cr 

~,_,_ 

Support Services Specitllt-BXM 

Supv&Cicrk 

Supvs Storekeeper 

Water Custorna- Service Rep 1 

Water Cuslorm' Service Rep 1 

W""" Wod<J D!Jpatcl>o 

fZonlnalleorini.......,. 
jsKilLED CRAFT 

[Asst Supvr of Prkna: Svcs-BXM 

[Automotive Mcchlnic 

!Automotive Meclwlic-Crtw Chief 

P>P"'"" 
Cement Jrmishllr 

jCoiJD~UDICitions Supervisor 

~1:1,1 Maint Worker 1 

Electrical Maint Worb:r 2 

Electrical Maintncc Supvr-EXM 

Electrician 

!EJectronics Teclmicfan 1 

mectronics Tccbnician 2 

!Facility MlinCtr~ancc Spccialis 

!Heat VatilaliOD &: Air Conditi 

jMiintenance Machinist 

jMatntenance MtcbiniltoCrew Lea 

~lin"" 
Paint. Crew Leader 

PJant Operator 2 

Plant Operator 2 - Ohio Clus 

Pla!rt Oponotor 2-0H Clw 3 

Pl..-

Senior Plant Operator 

Supva Structurea Mlintenance W 

Telccommunicaticm Specialiat 2 
nnsm;lh 

74 

Appendis:F 

NUMBER 
OF POSITIONS 

1l 
s 
33 

4 

s 
10 

12 

I 

17 

8 

10 

I 

~ 
I 

~· 12 

16 
11 

I 

10 

6 

I 

' 13 

11 

I 

11 

I 

s 
8 

11 

16 

I 

I 
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~JOB CATEGORY POSITION TITLE 
~ERVJCE/ MAII'ITBNANCE 

Airport Main"""'co Supw 

Airport Mlln....,... Wadcor 

Alphahllobr 

AuiDDiotivcStn:otCicaningBqu 

Bhlg ol Omds Mot Qw !Ar-EXM 

Buildin& Maintenance Worker 
Cement CJun Utility Woll<or 

Cleclo 

CI~Supv.-

Community Center Dircclol" 

Convatioa HaD UtiUty Workor 

Bloctrical Mlln,._collolt* 

Electrical Maintatmcc Worka'l 

lf'Ori't 
Home Health Aide 

-tb 

Labonr 
UUer Coatrol Ofllcer 

~ten-C.... Load« 

~""-Mochinll! Holt* 
~IDrBqu;pmont()paalo• I 

IM-Bq"'""""tOpcrator 2 

IM-Bquf""""t Op«ator 3 

~D&A-t 
~M-Collec10• 

lltin& ()p«ad0111.0.W Load« 

Mainlenmcc Crew Ldr 

~M.-....w.-

~tOp«aml 

""""' Mochinc Operator 3 
Ropooduction Mou:ldne Ope. 2 

IS'nitaticn Hdper 

Sanitation Spccialilt 

15mitadon TNck Driver 
Service~ Leader 

jSewer Maiateamcc Crew l.acler 

SipPaintw 

tructuro1 Maintenlnce Worker 

UPVJ <llvundlkccpcr 

SUPVJn.fllcAidoWadcor 

Tin>RqoairWcn. 

1ftftic Aidl worm 

7S 

Appendll[ F 

NUMBER 
OFPOSmONS 

I 

2 

2 

4 

s 
I 

I 

" 
66 

24 

I 

86 
2 

6 
s 
3S 

II 

s 
7 

s 

s 
so 
~3 
I 

3 

S3 

~· I 

12 

I 

I 

7 
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IEEO JOB CATEGORY POSITION TITLE 
l'f"ce Maintenance Crow Leader 

~Mami..,...Worl<cr 

f'I'rucl: Driver 

TurfManap 

UtiHty Laborer 

Wastewater Collection Crew Lea 

Wutewater Collection Pipelaye 

Wtter Worb MaitU Field Supvr 

IW"" Worb Main.....,., c..w L 

~ater Wcrlcl Maintenance Worbr 

IW~ W<><b Valve Opora!Or I 

jW_a"" Worb Valve OporaiOT 2 

Welda-

Woldor Helper 

76 

AppendlxF 

NUMBER 
OF POSITIONS 

2 

I 

15 

8 

1 

II 

6 

16 

17 

19 

~ 

6 

~ 
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WORKFORCE ANAL VSIS FORM 

Name of Organization: Greater Cincinnati Water Works 

Date· 11 /16 I H . 

Categories Total White Latino 

M F M F 

Administrators 23 16 5 

Professionals 133 80 31 
Superintendents 

Supervisors 

Foremen 

Technicians 79 58 12 
Protective Service 10 6 0 
Para-Professionals 

Office/Clerical 108 25 35 
Skilled Craft 51 42 1 

Service/Maintenance 149 77 2 
Total: 553 110!. Rl'. 

Black 

M F 

0 0 

7 1? 

2 'i 

4 0 

11 lis 

7 1 

58 8 

IRQ ;1 

LFC R KAW #583 
Page 14a o67S 

Other Total 

M F M F 

2 0 18 5 

? 1 RQ t.t. 

2 0 n? 17 

0 0 10 () 

() ? 1(; 77 

0 0 49 2 

4 () Jnq 1() 

1() ., lu,., 1~() 

Prepared by:~ Administrative Specialist, HR Liaison 
Name& Title 
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AFFIDAVIT 
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Comes the Affiant, _ _:B.::i=-ju-=--Ge=o-=r-=g.::e ________ ~ and after 

being first duly sworn, states under penalty of pe~ury as follows: 

1. His/her name is ___ B_i_,j'-u_Ge_o_r....:g,_e ________ and he/she 

is the individual submitting the proposal or is the authorized representative 
of the City of Cincinnati on behalf of the Greater Cincinnati Water Works 

_, the entity submitting the proposal (hereinafter referred to as "Proposer"}. 

2. Proposer will pay all taxes and fees, which ate owed to the Lexington

Fayette Urban County Government at the time the proposal is submitted, prior 

to award of the contract and will maintain a "current" status in regard to those 

taxes and fees during the life of the contract. 

3. Proposer will obtain a Lexington-Fayette Urban County Government 

business license, if applicable, prior to award of the contract. 

4. Proposer has authorized the Division of Central Purchasing to verify the 

above-mentioned information with the Division of Revenue and to disclose to 

the Urban County Council that taxes and/or fees are delinquent or that a 

business lioense has not been obtained. 

5. Proposer has not knowingly violated any provision of the campaign finance 

laws of the Commonwealth of Kentucky within the past five (5} years and the 

award of a contract to the Proposer will not violate any provision of the 

campaign finanoe laws of the Commonwealth. 

6. Proposer has not knowingly violated any provision of Chapter 25 of the 

Lexington-Fayette Urban County Government Code of Ordinances, known as 

"Ethics Act." 

Continued on next page 
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7. Proposer acknowledges that "knowingly" for purposes of this Affidavit 

means, with respect to conduct or to circumstances described by a statute or 

ordinance defining an offense, that a person is aware or should have been 

aware that his conduct is of that nature or that the circumstance exists. 

STATEOF __ O_h_io ____________________________ _ 

COUNTYOF_H_a_m_i_l_ton ________________________ __ 

The foregoing instrument was subscribed, sworn to and acknowiedged 

before me by Biju George on 

this the 18th day of November 2011. 

My Commission expires: No tion 

Drill J. SdMiar, Allomey N.Liw 
NOTNIYPUBUC ·STATE OF 0110 

My ClliiiNIIIan r. noWiphllan dllt 
S.C. !47 .1)3 R.C. 
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EQUAL OPPORTUNITY AGREEMENT 

The law 

LFC_R_KAW_#5B3 
Page 151 of 27• 

Title VII of the Civil Rights Act of 1964 (amended 1972) states that tt is unlawful for an employer to 
discriminate in employment because of race, color, religion, sex, age (40-70 years) or national 
origin. 

• Executive Order No. 11246 on Nondiscrimination under Federal contract prohibits employment 
discrimination by contractor and sub-contractor doing business with the Federal Government or 
recipients of Federal funds. This order was later amended by Executive Order No. 11375 to 
prohibit discrimination on the basis of sex. 

Section 503 of the Rehabilitation Act of 1973 states: 

The Contractor will not discriminate against any employee or applicant for employment 
because of physical or mental handicap. 

Section 2012 of the Vietnam Era Veterans Readjustment Act of 1973 requires Affirmative Action on 
behalf of disabled veterans and veterans of the VIetnam Era by contractors having Federal 
contracts. 

Section 206(A) of Executive Order 12086, Consolidation of Contract Compliance Functions for 
Equal Employment Opportunity, states: 

The Secretary of Labor may investigate the employment practices of any Government 
contractor or suiJ.contractor to determine whether or not the contractual provisions 
specified in Section 202 of this order have been violated. 

****************************** 
The Lexington-Fayette Urban County Government practices Equal Opportuntty in 
recruiting, hiring and promoting. It is the Governmenrs intent to affirmatively provide 
employment opportuntties for those individuals who have previously not been allowed to 
enter into the mainstream of society. Because of tts importance to the local Government, 
this policy carries the full endorsement of the Mayor, Commissioners, Directors and all 
supervisory personnel. In following this commttment to Equal Employment Opportunity and 
because the Government is the benefactor of the Federal funds, it is both against the 
Urban County Government policy and illegal for the Government to let contracts to 
companies which knowingly or unknowingly practice discrimination in their employment 
practices. VIolation of the above mentioned ordinances may cause a contract to be 
canceled and the contractors may be declared ineligible for future consideration. 

Please sign this statement in the appropriate space acknowledging that you have read and 
understand the provisions contained herein. Return this document as part of your 
application packet. 

Bidders 
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MBEIWBE 

LFUCG MBEIWBE PARTICIPATION FORM 
Bld/RFP/Quote Reference #----"'4""0-__,2,0"'11"'----------

The MBEIWBE subcontractors listed have agreed to participate on this 
Bid/RFP/Quote. If any substitution is made or the total value of the work is 
changed prior to or after the job is in progress, it is understood that those 
substitutions must be submitted to Central Purchasing for approval immediately. 

Work to be Total Dollar %Value of 
Company, Name, Performed Value of the Total Contract 
Address, Phone, Work 
Email 

1. Soft Vista, Inc • IT Consulting $150,000 2.73% 
10138 Elmfield D:t • & Project 
Loveland, OH Management 
45140 Services 
sandiE@soft-
vista.c.nm 
~-

3. 

4. 

The undersigned company representative submits the above list of MBEIWBE 
firms to be used in accomplishing the work contained in this Bid!RFP/Ouote. 
Any misrepresentation may result in the termination of the contract and/or be 
subject to applicable Federal and State laws concerning false statements and 
false claims. k 
City of Cincinnati-GCWW ~~ 
Company By 

12/1/11 Interim Director-GCWW 
Date Title 
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QUOTE SUMMARY FORM 

LFC_R_KAW_#563 
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Bld/RFP/Quote Reference #..,.4"'0"---"2"'01"'1"=-----,--,----,-
111e undersigned acknowledges that the minority subcontractors listed on 
this form did submit a quote to participate on this project. 

f;fr""~r-· 
contact Person 

s i"t" s,mH n R"c" 
Address/Phone/Email 

1 
t;;13) 608-8934 RFP Package/ RFP Dale 

10138 Elmfield Dr. 
Loveland, OH 45140 

MBEIWBE ca..- contact Dale Sorvloos Molhod of Total dollars$$ MBE' 
Company Person Information COnlaCied to be Communication Do Not Leave AA 
Address (worll phone, parl<lnned (email, phone Blenk HA 

Email, cell) meeting, ad, (Attach /IS 
event etc) Documentation) NA 

Female 

[$150,000 AS 

(MBE designation I AA:African American I HA= Hispanic American/AS= Asian 
American/Pacific Islander/ NA= Native American) 

The underslgned acknowledges that all information is accurate. Any misrepresentation may 
result in termination of the contract and/or be subject to applicable Federal and State laws 

concerning false statements and claims. ~-,,, ~· 
City of Cincinnati-GCWW _____ v _________ 

Company Compan Re tatlve 

12/1/11 Interim Director-GCWW 
Date Title 
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LFUCG STATEMENT OF GOOD FAITH EFFORTS Bld/RFP/Quote #_ 40-
2011 Billing & Collection Services - Sewer Landfill & Water Quality Fees 

By the signature below of an authorized company representative, we certify that 
we have utilized the following methods to obtain the maximum practicable 
participation by minority and women owned business enterprises on the project. 
Please indicate which methods you used by placing an X in the appropriate 
place. 

Attended LFUCG Central Purchasing Economic Inclusion Outreach Event 

Sponsored Economic Inclusion event to provide networking opportunities 

__ Requested a list of MBEIWBE subcontractors or suppliers from LFUCG 
Economic Engine 

__ Advertised for MBEIWBE subcontractors or suppliers in local or 
regional newspapers 

__ Showed evidence of written notice of contracting and/or supplier 
opportunities to MBEIWBE firms at least seven days prior to the proposal opening 
date 
__ Provided copies of quotations submitted by MBEIWBE firms which were not 
used and/or responses from firms indicating they would not be submitting a quote 

__ Provided plans, specifications, and requirements to interested 
MBEIWBE subcontractors 

_X_ Other Please list any other methods utilized that aren't 
covered above. 

Spoke with Todd Slatin, Central Purchasing Division, concerning 
MBE/WBE program requirements and related forms that need to be 
completed as part of this RFP response. 

The undersigned acknowledges that all information is accurate. Any 
misrepresentations may result termination of the contract and/or be 
subject to applicable Federal and State laws conceming false statements 

Citj' a:: ::::~ati -GrnJ =---1'----!241: --A-(}'J-1<....::. ·.,-.,-------
Company Com~tative 

12/1/11 Interim Director-GCWW 

Date Title 
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City of Cincinnati SSE Report· Actual Dollars Spent - Department 300 Water Works 
Between 7/1/2011 ancl9/30/2011 

GRAND TOTAL 

Category 
Construction 

Prof Services 

!Supplies/Services 

GRAND TOTAL 

$230,984 

$156,830 

$31,786 

$82,680 

$1,257,448 

SBE Spend 
$3,358,906 

$230,984 

$156,830 
~-· -

$3,746,720 

Non-SBE Spend 
$5,105,481 

$718,873 

$2,231,605 

$369,172 

$441,850 

$960,296 

Non-SSE Spend 
$8,501,943 

$1,229,500 

$3,908,667 

$13,640,109 

$949,857 

$2,388,435 

$400,958 

$524,530 

$2,217,744 

All Spend 

$11,860,849 

$1,460,484 

$4,065,496 

$17,386,829 

39.7% 

24.3% 

6.6% 

88.4% 

7.9% 

15.8% 

56.7% 

Percent SBE Spend 

28.3% 

15.8% 

3.9% 

21.5% 

This is a DRAFT. Final data for this time period is not yet verified 

Note: SBE goal attainment is based on percentage of City Certified SBE dollars spent as compared to total dollars spent in 
Hamilton County. 

Non-competitive expenditures and contracts awarded to nonproflts, other government entities and interdepartmental 
transactions are excluded from the SBE Report 

• MSD has it's own SBE program. It is a dual Hamilton County/City organization and SBE numbers must be obtained directly 
from that agency. This report does include expenditures for Stormwater, since they go through the City's purchasing division of 
finance 10/2612011 

"tlr .,., 
~10 
U;I'XJ 

2:~ 
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City of Cincinnati SBE Report- Actual Dollars Spent - Department 300 Water Works 
Between 411/2011 and 6130/2011 

GRAND TOTAL 

Category 
Construction 

Prof Services 

!Supplies/Services 

$318,230 

$94,411 

SBESpend 
$1,729,668 

$24,883 

$57,202 
-··-----·---··---

$1,811,753 

SBESpend 
$4,399,065 

$318,230 

$94,411 

$478,427 

$2,243,003 

$126,583 

$221,958 

$251,257 

$599,798 

Non-SBE Spend 
$10,532,306 

$867,070 

$4,380,547 
--. ~ ---- ~ -· ---------·- .. --- -------- --

GRAND TOTAL $4,811,705 $15,779,923 

$796,657 

$2,337,413 
----------··· 

$1,856,251 

$246,841 

$308,459 

$2,411,551 

All Spend 
$14,931,370 

$1,185,300 

$4,474,958 
-- ----

$20,591,628 

41.5% 

39.9% 

4.0% 

35.0% 

93.2% 

10.1% 

18.5% 

75.1% 

Percent SBE Spend 
29.5% 

26.8% 

2.1% 

23.4% 

This is a DRAFT. Final data for this time period is not yet verified 

Note: SBE goal attainment is based on percentage of City Certified SBE dollars spent as compared to total dollars spent In 
Hamilton County. 

Non-competitive expenditures and contracts awarded to nonprofits, other government entities and interdepartmental 
transactions are excluded from the SBE Report 

• MSD has It's own SBE program. It is a dual Hamilton County/City organization and SBE numbers must be obtained directly 
from that agency. This report does include expenditures for Stormwater, since they go through the City's purchasing division of 
finance 112112011 

.., ... .,., 
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City of Cincinnati SBE Report- Actual Dollars Spent- Department 300 Water Works 
Between 11112011 and 313112011 

GRAND TOTAL 

SBE Spend 
$1,428,238 

$332,386 

$129,748 

$20,435 

$44,902 

$332,386 

$129,748 

$1,890,371 

Non-SBE Spend 
$5,847,199 

$552,806 

$1,517,133 

$140,335 

$389,050 

$900,798 

$3,390,961 

$13,187,505 

$885,191 

$1,646,881 

$160,770 

$433,952 

$1,233,183 

$3,520,709 
··-----· 

$15,077,876 

19.6% 

37.5% 

7.9% 

19.3% 

85.5% 

12.7% 

10.3% 

13.8% 

27.0% 

3.7% 

12.5% 

This is a DRAFT. Final data for this time period is not yet verified 

Note: SBE goal attainment is based on percentage of City Certified SBE dollars spent as compared to total dollars spent in 
Hamilton County. 

Non-competitive expenditures and contracts awarded to nonprofits, other government entities and interdepartmental 
transactions are excluded from the SBE Report 

• MSD has it's own SBE program. It is a dual Hamilton County/City organization and SBE numbers must be obtained directly 
from that agency. This report does include expenditures for Stormwater, since they go through the City's purchasing division of 
finance 4/28/2011 

"Or 
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City of Cincinnati SBE Report -Actual Dollars Spent- Department 300 Water Works 
Between 1/112010 and 1213112010 

$1,086,498 $3,626,944 

$189,431 $5,529,551 

$171,960 $1,404,589 

$84,453 $1,074,337 

$3,949,234 

... _ , ::·n :_·_!;_~·-!·J~~- ~"' ~~···"'ra ~c:. .•. ~->.:.: .... _..-..._,~,.:;__;..,;..,..;.,; 
SBESpend 

$8,138,030 

$1,086,498 $5,042,961 

$189,431 $14,273,167 

GRAND TOTAL $9,413,959 $66,405,532 

All Spend 
$36,492,191 

$4,713,442 

$5,718,982 

All Spend 
$4,750,283 

$1,576,549 

$1,158,789 

$6,129,459 

$14,462,598 

$75,819,491 

22.3% 

23.1% 

3.3% 

69.0% 

10.9% 

7.3% 

~;,;;;.tS;(a:.:.:.::::..;~::.-- -~ 

Percent SBE Spend 
14.7% 

17.7% 

1.3% 

12.4% 

This is a DRAFT. Final data for this time period is not yet verified 

Note: SBE goal attainment Is based on percentage of City Certified SBE dollars spent as compared to total dollars spent in 
Hamilton County. 

Non-competitive expenditures and contracts awarded to nonprofit&, other government entities and interdepartmental 
transactions are excluded from the SBE Report 

• MSD has irs own SBE program. It is a dual Hamilton County/City organization and SBE numbers must be obtained directly 
from that agency. This report does include expenditures for Stormwater, since they go through the City's purchasing division of 
finance 112112011 

.,r 
~cq .. , 
~:n 

"'' ~s:: 
f:ii:E ...... 
-"' ~ 



GENERAL PROVISIONS 

LFC R KAW #563 
Page 1S9 of i7t 

1. Each Respondent shall comply with all Federal, State & Local regulations 
concerning this type of service or good. 

The Respondent agrees to comply with all statutes, rules, and regulations 
governing safe and healthful working conditions, including the Occupational 
Health and Safety Act of 1970, 29 U.S.C. 650 et. seq., as amended, and KRS 
Chapter 338. The Respondent also agrees to notify the LFUCG in writing 
immediately upon detection of any unsafe and/or unhealthful working conditions 
at the job site. The Respondent agrees to indemnify, defend and hold the 
LFUCG harmless from all penalties, fines or other expenses arising out of the 
alleged violation of said laws. 

2. Failure to submit ALL forms and information required in this RFP may be 
grounds for disqualification. 

3. Addenda: All addenda, if any, shall be considered in making the proposal, and 
such addenda shall be made a part of this RFP. Before submitting a proposal, it 
is incumbent upon each proposer to be informed as to whether any addenda 
have been issued, and the failure to cover in the bid any such addenda may 
result in disqualification of that proposal. 

4. Proposal Reservations: LFUCG reserves the right to reject any or all proposals, 
to award in whole or part, and to waive minor immaterial defects in proposals. 
LFUCG may consider any alternative proposal that meets its basic needs. 

5. Liability: LFUCG is not responsible for any cost incurred by a Respondent in the 
preparation of proposals. 

6. Changes/Alterations: Respondent may change or withdraw a proposal at any 
time prior to the opening; however, no oral modifications will be allowed. Only 
letters, or other formal written requests for modifications or corrections of a 
previously submitted proposal which is addressed in the same manner as the 
proposal, and received by LFUCG prior to the scheduled closing time for receipt 
of proposals, will be accepted. The proposal, when opened, will then be 
corrected in accordance with such written request(s), provided that the written 
request is contained in a sealed envelope which is plainly marked "modifications 
of proposal". 

7. Clarification of Submittal: LFUCG reserves the right to obtain clarification of any 
point in a bid or to obtain additional information from a Respondent. 

8. Bribery Clause: By his/her signature on the bid, Respondent certifies that no 
employee of his/hers, any affiliate or Subcontractor, has bribed or attempted to 
bribe an officer or employee of the LFUCG. 

9. Additional Information: While not necessary, the Respondent may include any 
product brochures, software documentation, sample reports, or other 
documentation that may assist LFUCG in better understanding and evaluating 
the Respondent's response. Additional documentation shall not serve as a 
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substitute for other documentation which is required by this RFP to be submitted 
with the proposal, 

10. Ambiguity, Conflict or other Errors in RFP: If a Respondent discovers any 
ambiguity, conflict, discrepancy, omission or other error in the RFP, it shall 
immediately notify LFUCG of such error in writing and request modification or 
clarification of the document if allowable by the LFUCG. 

11. Agreement to RFP Terms: In submitting this proposal, the Respondent agrees 
that it has carefully examined the specifications and all provisions relating to the 
work to be done attached hereto and made part of this proposal. By acceptance 
of a Contract under this RFP, proposer states that it understands the meaning, 
intent and requirements of the RFP and agrees to the same. The successful 
Respondent shall warrant that it is familiar with and understands all provisions 
herein and shall warrant that it can comply with them. No additional 
compensation to Respondent shall be authorized for services or expenses 
reasonably covered under these provisions that the proposer omits from its 
Proposal. 

12. Cancellation: If the services to be performed hereunder by the Respondent are 
not performed in an acceptable manner to the LFUCG, the LFUCG may cancel 
this contract for cause by providing written notice to the proposer, giving at least 
thirty (30) days notice of the proposed cancellation and the reasons for same. 
During that time pertod, the proposer may seek to bring the performance of 
services hereunder to a level that is acceptable to the LFUCG, and the LFUCG 
may rescind the cancellation if such action is in its best interest. 

A. Termination for Cause 

(1) LFUCG may terminate a contract because of the contractor's 
failure to perform its contractual duties 

(2) If a contractor is determined to be in default, LFUCG shall notify 
the contractor of the determination in writing, and may include a 
specified date by which the contractor shall cure the identified 
deficiencies. LFUCG may proceed with termination if the 
contractor fails to cure the deficiencies within the specified time. 

(3) A default in performance by a contractor tor which a contract may 
be terminated shall include, but shall not necessarily be limited to: 
(a) Failure to perform the contract according to its terms, 

conditions and specifications; 
(b) Failure to make delivery within the time specified or 

according to a delivery schedule fixed by the contract; 
(c) Late payment or nonpayment of bills for labor, materials, 

supplies, or equipment furnished in connection with a 
contract for construction services as evidenced by 
mechanics' liens filed pursuant to the provisions of KRS 
Chapter 376, or letters of indebtedness received from 
creditors by the purchasing agency; 

(d) Failure to diligently advance the work under a contract for 
construction services; 

Page 24 of 57 



LFC_R_KAW_#5B3 
Page 161 of27f 

(e) The filing of a bankruptcy petttion by or against the 
contractor; or 

(f) Actions that endanger the health, safely or welfare of the 
LFUCG or its citizens. 

B. At Will Termination 

Notwithstanding the above provisions, the LFUCG may terminate this contract at 
will in accordance with the law upon providing thirty (30) days written notice of 
that intent, Payment for services or goods received prior to termination shall be 
made by the LFUCG provided these goods or services were provided in a 
manner acceptable to the LFUCG. Payment for those goods and services shall 
not be unreasonably withheld. 

13. Assignment of Contract: The contractor shall not assign or subcontract any 
portion of the Contract without the express written consent of LFUCG. Any 
purported assignment or subcontract in violation hereof shall be void. It is 
expressly acknowledged that LFUCG shall never be required or obligated to 
consent to any request for assignment or subcontract; and further that such 
refusal to consent can be for any or no reason, fully within the sole discretion of 
LFUCG. 

14. No Waiver: No failure or delay by LFUCG in exercising any right, remedy, power 
or privilege hereunder, nor any single or partial exercise thereof, nor the 
exercise of any other right, remedy, power or privilege shall operate as a waiver 
hereof or thereof. No failure or delay by LFUCG in exercising any right, remedy, 
power or privilege under or in respect of this Contract shall affect the rights, 
remedies, powers or privileges of LFUCG hereunder or shall operate as a 
waiver thereof. 

15. Authority to do Business: The Respondent must be a duly organized and 
authorized to do business under the laws of Kentucky. Respondent must be in 
good standing and have full legal capacity to provide the services specified 
under this Contract. The Respondent must have all necessary right and lawful 
authortty to enter into this Contract for the full term hereof and that proper 
corporate or other action has been duly taken authorizing the Respondent to 
enter into this Contract. The Respondent will provide LFUCG with a copy of a 
corporate resolution authorizing this action and a letter from an attorney 
confirming that the proposer is authorized to do business in the State of 
Kentucky if requested. All proposals must be signed by a duly authorized 
officer, agent or employee of the Respondent. 

16. Governing Law: This Contract shall be governed by and construed in 
accordance with the laws of the Commonwealth of Kentucky. In the event of any 
proceedings regarding this Contract, the Parties agree that the venue shall be 
the Fayette County Circutt Court or the U.S. District Court for the Eastern District 
of Kentucky, Lexington Division. All parties expressly consent to personal 
jurisdiction and venue in such Court for the limtted and sole purpose of 
proceedings relating to this Contract or any rights or obligations arising 
thereunder. Service of process may be accomplished by following the 
procedures prescribed by law. 
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17. Ability to Meet Obligations: Respondent affirmatively states that there are no actions, 
suits or proceedings of any kind pending against Respondent or, to the knowledge 
of the Respondent, threatened against the Respondent before or by any court, 
governmental body or agency or other tribunal or authority which would, if adversely 
determined, have a materially adverse effect on the authority or ability of 
Respondent to perform tts obligations under this Contract, or which question the 
legaltty, validity or enforceability hereof or thereof. 

18. Contractor understands and agrees that its employees, agents, or subcontractors 
are not employees of LFUCG for any purpose whatsoever. Contractor is an 
independent contractor at all times during the performance of the services specified. 

19. If any term or provision of this Contract shall be found to be illegal or unenforceable, 
the remainder of the contract shall remain in full force and such term or provision 
shall be deemed stricken. 

Biju George 

Interim Director-GCWW 
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JimGrar 
~layor 

Jane C. Driskell 
Commissioner 

ADDENDUM#1 

RFP Number: #40-2011 Date: November 1 0, 2011 

Subject: Billing & Collection Services- Sewer, Landfill & Water Quality Fees 

Address inquiries to: 
Todd Slatin 
(859) 258-3320 

TO ALL PROSPECTIVE SUBMITTERS: 

Please be advised of the following clarifications to the above referenced RFP: 

1. Posting of risk management provisions 

See attached file "RFP #40-2011 Risk Management Provisions.pdf" 

Brian Marcum, Director 
Division of Central Purchasing 

All other terms and oond~ions of the RFP and specifications are unchanged. 

This letter should be signed, attached to and become a part of your proposal. 

P~Pfy0~tld?~binnati on behalf of Greater Cincinnati Water Works 

ADDRESS: 
4747 Spring Grove Avenue, Cincinnati, Ohio 45232-1986 

SIGNATURE OF SUBMITTER: 

200 East Main Street • Lexington, KY 40507 (859) 425-2255 www.lexingtonky.gov 
HORSE C~PIT.\L OF THE WORLD 
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Jim Gray 
;\layer 

Jane C. Driskell 
Commissioner 

ADDENDUM#2 

RFP Number: #40-2011 Date: November 10, 2011 

Subject: Billing & Collection Services- Sewer, Landfill & Water Quality Fees 

Address inquiries to: 
Todd Slatln 
(859) 258-3320 

TO ALL PROSPECnVE SUBMmERS: 

Please be advised of the following clarifications to the above referenced RFP: 

1. Responses to this RFP are due at@ 2:00PM on December 1, 2011. 
2. Cut-off time to submit questions is 2:00PM on November 21,2011. 

Brian Marcum, Director 
Division of Central Purchasing 

All other terms and conditions of the RFP and specifications are unchanged. 

This letter should be signed, attached to and become a part of your proposal. 

PR9POSAL OF: 
C1ty of Cincinnati on behalf of Greater Cincinnati Water Works 

ADDRESS: 
4747 Spring Grove Avenue. Cincinnati, Ohio 45232-1986 

SIGNATURE OF SUBMITTER: 

200 East Main Street • Lexington, KY 40507 (859) 42~2255 • 
HORSE C.\PIT.-\L OF THE WORLD 
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JimGmy 
1\!ayor 

Jane C. Driskell 
Commissioner 

ADDENDUM#3 

RFP Number: #40-2011 Date: November 21, 2011 

Subject: Billing & Collection Services- Sewer, Landfill & Water Quality Fees 

TO ALL PROSPECTIVE SUBMITTER$; 

Address inquiries to: 
Todd Slatin 
(859) 258-3320 

Please be advised of the following clarifications to the above referenced RFP: 

1. The due date for this RFP has been extended to December B"', 2011 at 2:00PM. 

Brian Marcum, Director 
Division of Central Purchasing 

All other terms and conditions of the RFP and specifications are unchanged. 

This letter should be signed, attached to and become a part of your proposal. 

PROPOSAL OF; 
City of Cincinnati on behalf of Greater Cincinnati Water Works 

ADDRESS; 
4747 Spring Grove Avenue, 

SIGNATURE OF SUBMITTER; 

200 East Main Street • Lexington, KY 40507 (859) 425-2255 • www.lexingtonky.gov 
HORSE CAPITAL OF THE WORLD 
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Jane C. Driskell 
Commissioner 

Just a reminder! The LFUCG Minority Participation Goal is 10% 
The miJsion of the Minori!J Business EnterpriJe Pro.gmm iJ to fodlitak the .foU participation of minori!J and women owned businwes in the 
pro,,,.,,.., process and IIJ promote eronomic indJI.fion as a business imperotive essential to the king term growth and emnomk viabili!J of 
Lexington-F'!f'tle Colln!J. 

Per resolution 167-91 adopted by LFUCG city council, we have in place a 10% participation goal for minority and 
women owned business enterprises on all construction and professional services contracts. That goal is not limited to 
construction and professional services contracts. Each division ofLFUCG is also striving to reach that goal in all of its 
purchases. 

Please don't forget to submit the following forms with your Bid/RFP: 

• MBE/WBE Participation Form-list of MWBE subs you will be working with 
• MBE/WBE Bid Summary Form-list all MWBE subcontractors that sent quotes to you for this project 

(please attach copies of all quotes received) 

• Statement of Good Faith Efforts-list of efforts you made and methods you used to find MWBE 
subcontractors. 

• IF YOU ARE AWARDED THE CONTRACf YOU HAVE TO DOCUMENT PAYMENT TO 
MWBE SUBCONTRACfORS-you are responsible for documenting the payment ofMWBE 
subcontractors. A subcontractor payment form is included in your bid packet. 

• IF YOU ARE AWARDED THE CONTRACf YOU HAVE TO GIVE ADVANCE NOTICE OF 
ANY SUBTITUTION FOR YOUR ORIGINAL MWBE SUBCONTRACfORS-you will have to 
notify Purchasing in advance of any substitution ofMWBE subcontractors. A MWBE substitution fOrm is 
also included in your bid packet. 

Please email your specific request for MWBE subcontractors to me. In addition you can also find a list of certified 
MWBE firms on the LFUCG MBE web site at www.lexingtonky.gov /purchasing click the Minority Business 
Enterprise button. The lists are at the bottom of the page. 

If you have any questions or need help finding MWBE subcontractors, please don't hesitate to contact me. Good luck! 

Marilyn Clark, OCDP 
Minority Business Enterprise liaison 
LFUCG Division of Central Purchasing 
200 East Main Street 
Lexington, KY 40507 
mclark@lexingtonky,gpv 
www !exingtonky gpvlpurchasing 
(859) 258-3323 

200 East Main Street • Lexington, KY 40507 (859) 425-2255 
HORSE CAPITAL OF THE WORLD 

• www.lexingtonky.gov 



LFC_R_KAW_#5B3 
Page 167 of 27• 

SAMPLE CONTRACT WITH TERMS AND CONDITIONS THAT ARE EXPECTED TO APPEAR 
IN THE FINAL CONTRACT WITH THE SERVICE PROVIDER 

CONTRACT NO. ________ _ 

PROFESSIONAL SERVICE CONTRACT 

THIS AGREEMENT is made by and between the City of Cincinnati, Ohio, (hereinafter 
referred to as "City") and Service Provider, address (hereinafter referred to as "Contractor"). 

NOW, THEREFORE, for and in consideration of the promises, covenants and agreements 
herein contained, the parties mutually agree as follows: 

1. SCOPE OF SERVICES 

The Contractor shall, in a satisfactory and proper manner as determined by the City Manager of 
the City, perform all the necessary services under this Agreement in connection with the purpose 
of the project as outlined by the Cincinnati Police Department in its Request for Proposals. The 
Contractor shall perform the services as outlined in Exhibit A. 

2. TERM 

The services of the Contractor are to commence upon execution of this Agreement by both 
parties hereto, and shall be completed by . By mutual consent of the City of 
Cincinnati and the Contractor, this Agreement may be renewed for three additional twelve-month 
periods ending . This option shall be automatically exercised unless written 
notice to the contrary is filed with either party not later than the first business day (Monday 
through Friday) of the calendar month in which the current agreement period expires. Such 
notice shall be transmitted by registered or certified mail. 

3. COMPENSATION AND METHOD OF PAYMENT 

a. Compensation. 

b. Method of Payment. The City shall make payment under this Agreement in accordance with 
the payment schedule as established in Exhibit B, upon submission of a requisition for 
payment (City Form No. 37- Claim Voucher/Invoice) specil)'ing that the required services 
have been performed, accompanied by data satisfactory to the City to document entitlement 
to payment. 

c. Prompt Payment System. This Agreement is subject to and the Contractor shall comply 
with the provisions of Chapter 319 of the Cincinnati Municipal Code that provide for a 
Prompt Payment System. 
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a. Subcontracts - The Contractor agrees that none of the work or services covered by this 
Agreement shall be subcontracted without the prior written approval of the City. Any work 
or services subcontracted hereunder shall be specified by written contract or agreement and 
shall be subject to each provision of this Agreement. 

b. Assignment - The Contractor shall not assign or transfer the Contractor's interest in this 
Agreement without the prior written consent of City. 

5. COMPLIANCE WITH LAWS, REGULATIONS, AND PROGRAMS 

a. Generally - The Contractor in the performance of services under this Agreement shall comply 
with all applicable statutes, ordinances, regulations, and rules ofthe Federal Government, the 
State of Ohio, the County of Hamilton, and the City of Cincinnati. 

b. Equal Employment Opportunity Program- This Agreement is subject to the City's Equal 
Employment Opportunity Program contained in Chapter 325 of the Cincinnati Municipal 
Code. Said chapter is hereby incorporated by reference into this Agreement. [If contract is 
$5,000 or more] 

c. Small Business Enterprise Program 
i. This Agreement is subject to the provisions of the Small Business Enterprise 

Program contained in Chapter 323 of the Cincinnati Municipal Code. Section 
323-99 of the Cincinnati Municipal Code is hereby incorporated into this 
Agreement. [If contract is $5,000 or more] 

ii. Details concerning this program can be obtained from the Office of Contract 
Compliance, Two Centennial Plaza, 805 Central Avenue, Suite 234, 
Cincinnati, Ohio 45202, (513) 352-3144. 

iii. The Contractor shall utilize best efforts to recruit and maximize the 
participation of all qualified segments of the business community in 
subcontracting work, including the utilization of small, minority, and women 
business enterprises. This includes the use of practices such as assuring the 
inclusion of qualified Small Business Enterprises in bid solicitation and 
dividing large contracts into small contracts when economically feasible. 
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This Agreement is subject to the Living Wage provisions of the Cincinnati Municipal 
Code. The provisions require that, unless specific exemptions apply or a waiver is 
granted, all employers (as defined) under service contracts shall provide payment of a 
minimum wage to employees (as defined) of$9.05 per hour with health benefits (as 
defmed) or otherwise $10.60 per hour. Such rate shall be adjusted annually pursuant 
to the terms of the Municipal Code. 

Under the Living Wage provisions, the City shall have the authority, under appropriate 
circumstances, to terminate this Agreement and to seek other remedies. 

6. CERTIFICATION AS TO NON-DEBARMENT 

The Contractor certifies that neither it nor its principals is presently debarred, suspended, 
proposed for debarment, declared ineligible, or voluntarily excluded from participation in the 
transaction covered by this Agreement. The Contractor acknowledges and agrees that if he or it 
or its principals is/are presently debarred then he/it shall not be entitled to compensation under this 
Agreement and that he/it shall promptly return to the City any funds received pursuant to this 
Agreement. In such event, any materials received by the City pursuant to this Agreement shall be 
retained as liquidated damages. 

7. CONTRACTOR'S INSURANCE AND INDEMNIFICATION 

a. Workers' Compensation -The Contractor shall secure and maintain such insurance as 
will protect the Contractor from claims under the Workers' Compensation Laws. 

b. General Liability Insurance - The Contractor shall secure and maintain such general 
liability insurance as will protect the Contractor from claims for bodily injury, death, or 
property damage which may arise from the performance ofthe Contractor's services under 
this Agreement, with a combined single limit for bodily injury and property damage 
liability of One Million Dollars ($1,000,000.00) per occurrence and Two Million Dollars 
($2,000,000.00) in the aggregate. The City shall be named as an additional named 
insured, and the policy shall contain a provision prohibiting the insurer from canceling any 
policy without notifYing the City in writing at least ninety (90) days prior to cancellation. 

c. Errors And Omissions Insurance - The Contractor shall secure and maintain during the 
entire Agreement period errors and omissions insurance with a combined single limit of 
One Million Dollars ($1 ,000,000.00) per occurrence with a maximum deductible not to 
exceed Twenty Five Thousand Dollars ($25,000.00) for each occurrence. 

d. Indemnification of the City - The Contractor shall indemnifY, defend and save the City, 
its agents, and employees harmless from and against any and all losses, damages, 
settlements, costs, charges, professional fees, or other expenses or liabilities of every kind 
and character arising out of or relating to any and all claims, liens, demands, obligations, 
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actions, proceedings, or causes of action of every kind and character in connection with 
or arising directly or indirectly out of errors or omissions or negligent acts by the 
Contractor including by the Contractor's employees and agents in the performance ofthis 
Agreement. 

8. NON-PERFORMANCE 

a. If through any cause, the Contractor shall fail to fulfill in a timely and proper manner 
its obligations under this Agreement, or ifthe Contractor shall violate any ofthe covenants 
or agreements ofthis Agreement, the City shall have the right to terminate this Agreement 
by giving written notice to the Contractor specifYing the effective date ofthe termination, 
at least five (5) days before such effective date. In such event, all finished or unfmished 
documents, data, studies, reports, and/or information prepared by the Contractor under 
this Agreement shall, at the option of the City, become the City's property and the 
Contractor shall be entitled to receive equitable compensation for any work satisfactorily 
completed at the date of termination. 

b. Any periodic payments from the City specified in this Agreement will be contingent 
upon performance of contractual obligations to date, including the proper receipt of 
supporting receipts, invoices, reports, statements, or any other supporting information as 
required by the City in this Agreement. Failure to satisfactorily meet any one of the 
Agreement obligations by the Contractor may result in the City not approving periodic 
payments to the Contractor and/or filing liens as may be necessary against the Contractor's 
assets or future assets, until the Contractor satisfactorily fulfills its obligations under the 
Agreement or satisfactorily reimburses the City for any prior payments. The City also 
reserves the right to seek any other legal fmancial remedies as necessary pursuant to any 
damages the City may have encountered through the Contractor's default on any of the 
Agreement obligations until all or part of the City's prior payments have been recouped as 
the City deems appropriate but not to exceed the total amount of any prior payments. The 
City also reserves the right in the event of non-performance of this Agreement to prohibit 
any future or limited contractual relationships with the Contractor either directly or 
indirectly. 

Ifthe Contractor terminates this Agreement after the work has begun, the City shall not be 
required to compensate the Contractor for services/work not fully completed. 

9. OWNERSHIP OF PROPERTY 

The Contractor agrees that at the expiration or in the event of any termination of this Agreement that 
any Memoranda, Maps, Drawings, Working Papers, Reports, and other similar documents produced 
in connection with this Agreement shall become the property of the City and the Contractor shall 
promptly deliver such items to the City. The Contractor may retain copies for the Contractor's 
record. 

10. CONFLICT OF INTEREST 
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a. Employee Or Agent Of City- The Contractor agrees that no officer, employee, or agent of 
the City who exercises any functions or responsibilities in connection with the planning and 
carrying out of the program, nor any immediate family member, close business associate, or 
organization which is about to employ any such person, shall have any personal fmancial 
interest, direct or indirect, in the Contractor or in this Agreement and the Contractor shall 
take appropriate steps to assure compliance with this provision. 

b. Subcontractors - The Contractor agrees that it will not contract with any subcontractor in 
which it has any personal financial interest, direct or indirect. The Contractor further 
covenants that no person having any conflicting interest shall be employed in the performance 
of this Agreement. 

11. INDEPENDENT CONTRACTOR 

The Contractor shall perform all work and services described herein as an independent contractor and 
not as an officer, agent, servant, or employee ofthe City. The Contractor shall have exclusive control 
of and the exclusive right to control the details ofthe services and work performed hereunder and all 
persons performing the same and shall be solely responsible for the acts and omissions ofits officers, 
agents, employees, contractors, and subcontractors, if any. Nothing herein shall be construed as 
creating a partnership or joint venture between the City and the Contractor. No person performing 
any of the work or services described hereunder shall be considered an officer, agent, servant, or 
employee of the City, nor shall any such person be entitled to any benefits available or granted to 
employees of the City. 

12. TERMINATION OF AGREEMENT 
a. Termination of Agreement for Cause. If, through any cause, the Contractor shall fail to 

fulfill in a timely and proper manner the Contractor's obligations under this Agreement or if 
the Contractor violates any of the terms and conditions, covenants, or agreements of this 
Agreement, if no attempt is made to cure the failure within a period of ten (l 0) days or a 
longer period specified in writing, the City shall have the right to terminate this Agreement 
by giving written notice to the Contractor specifYing the effective date of the termination, at 
least five (5) days before such effuctive date. Notwithstanding the above, the Contractor 
shall not be relieved ofliability to the City for damages sustained by the City by virtue of the 
breach of this Agreement by the Contractor, and the City may withhold payments to the 
Contractor for the purposes ofset-offuntil such time as the exact amount of damages due 
the City from the Contractor is determined. Exceptions may be made by the City with 
respect to defaults of subcontractors. 

b. Termination for Convenience of City. The City may terminate this Agreement by giving 
ninety (90) days notice in writing from the City to the Contractor. If this Agreement is 
terminated by the City as provided in this subsection, the Contractor will be paid an amount 
which bears the same ratio to the total compensation as the services actually performed by 
the Contractor bear to the total services of the Contractor covered by this Agreement, less 
payments previously made by the City to the Contractor. 
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c. Alternatives to Termination. In the event the Contractor fails to fulfill the terms and 
conditions of this Agreement in a timely and diligent manner, the City reserves the right, at 
its sole option, as an alternative to termination of the Agreement, to reduce the services 
required herein of the Contractor and reduce the projected budget in a manner which reflects 
such a reduction, by giving notice of such in writing, stating the date such reduction will 
become effective. 

13. NOTICES 

Service- This Agreement requires that all notices shall be personally served or sent by U.S. mail, 
postage prepaid, addressed to the parties as follows: 

i. To the City: 

ii. To the Contractor: 

14. WAIVER 

This Agreement shall be construed in a manner that a waiver of any breach of any provision of this 
Agreement shall not constitute or operate as a waiver of any other breach of such provision or of any 
other provisions, nor shall any failure to enforce any provision hereof operate as a waiver of such 
provision or of any other provision. 

15. LAW TO GOVERN 

This Agreement is entered into and is to be performed in the State of Ohio. The City and the 
Contractor agree that the law of the State of Ohio shall govern the rights, obligations, duties and 
liabilities of the parties to this Agreement and shall govern the interpretation of this Agreement. 

16. FORUM SELECTION 

The Contractor and its successors and assigns acknowledge and agree that all state courts of 
record sitting in Hamilton County, Ohio, shall be the exclusive forum for the filing, initiation, and 
prosecution of any suit or proceeding arising from or out of, or relating to, this Agreement, or any 
amendment or attachment thereto, including any duty owed by the Contractor to the City in 
connection therewith. 

17. AMENDMENT 

This Agreement may be modified or amended only by a written contract duly executed by the parties 
hereto or their representatives. 
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This Agreement and the Exhibits attached hereto contain the entire contract between the parties as to 
the matters contained herein. Any oral representations or modifications concerning this Agreement 
shall be of no force and effect. 

19. SEVERABILITY 

This Agreement shall be severable, so if any part or parts of this Agreement shall for any reason be 
held invalid or unenforceable by a court of competent jurisdiction, all remaining parts shall remain 
binding and in full force and effect. 

WITNESS WHEREOF, the City has executed this Agreement on 

____________ , 2006, and the Contractor has executed this Agreement on 

----------' 2006. 

Contractor's Name 

By: ____________________ _ 

Print Name: ___________ _ 

Its: _____________ _ 

Date: ___________ ., 2006 

RECOMMENDED BY: 

[Fill in Name] 
[Fill in Title] 

APPROVED AS TO FORM 

Assistant City Solicitor 

City of Cincinnati 

By: 

Print Name: ___________ _ 

Its: _____________ _ 

Date: __________ , 2006 

APPROVED FOR COMPLIANCE 

Contract Compliance Officer [Required ifthe 
contract is over $5,000] 
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Appendix B - Key Personnel Resumes 

• Biju George 

• Faye Cossins 

• Paul Vander Muelen 

• Kristi Irick 

• Sandip Basu 

• Mark Menkhaus 

• Dan Campbell 

• Gary Wiest 

• Mimi McGarry 
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As the Interim Director of the Greater Cincinnati Water Works, Mr. George focuses on strategic 
management of the utility, organizational culture and change management, business process 
optimization, infrastructure asset management strategies, and operating and long-term budgeting 
and planning. 

EDUCATION 

• Bachelor of Engineering (Mechanical}, PDA College of Engineering, Gulbarga University, 
Karnataka, India 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Interim Director (January 2011 -present) 

- Leading the utility as the interim executive director, managing operations, planning, 
budgeting and providing strategic direction. 

Metropolitan Sewer District of Greater Cincinnati (MSDGC), OH 

• Deputy Director (2007- present) 

- Manages and provides strategic directions to the wastewater treatment, collections, 
engineering and information technology divisions. Provides departmental long- term 
financial planning, operating and capital budgeting guidelines, and organizational risk 
management strategies. 

• Hamilton County, OH, Sanitary Engineer (2007- present) 

- Ministerial responsibility for certifying all sanitary sewer capital improvements projects for 
technical feasibility, rationale and certifying the cost estimates for due diligence. 

• Assistant Superintendent (2006 - 2007) 

- Managed 240 MGD Mill Creek Wastewater Treatment Plant. Primary focus was to 
motivate and mobilize staff to rethink and refocus on daily operations to improve quality 
and lower operating costs. 

• Supervising Engineer (2002 - 2006) 

- Managing and facilitating capital improvement projects and wastewater treatment 
equipment management strategies. 

• Senior Engineer (1996- 2001) 
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- Construction project management of large wastewater treatment and collections facilities 
and rehabilitation projects. Managed multiple construction projects totaling over $200 
million in total project cost. 

• Engineer (EIT) (1991 - 1995) 

Designed and implemented various facility and process improvement projects, varying 
from simple field solutions to major capital improvement projects. 

AWARDS, ACHIEVEMENTS, CERTIFICATIONS, AND MEMBERSHIPS 

• Professional Engineer- State of Ohio 

• Engineer in Training -State of Pennsylvania 

• Member, National Association of Clean Water Agencies (NACWA) 

• Member, Water Environment Federation (WEF) 

BIJU GEORGE GREATER CINCINNATI WATER WORKS 2 
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AREAS OF EXPERTISE 

• Customer Service 

• Performance Management Improvement 

• Client Relationship Management 

• Operations Analysis and Enhancement 

• Continuous Process Improvement 

• Organizational Development 

• Strategic Planning 

• Publications and Presentations 

EXPERIENCE OVERVIEW 
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Accomplished utility leader with a passion for delivering outstanding customer service. Over 20 
years of experience in operations and business management focusing on contact center and key 
client care. Outstanding communication and interpersonal skills that result in productive 
business relationships at all levels, both internally and externally. Effective leader who develops 
cohesive teams and fosters collaborative efforts across divisions. Highly analytical, innovative, 
and organized with a strong history of developing effective strategies to overcome challenges, 
improve operations and increase customer satisfaction and loyalty. 

EDUCATION 

• Master of Science, Biology, 1990, University of Dayton, Dayton, OH 

• Bachelor of Science, Natural Science and Biology, 1981, College of Mount Saint Joseph, 
Mount Saint Joseph, OH 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Commercial Services Division (CSD)- Superintendent 

- Responsible for leadership, strategic planning, and overall management of the 
Division which includes: regional growth and client relations and customer contact 
center. Takes a leadership role in developing and implementing organization 
strategies designed to promote regional collaboration and business development to 
contribute to the competitive advantage of the region. 
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• Commercial Services Division -Assistant Superintendent 

Senior manager of the CSD Operations including the Customer Assistance Section 
including the Call Center and the Billing Operations Section. These sections are 
responsible for billing system processing, payments and collections. Responsible for 
management, supervision, assignment of work, review and evaluation of the sections' 
staff and activities. 

Senior Manager for the GCWW Client Services Section and Customer Contact 
Center providing leadership, strategic planning, management, supervision, review, 
evaluation and enhancement of the sections' staff and activities. Responsible for: 

o Key client outreach, relationship building, care and communication with 
GCWW business partners 

o Contract management, development, processing and maintenance for 32 
retail, 10 wholesale and 11 standby water service contracts, 12 billing and 
contact center services contracts, 4 laboratory testing services contracts, 3 
fire hydrant maintenance contracts, 2 distribution system operations and 
maintenance contracts and 4 water"tower space lease agreements for cell 
phone providers. 

o Support for Departmental expansion efforts through communicating and 
promoting GCWW water and other utility services to regional utilities and 
communities: 

• 8 New billing and contact center service agreements executed 

• 4 New laboratory service agreements executed 

• 2 New water service agreements executed 

• 22 Water service agreement renewals executed 

o GCWW Contact Center Upgrade Project Sponsor leadership in project vision, 
design, implementation and $2.5M in funding for contract center IT 
infrastructure, supporting technologies, business processes and operations 
management to maximize the Contact Center's performance based on 
customer expectations and industry best practices to achieve superior service 
levels. 

Senior management project advisor for the 2008 Customer Contact Center Ventyx 
Customer Suite (GCWW's Customer Information System) upgrade. 

• Commercial Services Division- Manager of Customer Assistance 

Manager of the GCWW Call Center, responsible for providing outstanding customer 
service delivery to over 1,000,000 consumers. Responsible for the: 

o Direct supervision of approximately 60 employees, including supervisory, technical and 
clerical staff 

o Selection, training and evaluation of staff 

FAYE COSSINS GREATER CINCINNATI WATER WORKS 2 
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o Monitoring and operational analysis of daily, real-time performance reports (primarily 
through the Call Management System (CMS)) 

o Compiling, evaluating and reporting of CMS data to communicate customer service 
performance levels, identify areas for improvement and make recommendations for 
enhancement 

o Review and evaluation of daily operations, including business processes, for service 
enhancement and strategy implementation including: 

• Development, implementation and transition of Senior Customer Relations 
Representatives 

• Creating the Training Team and Training Area 

• Creating the Customer Care lnbox and "E-Team" to respond to increasing 
volumes of customer e-mail 

• Schedule optimization and implementation of non-traditional shifts: 

• Implementing the "7 Steps" to Outstanding Customer Service 

• Implementing the Call Quality Monitoring Program 

• Creating and distributing Agent Monthly Quality and Quantity Reports 

o Managing projects designed to improve performance and enhance customer service, 
including: 

• Call Center Technology Enhancement Project ($2,500,000) including Interactive 
Voice Response (IVR), Computer Telephony Integration (CTI), Expert Agent 
Selection (EAS), Work Force Scheduling (Blue Pumpkin) 

• Customer Care Commitment Statement 

• Customer Service Skills Training Program 

• Call Center Redesign and Renovation project 

o Served as team leader or team member on divisional, departmental and outside agency 
customer service enhancement projects including: 

FAYE COSSINS 

• Butler County Department of Environmental Services/GCWW Team. Established 
and maintained BCDES/GCWW public-to-public partnership in which GCWW 
provides billing and Call Center services for BCDES 

• Project Marvel Executive Team (CIS project). Oversaw and advised on a $4.4 
million project to conduct a major upgrade of utility CIS 

• ECAM/Auto DebiUe-Services Team. Developed strategies to enhance GCWW's 
customer communication internet channel to provide additional 24 hour self 
service options 

• Water Security Initiative, Consumer Complaint Surveillance Team. 
GCWW/USEPA project designed to protect the public health from potential water 
contamination incidents 

GREATER CINCINNATI WATER WORKS 3 
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• H20 Radio Team. Four-year automatic meter reading system implementation 
project impacting approximately 230,000 GCWW customer accounts 

• GCWW Strategic Planning Committee and Strategic Business Plan 
Implementation Team 

• Greater Cincinnati Survey Team Leader. Bi-annual survey of approximately 1,000 
GCWW customers 

• American Water Works Association Research Foundation, Utility Representative 
for the study "Benchmarking Water Utility Customer Relations Best Practices" 

o Assist in developing and monitoring of the section's operational and CIP budgets 

• Water Quality and Treatment Division (WQT)- Senior Chemist 

Responsible for developing, implementing and managing programs designed to 
evaluate and optimize distribution system water quality in order to maintain regulatory 
compliance and improve customer satisfaction, including: 

o Customer Water Quality (CWQ) Program, responded to approximately 1,000 water 
quality concerns annually 

o Water Main Flushing Program, reduced rusty water complaints by up to 89% in 
problem areas 

o Continuous Water Quality Monitoring Program, ensured compliance with water 
quality regulations 

o Served as a project manager, team leader or team member on divisional, 
departmental and outside agency projects including: 

• Project Manager for $8.5 million project to rehabilitate and expand the Water 
Quality and Treatment Facility 

• TEAM Team member. Development of the GCWW asset management and 
work order system 

• Consumer Confidence Report Team, AWWA Ohio Section, GCWW 
Representative 

o Responsible for recommending, preparating and monitoring the section's 
operational and capital budgets 

o Supervised technical staff 

• WQT- Chemist 2 

Conducted research projects to collect and evaluate data, determine impacts, 
recommend appropriate actions, implement effective strategies and prepare and 
present project reports in the areas of groundwater quality, distribution system water 
quality and technical equipment including: 

o Depressurization Policy Study 

FAYE COSSINS GREATER CINCINNATI WATER WORKS 4 



o Evaluation, selection and implementation of continuous water quality monitors in 
the distribution system 

o Evaluation of induced infiltration impact on groundwater quality 

o Development of a groundwater parasite monitoring program 

• WQT- Chemist 1 

o Development of the WQT Parasite Control Strategy 

o Evaluation, selection and implementation of particle counting technology 

o Customer Water Quality Response Team 

o Revise, enhance and lead CWQ REACT Investigation Procedures 

o Certified organic analyst: GC/ECD and GC/MS 

o Chemical Hygiene Officer 

Metropolitan Sewer District of Greater Cincinnati, OH 

• Chemist 1 

• Laboratory Technician 3 

University of Dayton, Department of Biology, Dayton, OH 

• Research Assistant and Teaching Assistant 

Howard Laboratories, Inc., Dayton, OH 

• Microbiologist and Chemist 

PROFESSIONAL MEMBERSHIPS 

• American Water Works Association, (AWWA) 

AWARDS, ACHIEVEMENTS, AND CERTIFICATIONS 

• University of North Carolina- Kenan Flagler Business School Water and Wastewater 
Leadership Center. 2006 

• City of Cincinnati Outstanding Manager Certificate. 2006 

• Commercial Services Division Employee of the Year Nominee. 2005, 2004, 2003 

• Middle Management Association, Inspirational Award Nominee. 2000 

• City of Cincinnati, Customer Service Award. 1998 

• Seasongood Innovation Award, Bronze Tier for the Water Main Flushing Program. 1998 

• Water Quality and Treatment Division, Employee of the Year. 1995 
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WATBR 
WORK. 

AREAS OF EXPERTISE 

• Information technology strategy and implementation 

• Communication 

• Strategic business plan development 

• Water sector industry 

EXPERIENCE OVERVIEW 
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Customer focused and results-oriented technology leader with proven problem-solving and 
leadership abilities. Background spans all facets of software implementation, enterprise 
information technology strategic planning, and enterprise system maintenance and system 
integration from business and systems analysis to strategic technology leader. Focused on 
understanding the business needs and business challenges in order to deliver the most effective 
information technology solutions. Formerly responsible for all technology support for the GCWW 
customer service function. 

EDUCATION 

• Bachelor of Science, Computer Science, Xavier University, Cincinnati, OH 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Chief Information Officer (CIO) 

- The first CIO at GCWW. Responsible for delivering technology solutions to enable 
business strategy and enable business change for the entire department. 
Responsibilities include establishing the new IT Services Division, facilitating technology 
leadership meetings, working closely with all Division leaders on business strategy, 
developing technology strategies to help enable business change to deliver the business 
strategy, and leading the technology team for the department. Ensured high level of 
customer service technology support was maintained as a matrix organization was 
implemented. 

- Currently providing leadership and direction for the business, operational, and technical 
improvements in support of enhanced customer service with an upgrade to the GCWW 
contact center. 

- Formed and continue to improve the IT Services Division and the IT governance 
structure for the Greater Cincinnati Water Works. 
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Provided leadership and direction for many business improvement projects. Examples 
include: contact center business and technology improvements, data network equipment 
upgrade, geographic information system 

GIS improvements, delivery of an enterprise-wide field mobile solution, delivery of an 
upgrade to the customer information, billing, and collections system, delivery of the 
hydraulic model in support of water quality and water distribution system investment, 
delivery of an enterprise content management and business process management 
solution, transition from traditional printing/copying to multi-function devices, EPA water 
security system, and laboratory information management system (LIMS). 

Provided leadership and direction for the potential transition to a public water district, 
e.g., researching the impact to the business with the implementation of an enterprise 
resource planning (ERP) solution, data and network security, telephony/radio, and 
network infrastructure to support a wide area network. 

Presently providing leadership and vision in the implementation of IT service 
management and Information Technology Infrastructure Library (ITIL) best practices to 
improve IT effectiveness and customer service focus. Led the IT staff in the 
implementation of improvements to Incident Management. 

Currently providing leadership and vision in the development of a strategic business 
plan. Includes developing goals, strategies, and action item and revisiting the mission, 
vision, and values for the utility. 

• Customer Service Technology Program Manager 

Technology program manager leading a dedicated team composed of business analysts 
and technology experts. Responsible for the operations and delivery of technology 
systems to support customer service strategies/needs. Worked closely with customer 
service and field managers to understand business needs and challenges and to deliver 
related information technology solutions. 

Led a team of business and technical experts, consultants, and key client experts to 
implement the Buller County billing system, contact center, and supporting systems. Led 
the business experts in examining Butler County's business rules which were configured 
into the billing system. Led the technical experts in the data conversion and system 
implementation from Butler County's previous system. Coordinated activities related to 
setting up technologies for the call center to support a separate utility. Developed and led 
executive management meetings with Butler County and GCWW leaders. The 
implementation was on-time and was a successful public to public relationship between 
GCWW and Butler County. 

Led two successful upgrades of the GCWW Customer Information System. Led a team of 
business and technical experts, consultants, and end users from GCWW and sewer 
department in all facets of the upgrade project from developing the project plan, 
requirements gathering, data conversion, testing and implementation. 

PAUL VONDER MEULEN GREATER CINCINNATI WATER WORKS 2 



Led a team of business and technical experts in the development of processes and 
procedures to support the radio meter installation, named H20 Radio. Over 200,000 
meters were replaced over four years. Data integrity and accuracy were critical; therefore 
automation processes were designed and developed to ensure the integrity and 
accuracy of customer and meter data. Presented the automated processes at the 
American Water Works Association National Conference and Exposition. 

Directed the design, development, testing, and implementation of the Electronic 
Customer Account Management (ECAM) system. This system allows customers to 
access their utility account information via the internet and allows them to pay their bill 
with a credit card, electronic check, and access other services. 

Led a team of technical experts, business experts, consultants, and key users in the 
redesign and implementation of a new utility bill and customer letters. 

Led a team of technical experts, business experts, consultants, and client experts in the 
data conversion and implementation of the City of Mason utility billing system. 

Led the development of the GCWW Information Technology Strategic Plan (ITSP). Led 
the development of the RFP, vendor selection, contract development, coordination of 
many meetings at all levels of the organization, obtaining executive management 
approval, and presentation of the results to the entire organization. Maintained the plan's 
focus (that business strategy/needs should drive technology investments). Presented the 
methodology and results at the American Water Works Association Customer Service 
Conference. 

City of Cincinnati I Cincinnati Financial System (CFS) 

• Program Manager 

Project manager in support of the City of Cincinnati financial system and budget 
systems. Responsible for a team of business and technical specialists in the operation 
and improvements delivery. Led the team in completing a major upgrade in 1998 so the 
financial system would be Y2K compliant. 

• Computer Systems Analyst 

Led many technology development and implementation projects in support of the City of 
Cincinnati finance, budget, and purchasing departments. 

PROFESSIONAL MEMBERSHIPS 

• 2008- Present. Member of the Water and Wastewater CIO Forum 

• 2010- Present. Member of the IT Service Management Forum (itSMF) USA 

• 2004- 2007. Secretary of the American Water Works Association National Customer 
Service Committee 

• 2004. Participated on the Water Research Foundation project titled "Customer Information 
Systems: Effective Selection, Acquisition, and Implementation Practices" 

PAUL YONDER MEULEN GREATER CINCINNATI WATER WORKS 3 
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• 2000 - Present. Member of the American Water Works Association 

• 2006- Present. Chair for the Emily Vonder Meulen Memorial Fund. 

PAUL VONDER MEULEN GREATER CINCINNATI WATER WORKS 4 
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WATBR 
WORKS 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Business Services Division - CFO and Superintendent Responsibilities include: 

- Analyzing revenues and expenses for purpose of forecasting potential rate increases; 

- Debt issuance; 

Financial statement preparation; 

Preparing divisional budget, compiling and monitoring departmental budget; 

- Performance measure monitoring and reporting; 

- Capital improvement program; 

- Oversight of Accounts Payable, Accounts Receivable, Billing Operations, Premise 
Services, Purchasing, Stores/Fleet, HR, Security and Training; 

- Engaging and educating potential Utility customers, City Council and other city 
organizations on rate impact studies. 

City of Wichita, Kansas 

• Water Utilities- Customer Services Manager, Superintendent 

- Analyze revenues and expenses for purpose of forecasting potential rate increases; 

- Prepare divisional budget, performance measures and capital improvement program; 

- Supervise bookkeeping and records, meter reading, billing, payroll, and labor 
distribution; 

- Supervise and participate in the handling of dispute resolution; 

- Oversee relationships with current and prospective wholesale customers; 

- Create and manage contracts; 

- Work with legal staff to develop large customer contracts, interpret and administer City 
Code, State Statutes and Departmental Operating Procedures and Policies; 
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- Engage and educate potential Utility customers, City Council and other city organizations 
on rate impact studies; 

Direct administration for over 140,000 accounts. 

• Water Utilities - Senior Management Analyst 

- Analyzed revenues and expenses for purpose of forecasting potential rate increases; 



Prepared and oversaw $280 million departmental budget; 

Monitored project expenses and funding for $750 million, 1 0-year Capital Improvement 
Program (CIP); 

Implemented capitalization process to reduce project closure time and improve asset 
cataloging; 

Coordinated revenue bond sales with Finance Department; 

Created database to track bond financing of CIP projects; 

Designed Finance Department's main benefit fee database to transfer special 
assessments due to the Utilities; 

Collaborated on water and sewer agreements with existing and potential wholesale 
customers; 

Assisted consultants on numerous initiatives including Cost of Service Analysis, Bond 
Feasibility Study, and the Aquifer Storage and Recovery Project; 

Supervised intern program and Accounting section of the Customer Service Division; 

Served on strategic budget teams, communication team and as departmental EEO 
Officer. 

• Finance Department- Debt Coordinator 

Assisted in preparation of the City of Wichita's 10-year CIP; 

Maintained Debt Service Fund including preparation of annual CAFR reports and 
quarterly financial statements; 

Prepared Treasury Budget; 

Supervised and managed eight employees; 

Maintained City's $700 million outstanding debt issues; 

Monitored approximately 1,850 projects funded through general obligation bonds or 
special assessment bonds; 

Resolved customer and employee conflict; 

Worked extensively with Wichita Area Builders Association on special committees and 
site training. 

• Express Office- Administrative Assistant, Revenue Manager 

Supervised 12 employees; 

Prepared monthly statistical analysis, unit costs and cost-effectiveness studies; 

Balanced cash drawers and accounted for daily business; 

Prepared and reconciled Treasury budget. 

LFC R KAW #5B3 
Page 1S7 of V) 

KRISTI R. IRICK GREATER CINCINNATI WATER WORKS 2 



EDUCATION 

• Debt Management Certification, Government Finance Officers Association, 2004 

• Master of Public Administration, Wichita State University, Hugo Wall Center for Urban 
Studies. Emphasis in policy evaluation and analysis, 1992 
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• Bachelor of Arts, Minority Studies with Minor in Spanish, Wichita State University, Magna 
Cum Laude, 1989 
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Enabling Business Vision by Lelfenrglng Information Technology, Smart Sense Program/ 
Project Management & Energetic Team Building 

Linkedln: hup:l/www.linkedin.com/inlsandipbasupmp 

Twitter: http://tv.•itter.coml#!/sandipbasupmp 

sandip@soft-vista.com 
Mobile: 513.608.8934 

PROFESSIONAL SUMMARY 

ENTREPRENEUR 

IT PROJECT MANAGER & 
TECHNICAL EXPERIENCE 

SUMMARY 

• Over 20 years of experience in Information Technology, managing 
mission-critical multi-million dollar technology projects, team 
building, data and network security, business continuity and disaster 
recovery, strong in vendor management and internal/external 
relationship development, budgel/cost management and tactical and 
strategic project planning 

• Deeply skilled in customer information systems, contact centers, 
billing, payments processing, interfaces, web/internet, IT consulting, 
mobile computing, finance, and training development 

• Fluent in technology, business, and management level reporting, 
and effective communication 

• Familiar and comfortable working within a matrix or project 
organization with diversified workforce and international experience 

• Understand government and municipal procurement processes, 
focused on cost savings, smart choices, and long term solutions 

• More than 12 years of water, sewer and storm water utility 
experience 

• Founder/CEO of Soft Vista, Inc. (2003)- a Greater Cincinnati-based 
Small Business Enterprise (SBE) for Information Technology 
consulting, professional services and project management services 

• Developed strong network with local, national and some 
international companies for leveraging and exploring business 
opportunity, collaboration, and professional knowledge growth 

• Received three Master Services Agreements in six years for local 
government and municipalities through competitive bidding process 
(RFP) 

• Certified as Small Business Enterprise (SBE) under City of 
Cincinnati 

• Strong PMI based project management experience, leading 
complex project teams in design, development, testing, deployment, 
and support transition & continuing supporl/operations, managing 
data centers 

• Strong experience in business analysis, process flow development, 
root cause analysis, documentation, procedure and policy 
establishment, governance practices, ITSM practices, and agile 
methodology 



(CONT.) 

PM, TECHNOLOGY 
CONSULTANT, DATABASE 
ADMINISTRATOR, SYSTEMS 
ANALYST, SUPPORT ANALYST 

Relevant Experience: 

Project Management Tool 
Primavera, MS Project 

Mobile Computing 
Windows, Motorola 

Data & Network Security 
Banking/Credit Card Industry, 
PCI DSS Compliance 

Payments Processing 
DebiVCredit Card, ACH, 
electronic check, web, IVR 
(iNovah/SII/Harris) 

Hardware 
HP Servers, Windows Server, 
EVA, SAN, Dell NT Servers, 
EMC Disk Array, Sun Servers, 
Juniper, CISCO 

Operating Systems 
Windows, Linux, HP-UX, SCO 
UNIX, SUN OS, Windows NT, 
Novell Netware 

Languages 
Oracle PUSQL, C/Pro'C, 
MS-COBOUPro'Cobol 

Testing tools 
HP Quality Center 

Productivity tools 
Microsoft Office Suite (all 
products), Visio 

Collaboration 
Share Point, Citrix 

Database Administration 
Oracle Enterprise Manager, 
DBA Studio, Designer; 
ERWIN 

Sandip Basu, MA, PMP 
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• As a consulting IT Project Manager at the Greater Cincinnati Water 
Works, managed several critical projects: 

o Project Manager for the customer service contact center 
technology upgrade and business process and operations 
management improvement project 

o Project Manager for the Field Services Mobile workforce 
system deployment using Motorola's MC75 devices and 
hosted services for application and backend integration 

o Project Manager for PCI DSS Security compliancy needs 
research strategy development and security cost effective 
security standards development 

o Primavera® mentor and coach for other GCWW IT project 
managers, project management plan and schedule 
development coaching, techniques and procedural guide 
development 

o Project Manager for full life cycle roll out for multiple 
versions and releases of Customer Information System 
(lndusNentyx Customer Suite) in a matrix environment, and 
complex business environment with high level of customer 
focus 

o Supported contract and licensing model development and 
extensive negotiation with vendors on multiple product 
family for cost savings and long term support contracts 

o Project Manager for Development and implementation of an 
on-line customer account management system with 
debit/credit card payments (ECAM) 

o Project Manager for document presentation and archiving 
system (G1/DOC1) implementation 

o Project Lead for extension of utility billing systems to cover 
adjacent municipalities, including Butler County and the City 
of Mason. Led technical teams for data conversion and 
interface system design between heterogenous systems. 

o Led payments system deployment, integration and systems 
interface development (iNovah/RevenueCollector, SII/Harris 
Computer Systems) 

• As a Consulting IT Project Manager and Consultant at Metropolitan 
Sewer District of Greater Cincinnati has managed initiatives: 

o Oracle database evaluations, integration and upgrades 

o Database disaster recovery planning and alternate 
approaches 

o Share Point site design, development and deployment 

Page 2 of4 



Web Technology 
HTML, Java, J2EE, JSP, 
Adobe PhotoShop, Paint 
Shop Pro, ASP, 
FrontPagel2000 

4GL I Front End Tools 

Oracle Forms, Reports, 
Graphics, Procedure 
Builder, Browser; J 
Developer, JSP, 
JavaScript, Sybase 
Tool Set, Power 
Builder, 
Power Frame, 
FoxBase,Focus 

ENTREPRENEUR & 
EMPLOYMENT 
HIGHLIGHTS 

EMPLOYMENT 
HISTORY 

EDUCATION 

Sandip Basu, MA, PMP 

• As an on-site Project Lead Consultant at General Electric (AE): 
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o Designed, Developed, Tested, Trained, and Implemented multiple client
server custom applications (Engine tooling, training database management) 

• As a Programmer/Systems Analyst at Indian Rayon MIS department (India) : 

o System Administration, Server Support, Database Maintenance work 

o Requirements gathering, systems design, systems development and 
implementation through users training - for sales/invoicing, purchase, 
finance, payroll, asset management programs for a textile manufacturing 
plant 

o MIS report development and scheduled distribution 

• As Data Production Manager at CARE Systems (India) : 

o Team management, Systems development, Data Quality Control, Data 
Entry Systems Programming, Data Delivery, Management Reporting, and 
Client Management 

Successfully served wide range and diversified Clients, Employers, and Businesses: 

o Local government - Greater Cincinnati Water Works, City of Cincinnati, 
Metropolitan Sewer District of Greater Cincinnati 

o Consulting Services- Soft Vista, Inc., Interactive Business Systems (IBS) 

o Software Industry Patni Computers (PCS}, Tala Consultancy Services 
(TCS), MCS India, M. N. Dastur & Co. (India). 

o Manufacturing- General Electric Company (GE Aircraft Engines Division), 
Indian Rayon and Industries (India) 

o Financial institutions - Bank of India, Bank of Baroda, Unit Trust of India 
(all indian companies) 

Soft Vista, Inc. (2003-presenl)- Founder/CEO, Consulting Project Manager (US) 
Interactive Business Systems (1998-2003)- Oracle Consultant (US) 
Patni Computer Systems (1996-1998) - Senior Software Engineer (India I US) 
Indian Rayon I Jaya Shree Textiles (1994-1996)- Systems Analyst (India) 
CARE Data Processing Systems (1992-1994) - Data Production Manager (India) 
Corporate Computer Instructor/Trainer (1991-1992)- Private Firms (India) 

Master's Degree, Economics- University of Kalyani, West Bengal, India 1991 
Bachelor's Degree, Economics- University of Kalyani, West Bengal, India 1989 
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CERTIFICATIONS 

& 

TRAININGS 

PROFESSIONAL 
ASSOCIATIONS 

Other Certifications & 
Creative/Community 
Interests 

REFERENCES 

Sandip Basu, MA, PMP 

Project Management Professional (PMP), Project Management Institute 2010 
Aspect Quality Management (AQM)- Aspect Software 2011 
MS Project Level I & II - New Horizon Computer Learning 2006 
Primavera Planning & scheduling- Critical Business Analysis, Inc., 2006 
Java Programming 2003 
Project Management Methodology - Interactive Business Systems, 2000 
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Advanced Systems Management, National institute of Technology (NIIT, India) 1992 
Oracle DBA Course- Oracle (1999- 2001) [passed DB Admin & Security exams] 

Member of Project Management Institute (PM I) 
Member of South West Ohio PMI Chapter 
Ohio South PMI Chapter Volunteer & Instructor (PMPICAPM Exam Prep) 
Member of Agile Cincinnati Chapter 

United Way Project Blue Print Community Leadership Certification (Fall 2001) 

USA National Soccer Referee (since 1999)- United Stated Soccer Federation (USSF) 
USSF State Level Referee Assessor (since 2010) 
USSF Associate Level Referee Instructor (since 2011) 
NCAA/NISOA Soccer Referee (since 2005) 
NFHSA Soccer Referee (since 2000) 

Amateur Musician (Guitar, Keyboard/Synthesizer, Indian Percussions) 
Youth Coach (Soccer, Music, Theater) 

Open water SCUBA Diver (PADI) 

Can be provided upon request 
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WATER 
WORKS 

AREAS OF EXPERTISE 

• Billing operations 

• Utility support services 

• Service level agreements 

• Management 

• Budget 

EXPERIENCE OVERVIEW 

Mark provides departmental leadership focused on delivering best in class customer service 
through the efficient efforts of a dedicated and well-trained staff, enabling GCWW to meet its 
commitment to excellence, and GCWW's commercial customers to provide a high degree of 
customer satisfaction. 

EDUCATION 

• Bachelor of Business Administration, Management and Professional Practice Certificate, 
University of Cincinnati, Cincinnati, OH, 1980. 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Assistant Superintendent, Commercial Services Division 
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- Management of Billing Operations, Field Services and Support Services sections. Liaison 
for daily operations and support for billing and customer services agreements with more 
than a dozen communities. Major services include sewer, stormwater, and waste 
collection (trash). 

• Acting Assistant Superintendent, Commercial Services Division. 

Responsible for management of three sections: Accounting, Customer Service, and 
Delinquent Accounts. Responsibilities also included the development and management 
of the division's budget. Project Director for the implementation of handheld computers 
for meter reading. Project Director for the Utility Billing Project, and liaison to the 
Metropolitan Sewer District, Stormwater Management Utility, and Regional Computer 
Center. 

Utility Billing Project Director. Responsibilities included all project activities related to 
design, development, testing and implementation of a new customer billing and 
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information system, as well as liaison to the Metropolitan Sewer District, Stormwater 
Management Utility, and Regional Computer Center for project-related issues. 

• Senior Administrative Specialist, Commercial Services Division. 

Manage the Support Services Section with responsibility for the Commercial Services 
Division's budget development and monitoring, goods and services procurement, 
contract administration, personnel matters, quality assurance, annual report and 
performance measure development, and various administrative and support functions. 
Liaison for daily operations and support for billing and customer services agreements. 

• Administrative Assistant, Commercial Services Division. 

Responsible for all delinquent account collection activities, first as a work unit and then 
as a section, and served as a backup supervisor for Customer Relations Section. 
Revamped the entire collection process and served as City's expert for processing 
bankruptcy claims. Represented the City in court as an expert witness for hundreds of 
collection cases. 

• Customer Relations Representative. 

Responsibilities included answering customer inquiries, rewriting the complete series of 
collection letters, development of collection reports, and development of a referral 
process for collections by the City Treasurer and City Solicitor staff. 

• Water Meter Reader. 

Responsibilities included reading meters and reporting premises conditions affecting 
service delivery and billing. 

• Clerk 2 (Co-op Student). 

Various clerical responsibilities in Customer Relations, including answering customer 
inquiries, delinquent account collections, temporary water use permits and billing, fire 
branch usage monitoring and billing, sundry account collections, payment processing, 
and special assistant to supervision and management. In this latter capacity, responsible 
for development of procedures for each specialty assignment in the section and revision 
of the Customer Relations Manual. 

PROFESSIONAL MEMBERSHIPS 

• City of Cincinnati Middle Management Association Board Member elected to three-year term 
beginning 2001; served as Vice President for two years. Chaired the Communications and 
Newsletter Committee for three years, and also served on the Significant Issues Committee 
and the Benefits Committee. 

• SCT/Indus Utility Systems (now Ventyx) Users Group Board of Directors. Twice elected to 
three year terms (2001 - 2007). Represented Indus clients using the Customer Suite 
(formerly Banner Advantage CIS) product for customer billing and information. Chaired the 
Product Advisory Committee (2005 to 2007), providing client input for product development. 
Worked with Indus management team to resolve client issues and concerns. 

MARK A. MENKHAUS, SR. GREATER CINCINNATI WATER WORKS 2 
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• Served as an Equal Employment Opportunity Counselor for the City of Cincinnati from 1997 
through 2009. Counseled City employees on EEO issues, documented communications and 
complaints, and acted as a mediator as assigned by the City EEO Officer. 

• American Water Works Association (AWWA). Founding member of the Ohio Section 
Customer Service Activities Committee in 1991. Routinely participate and contribute to 
district, state, and national meetings, workshops, and conferences since 1989. 

MARK A. MENKHAUS, SR. GREATER CINCINNATI WATER WORKS 3 
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AREAS OF EXPERTISE 

• Contracts Administration 

• Business Reporting 

• Vendor Selection 

• Budgeting and Capital Planning 

EXPERIENCE OVERVIEW 

Dan is an experienced public administrator specializing in contracts administration, budgeting, 
business analysis and reporting, and capital planning. 

EDUCATION 

Master of Public Administration, Economics, Xavier University, Cincinnati, OH 

Bachelor of Arts, Urban and Regional Planning, Miami University, Oxford, OH 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Senior Administrative Specialist 

- Responsible for preparing, developing and monitoring the Greater Cincinnati Water 
Works (GCWW) Commercial Services Division's annual $9.1 million operating and 
capital budget. Duties include administering contracts and the vendor procurement 
process, certifying funds for purchase orders through the Cincinnati Financial System, 
processing and approving all payables, preparing the Division's end-of-year Final 
Adjustment Ordinance, and serving on the GCWW Capital Improvement Program 
Committee. 

- Responsible for preparing the Commercial Services Division's Annual Report, including 
developing and auditing all associated financial and operational tables and the 
preparation of the Division's Report to the Director section of the Annual Report. 
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- Assists with the operation and administration of the Commercial Services Division's 
Client Services Section. Duties include assisting with the preparation of new contracts for 
retail and wholesale water service, billing services, and laboratory testing services, 
preparing contract amendments, including term extensions for existing water service 
contracts, and preparing the annual rate adjustment notifications for all retail, wholesale 
and standby water service political jurisdiction contract clients. 



Participated in developing the strategy and Request for Proposals (RFP)/vendor 
selection/contract developmenUexecution of contracts for Greater Cincinnati Water 
Works' mail and print, lockbox, credit card processing, and e-bill distribution services 
contracts. 

Cincinnati Division of Budget and Evaluation, OH 

• Senior Management Analyst 

- Served as the Senior Management Analyst for the City of Cincinnati's Department of 
Transportation and Engineering, Department of Sewers, and the Department of Human 
Resources. This involved assisting with the development and monitoring of each 
Department's annual operating and capital budgets totaling $202.5 million, monitoring 
personnel staffing plans for 935 employees, and preparing budget issue reports for the 
City Council. 

- Served as the Management Analyst for the City of Cincinnati's Department of 
Neighborhood Housing and Conservation, Department of Purchasing, Law Department, 
Parks Department, Department of Recreation, Department of Public Services, and the 
Division of Employment and Training. 

- Served as the City of Cincinnati's Capital Budget Coordinator from 1997 through 2003. 
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The Capital Budget Coordinator is responsible for managing the Capital Budget System, 
managing the city wide Capital Budget Process, and developing and publishing the $420 
million Biennial Capital Budget and the $1.2 billion Six-Year Capital Investment Program. 

- Served as the Division of Budget and Evaluation's liaison for collective bargaining 
agreement negotiations between the City of Cincinnati and the American Federation of 
State, County and Municipal Employees (AFSCME), the Fraternal Order of Police (FOP), 
Cincinnati Organized and Dedicated Employees (CODE), and the International 
Association of Firefighters (IAFF). This involved preparing various economic impact 
reports and analyses pertaining to wages, benefits, special pay and payroll. 

·- Prepared the City of Cincinnati's Smale Infrastructure Bulletin. The Smale Infrastructure 
Bulletin outlined all eligible budgeted expenditures by agency, fund, and program. This 
information was used as a guideline by the various City Departments and the Division of 
Accounts and Audits to monitor expenditures for the purpose of meeting the annual 
infrastructure spending requirements to implement the recommendations of the City's 
economic advisory committee. 

- Assisted with the coordination and management of the City of Cincinnati's Annual Capital 
Sunset Process. The Annual Capital Sunset Process involved the closing and 
reallocation of capital project account funds to provide resources for the City's Capital 
Investment Program and to monitor capital project expenditures. 

- Assisted with the administration of the City of Cincinnati's $20 million Community 
Development Block Grant (CDBG) Program. Administrative duties included preparing the 
City's Annual Grantee Performance Report (GPR), reviewing projects and contracts for 
regulatory compliance, and monitoring project expenditures. 

DANIEL W. CAMPBELL GREATER CINCINNATI WATER WORKS 2 



City of Cleveland Heights, OH 

• Economic Development Planner 

Developed and implemented a Prevailing Wage Compliance Program for the City of 
Cleveland Heights. This involved serving as the City's Davis-Bacon Prevailing Wage 
Monitor, conducting pre-construction conferences for the City's economic development 
and public works projects, reviewing payroll records, and corresponding with the U.S. 
Department of Housing and Urban Development. 

- Assisted with the administration and financial management of the Cleveland Heights 
Local Development Corporation's Fa<;:ade Renovation Rebate Program and the 
Apartment Renovation Rebate Program. This involved marketing the programs, 
monitoring construction, design standards, contractor compliance, and coordinating all 
financial transactions between the property owners and the City. 

Provided staff support services to the Coventry Village Development Corporation. These 
support services included developing a business plan and operating budget, establishing 
non-profit 501 C-3 status for the corporation, establishing a common area maintenance 
assessment district, establishing a shared parking plan for the commercial district, and 
preparing foundation grant proposals. 
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WA1'ER 
WORKS 

AREAS OF EXPERTISE 

• Program and Project Management 

• Customer Service Information Technology Leadership 

EXPERIENCE OVERVIEW 

Twelve years of experience in the Information Technology field which includes roles as an IT 
Assistant Manager, Program Manager, Project Manager, Team Leader, Programmer, and 
Business Analyst. These roles cover the entire software development life-cycle of analysis, 
design, development, systems testing and implementation. Extensive experience providing 
technology leadership and support for GCWW's best-in-class customer service division. 

EDUCATION & TRAINING 

• Project Management Courses, Xavier University, 2007 

• Lessons for Success, New Supervisor Training at Greater Cincinnati Water Works, 2005 

• Bachelor of Science, Wilmington College, 2004 

• Associates Degree, Cincinnati State, 2000 

• MCSE Classes, Software School, 1998 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Information Technology Division - Information Technology Assistant Manager 

Responsible for defining needs, identifying solutions, and managing and delegating 
work assignments for City staff and consultants to support the customer service 
division. The team consists of business and technical experts responsible for the 
support and maintenance of GCWW's CIS, payment processing, on-line customer 
service site, cashiering function, and all interfaces (EAMS, GIS, mobile, and others). 
Work with the business to develop solutions that exceed our customer's needs. 
Constant oral and written communication with team members to ensure a quality 
product. Conduct bi-weekly meetings, monitor cost reports, monitor CS&B budgetary 
items, and approve vacation and timesheet tracking. Communicate to end users any 
system changes or upgrades. 

Program Manager for billing system upgrade in 2008 

Developed and monitored 2006-2012 budget 

- Assisted with development of the current contract and SOW for the ICS 4.0 project 
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Negotiated vendor contracts and rates for the City of Cincinnati 

Implemented several Change Controls for our Butler County client 
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• Commercial Technology Services- Computer Systems Analyst 

Responsible for managing and leading projects within GCWW and for Butler County. 
Lead for all the technology related tasks which included the network connection, 
contact center technologies, auto-dialer, FTP server, etc. Additional tasks included 
gathering requirements from users and developing solutions that would meet the 
customer's needs. Liaison between Commercial Technology Services team and the 
GCWW Help Desk. Lead technical support person for the Butler Portal and for the 
DocView application that is used here at GCWW by the CSR's. Managed several 
Butler County Change Controls during the past year. Part of the core team and 
participated in the Steering Committee meetings with Butler County business staff 
and senior management. 

Technical advisor and Contact Center lead for the Butler County implementation 

Led the technology implementation of GCWW's Call Center upgrade 

Successfully led the Banner (CIS) team when supervisor was temporary reassigned 

Implemented several GCWW Call Center software products for the City Wide Call 
Center 

• Commercial Technology Services- Senior Computer Programmer Analyst 

Responsible for development and support of custom GCWW reports. Lead analyst for 
GCWW's Call Center and led the IT portion of automated Meter Reading project. 
Designed and developed PLISQL reports for customers. Assisted in successful 
upgrades of the GCWW Customer Information System (Banner). Provided software 
and hardware support for the Commercial Technology team. Conducted end user 
training for GCWW applications. 

Implemented auto dialer solution 

Developed a procedure for handling multiple Oracle clients on GCWW workstations 

Created WinRunner test scripts for functional staff 

Provided a process to automate the creation of "Certified Mail" envelopes for 
returning keys to customers 

- Assisted team members in the data conversion and implementation of the City of 
Mason utility billing system 

- Assisted in the development of processes and procedures in support of the H20 
radio meter installation 

• Commercial Technology Services, Regional Computer Center -Computer Programmer Analyst 

GARY WIEST GREATER CINCINNATI WATER WORKS 2 
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Developed, tested, implemented and supported custom interfaces to the Banner 
billing system. Created technical specifications for GCWW processes and 
applications. Developed and maintained Focus reports. Supported various GCWW 
applications. 

Improved zip code update procedures 

Reorganized duplicate bill print process 

Developed Focus reports 

PROFESSIONAL MEMBERSHIPS 

• American Water Works National Customer Service Committee Secretary 

• IMTech Committee Member 

• American Water Works Association 

GARY WIEST GREATER CINCINNATI WATER WORKS 3 
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AREAS OF EXPERTISE 

• Customer service 

• Personnel administration 

• Community outreach coordination 

• Recruiting and training 

• Performance management 

• Rewards and recognition development 

• Strategic planning 

• Safety and compliance 

• Facilities I budget management 

EXPERIENCE OVERVIEW 
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Results-focused professional with extensive experience in call center management Progressive 
responsibilities utilizing proven skills in innovative leadership, employee motivation, team 
development and project management Accomplished, energetic leader with comprehensive 
experience in call center operations, change planning and performance management Proactive 
communication and employee engagement in application of change management process 
resulted in positive employee morale and high sales and productivity while managing through 
corporate bankruptcy, departmental restructuring and downsizing. Successfully incorporated 
private sector call center practices into water sector. Two years experience with nationally 
recognized water utility (GCWW). 

EDUCATION 

• Bachelor of Arts, Communications and Public Relations, University of Dayton, Dayton, OH. 

• Meridian Breakthrough Leadership Training, Atlanta, GA 

• Earning the Right to Lead Training, Dan Lumpkin & Associates, Mobile, AL 

EXPERIENCE HIGHLIGHTS 

Greater Cincinnati Water Works (GCWW), OH 

• Assistant Superintendent for Customer Contact Center Operations, Commercial Services 
Division. 

- Manage Customer Contact Center Section. Responsible for providing direct customer 
service, primarily through calls received via GCWW's Interactive Voice Response (IVR) 
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telephone system, and email. Contact Center staff responds to customer questions and 
requests for GCWW, and also for billing questions for the Metropolitan Sewer District, 
Butler County Water and Sewer Department, and Cincinnati's Stormwater Management 
Utility, in addition to other entities for whom GCWW provides customer service. The 
Contact Center handles more than 800,000 contacts annually. 

Improved GCWW Contact Center performance through business process modifications. 
Reduced Customer Service Representative (CSR) off-phone time and implemented 
ongoing recognition programs, achieving highest service levels and lowest call 
abandoned rate since measures were introduced in 2000. 

Developed a dedicated "Agent Assist" support system to provide timely, consistent 
resource for CSR's questions, resulting in enhanced customer service, elevated CSR job 
knowledge and increased first call resolution. 

Introduced "Supervisor Assist" process for escalation of more complex customer issues 
to optimize resolution, achieving improved productivity, greater consistency and 
enhanced customer service. 

Established recurrent training program, elevating CSR knowledge and abilities, 
Upgraded knowledge base, resulting in a more robust CSR resource and achieving more 
consistent messaging. 

Promoted to Acting Assistant Superintendent - Commercial Division, responsible for 
GCWW Contact Center operation, leadership role in Contact Center Business and 
Technology Upgrade Project design and implementation, and Client Services 
partnership. 

Delta Airlines, Inc., Cincinnati, OH 

• Call Center Director 

Responsible for leading ten direct and thirty-seven indirect reports and a frontline staff of 
over 600 employees, driving performance to meet targeted goals. Accountable for 
business objectives, leadership development, hiring and training, quality assurance, 
operational functions, personnel administration and facility management. Actively 
fostered an environment which celebrates diversity of our employees. Our staff clearly 
represented the face of our broad customer base, in the U.S. and globally. 

- Achieved highest performance results in 2008 of sales conversions and revenue 
generation, productivity and customer service metrics among Delta's domestic and 
international call centers, accomplished through strong team leadership and innovative 
initiatives. 

Restructured call center's management team to align with corporate model, building 
talented leadership personnel designed around new roles. 

Increased earned revenue 92% in call center by leading a Reservations project team to 
design and execute Company's first revenue and performance based incentive program. 

MIMI MCGARRY GREATER CINCINNATI WATER WORKS 2 



Managed expenses for call center's $15MM annual budget, submitting on-target 
forecasts, identifying and implementing cost reduction measures, achieving budget 
expectations each year. 

LFC_R_KAW_#5B3 
Page 204 of 27t 

Earned coveted Reservations Sales departmental annual safety award for 2006 and 
2007 through heightened safety awareness, employee engagement and emphasis on 
personal responsibility. 

• Operations and Sales Manager 

Managed Call Center operation including facility issues and contract vendor 
relationships, effectively addressed call volume projections, and met service level 
targets. Responsible for call center reports, reviews and frontline staff management to 
meet goals. Accountable concurrently for team of up to ten direct reports; responsible for 
elite and leisure lines of business with over 400 employees, achieving assigned 
performance goals. 

Managed $2.4 MM local operating plan; achieved targeted goals annually. 

Led leadership team to improve productivity to top performance among nine call centers. 

Introduced innovative recruiting initiative to increase quality candidate numbers, 
leveraging employee referrals. Resulted in an improved hiring process, attracted greater 
talent and reduced attrition 

Managed development, promotion and administration of Delta's Cincinnati volunteer 
outreach "Community Partners Program," growing employee participation and fundraising 
activities annually. 

Managed local coordination of new call center building project; executed seamless office 
move and relocation of staff of over 700 employees, achieved through active employee 
engagement throughout each process phases. 

- Administered Human Resources responsibilities for direct reports and frontline 
employees in absence of a corporate HR division created in 1999. 

• Marketing DATAS II Sales and Training I Chief Supervisor 

Established Cincinnati marketing site for DATAS II agency reservations system sales 
demonstrations, building initial client base. Conducted onsite sales presentations to 
travel agencies in five state region and follow-up training at account sites. 

As Chief Supervisor, accountable to meet business objectives and maximize sales, call 
table analysis, staffing and coaching for up to nine Supervisors with over 300 frontline 
employees. 100% of teams consistently met customer availability expectation of 95%. 

Responsible for Human Resources responsibilities, including: recruiting, hiring, benefits, 
administrative action and terminations. 

• Supervisor, Reservation Sales 

• Sales Representative, Reservation Sales 

MIMI MCGARRY GREATER CINCINNATI WATER WORKS 3 



AWARDS, ACHIEVEMENTS, AND CERTIFICATIONS 

o Recipient of Delta's SOAR Award for leadership and team contribution 
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o Recipient of multiple Chairman's Club nominations, the Company's most prestigious peer 
recognition award. 
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GCWW Contracts 

I 
*Includes: Amberley Village, Blue Ash, Cheviot, Deer Park, Elmwood 
Place, Evendale, Fairfax, Forest Park, Golf Manor, Greenhills, Lincoln 
Heights, Madeira, Mariemont, Montgomery, Mt. Healthy, Newtown, North 

St. Bernard. Sharonville, Silverton, Sorinadale. Woodlawn 

~t;; 
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GCWW Contracts 
Client Name Services Provided 
Amberley Village -Waste Collection Billing 
Boone/Florence Water Commission Wholesale Water 
Butler County Wholesale Water 
Indian Hill Wholesale Water 
Lebanon Wholesale Water 
Norwood Wholesale Water 
Reading Wholesale Water 
South Lebanon Wholesale Water 
Warren County Wholesale Water 
Western Water Company Wholesale Water 
Addyston Standby Water 
Clermont County Standby Water 
Cleves Standby Water 
Fairfield Standby Water 
Glendale Standby Water 
Indian Hill Standby Water 
Lockland Standby Water 
Loveland Standby Water 
SW Ohio Water Company Standby Water 
Warren County Standby Water 
Wyoming Standby Water 
Boone County Laboratory Testing 
Florence Laboratory Testing 
Hamilton County Board of Health Laboratory Testing 
Indian Hill Laboratory Testing 
Norwood -City Health Department Laboratory Testing 
Ameritech- Mt. Washington Tower Cell Phone Provider Lease 
Ameritech- Delhi Hills Tower Cell Phone Provider Lease 
Sprint- Mt. Washington Tower Cell Phone Provider Lease 
T-Mobile- 3064 Wardell Ave. Cell Phone Provider Lease 
Lincoln Heights Fire Hydrant Main!. 
Mason Fire Hydrant Maint. 

--------- --- ---·--

Arlington Heights Fire Hydrant Maint 
Mason O&M of Water System 
Boone/Florence Water Commission*** O&M of Water System 
-Infrastructure Maintenance only 
Bold = Located in Kentucky 

# of Accounts Start Date I Expiration Date 
1,424 12/28/2010 I Indefinite 

! 3/2/2028 
12/31/2025 
12/31/2047 
12/10/2048 
12/31/2047 
12/31/2017 
6/3/2050 

12/31/2025 
12/31/2026 
12/31/2017 
11/1/2007 

i 12/31/2024 
12/31/2025 
12/31/2017 
12/31/2047 
Indefinite 

12/31/2019 
12/31/2047 
12/31/2025 
12/31/2017 
1/10/2012 
1/24/2013 
9/22/2013 

I 10/26/2012 
4/8/2016 
11/2/2018 
6/14/2019 
10/26/2023 

' 
7/3/2037 

i 12/31/2033 
3/1/2032 

----

12/31/2047 
3/1/2032 
3/2/2028 

Schedule 
On time 

NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 

Cost 
On budget 

NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 
NA 

---

NA 
NA 
NA ..,.--

~~ .. , 
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0/ 
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Appendix D - Summary of Litigation 
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GCWW is involved or has been involved in 25 law cases to date since January 1, 
2007. These cases involve 14 personal injury and /or property damage matters, five 
personnel matters, three contractor-subcontractor disputes, a petition to wrap-up 
corporate affairs of a private business, a City collection of past due charges, and a 
water service territorial dispute. Of these 25 cases, 13 are now pending. None of 
these 25 cases involve GCWW's Customer Assistance or Billing Operations 
Sections. A list of all these cases, including the case number, caption, governing 
jurisdiction, status, and a brief description, are attached. 



Legal Cases Involving Greater Cincinnati Water Works- 1/1/2007 to 11/14/2011 
Case No. Case Caption Court Status 

09CV494 Diana Hunter v. City of Cincinnati United States District Court Dismissed 
10CV627 James Partridge v. City of Cincinna_ti United States District Court Pending 
10CV671 Hernandez v. Pro-Touch, et al. United States District Court Pending 
A0707852 Joan Vonderhaar v. City of Cincinnati Hamilton County Court of Common Pleas Settled 
A0709838 Miguel Avila v. Karim Khrissi, et al. Hamilton County Court of Common Pleas Settled 
A0801829 Gladys Cox v. City of Cincinnati Hamilton County Court of Common Pleas Settled 
A0804102 Raymond Thornton v. City of Cincinnati Hamilton County Court of Common Pleas Settled 
A0804103 James Williams v. City of Cincinnati Hamilton County Court of Common Pleas Settled 
A0810551 Carol Fierro v. GCWW, et al. Hamilton County Court of Common Pleas Dismissed 

-------

A0900755 City of Cincinnati v. City of Harrison Hamilton County Court of Common Pleas Pending 
A0907778 Starks v. GCWW Hamilton County Court of Common Ple~s . Dismissed 
A0912ios- ~--· - ---- ------- --------

Gregory Mellett, et al. v. GCWW Hamilton County Court of Common Pleas Dismissed 
A1000587 Ken Randolph v. GCWW Hamilton County Court of Common Pleas Dismissed 
A1001129 Jack Orthman v. George Lorenza, et al. Hamilton County Court of Common Pleas Pending 
A1001223 Beverly Carter v. City of Cincinnati, et al. Hamilton County Court of Common Pleas Pending 
A1007312 Eiler Towing and Wrecker Service v. Ohio Dept. of Taxation Hamilton County Court of Common Pleas Pending 
A1009017 Gregory Mellett, et al. v. GCWW Hamilton County Court of Common Pleas Pending 
A1100066 Elaine Huntley, et al. v. General Western Highland Company Hamilton County Court of Common Pleas Settled 
A1100562 Joe Dirt, LLC v. City of Cincinnati, et al. Hamilton County-Court OfCOITlmOil.Pieas Pending 
A1100588 Brownmor Co. v. Joe Dirt, LLC, et al. Hamilton County Court of Common Pleas Pending 
A1100664 Jerry Ritter Trucking v. Joe Dirt, LLC, et al. Hamilton County Court of Common Pleas Pending 
A1100765 Fred Hensley v. City of Cincinnati, et al. Hamilton County Court of Common Pleas Pending 
A1101080 Jermaine Slaughter v. City of Cincinnati, et al. Hamilton County Court of Common Pleas Settled 
A1105959 Rodney Simpson v. City of Cincinnati Hamilton County Court of Common Pleas Pending 
A1106795 Gayle Laterro, Executor v. City of Cincinnati Hamilton County Court of Common Pleas Pending 

Note: None of the cases listed above involved action against GCWW's Customer Assistance or Billing Operations Sections. 

Description 
Personnel matter 
Personnel matter 

- - ------

Personnel matter 
Personal Injury 
Personal Injury 
Property Damage 
Property Damage 
Property Damage 
GCWW collection effort 

------

Water service territorial dispute 
Personal_l_nju_f)' 

-------

Property Damage 
Personnel matter 
Personal Injury/property 
Personal Injury 
Petition to wrap up corporate affairs 
Property Damage 
Pe~~n_~l_lnjury_. ---

Contractor-subcontractor dispute 
Contractor-subcontract~r -~-i~E~~e 
Contractor-subcontractor dispute 
Property Damage 
Personal Injury 
Personal matter 
Property Damage 

.,,... .. ., 
cglo 
~I';IJ 
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~I:E ...... 
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Appendix E - Contract Performance Metrics 

LFC_R_KAW_#5B3 
Page 211 of 271 

Attached is a sample of performance against metrics set forth in a billing services 
contract. 



Chart of Monthly Calls by Code 
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Code Detail 
Event 2 Serv I Event 3 Mtr 

Order Read 
DQ Sewer 

Event 7 EventS Event 9 
Sum All 

I Totals I 35222 18908 1714 I 291 I 222a 2s s I s1 2673 320 26221 I 0.74444951 
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Monthly % of Abandoned Calls 

3.50% .-----------------------------------------------------------------------------------------

3.00% Goal of 3% or Lesl 

2.50% +-----------------------------------------------~~~--------------~---------------

2.00% +-----------------------1---~.---------~~~------------------------------~~~--------

1.~ -
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0.50% +-------~~L_ ____________________________________________________________________ ___ 
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Appendix F - Testing Strategies 
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For several years, GCWI/V has used an automated testing tool (HP's Quality Center) 
to manage the application testing process to verify that requirements are properly 
implemented and functioning. Projects that have benefitted from the use of Quality 
Center are: multiple billing system upgrades, expansion to include Butler County, 
customer contact center upgrades, electronic billing and payments, bad debt module, 
field work scheduling and meter reading software improvements. 

HP Quality Center helps GCWI/V to organize, manage and track all phases of the 
application testing process as follows: 

• Specify Releases and Cycles - define releases and cycles for a particular project. 
This means that when GCWI/V upgrades their CIS, any LFUCG requirements will 
be incorporated into the upgrade release, as desired. 

• Specify Requirements - define requirements, view and modify requirements, 
convert requirements to tests, and track project progress. 

• Plan Tests- create a test plan tree, design test steps, copy test steps and link tests 
to the requirements. The test plan also includes the expected result for the test. 

• Running Tests - organize test sets, perform test runs and analyze the results of these 
runs. 

• Adding and Tracking Defects - add new defects that were detected, search for 
similar defects, update defects, link defects to tests and trace changes. 
Attachments can also accompany the defect. 

• Alerting on Changes -{;reate alerts automatically and send an email notification 
when certain changes occur. This enables GCWI/V to can keep track of changes 
made to your requirements, tests, and defects as project testing is performed. 

• Analyzing the Testing Process - monitor the testing process by creating reports 
and graphs to assist with decisions about application readiness. 

• Customizing Projects- set up project users, and create project fields and lists. 

• Status reporting- for testing, requirements, defects/issues or change requests 

GCWI/V has dedicated functional team members who are thoroughly trained and use 
this tool on a regular basis to successfully complete their work assignments. As 
additional testers are needed for a project, they are trained quickly - using 
established procedure and practices. Presently, there are 15 people trained in 
Quality Center as testers. 

This tool is also used by GCWI/V to track change requests for the billing system and 
interfaces. A change request is logged into Quality Center by the support staff or any 
one of 1 0 functional/technical team members. The Change Advisory Board meets bi
weekly on these requests and assigns a technical and functional resource if needed. 
All follow-up, research and/or development are entered into the defects area of 
Quality Center. 

When a change request is created it defaults to a status of "New." Upon assignment, 
the status is changed to "Open." When code changes are made and the item is 
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ready for testing, the status is changed to "Dropped." The status is changed to 
"Tested-OK" after the code is thoroughly tested and all test scripts are passing. Once 

the new code is put into production from the test side, the status is changed to 

"Fixed." 

This approach to testing ensures traceability of functional requirements into a 
successful implementation of the software. It also ensures good version control, so 

that changes in one version are automatically incorporated into the testing of the next 

version. 

APPENDIX F: TESTING STRATEGIES LFUCG RFP RESPONSE 
GREATER CINCINNATI WATER WORKS 



Appendix G - GCWW Information 

• IT Certifications 

• Other Staff Credentials 

• Credit Rating with Moody's Investor Services and Standard & Poor's 

• Recommendation Letter 

• GCWN Fact Sheet 

• AMWA Platinum Award Announcement & Application 

• Annual Report 

• Major Customer Service Enhancements and Client Service Activities 
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GCWW Staff Technology Education and Credentials 
Associate's Degree 

Computer Programming 
Information Systems 

Bachelors of Science 
Mathematics and Computer Science 
Computer Science 
Information Systems 
Information Technology 

Masters of Science Coursework, Computer Science 
Oracle 

Oracle Certified Internet Application Developer Certification 
Oracle SQL and PUSQL training 
Oracle Developer Foundation Training 
Oracle Forms 1 Training 
Oracle Forms 2 Training 
Oracle Reports Training 
Oracle New Features Training 
Oracle 10g New Features for Developers 
Oracle 9i/10g Forms and Reports New Features 
Oracle 9i: Build J2EE Applications 
Enterprise Oracle DBA Part 1A Architecture & Administrator 

Fundamentals of HP UNIX training 
Aspect 

Aspect Unified Command and Control Real-Time Reporting Essentials Training 
Aspect Unified IP Historical Reporting Essentials Training 
Aspect Unified IP Systems Training 
Aspect Unified IP Quality Management Training 
Aspect PerformanceEdge Performance Management Administration Training 

Project Management 
Project Management - University Level Courses 
Fundamentals of Project Management Training 
GEAE Project Management 

Java Programming 
Data Warehouse Modeling 
IBM Certified Specialist-- DB2 UDB V6N7 User 
IBM Certified Specialist-- DB2 UDB V6N7 Database Administrator 
Data Modeling & Database Design with Erwin 
GEAE Six Sigma Training 
Software School, MCSE Classes 
Indus Customer Suite 4.0 
I TIL 

/TIL V3 Foundation, MAX Technical Training 
/TIL V3 Foundation 
/TIL Advanced Service Operation Training, MAX Technical Training 
/TIL Advanced Service Transition Training, MAX Technical Training 

Mercury Test Director 
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Greater Cincinnati Water Works 
Other Staff Credentials 
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GCWW has a strong commitment to ongoing training and staff development. The following highlights 

this commitment. 

GCWW emphasizes skill enhancement and professional development by providing extensive and varied 

training offerings in order for all employees to meet a 40hour annual training commitment. New 

employees typically participate in 150-180 hours of training within theirfirst year. Two of our Senior 

CSR's are dedicated to training development and delivery for our Contact Center staff, allowing us to 

enhance knowledge through continuous education/recurrent training. 

GCWW Billing Operations is staffed by 6 Senior Customer Service Representatives responsible for 

collections and bankruptcies, in high volume. They are all veteran employees ranging in experience from 

6 to 22 years experience with GCWW. Six Accounting Techs handle a full range of adjustments, resets 

and exceptions for more than 240,000 GCWW accounts, as well as the municipalities for which we 

provide billing services. 

GCWW's Contact Center staff of 38 combined frontline and Senior Customer Service Representatives 

represents collective contact center knowledge and experience serving 12 different municipal utilities. 

The range of staff billing experience extends from waste collection only to full service water, sewer, 

storm water and waste collection bill interpretation, billing adjustments, payment arrangements and 

related services. Contact Center staff members are regularly trained on systems, process improvements 

and procedures as part of a recurrent training plan. Contact Center has full capacity training team & 

necessary tools for instructor led as well as online training development & delivery. 

GCWW's Customer Service training program, focused on "Fulfilling the Customer Service Commitment" 

was developed in partnership with NorthStar Consulting and delivered to GCWW's Contact Center Reps 

over an eight month period in 2010. The curriculum was tailored to CSR staff needs, designed for 

relevancy and optimal impact. Twelve highly interactive 2 hour sessions were co-facilitated by an 

external consultant and a GCWW Supervisor or Senior CRR and emphasized: GCWW's Customer Service 

Vision, Meeting the Customer Personal and Business Needs, Empathy and Listening, Service Recovery 

and Managing Difficult Customers and Problem Solving: Provide training designed to ensure agent 

ability to deliver the Call Center Customer Commitment to "Be the Standard for Excellence in Customer 

Service". Our Customer Service training continues to be planned strategically based on staffing changes 

or targeted customer service needs. 
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From the Business Courier: 
http://www.bizjournals.com/cincinnati/news/2011/07/22/cincinnati-water-works-lands-high.html 

Cincinnati Water Works lands high 
marks from Moody's, S&P 
Business Courier 

Date: Friday, July 22, 2011, 12:02pm EDT 

Greater Cincinnati Water Works has received high ratings from both Moody's Investors 
Service and Standard & Poor's. 

Water Works' long-term credit was given an "Aaa" rating from Moody's and "AAA" rating 
from S&P, according to a new release. The triple-A is the highest rating for a municipal 
water utility, and ratings are based on financial strength, possible future risk and potential 
outside support during financial distress, among other factors. 

"These ratings are an endorsement of GCWW's fiscal governance," says Biju George, 
interim director of Greater Cincinnati Water Works. "The ratings agencies have confidence 
in our financial management processes and in our ability to sustain our finances long
term." 

Water Works' broad service area, regular rate increases and diversity of revenue sources 
were also listed as strengths, according to the release. 

Greater Cincinnati Water Works provides water to more than 1.1 million people in 
Hamilton, Butler, Warren, Clermont and Boone counties. 

http://www.bizjournals.com/cincinnati/news/20 II /07 /22/cincinnati-water-works-lands-hi... 11/29/20 II 



November 22, 2011 

Mr. Todd Slatin 
Buyer Senior 
Lexington-Fayette Urban County Government 
Room 338, Government Center 
200 E. Main Street 
Lexington, KY 40507 

Dear Mr. Slatin: 
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METROPOUTAN 
SEWER DISTR!Cf 

of greater ,.,. 

CINCINNATI·~ 

It is with great pleasure that the Metropolitan Sewer District writes this reference letter to 
support the proposal of GCWW to provide the billing, collections and contact center services for 
the Lexington Fayette Urban County Government. 

The Metropolitan Sewer District of Greater Cincinnati is a publicly operated wastewater utility 
with a ratepayer base of approximately 230,000 residential and commercial users. The Board of 
County Commissioners of Hamilton County created MSD in 1968. During that time, they 
established a 50-year contractual arrangement with the City of Cincinnati for the management of 
MSD's daily operations and sustainability, thereby creating a strong long-standing history of 
public-to-public partnership with the Greater Cincinnati Water Works. 

The Greater Cincinnati Water Works has been the billing agent for the Metropolitan Sewer 
District for numerous years. Sewer charges are based on water consumption. One meter reading 
produces charges for both services, thereby creating a natural partnership. The Storm water 
Management Utility is also operated by MSD. When the City of Cincinnati began billing for 
stormwater services in 1997, we expanded our partnership to include the stormwater utility 
charges to the GCWW utility bill as well. 

This partnership provides for shared services for meter readings to generate accurate and time! y 
utility billings, customer contact to address questions or concerns, and the use of the latest 
technology to provide outstanding billing and customer service and billing. These services are 
provided at an affordable rate in a very professional manner. 

1600 Gest Street • Cincinnati, Ohio 45204 
P 513 2441300 • www !Tlsdgc org 
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The departments work very close together to identify workflows or operations to enhance 
efficiencies and explore the use of the latest or emerging technologies that can be used to provide 
enhanced services to our customers and the community we serve. GCWW employees know and 
understand our work rules and billing rate structure. The trained professionals and dedicated 
staff at GCWW do an outstanding job of assisting our customers with questions or concerns. 

In closing, this long-star{ding partnership has been very beneficial to us and I highly recommend 
GCWW for this project. 

ectfully Submitter, ........._ 

4! 74Yd~ 
es A. Parrott 

Metropolitan Sewer District 
Executive Director 
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Greater Cincinnati 
Water Works Statistics regional 
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·communities a 
plentiful supply of the 
highest quality water 

and excellent services. 

':ell·enc:e in water and 
service delivery to 

contribute towards the 
competitive advantage 

of the region. 



2011 AMW A AWARD WINNERS 

Twelve public drinking water systems were honored with AMW A's top utility 

management awards at the association's 2011 Annual Meeting in Newport, R.I. 

Winners ofthe 2011 AMWA Platinum Awards for Utility Excellence were: 

Beaufort-Jasper Water & Sewer Authority 
Greater Cincinnati Water Works 

Jordan Valley Water Conservancy District 
Minneapolis Water Works 

City of North Las Vegas Utilities Department 
Orange Water and Sewer Authority 

City of Riverside Public Utilities 
City of Tempe Water Utilities Department 

Washington Suburban Sanitary Commission 
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AMWA's 2011 Gold Awards for Exceptional Utility Performance were presented to: 

Arlington Water Utilities 
South Central Connecticut Regional Water Authority 

WaterOne 

Platinum Award Winners 

Beaufort-Jasper Water and Sewer Authority (BJWSA) shifted its capital program 

from one driven by growth to one focused on renewal and replacement, accomplished 

major debt restructuring for significant savings, reduced staff by attrition, and 

restructured operations and consolidated major facilities for significant savings. The 

utility acquired the assets and a fifty-year franchise for utility service on the four military 

bases in its service area. BJWSA's integrated water resources plan focuses the utility on 

an ambitious demand management program, major efforts in source water protection and 

significant increases in the reclamation and reuse of its wastewater effluent. 

Greater Cincinnati Water Works (GCWW) began construction in 2010 on a 240-mgd 

ultraviolet treatment facility. When the facility becomes operational, GCWW will be the 

largest water utility in North America to use UV disinfection following sand filtration 

and granular activated carbon adsorption. In 2009, Standard & Poor's upgraded the 
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utility's bond rating to AAA, and in 2010, Moody's elevated its rating to Aaa, placing 

GCWW among the elite water utilities in America holding twin AAA ratings. The U.S. 

Environmental Protection Agency selected the utility to partner in its Water Security 

Initiative, which allows GCWW to proactively detect and respond to potential water 

contamination events. 

Jordan Valley Water Conservancy District implemented sound financial management 

practices that yielded improved bond credit ratings and successful funding of an 

aggressive capital improvements program. Broad stakeholder involvement brought 

extensive community support in creating the Conservation Garden Park and Education 

Center and development of one of the nation's largest groundwater remediation and 

potable water supply projects. Water demand management programs resulted in an 18 

percent reduction in per capita water use. Safety incident rates were improved, and 

aggressive water quality goals are consistently reached. Asset management and best 

management practices provide efficient maintenance of infrastructure capacity and 

service levels. 

Minneapolis Water Works (MWW) has improved its product quality, customer service, 

product cost and staff development. An ambitious project to optimize the lime softening 

process, along with a laboratory opened to reassess methods, allowed MWW to 

significantly improve its water quality. Its centralized call center can track, interpret and 

give results providing information needed to improve customer service. For financial 

viability, expenses were reduced to match the loss in revenue due to decreased sales 

caused by water conservation. An improved forecasting tool was developed that allows 

prediction of future revenues, and an expended capital program will provide additional 

infrastructure stability. 

City of North Las Vegas Utilities Department improvements include an automated 

payment system for increased customer convenience, infrastructure improvements based 

upon planning projections, and capacity analyses and maintenance surveys. Recent 

completion of a Membrane Bio-Reactor Water Reclamation Facility eliminates reliance 

on other agencies, provides a more stable rate structure for customers and enhances local 
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water supply stewardship through higher levels of treatment. To optimize efficiency, an 

automated meter reading system was implemented, infrastructure models were updated 

and the GIS and asset management systems were enhanced. The Utilities Department is 

increasing citizen knowledge via outreach programs and is participating in an aquifer 

recovery program. 

While Orange Water and Sewer Authority's (OW ASA) customer base grew 3.6 

percent in the last five years, water demand dropped 18 percent. Conservation initiatives 

included increasing block water rates, public information, mandatory year-round 

conservation standards, and a reclaimed water system that will meet about 12 percent of 

the community's overall water demand. OWASA reduced its workforce by 15 percent 

without affecting service quality through reorganization, greater use of technology, and a 

more highly trained and flexible workforce. Financial reserves grew to over $20 million 

and the debt service coverage ratio improved to over 2.0. 

Riverside Public Utilities' (RPU) strong local partnerships create new opportunities in 

water supply, conservation and watershed management while maximizing regional 

efficiencies. Open communication fosters stakeholder support and builds collaborative 

relationships to help ensure a safe and reliable water supply for future generations. The 

utility's proactive approach to groundwater management through the development of an 

integrated water management plan is consistent with its reputation as an innovator. 

Prudent fiscal management can be credited for RPU's Water Division upgrade to an 

AAA credit rating by Standard and Poor's. This strong financial position is in line with 

both the utility's short and long-term goals of protecting its fmancial health. 

City of Tempe Water Utilities Division (WUD) piloted an organization-wide 

management initiative elevating its strategic planning efforts to new levels. The 4D 

operating system became the foundation of a participatory and collaborative learning and 

improvement environment and empowered WUD to effectively execute top-priority 

business and process improvements. Continuous strategic planning became an integral 

part of the utility culture and positively impacted various utility operations in providing 
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clean, safe drinking water; collecting and safely treating wastewater; creating and 

maintaining a sustainable environment; maintaining competitive user rates; and providing 

a superior level of customer service. Emphasis was placed on efficiency, cost

effectiveness and energy conservation. 

The Washington Suburban Sanitary Commission (WSSC) plans to replace 41 miles of 

water pipe in FY2012, and formed a Bi-County Working Group to assess funding 

alternatives. The utility established five asset management plans and uses acoustic fiber 

optics to monitor large prestressed concrete cylinder pipe transmission lines for signs of 

weakness. Sustainability is clearly demonstrated in issues related to water supply, green 

and efficient acquisition of energy, reduction of greenhouse gas and community outreach 

and education. Its Potomac Water Filtration Plant has the largest active UV disinfection 

system in the country. And, WSSC was one of the first utilities to have its own smart 

phone "app." 

Gold Award Winners 

Arlington Water Utilities (A WU) places an emphasis on long-term financial stability 

and managing assets through continuous process improvements. The utility works 

closely with the community to strengthen its commitment to environmental issues 

through collaborative outreach projects such as the Lake Arlington Master Plan, 

developed in collaborative effort with stakeholders to protect the ecology and water 

quality of the area for decades to come. A WU has initiatives such as the online water 

quality monitoring project, which provides the city with the dual benefits of water quality 

monitoring and a more timely detection and response to drinking water contamination 

incidents from both operational and intentional sources. 

The South Central Connecticut Regional Water Authority (RWA) is achieving its 

mission to provide high quality water and service at reasonable cost while advancing 

watershed land conservation in the face of sharply reduced industrial water needs and 

gradually declining residential demand. Its strategic plan transforms its culture to greater 

agility and efficiency. R WA customers enjoy water that surpasses state and federal 
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standards, and the utility is committed to assiduous maintenance of its infrastructure. 

Systems, such as supervisory control and data acquisition and hydraulic modeling, and 

the Incident Management plan, which encompasses hazard-specific emergency response 

and recovery plans, document institutional knowledge and buffer employee attrition. 

At WaterOne (Water District No. I of Johnson County), completion of a state-of-the-art 

treatment facility and laboratory in 20 I 0 positions the utility to meet the needs of current 

and future customers. Attention to operational optimization and efficient use of resources 

is seen in innovative energy savings software and unique pipe-bursting equipment to 

replace water mains. The success ofWaterOne's strong concentration on training, 

wellness and safety results in a healthier work force and advancement of its employees. 

Through careful financial planning and fiscal responsibility, WaterOne enjoys support 

from ratepayers for new projects and has been awarded high bond ratings. 
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1. MISSION, VISIO'< & VALl'E STATE,\ lENTS 

Our Mission- To provide our customers with a plentiful supply of the highest quality water and outstanding 
services in a financially responsible manner 

Our Vision- Greater Cincinnati Water Works will be the standard for excellence in the water utility 
industry 

Our Values- Above all, the Greater Cincinnati Water Works values our customers; they are the sole reason 
we exist. Anticipating and exceeding their expectations guides our strategic planning, drives 
our decision making and prioritizes our actions. To that end, we recognize that successful 
customer relationships directly depend on our employees. The people who work here are the 
Greater Cincinnati Water Works, and we value their loyalty, contributions, accomplishments, 
and their dedication to our customers. Greater Cincinnati Water Works employees, in tum, 
commit themselves to the following values that will enable us to realize our vision - to be the 
standard of excellence in the water utility industry. 

• Quality Drinking Water 
• Involvement in the Community 
• Innovation and Creativity 
• Integrity and Professionalism 
• The Environment 
• Efficiency and Cost Effectiveness 

2. KEY TO M.\:'\AGDIE:\T Sl CO:SS: STRATEGIC Bl'SINf:SS PLA1\NING 

Since 1995, Greater Cincinnati Water Works (GCWW) has used strategic business planning to take a long
term view of the utility's goals and operations and to determine strategies and objectives that support the 
overall mission and vision. Over the years, strategic planning has helped explain the utility's goals to 
employees and stakeholders, as well as stimulated change and started improvement efforts throughout the 
organization. 

GCWW has just completed its fourth strategic business plan. This plan covers Fiscal Years 2012-2014 and 
serves as a roadmap for the next three years. The plan outlines the Mission, Vision and Values along with the 
Goals, Strategies, and Action items to continue to move the utility forward. A Strategic Development Team 
comprised of senior management, middle management and union members created the plan. Engagement 
exercises were held so all employees could participate and provide feedback. A SWOT analysis was initially 
done to assess the current conditions, strengths, weaknesses, opportunities, and threats to the utility. Existing 
business drivers (underlying causes and effects) were then reviewed to determine their impact on new 
strategic initiatives. All strategic initiatives were then aligned with the "Ten Attributes of Effectively
Managed Water Sector Utilities" and the balanced scorecard. A systematic approach was used to prioritize 
the strategic initiatives, further develop divisional budgets and resource plans and identifY performance 
measures for the initiatives. The strategic plan development process also identified new ways to 
communicate, new methodologies to manage organizational change, and new ways to engage employees in 
improvement efforts. 

Monthly meetings are now held with senior management to review the status of the strategic planning efforts 
and initiatives, as well as to update performance measures pertaining to strategic initiatives. 

1 
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3. KEY TO M,\,N,\GEMEi\T Sl'CCESS: PERFORMANCE MEASLREME:>IT 

Since 2004, GCWW has used strategic perfonnance measures in making management and operational 
improvement efforts. In 2009, GCWW implemented a new software system for tracking and reporting 
perfonnance measures. Operational and strategic performance measures were evaluated and updated to 
represent the desired outcome of day-to-day tasks and strategic choices made by the organization. Senior 
management reviews divisional and departmental dashboards every month to check on the health of the 
utility, to improve key areas, and to strategize on future endeavors. 

All measures are aligned within the organization using the balanced scorecard. The balanced scorecard helps 
GCWW align strategic and operational activities to the mission, vision and goals of the organization, improve 
internal and external communications, and monitor organization perfonnance against strategic goals. Senior 
management and section leads within each division regularly access the perfonnance measurement system to 
review key indicators and make operational changes, if needed. All operational measures are aligned within 
the perfonnance measurement system and are linked to support strategic measures for the organization. Since 
the 20 I 2-20 I 4 strategic business plan was recently completed and identifies new strategic initiatives, GCWW 
is revisiting the measures to detennine what updates are needed to align with this new strategic business plan. 
GCWW will further incorporate the 22 key perfonnance indicators for water and wastewater utilities from the 
A WW AIWEF QualServe Benchmarking Program along with other suggested performance measures outlined 
in "Effective Utility Management: A Primer for Water and Wastewater Utilities." 

4. KEY TO MA:>IAGDIENT SH'CESS: COi\TINliAL IMPROVEMENT MANAGE\IJ<:NT FRAMEWORK 

For more than 10 years, succession planning and aging workforce have been key topics in the utility industry. 
Responding to this need, GCWW embarked on an initiative called WKRP- Workforce Knowledge Retention 
Project. One element of this project was to capture Standard Operating Procedures (SOPs) across the 
department. A key benefit of this initiative was capturing the institutional knowledge held only in the minds 
of many legacy employees, who will soon retire. Many infrequent but important processes were also 
documented and catalogued. GCWW now has a central repository for all that knowledge. After validation by 
an approval process, the SOPs are linked to positions in the chain of command where that process lies. 

For many years, GCWW has networked regularly with other publicly-owned water utilities to answer 
questions, review day-to-day experiences, and to share best operating practices for running a utility. To date, 
this group includes I 4 utilities, and has evolved from its early focus on water supply and engineering issues to 
all aspects of water utility operations and management. Questions and answers collected over the last I 7 years 
have been compiled into a searchable Knowledge Database to make this valuable infonnation accessible to all 
GCWW employees. GCWW views this workshop membership as a way to continually network with other 
utilities experiencing many of the same issues and to help stay current on trends and new practices and 
techniques in the industry. 

In 2008, 60 GCWW project managers attended a formal Project Management training course based upon the 
principles of the Project Management Institute. As part of the training, project management experts from other 
water utilities and consultants also shared their companies' project management practices. From this training, 
GCWW developed its own project management system in order to insure consistency and proper project 
management practices throughout the organization. The project management system includes project 
chartering, business case development, project plans, and stage gates throughout the life cycle of the project. 
Project reporting tools and perfonnance measures are also part of the new project management system. 
GCWW has already seen many benefits from employing successful project management practices across the 
organization. --0 

01 

2 



,.. 

,,, iiiiiii!~ijjf~'i 

LFC_R_KAW_#583 
Page 233 of 27J 

Two years ago, GCWW migrated all enterprise documents from our old Curator system to a new OnBase 
product. In all, 1.4 million documents were transferred during the one year conversion. The new tool allows 
for easier saving and retrieving of documents and much better querying and tracking. Now, GCWW is 
developing e-forms, which will allow for greater tracking capability and an electronic workflow of internal 
forms throughout the department. OnBase integrates well with SharePoint, which is fast becoming GCWW's 
tool of choice for work groups and projects. 

5. ATTRIBI"TE- PROUliCT QUALITY 

Our water quality meets or exceeds all local, state, and federal safe drinking water standards and operating 
permits. GCWW staff optimizes both product and service quality on a continuous basis. Annually, we 
perform well over 221 ,000 analyses to ensure that the water quality throughout our system is of the highest 
standard. In fact, almost 80% of our customers rate our quality as very good or excellent. GCWW has 
achieved and maintained superior product quality by using strategic initiatives which focus on active 
participation in the regulatory process, proactive applied research, and partnerships with other organizations 
and regulators. GCWW has established performance measures for a variety of products and services, which 
are regularly reviewed. Goals have been set for each measure and specific actions are taken if the measures 
fall outside established criteria. In addition, GCWW seeks input from independent external advisory groups 
on water quality initiatives and projects. One such group is an independent committee made up of 
professionals from various scientific and engineering disciplines. The role of the committee is to facilitate 
discussion of water issues associated with GCWW from source water to the customer's tap. 

GCWW is in the process of installing a 240-mgd UV disinfection 
treatment facility as an added inactivation barrier against emerging 
microbes. We are the first utility in the nation to design and 
implement a UV facility for 4-log (99.99%) Cryptosporidium 
inactivation. Moreover, when the facility is operational in 2013, 
GCWW will be the largest water utility in all of North America to 
use UV disinfection, post sand filtration, with granular activated 
carbon (GAC) adsorption. 

As a charter member of the Partnership for Safe Water for 
Distribution Systems, we strive to maintain the integrity of our water 
quality. To assure water quality at the tap, GCWW has online 
monitors at storage facilities and pumping stations. SCADA is set up 
to display hydraulic detention time, water level and free chlorine 
residual at each facility. A daily report on water quality in the 
distribution system is prepared and distributed for review. 

GCWW is implementing a 240-mgd UV 
treatment facility 

GCWW also recently developed an "All-Pipes" distribution system model for both hydraulic and water 
quality parameters-pressure, flow, source of water, age, free chlorine residual and THMs. We run the model 
under current and future operations to identifY areas with water quality concerns, to test what-if scenarios, and 
to develop both temporary and permanent solutions for operational changes and capital improvement projects. 
We also use the model to select locations for our contamination warning system. Under emergency 
conditions, including intentional and unintentional contamination, the model can be used to diagnose 
incidents, to plan response, and to ensure safe drinking water to our customers. 

GCWW is very involved with the Water Research Foundation and has participated in numerous studies. 
Currently, we are Principal Investigators for two water quality studies; "Evaluation of Granular Activated 
Carbon Filter Caps for Control of Disinfection By-Product Precursors and Trace Organic Contaminants", and 
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"New Concepts of UV/H20 2 oxidation". Our research findings have been shared nationally and 
internationally through presentations and publications. 

6. AITRIIll'TE- Cl 'S'r<HIER SAIISFACTIO'i 

GCWW serves approximately 1.1 million people in the Greater Cincinnati area. To understand our 
customers' service level expectations, GCWW routinely participates in the Greater Cincinnati Survey (GCS) 
conducted by the University of Cincinnati Institute for Policy Research (IPR). GCWW initially participated 
in the survey in 199 I and now participates every two years. Many of the questions have been asked since the 
initial survey, allowing GCWW to track changing customer expectations and levels of satisfaction for almost 
20 years. In the most recent survey (Spring 201 0), a random sample of 1,045 GCWW customers were 
interviewed. Customers were asked to provide feedback on a wide variety of topics including: the most 
important service GCWW should provide, water quality, customer service, pricing and payments, internet 
access, increased environmental protection and service interruption. 

Recent results show that our customers 
believe the most important thing GCWW 
should provide is high quality, safe water. 
Ninety-two percent (92%) said that the 
water provided by GCWW is safe to drink. 
Seventy-six percent (76%) rated the 
quality of their drinking water as 
"Excellent" or "Good". Overall, 58% are 
willing to pay more for improved water 
quality. Following water quality, the cost 
of service is most important. Eighty 
percent (80%) of customers indicated that 
they receive good value for the money they 
pay for their water service. Customer 
service ranks next highest in priority. 
Ninety percent (90%) of customers 

Safety of Drinking Water 
Hamilton County 
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reported satisfaction with the way GCWW handles problems or questions. The survey identified changes in 
the way our customers want to interact with GCWW. More than half (57%) of customers with internet access 
are likely to get GCWW information via the internet. Fifty-three percent (53%) with internet access would 
sign up to receive their water bill on-line and over half (59%) say they are likely to pay their bill on-line. 

Feedback from the GCS guides GCWW's decision making in terms of continual improvement. With regard 
to our customers' number one priority of water quality, GCWW is in the process of implementing UV 
disinfection. To address our customers' expectations for enhanced customer service, a Customer Contact 
Center Technology Enhancement project is currently underway. The project will deliver additional 
communication channels, including web-chat as well as additional self-service options and streamlined 
business processes for increased ease and efficiency. Enhancements to our internet services are also currently 
underway. In 2010, GCWW implemented electronic bill presentment. In addition to viewing the customer e
bill, GCWW customers are now able to make a one-time, scheduled, or recurring payment via a new 
automated clearing house (ACH) payment option. From August through the end of 2010, a total of 3,886 
customers requested electronic bill activation and 104,698 e-bill and ACH payment transactions occurred 
totaling $17.8 million. Also in July 20 I 0, GCWW implemented a monthly billing program to assist 
customers in need. In the fall of 2011, GCWW will begin working on additional on-line and customer self
service options to further enhance our customers' on-line experience. 

4 



In addition to the extensive and highly 
structured GCS, GCWW routinely solicits 
customer feedback through two additional 
customer surveys focused on areas with high 
levels of direct customer interaction. The 
Customer Water Quality Survey is mailed to 
all customers who have contacted GCWW 
with a water quality concern that prompted a 
GCWW site investigation. Since 2000, about 
86% of the respondents to the survey were 
satisfied with GCWW handing their question 
or problem. The Distribution Division Survey 
is delivered to 10% of the customers with 
whom GCWW has had direct contact in the 
field. GCWW consistently receives high 
marks for professionalism, courtesy and 
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problem solving skills. Both of these surveys allow GCWW to continually monitor, measure and improve our 
customer service delivery and are an integral part of our overall mission to deliver superior service. 

As part of the Customer Contact Center Enhancement project, GCWW will implement a customer satisfaction 
survey through all communication channels: phone, e-mail, web-chat. This new survey is designed to 
evaluate customer satisfaction on timeliness of service, resolution, interaction quality and overall satisfaction 
with GCWW services. The survey results will be monitored on a daily basis to address immediate customer 
concerns and on a long-term basis to evaluate customer satisfaction trends and identifY areas for potential 
improvement. 

7. ATTRIIlliTF:- EMPLOYEE & LEAHERSHIP DEVELOPMENT 

GCWW believes in developing all employees, but the development of strong leadership is especially vital to 
continued growth and improvement as an organization. Since 200 I, GCWW has enrolled 21 employees in the 
University of North Carolina's Water and Wastewater Leadership Program. This intensive 12-day training 
program has benefitted GCWW by exposing most upper management to what is considered one of the finest 
water and wastewater management training programs available. The focus on professional as well as personal 
development, strategic leadership, change management, business culture, industry analysis, and peer 
networking has strengthened our upper management team. 

In addition to executive level training, GCWW has developed its own comprehensive managerial/supervisor 
training program called "Lessons for Success". More than 60 GCWW employees have benefitted from this 
program. Each year, newly promoted or hired supervisors/managers participate in the 10-module program 
designed to encourage a culture that values GCWW's managerial core competencies, that practices effective 
supervisory skills, and develops leadership skills. Further objectives are to promote a coaching and 
participative style of management, to provide a training atmosphere designed to encourage teamwork, trust 
and mutual support, and to regularly reinforce the skills learned. The program lasts the better part of a year in 
order to give trainees time to implement lessons learned at each session. The sessions are lead by a 
combination of consultants and City/GCWW HR experts, and are kicked off and closed by the GCWW 
Director. Feedback from participants over the years has been extremely positive and a positive shift in 
managerial culture is evident throughout the organization. 

For many years, GCWW has shared its expertise in the water industry with both its own employees and others 
in the region by offering classes in Water Treatment. Taught by our own experts, these classes are approved --0 
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by the Ohio EPA and can be credited toward required contact hours in either Water Supply or Water 
Distribution. In addition, the classes are geared toward preparation for the Ohio Operator Class I, 11 or Ill 
license examination. GCWW opens the classes to all employees and to other water professionals in the 
region. Students and employees from other Ohio counties and utilities have participated in these 15-week 
sessions. These courses provide individuals with important background knowledge in applied chemistry, 
microbiology, physics, theory of operation, unit process descriptions, SOPs and operator responsibilities 
relative to working at a water treatment plant. Best of all, this learning opportunity is free of charge to all who 
enroll. GCWW's Classes in Water Treatment program is a good example of GCWW developing its own 
employees and acting as a water industry leader in the region. 

For more than a decade, the City of Cincinnati has offered a tuition reimbursement program to all City 
employees, which is funded by each department. GCWW employees have taken full advantage of this 
educational opportunity. The program allows for up to 6 credit hours per academic session at an accredited 
college or university. The tuition is reimbursed at 100% if the student receives an "A", 80% if the student 
receives a "B" and 60% for a "C". Since 2005, 57 GCWW employees have successfully completed college 
coursework and thereby increased their opportunities for promotion. The cost to GCWW for this program has 
been nearly $256,000 during this time, and the investruent in "human capital" has been a win-win for both 
employees and the organization. 

8. ATTRID!TE- OPERATIONAL 01'TI~IIZATI0i\ 

GCWW optimization strategies are focused on streamlining business processes and providing technology 
applications to support GCWW operations, employees, and customer needs. Through the development and 
update of strategic plans for business and IT needs, strategies have been identified and outlined for enterprise
wide initiatives and continued investments in optimization technologies. Information is documented through 
numerous IT interfaces and databases to provide easy access to plans, procedures, and historical information 
for current and future staff use. Together, these systems have allowed GCWW to increase work process 
efficiency and maximize the output of existing assets to continually improve operations and reduce costs. 

As part of a multi-year SCADA system master plan, GCWW recently completed a project to upgrade the 
SCADA system with a new user interface. The new system allows for browser-based access and contains an 
extremely powerful trending and data management package. Using these enhanced tools has allowed 
employees in operations, water quality, distribution, and engineering to access real-time system information, 
resulting in quicker analysis and decision-making. GCWW maintains an increasing number of on-line water 
quality monitors within the distribution system, which have been instrumental in optimizing tank turnover and 
system chlorine levels, as well as acting as indicators for source water tracing and water age. 

GCWW's energy management program was optimized in 2010 through new agreements for real-time 
electrical purchases. GCWW now purchases electricity at current market pricing and estimated hourly system 
megawatt usage is submitted on a day-ahead schedule. Through diligent SCADA monitoring of the system 
tank elevations, water usage, and weather conditions, the actual energy usage is carefully managed. The new 
real-time energy program has resulted in over $1.0 million in annual savings. A recent addition to our energy 
strategy has been the purchase of a base I 0 megawatt per hour load for 20 II. This will help protect GCWW 
against spikes in electrical generation prices, which may be more volatile under future conditions. Continuing 
to optimize our familiar on/off peak pumping schedule is still very beneficial considering day-ahead pricing 
trends and the electrical distibution demand charges. 
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Treatment plant and field operations continue to be enhanced. 
An example is GCWW's on-site carbon regeneration facility. 
GCWW made a major change in the operating protocol by 
switching to seasonal reactivation of granular activated carbon, 
making better use of carbon conditions for disinfection by
product control and resulting in over $500,000 per year savings 
in operating costs. More effective use of laboratory 
instrumentation and implementation of a laboratory 
information management system (LIMS) have reduced service 
costs and increased analytical efficiencies. Through the use of 
GCWW's computerized maintenance management system 
(CMMS), the Supply Division now completes 98% of its 
preventative maintenance tasks. This success rate, coupled with 
improvements in tracking work hours, has reduced reactive work 
and equipment downtime. Predictive tools, such as 
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GCWW has reduced operating costs at its on
site carbon regeneration facilny, saving 

$500,000 annually 

thermography, power quality monitoring, and vibration analysis, continue to be developed and used. Field 
mobile computing has been expanded to provide near real-time updates from the field to the office, work 
routing to reduce drive time, and electronic communication and processing of service orders. A web-based 
geographic information system (GIS) map is also available to quickly access all water infrastructure data and 
other useful field information such as valve closures. Additionally, completion of a project to install an 
automatic meter reading system (AMR), one of the largest AMR projects in North America, has resulted in 
improved billing and other operational savings targeted to reach $22 million by 2012. 

GCWW has optimized its capital planning program by completing periodic plant audits and distribution 
system master plans using state-of-the-art computerized hydraulic and water quality models. GCWW uses 
project management software (Primavera) to track and manage project schedules and costs, which includes an 
annual I% water main replacement target (about 32 miles). In conjunction with the GIS, these tools allow 
GCWW to improve the overall capital planning processes. GCWW has created an enterprise-wide project 
management system that is used for infrastructure, IT, and other business improvement projects. 

GCWW has also implemented and integrated several systems to further enhance operational planning, capital 
expenditures, and budget monitoring. Budget and accounting software is interfaced with several work 
process applications, such as the CMMS for fixed asset and stores inventory information and Primavera for 
capital improvement projects cost tracking. GCWW implemented a monthly budget monitoring system to 
closely track operating expenditures, revenues, and GCWW's financial position throughout the year. We plan 
an upgrade to this system that will include utilization of business intelligence software to more accurately 
predict monthly budget amounts based on current information and historical trends. 

The GCWW Customer Contact Center (CCC) handles over 800,000 customer contacts annually and strives to 
be the standard for excellence in customer service. In 2009, GCWW assessed the CCC's IT infrastructure, 
business processes, and operations management to determine recommendations for enhancement based on 
customer expectations, service goals, and industry best practices. As a result, GCWW initiated a project to 
optimize the CCC's level of service delivery by upgrading CCC technologies. In doing so, GCWW will 
realize improved levels of customer satisfaction and operational efficiency by providing new and enhanced 
self-service options, expanded channels for customer interactions, and reduced queue and talk times. 

Employee performance appraisals are done annually and step pay increases are given to eligible full-time 
union employees whose performance meets or exceeds expectations, and similarly for unrepresented 
employees as budgets allow. Part-time Customer Relations Representatives earn an annual performance 
incentive payment ($200/$350 for meets/exceeds expectations, respectively). An additional compensation --0 
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program is the employee wellness program, which was initiated in 2007. Through this voluntary program, 
employees are rewarded for choosing activities that support a healthy lifestyle, and can earn up to $500 
annually in financial incentives. 

9. ATTRIIlllTE- FINANCIAL VIAiliLIT\ 

GCWW continues to be recognized for its strong financial management. Until 
200 I, GCWW issued general obligation bonds in the name of the City of 
Cincinnati. GCWW' s first rating based on its own merits was issued in February 
2001. Moody's rating of Aa2 and Standard & Poor's AA+ rating placed GCWW 
among the top rated water enterprises in the country. With the bond issuance in 
2009, S&P upgraded GCWW's rating to AAA. Of approximately 1,000 water 
utilities rated by S&P, GCWW became one of 69 to have a AAA rating. Moody's 
recalibrated GCWW's rating in 2010 and subsequently raised the rating to Aaa, 
giving the utility twin triple A ratings and placing GCWW among the elite 
utilities in the country. The ratings were based on numerous positive 
characteristics which included, but were not limited to: GCWW has dual AAA ratings 

• Status as a regional provider - The strength of GCWW's system comes in large part from the economic 
vitality, industrial diversity and size of its service area. Taking advantage of treatment plant capacity to 
share the benefits of economies of scale, GCWW has been able to expand its service area well beyond the 
Cincinnati city limits in the last 15 years and on average has added a new wholesale or retail customer 
every 25 months. Today, 20% of water consumption is by new communities added to GCWW's service 
area. 

• Deep and diverse employment base- Fifty-four percent of the nation's population, 53% of the nation's 
purchasing power, 54% of the nation's manufacturing establishments, and 57% of the nation's value 
added by manufacturing is located within 600 miles of the city. The diverse economic base has been and 
continues to be a source of financial stability for the area. 

• Long-term rate stability - GCWW receives no share of any state or local property or income taxes. 
Revenue from the sale of water provides for GCWW's operation, maintenance and debt service 
requirements. Water rates are approved by City Council. GCWW's Director is responsible for allocating 
the approved rates for water to customer classes within the City and in Hamilton County outside the City 
limits. Contractual agreement rates are negotiated and linked to various commodity block rates 
effectively changing when new rates are approved by City Council. Water rates remain competitive in 
the Cincinnati area as well as with other nearby municipal providers. 

• Coverage of annual debt service- The City has historically implemented annual rate increases pursuant to 
cost of service analyses and other financial rate studies. 

GCWW's water 
rates are among 
the lowest in the 
Greater Cincinnati 
Region 
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GCWW has had to effectively plan for the future while meeting multiple challenges brought on by the 
downturn in the economy, regulatory/technology requirements, aging infrastructure, and the competing 
demands for limited resources. While GCWW has always been proactive in its attempts to lessen the impacts 
of these challenges, we also recognize that planning methods of the past must be adapted to remain a premier 
water utility. 

Strong financial management has 
enabled GCWW to withstand 
eoonomic instability and still 
increase cash balances over the 
last decade. 

The City adopts a biennial budget. Rate increases are presented to City Council as part of the adoption of 
GCWW's annual budget submittal. Increases necessary to support GCWW's capital and financial needs are 
monitored through the use of an annual proforma. Key to the proforma is the annual allocation of resources 
needed to support the Capital Improvement Program. The CIP is a six-year plan that is reviewed annually and 
modified as necessary. GCWW uses a number of models to appropriately plan for the support of new 
expansion as well as the need for replacement of aging infrastructure. 

Consistent collection practices 
have proven successful for 
GCWW allowing for revenue 
collections to be nearly 100% of 
billed revenue. 
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GCWW completes a Cost of Service Analysis every five years. The findings of the COSA are used when 
proposing rate increases or when requesting changes to rate structures. COSA helps to ensure that the costs 
of treating and delivering water are being appropriated to the correct customer classes and that the rates cover 
the cost of doing business. Rate structures had commonly been designed around consumption. As 
conservation, economics and weather patterns have altered consumption trends, rate structures have been 
modified to focus on fixed charges. GCWW anticipates the completion of the current COSA analysis by the 
end of the summer. 

10. ATTRIIlUTE- 11\FRASTRtrrLRE SL\IliLITY 

Asset management is a critical activity at GCWW and encompasses all treatment facility assets, the 
distribution system assets, and lT assets. Our capital improvement program is typically around $55 million 
per year and about 75% is usually dedicated to asset management, particularly the timely replacement of 
aging infrastructure. 

GCWW implemented a computerized maintenance management system (CMMS) in 2001. The CMMS 
maintains an inventory of approximately I 0,000 discrete assets in the water treatment facilities and the 
distribution system facilities. All maintenance work on these assets is tracked within the CMMS to facilitate 
data analysis and reporting. Continuous efforts are made to ensure that the maintenance is in-line with the 
philosophy of the lowest cost of ownership of the assets, while providing the proper level of service. 

A number of dramatic improvements and efficiencies have been achieved by tracking maintenance in the 
CMMS. After the first year of data collection, maintenance forces realized that only 3.1% of their time was 
used for preventive maintenance activities, while 19.9% of maintenance time was used to repair failures. With 
this information, GCWW reprioritized and optimized maintenance tasks, resulting in decreased reactive 
maintenance. In 2010, GCWW maintenance forces spent 23.3% of their time on preventive maintenance 
activities and 12.3% on repair of failed equipment. In addition to work optimization, GCWW has started to 
incorporate predictive maintenance techniques into the preventive maintenance program, including 
thermographic imaging, vibration analysis, on and off-line motor analysis, oil analysis, and real time pump 
efficiency monitoring. These tools have allowed GCWW to perform proven needed services to assets and 
extend their service availability. Predictive maintenance techniques currently make up approximately 10% of 
the overall preventive maintenance activity time. 

With energy costs being a substantial portion of GCWW' s operating budget, the pumping equipment is 
carefully monitored for efficient operation. Efficiency tests are performed annually on over 70 water 
production pumps and performance measures track pump efficiency. Pump overhauls are scheduled when the 
pump efficiency drops by 4% from the original pump curve information. In addition, the operating efficiency 
of the largest pumps is monitored in real-time through the SCADA system. This allows the operators to 
select the most efficient pumps for the particular task at hand, and provides maintenance forces a useful 
diagnostic tool. 

The inventory of distribution system linear assets (primarily pipes and valves) is also contained within the 
GIS, with specific information such as installation date, materials of construction, joint type, C-factor, etc. 
With over 3,200 miles of water main in the distribution system, and about 40 % installed between 1900 and 
1960, GCWW focuses on proactively dealing with aging infrastructure. Since 1989, GCWW has replaced I% 
(about 32 miles) of water mains in the distribution system per year. 
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One of the goal areas of the new strategic business plan is to implement comprehensive and consistent asset 
management across the entire organization. The goal is to build on the asset management that has been 
performed for many years on the plant, distribution system, and IT assets with a focus on condition 
assessment, level of service, criticality, and totallifecycle costs. Strategies and action projects are designed to 
further enhance the concept of the lowest cost of ownership of the assets throughout their life cycles. 

Managing risk is also incorporated within the GCWW Capital Improvement Plan. Business cases that are in 
line with asset management practices are prepared for each project in order to determine the most worthy 
projects for implementation. Projects are further prioritized by considering the consequence of failure and the 
probability of failure for each project, relative to each other. 

GCWW engages in a robust public notification effort to provide our customers, and the traveling public, 
adequate information related to construction impacts and interruptions to water service associated with capital 
project improvements. Prior to construction, all residents within the project's limits receive a "Resident 
Letter", which includes information on construction hours, traffic restrictions, duration of construction, and 
GCWW contact information. All customers within the project limits who have been identified as having a 
lead service branch at their residence receive an additional notice. The "Lead Letter" includes a detailed 
information pamphlet from the EPA and details about GCWW's water sample testing. Customers are also 
notified 24-hours in advance of all scheduled water service interruptions. GCWW staff members visit each 
residence involved to inform our customers of the upcoming water outage. 

11. ATTRIBlTE- 01'F:RATIOi'iAL RESIL!Ei'iC\ 

GCWW has developed and adopted emergency response plans and other risk reduction practices for use 
internally and in conjunction with local, state, and federal agencies. GCWW participates in local and regional 
emergency response activities, including the City of Cincinnati's Continuity of Operations Plan for 
maintaining operations over a prolonged event, and the Urban Area Security Initiative region of Southwestern 
Ohio, Southeastern Indiana, and Northern Kentucky (SOSINK). Training, drills, exercises, and evaluations 
are routinely held to practice and insure sustainability of various plan elements. GCWW also maintains multi
barrier treatment processes and a highly interconnected distribution system to provide redundancy and aid in 
operational resiliency and risk reduction. The system contains many backup facilities, and GCWW is 
currently implementing a multi-year plan to enhance backup power capability at critical locations. GCWW is 
proactive in water sector research and keeps abreast of changing regulatory trends by participating in industry 
organizations. 

Response plans include an Emergency Operations Plan (EOP) and a Pandemic Influenza Plan. GCWW's 
EOP provides a systematic approach for management of threats and disasters. The plan identifies the 
responsibilities, functions, operational procedures, and working relationships among stakeholders. It includes 
sections on contingency plans, alternative operating plans for catastrophic facility loss, labor strikes, source 
water loss, and flooding events. The Pandemic Influenza Plan provides a framework for maintaining 
operations during a major disease outbreak. It describes pandemic phases, action triggers, notifications, 
communication, staffing, and operating plans. To aid in emergency response practices, GCWW personnel 
have received National Incident Management System/Incident Command System (ICS) training. GCWW 
staff members have also participated in US EPA water security message mapping workshops. 

Because of our work in this area, the US EPA selected GCWW as the first utility in the nation to partner in the 
Water Security Initiative (WSi). This program allows GCWW to proactively detect and respond to potential 
water contamination events, and has promoted stronger relationships with external agencies such as the 
Department of Health, Drug and Poison Information Center, and FBI. Real-time information is gathered and 
compared to baseline using a comprehensive contamination warning system, including on-line water quality --0 
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monitoring, sampling and analysis, enhanced security monitoring, consumer complaint and public health 
surveillance and threat notification. These parameters are continuously monitored as part of GCWW's 
routine operations, and protocols are in place for investigation if triggers are alarmed. Response actions for a 
possible contamination incident are guided by a consequence management plan which uses GCWW's lCS 
structure, field investigation procedures, threat level determination protocols, operational responses, crisis 
communication plans, and response partner roles. Remediation and recovery steps are also included in the 
plan. This innovative initiative has attracted attention from utilities around the world, including Israel, 
France, and Portugal. 

GCWW routinely reviews risk and response plans and 
practices protocols following the Department of Homeland 
Security's Exercise and Evaluation Program. Personnel at 
all levels participate in these events. This includes 
participation in the regional Emergency Operations Center as 
a member of SOSINK, where recent drills have included 
catastrophic situations such as earthquake disaster response. 
As part of the WSi pilot, several full-scale exercises have 
been conducted which have tested GCWW' s response to 
detection of a water contamination event, threat 
determination, ICS structure, and consequence management 
phases. Local, state, and federal agency response partners 
participated in these exercises to test response 
communication and coordination. 

GCWW regularly conducts disaster drills 

This extensive training and practice was put to the test in 2008 when a regional power outage occurred as a 
result of significant damage caused by hurricane force winds. Power was lost to several key facilities for 
periods ranging from one hour to more than two days. Due to extensive training in crisis management, 
GCWW successfully maintained system operations and supported neighboring utilities. After this event, 
GCWW personnel reviewed and optimized procedures and plans based on lessons learned. 

12. ATTRIBliTE - CO~Ii\WNITY SUSTAII\Ailll.ITY 

To manage increasing energy costs, GCWW has been very active in implementing strategies to control its 
energy budget. Electric energy consumption is monitored 24/7 through the SCADA system and appropriate 
pumping rates are strictly adhered to during on-peak and off-peak hours. The use of off-peak pumping, 
power factor correction, and demand management through the entire distribution system has helped achieve a 
high level of efficiency in the use of electric energy. 

As part of its 240-mgd post filter Granular Activated Carbon (GAC) treatment process, GCWW operates its 
own on-site GAC regeneration facility. Operational cost drivers associated with the GAC regeneration 
process are natural gas and new GAC to make-up for any losses that occur during the regeneration process. 
In 200 l, GCWW implemented an optimization strategy in its regeneration process and has continued to refine 
that strategy over the last 10 years while maintaining high quality treated water. This strategy has yielded 
over $5 million in cost savings over the I 0-year period. 
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To further reduce its reliance on power produced by fossil 
fuels, GCWW constructed a large solar panel system at its 
administrative offices. This solar system generates 
approximately 350,000 KwH of electricity per year and 
reduces annual greenhouse gases by 550,000 lbs. The solar 
panels offset about 12% of the energy consumed at the 
administrative offices for a savings of approximately $35,000 
per year. In conjunction with the solar panel installation, 
GCWW is selling "Solar Renewable Energy Credits" back to its 
electric supplier at a revenue stream of $110,000 per year. 

Solar panel are implemented to reduce 
carbon footprint and energy costs 

GCWW continues to focus on its water loss reduction program through a combination of leak detection 
crews, regular leak testing of its reservoirs, and aggressive replacement of water mains that exhibit high 
maintenance. With a policy goal of replacing I% of its 3,200 miles of water mains annually, GCWW has 
replaced approximately 300 miles of high maintenance water mains since receiving the AMWA Gold Award. 

Long-term sustainability of the utility while controlling water rates requires extensive planning. GCWW 
maintains and regularly updates its comprehensive Distribution System Master Plans, Facility Audits, and IT 
Master Plans. These plans identif'y long-temn projects needed to support the effectiveness of the utility. A 
strong focus is on replacement of aging infrastructure. Typically, 75% of the annual capital program (around 
$55 million) is spent on asset replacement. 

GCWW is a founding member of the Hamilton to New Baltimore Ground Water Consortium. This unique 
regional cooperative effort between seven different public and private water suppliers has the sole purpose of 
protecting ground water resources in the vicinity of our Bolton well field. The Consortium pools its resources 
to provide public education, land use controls, and water quality monitoring more effectively and efficiently 
than any one utility alone. 

GCWW works with several agencies to protect the Ohio River including the Ohio River Valley Sanitation 
Commission (ORSANCO) -an interstate commission created in 1948 to "protect and preserve" the waters of 
the Ohio River. We participate in ORSANCO's spill detection and reporting network. Several sites along the 
river collect water samples and analyze them for contamination. If contamination is detected, all drinking 
water utilities downstream are notified so they may take precautionary measures. GCWW maintains one of 
those detection sites. We also closely communicate with utilities along the river to discuss river conditions, 
treatment challenges, and ways to improve our water source. GCWW serves on ORSANCO's Water User 
Advisory Committee which provides technical input and guidance to ORSANCO on how it can best balance 
the needs of drinking water utilities with other river users. 

With its new Strategic Business Plan, GCWW is adopting a triple bottom line based decision making process 
as part of the business case development for each project. 

13. ATTRIBIITE- WATER RESOIIRCE ADEQI'ACY 

Since winning the AMW A Gold Award in 200 I, GCWW has continued to aggressively grow its wholesale 
and retail water service in order to further spread the fixed costs over a larger customer base, thereby reducing 
the unit cost of water produced. In 2001, GCWW served approximately 940,000 people in a 400 square mile 
area with 2,800 miles of water mains. By 2010, this has grown to about l, 100,000 people in an 800 square 
mile area with over 3,200 miles of water main. Numerous retail and wholesale water service expansions 
contributed to this, but the most significant expansion occurred in 2003 with a 30-year wholesale water 
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agreement between GCWW and Boone County, Kentucky and the City of Florence, Kentucky. To date, this 
is still one of the largest interstate water agreements in the country. 

To ensure that customers receive a plentiful supply of quality water GCWW regularly evaluates and updates 
its Water Distribution System Master Plan, its hydraulic and water quality computer models, and its water 
treatment plant audits. All planning tools are integrated to provide our planners, engineers, and operational 
staff with a comprehensive understanding of the capacity and capability of our assets. In 2009, we completed 
a new Water Distribution System Master Plan. This Master Plan has a 20-year planning horizon and 
considers current and future service areas, population, and residential and commercial water demands. Water 
demand estimates for minimum-day, average-day, 
maximum-day, and maximum-hour were 
established throughout the entire service area for 
the 20-year planning horizon. To determine the 
hydraulic capabilities of the distribution system 
and the improvements necessary over the next 20 
years, a new hydraulic computer model was 
created to simulate the system's operation under 
various demand scenarios. The hydraulic model 
includes all water mains larger than 4-inches in 
diameter and is only one of a few large "All Pipes" 
water models in the country. Not only do we 
model our distribution system for maintaining 
proper flow and pressure, GCWW also developed 
an "All Pipes" water quality model that allows us 
to estimate chlorine residual and disinfection by
products throughout our current and future water 
distribution system. 

The Richard Miller Plant was expanded by 20 mgd through the 
optimization of existing processes 

Consistent with the growing customer base and the future water demands established in the Master Plan, 
GCWW has been proactively expanding the capacities of its two water treatment plants. We have increased 
the capacity of the Richard Miller Treatment Plant from 220 mgd to 240 mgd without constructing new 
facilities. This was accomplished by modeling the treatment processes throughout the plant to determine their 
maximum hydraulic capacity while maintaining proper treatment performance acceptable to the Ohio EPA. 
The 20-mgd capacity increase was achieved with a capital investment of less than $2 million (primarily larger 
pumps). 

The hydraulic capacity of our Bolton Plant, a groundwater treatment plant, has a design capacity of 40-mgd 
with 10 ground water wells. Through experience and aquifer modeling, GCWW engineers and geologists 
determined that interference between wells actually reduced the production capacity of the well field by as 
much as 8 mgd. To compensate for this, additional wells were installed to sustain the 40-mgd capacity of the 
treatment plant while adding flexibility and redundancy to the well field. 

With these treatment plant capacity increases along with developing a 20-year master plan and capital 
improvement plan for the distribution system, GCWW has positioned itself to meet the water needs of its 
current and future customers. 
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14. ATTRIBUTE- STAKEHOLI>ER UNDERSl'A:\IHNG AND SUPPORT 

GCWW's current strategic business plan is focused on all customers, including individual consumers, elected 
officials, industrial users, wholesale entities, contractors, water industl)' partners, regulators, and GCWW 
employees. This plan was developed and shared with various regional stakeholders including Cincinnati City 
Council, which approves GCWW's rates, as well as with local business and consumer groups. This provides 
the framework GCWW uses to manage change, and sharing the plan shows transparency to GCWW's 
stakeholders. Upon completion of the plan, GCWW developed performance measures which were aligned 
with the plan and designed to measure specific progress in each of these areas. 

With such a diverse range of customers, GCWW uses many mechanisms to engage stakeholders. The City of 
Cincinnati has a mayor and City Council which set the overall city policies and approve the City's budget, 
including GCWW's budget and requested rate increase. GCWW informs the City's elected officials of our 
activities and direction. As part of the annual budgeting process, GCWW presents its proposed budget and 
any requested rate increase to City Council. City Council holds public meetings to gather public input on the 
request, which they carefully consider in their decision-making process. In general, the contracts that GCWW 
has with wholesale and retail customers outside the city are tied to the rates within the city; therefore, rate 
adjustments made within the city are automatically reflected in these contracts as well. GCWW routinely 
meets with wholesale and retail customers to ensure adequacy of service and to explore further opportunities 
for cooperation. 

GCWW plays an essential role in the region and, as such, 
works with communities to promote public understanding 
of drinking water through various activities. GCWW 
participates in community activities demonstrating water 
related issues and education, including regional festivals 
and events. GCWW also meets regularly with an advisol)' 
committee made up of local scientists and engineers to 
exchange information and receive advice from leaders in 
the local scientific community. GCWW's treatment plants 
are open to academic and civil groups for guided tours, 
and GCWW collaborates with local groups by sending 
speakers to water related classes and providing expert 
representatives to local civic groups. These activities 
provide opportunities for GCWW to interact with and 
educate stakeholders. 

Our staff regularly participates in communny events 

GCWW also communicates with customers through its website, social media and direct mailing of the 
Consumer Confidence Reports. When special issues arise, GCWW reaches out directly to numerous 
community councils and municipalities to explain the impact on water quality, services, and rates. 

GCWW also engages the industl)' and regulatol)' stakeholders in numerous ways. GCWW staff members are 
vel)' actively involved in industl)' organizations such as AMWA and A WWA with several members serving 
as chairs of various divisions and workgroups. GCWW's reputation is stellar with the regulatol)' bodies on a 
state and national level and staff expertise is routinely requested to assist in the development and evaluation of 
regulations and policies. The Total Coliform Rule, Stage 2 D/DBP Rule, and the L T2 ESWTR are examples 
of national regulations in which GCWW staff members have been involved. On the state level, GCWW works 
with the Ohio EPA on developing guidance and policies for many topics needed for state implementation 
rules. 
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SMART WAYS WE'RE 
IMPROVING EFFICIENCY AND 
PLANNING FOR THE FUTURE 

COMMITTED TO EXCELLENCE 
GCWW Receives Upgraded 
Credit Rating from Moody's 

In April of 2010, the credit rating agency Moody's reca!ibrated 

GCWW's long-term credit rating from Aal to Aaa, the highest 

rating possible for a municipal water utility. Only 19 of the 54,000 

water utilities have achieved an Aaa rating from Moody's. 

The way Moody's now calculates long-term municipal ratings 

allows investors to more easily compare municipalities 

to private sector companies when rooking for growth 

opportunities. GCWW continues to receive a Aaa grade from 

Standard & Poors. 
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IftKING YOU FORWARD 
Bolton Baffling Project 
'The year 2010 saw upgrades to 

tha ~rles M. tlolton Treabnent 

fltarit. These Improvements 

lndudecl the lnsbllatlon of baffles 

: Jn .the reservoir to 'help Improve 

.<Hslnfectlon ·at the facility. 

:We<cortd~~ a tracer study 

:;::-t-o:. d~~nstrate to the Ohlo 

· itPA):~OWwell the new system 
, ·;' <:.M:i-rked. Th,e pr~ess of changing 

all e_lghffiJter media at the plant, 

a :prOJ,ect stzrted In 2008, 

Ci!mPietect tn 2010. And 

were made to 

. ~~lng !he way: water 

Research 
Foundation Project 
GCWW began assisting the flrrn Camp Dresser & McKee 

(COM) In tile water Research Foundation PrOject, "Assessing 

and Enhancing Biological Filtration In ,North Amer_lca." 

The objective of the project Is to l)roduce·a new system 

for bloioglcal filtration as well as tbe-efferitlve monltorJng 

of biological actlvlty In drinking water. !Jc.ww_ Is one of 
ontysMral utilities participating In the proJect and delivers 

the unique benefits of in-depth understanding Of-blologlcal 

processes. GCWW provides lnformaflo:n·for' case Studies, 

sampling and analyses services, and full-scale operationS I 

data. The data collection phase ls.sett():canclude In May 

2011 and_the Toolbox and Guidance Manual;t~ill'b!publ!shed 
early In 2012. 

UV FaCility construction 
In November of 2010 GCWW brciktii 

ground on a new ultraviolet (UV) 

d lslnfectlon facUlty at the Richard Miller 

Treatment Plant (RMTP). When It opeRs

ln 2013, thenewfacllltywlfl bettles~ · 

lafJestoflts klnd In North America, and·-~ 

wm have ttte capacity' to treat up 1o 

mllnon gallons of drinking water)ler 

day. GCWW took the lnlttatlve to adopt 

UV disinfection technologY In an ·ejrort:·
to continue to provide the· htpfit:qu:,uty.Water -and 

p.rotect customers from contamllta~ts In tlie OhiO R_lver. 
It Is the largest water treatment ln~eslJll'ent made by 

GCWN slnte the granular-activated carbon (GAC) filt8ring 

prOject In the early 19905. Once cofnpleted, GCYM".W'llt be 

the largest water utlllty In North A:nierlca to use UV 

follow1ng_sand filtration and GAC. 

All-piJ)eS Model/Master Plan Cpmpleted 
We're always future-focused, developing detailed plans 

to· ensure- that we are.able ·to diStrl:bUte--hlgti quality 

.water ftir years to came. DeveloJ)rri8niof·an aii·Pipes 

dis•r~_utlon .system model was comqleteci'tn-2010 as. 

part of a capital Improvement project. As part 11f the 

Distribution Master Plan, the model wlllldentlfy areas 

for distribution Improvement through 2030. 

Filtered water Pump Upgrades 
Installation of larger filtered water pumps at the Richard 

_HillerTreatment Planfs (RMTP) Granular Activated Carbon 

(GAC) facllity was compleU!d at the end of2010. Tllese larger 

pumps have Increased the capacity of the GAC facility, and 

RMTP as a whole, from 220 to 240.mllllon gallons of 

drinking water per day. 

Upgraded Ground water Madel 
The Ohio EPA endorsed GCWW's new Source Water 

Protection Area based on an upgraded ground water 

model developed by the Hamllttln t<~ New Baltimor-e 

Groundwater Consortium. The 

purpose of the Consortium, 

of which we are a member, Is 

to p-rotect the grcund water 

resources In the Ham!lton/ 

Fairfield area. This upgrade 

provides for greater protection 

of the ·are.a's wens and 

the ab!Uty ttl more easily 

Identify potential sources <Jf 

contamination. Through an 
on-going grant from the Miami 

Conservancy District, the Conwrtlum has permanently 

sealed several unused residential wells that posed a risk 

ttl ground waterquallty. 

l\Jrblne Generator Upgrades at the RMTP 
GCWW operates two turbine generators, which were built 

In the 1930's, at RMTP. They-capture etectrical enei'gy as water 

flows downhllllnto the treatment process. Together they 

produce about 300ltW otelectrlcJty per day. It has bP"'~ 

challenging to keep- tne generators .tully operation a 

recentyears·.ln 2010, we lnsta_ll8d new controls and b 

generators have been running smooth~ ever since . ~~ 
tg,o 
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DOING MORE WITH LESS 

REDUCING FDR OUR FUTURE 
Installation of Our 

IMPROVEMENTS your e4>111 online, you can simply cficlt 

to make a one-time. scheduled, or 

recurring payment. These options are 

free and can.be easily activated from 

the GCWW website. 

AND REFINEMENTS 

Second Solar r.tray 
Through a grant from the State of Ohio 

via the American Recovery and 

Reinvestment Act, GCWW's second 

solar array was Installed on top of 

the garage at the Chester Park 

Complex (CPC). The photovaultalc 

system Is capable of generating 

approximately 318.000 KwH of 

electricity per year. That offsets an 

equal amount of electricity that 

otherwise would have had to be 

AI GCWW conSidered the 

opportWlity of becoming s public 

regioDal: water district, our research 

identimd manY ideas to streamline 

processes and pin dficiencies. 

While Ihe decision has been made 

not to pursue !be district status, 

we plan to :im.plement these 

improvements and tefinl!!:lllents 

within our curtent Rtrncture 38 

EXlENDING TO SUPPORT 
OUR NEIGHBORS 
Flowing Into South Lebanon 
A 40-year water. service agreement 

was slgried .In 2010 between GCWW 

and the Vltl~ge of South Lebanon. 

we began a water system extension. 
a City department. 

purchased from Duke Energy. This new system, in 

combination with the existing 40 Kw solar array,Wlll be able 

to offset about 12% of the energy consunled at CPC. 

Less Fossil Fuel Coosumed Due to Ene~g~ Credlls 
A co11tract with Duke Energy was d_evelnped in 2010 for 

the sale of Solar Renewable Energy Credits (SRECs) from 

GCWW. This sale Involves not only solar energy credits 

related to the CPC arrays, but also 'tlydro credits 

generated at the RMTP facllitles. Tills effort will off..set 

hundreds of thousands of dollars In en.ergy expanses. In 

addition to the cost savings. we're proud to'be using less 

energy and reducing our carbon footprint 

Less Paper Through E-Billing 

In an effort to Improve our envlronmentaUY conscious 

business practices and use tess paper, GCWW launched 

&BlUing in August of 2010. Now,.ln adQ!tkln .to vlewlng 

featuring 40,.ono feet of 16 and 

24--lnch water mains along with other 

facilities required to provide continued. service to the 

City of Lebanon and tO begin service to the Village of 

South Lebanon. lWo of the four phases of this project 

were bid and completed .Jn 2010. GCWW watef will begin 

flowing Into South lebanon In 2013. 

Big Mains 
tn our continued efforts to reach ·our eritlre Community 

as efficiently as possible, we completed the design of 

over $40 million worth of wate~ malns.lnc!uding several 

transmission mains to help convey large volumes of 

water. Major water main projects completed In 201{1 

Included three phases of maln along the .Madison ,Road 

c:orrldor, In addition, nearly 11,000 feet of matn were 

Installed through the communities of Blue Ash and 

Montgomery to convey water from· KenWood Road to 
Montgomety Road. 

:rn 
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CELEBRATING YOU 
This past year. we-'com~tlnk:atBO·ln th8 ways that are mast conven!Bnt JOiY?·U._ And 

wentto·the places Y.O~· ·;o. 'Fr_o·m cooli_ng Yll:IJ down,·to cleaning up.our ~l_ty; .to. just 

playing around, GCWW-flad .a presence at many of the area festivals, races.:and events 

that our customers lOve; 

Spring Launch of SOCial Networking 
GCWW started uslngTwltter(@CincinnatiWater) in 2010to share key messages. watsr 

Industry articles, and newsworthy Information about key proJects. We also began 

sharing photos from community-oUtreaCh events on Facebook and produc8d several 

YouTube videos that tell the GCWW-story. 

Launch of E-TapNews" 
In 2010 we launched E-llpNews. an e-newsletter sent every other montlt to more than 

67,000 customers. It Includes Important news and Information regarding· programs, 

new projects, and coniinunrty events. Thee-newsletter has also been a great platform for 

promoting GCWW's social media Involvement and has provided another neNavenue tD 

communicate with our custo'mers. 

we Go Where. You Are 
It was great seeing you at the many GCWW sponsored events throughout the 

yeart we look forward to bringing GCWW to you again next year- wherever you are 

in your community. 

·Earth Day ·Great Miami River Cleanup 

· Hoxworth Blood Drive • Taste of Cincinnati 

· Educators Expo • Paddlefest 

· Butler County Children's water FestiVal • Race for Global Water 

· DROP (Dispose Responsibly of Pharmaceuticals) Take Back Event 

-or.,.., 
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MICROBIOLOGICAL DATA 
················-·······-·-- -·PER 100 UTERI 

hflllo\ .. ~ 

WATER.OUAUTVC.OMPARISONS 
RAWWATER- COMPARISON OF SELECTED PARAMETERS 

.FINISHED WATER- COMPARISON OF SELECTED PARAMETERS 
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WATER QUAtl'iiYDATA 
tn 2010. Gr;;NJ .met. or exceeded an state and federal 

healttlstartdafds. ish1waysh8s. The fotlowlng_tables cal:t :ttirr· EPA's Safe Drinking water uu~•Jnc-._0'~;: 
show the substances reported Jn the·ocww 2009 Safe (800-}- 4_26-:4791 or visit www.epa.gov/safWaterB 
Drinking w.lt9r Rlport,whlch was prepared to meet the h~~.htmt Consumers may request printed copi~Qf-
EPA's N-atlorial . Prlmary Drinking water Regulation GCWW's 2009 Water QUality Report or view the 
for ConstJnler COnfidence ReporU. For more Information onlln~ at: ~.cfndnnatl-oh.gov/gcww. 

Technique (TT)•. These standards protect drinking water by Umltl~g 

adversely affect publ!c health and are known orantlclp~ to ocCur In pubtrc water systems. 
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Unregulated COntaminants: Substances for which EPA reQuires monitoring to determine where certain substances occur 

and whether It needs to· regulate those substances. 
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GREATER CINCINNATIVVATERWORKS 
STATEMENT OFNETASSETS 

FOR lHE YEAR ENDED DECEMBER.3l; lOOO'S OMITTED) 
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a.rn.-.. :; r.-.tu.llllll : 

CEll 1111 Cllsh Eqii'lllenls 

EQ!AV ill Oty Treoary Cllsh -_ ... 
._,, .... 

Due 1ran 01M FUnds 

Due 1rom Olhef Gnemml!l1!s 

l'r!pli;! hellll ,_. 
Molrn:es1c 01l1er Fulds 

ReslliCilldABIIS: 

C8irl alii Cll!tl Eqliwa«ds 

EQ!ily in 01yTITIIIIIII'yCIIsh 

II'MI!IIme!t!Sa!FarYall8 ..,,_ 
Eqmy In 01y Treasuy Ca.'lll 
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18,549 

m 
3.083 

10,3'11 

'·"' 5,937 

50 
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41,103 

36.2~8 

$ 1M3 

22,891 

17.779 

1.667 

1 ... 

11,583 

2,141 

5.118 

50 

21,880 

4,745 

40,582 

36.746 

$ 439 Ji Aa:ciun1BI'8!Bble S 3,229 S 3.404 $ \175) f 

1,561 iJ I)JaiiJotllarFuncl:s 180 168 12 i 
!: Duallfucicl!ly(f'er"lmrs) 280 245 35 ;_ 

no ji DleiiJ011Jar6ovenJnsdallogercies 1,153 788 365 ( 

(950) n Accruadf'arrall 1,949 1.73!1 210 : 

1.453 : J Aa:rued Interest 27 34 {7) : 

~.272) n QnplllllllledAtllencesf"i¥ttie 4.003 3,746 317 ~ 
1,426 !! ~~mlllrsemenllll'lr,'8bll! 17 25 ~ : 

819 n U111Bi:! Claims PaySIII! 194 193 1 i 
U 9lcxt·Term~igali0n-l88lllrl!.lalts 59 52 7 : 
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(18,1142) fj OtlloW111erllewlqlmen!Aulllcr1lytoans 211 224 (13l ~ 
855 ti Ge!l8fi!ICiliiQ811oo6oodsl'ayeijR 2.000 2.000 l 
521 :: RIMinueBinds~le 15.429 14,865 564 : 

tl ~le from Aesl!icBI As981s 1 
t528l [~ ~n COnll'a:ls 5.530 5,078 -452 l 

Restridecl Eqwtyin01ylreasii)'C!Ish 

Restridecl Ca:lll alii Cash Eq!iva!en1s 

... 
4,477 

7,615 1!51 U [lepii!MPII)fltla 73 59 14 : 

35,113 ~.636) :l rtoncun'alt : 
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""' Bllld~ 

(kciJTiu1818d Dllp~181ion) 
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2.m 
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2,749 !J long-TermObllg811on-LeasedAssllls 120 158 1381 ; 

{4.503) n Otliol\lbllc\'QII5Commissloollms 3,382 2.416 !Hi ! ,_ 
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226,856 
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GREATER CINCINNATI WATERWORKS 
NOTES TO FINANCIAL STATEMENTS DECEMBER 31, 2010 

SUMMARY OF SIGNIFICANT ACCOUNTING POLICIES 
The Greater Cincinnati water works Is a -municipally (M'fled and 
operated utility. Theflnanclalstateme:nts of the Greater Cincinnati 
water Works are included In the Comprehenslw Annual Financial 
Report of the City ot Cincinnati. An annual audit of the financial 
statements of the City of ClnclnnatllS performed by or at the 
direction of the AUditor of state. 

Deposits and Investments with FinanCial lristltutlons - Cash 
balances of the Greater CinCinnati_ Water. works are Included In a 
pool of CJty Treasury Cash. The Ctty·Treasurer determines the 
amourrts to be kept on hand to meet current obligations and 
amounts and timing of Investments. AU deposits and l!lYeStments 
bY the City are Insured by the Federal DepOSitlrisUtance Corporation 
or some other ins1rumentallty of the Federal g:Mmtment or are 
CCM:lred bysectJritles hed by the Cltyorlts-agerrtln the City's name. 

Accrued Interest Receivable- Interest reteivilble on Greater 

as revenue for 2010 and 2009; the amounts_,~~:~f'¥,¥JO and 
$1657,000 respectively. 

Inventories of Materla!s and Supplies-Invent 
cost which Is determined on the moving avera! 

earned on !llo'E!Stn'!ent! of the bond proceeds from the date of the 

borrowing until the assets constructed from the bond proceeds 
are ready for their Intended use. The capltaflzed interest for 
December 31, 2010 was $5,560,000 and for the year ending 
December 31. 2009was $3,212.000. 

Compensated Absences- NCGAStatement4 reQuires state and 

local governments to recognize the liabilities associated with 
employees' compensated absences. Therefore, the following 
obligations have been Included In the Greater CinCinnati water 
WorkS COmparative statementoflong.Term Uablllties: 

vacation -vacation benefits are considered to be vested benefits 
of the employees. The obligation at December 31, 2010 for 
vacation benefits of Greater Cincinnati water Works em~oyees 
Is approxl mately $3.262,000. 

Sick Leave -Sick leave benefits are inCluded in the estimated 
liability for the empicr,oees, based upon the portion of aCCtJmulated 
sick leave liabll!tythat ls estimated to eventually be paid as a 
retirement or Cleath benefit. At December 31. 2010 thiS Uablilty 
is approximately $4.282,000 for Greater Cincinnati Water 
works ernp loyees. 

o Compensatoi)'Time-Employeesare permitted to accumulate 

CdmpensatoiY Time for work In excess of their normal 
·-·~·_forty,hotlr week. The amount of the obligatlon at December 31. 
:-au.o is $49,000. 

!itjiff.i~it;~~~~~Y~~l~~~;;··;·•cl 
~·~~1f~t,.~~~ .. d0;· 

j __________ :~ ____ : __ ~~--~---~::_~~ 
l Estimated liabifty for 
: ColllJensalory Hlseoals 
:.ianuary1,2010 $3.ro4 $4.121 $48 S7,3T.l 

j Earned D.mng 2010 2,210 1,314 6 3.530 ·-· : Drri~2010 "·152) (1.153) (5) P,310J 
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PinSion Pians--FU1111me employees otthe-Greater·Cincln'nittJ: : :: · 't6the 'fate:orthe amount ThE Greater'CinCinnati Wiler Works 
waterWorks partlclpate ln one at two pension Plans -.ettfler~ .. }or:-~ first time _issuecl Revenue ·BOflc!S. du(in81002. The 
the RetlrementSystem Ofthe CltyofCinctnnatt, adminiStered' '-Greater Ctnclnnati Water WorKS expects to Ananct· future 
bithe-,City ofCinclnnatt or the PUbliC Emplo)ee'S Retirement. capital- reQulremenl5 utill2ing revenue bonds. The anriual 
System (PERS}, _administered by the State oJOhlo. The Greater , tequlr!fl'le:olsto amortize all debt outstanding as. of December 
Clocionat! watat Work$ colll:rlbtltlons 10 the CJty adminiStered 31, 2010 IS 8s .follows (OOO's omitted): 
retirement System duflng2010 and 2009 were S5.D62.000and 
S4-.no,ooo.respecti'tely. Contributions toPERS during 2010 · 
and 20t$ wen! $299,(XX) and $292.(XX) f!SPE!dl\lely. The actuary 
annuaUydetermlnesemplayeroontrl~IOitleCflYsysl!n'il:lt 
the alllentancl'bliOMIW;yeatS. The actu;iriallycomputedvalue 
of vested _and ilon-¥ested benefits on the plan's net assets 
available for lilan benefits for each of!le respective plans.ls not 
determlnec!...-fcrlhewaterWorks. ......... 
woncs bepnto report on lts flnanclafs a lot~g-term liabilitY for 
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thiS adjUstment, Personnet Expenses lsalso IncreaSed forthls ·; rAJjiD;.;.;.;i;,i01QiNjQI ~ltmjjjiiJi~ "ij ••••• -.l g::_·, · 
noiH:BShexilense. Theamountfortheaddltlooal20101labliity' ! -~~..,.~-~ "'"''"' _:-<, o, 

was$9,986.001)for unfunded pension aod $7,979,000 for net 
ather postem~nt benefits. In 20091heannual ad]ustml!frt:s: . 
were S2.6l8,000 and $2.056,CXXI respectively. 

Rev8nut-- U.nb!Ued reveoues·oo 111eter8d account$. 
aocrued.at)iear-enctRates are.1uthottzed ~City Council be 
on opi!ratlng-cOS1s aM anticipated capital expenditures. A, 
contract between 1be ctty and the- HamlltDn·eourity Board- i::1 
Commissioners specifies. a differential between the rates -for 
City arnl for Hamilton County consumers, decllnihgfr0m559& 
to 25% 'overlhe-Jife or_ the con'lract ending December 31; 
.Rates appl!cable to reSidents of ather cou:ntles and 
munlclpat~·lri Hamilton County are negOllated separately, · 
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Major Customer Service Enhancements and Client Service Activities 
2002-2011 

GCWW has a strong commitment to continuous improvement. The following pages highlight some of 

our recent customer service improvement projects. 

2011 

• In June of 2011, GCWW entered into an agreement with FIS-Metavante for the provision of 

credit card processing services for our customers. In addition to providing on-line, Call 

Center/IVR and lobby credit card processing services, the FIS-Metavante agreement ensures 

that GCWW complies with all relevant Payment Card Industry {PCI) security regulations. 

• In April of 2011, GCWW implemented an automated process to close out delinquent payment 

work orders when a payment has been made. An automated process now runs all day looking 

for payments that have been made in order to cancel work orders before they are electronically 

transferred to GCWW Field Services staffs mobile devices. This new process also has the 

capability to close work orders that have already been loaded into the mobile devices and the 

capability to notify the staff in the field that the service order has been canceled due to a 

payment being received and directs staff to not turn the water service off. 

• GCWW implemented a new automated process for making adjustments to customer accounts. 

Using some new technologies from OnBase and Microsoft lnfoPath, with the new automated 

workflow process, Call Center Customer Relations Representatives can now click on a link in the 

billing system to open a new electronic form that can be filled out to request a billing 

adjustment. All relevant documentation is attached electronically and then forwarded 

electronically to the Billing Operations Section. A note is also automatically inserted in the billing 

system. Prior to this enhancement, the research and the transfer of documents were carried out 

manually. 

• In September, GCWW executed a waste collection billing agreement with the Village of 

Elmwood Place. 

2010 

• In 2010, GCWW launched the Customer Contact Center Upgrade and Enhancement 

Implementation project to achieve its vision to be the standard for excellence in customer 

service. The GCWW Project Team partnered with Deloitte Consulting LLP as its key advisor and 

Aspect as its technology solution provider to help implement a robust solution that will achieve 

the following three key objectives: 

• Enhance the Customer Experience 

• Improve Business Process and Operations Management 

• Implement Enabling Technologies 

The initial project work completed in 2010 included the gathering and documentation of the 

functional & technical requirements. The functional requirements provide an overview of the 
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"to-be" state of the Contact Center as it relates to the front-end functionality. The technical 

document describes the key requirements that will underpin the design of GCWW's 

communications systems architecture. 

During the functional requirements gathering sessions, the GCWW Team worked with Deloitte 

to review existing work flows and to develop detailed work flows intended to meet our key 

objectives by enhancing existing processes or designing new processes. Some key 

enhancements and new processes derived from the functional exercises are: 

• Enhanced Interactive Voice Response (IVR) system for which new and improved menu 

options were designed to make it easier for the customer to make the "right" selection 

for their business need; to have emergency calls addressed with the highest priority; 

and to add more self-service options. For example, a new self-service feature to be 

offered is the ability for customers to extend their payment due date for two weeks. 

• New "Virtual Queue" functionality will allow the customer to request a "call back" (with 

an estimated call-back time provided) as an alternative to waiting in queue for the next 

available agent. 

• New "Web Chat" will be offered to customers as an alternative communication channel 

to phone, lobby, web and e-mail communications. 

• New quality monitoring program to monitor agent performance for the purpose of 

continuous improvement through feedback, coaching and training. 

• New/Enhanced outbound "Autodialer" system which will be integrated with our IVR 

allowing customers to interact with GCWW during an automated call. 

• Another critical body of work completed in 2010 was the establishment of a new 

Contact Center performance measurement framework. To achieve the Contact Center's 

vision to be the standard for excellence in customer service, the following two 

objectives were established: 

• Quality Centric - Optimize Customer Experience by meeting Customers' business and 

personal needs 

• Quantity Centric- Optimize CCC Business Processes, Operations and Agent Productivity 

to provide prompt service 

For each objective, Key Performance Indicators {KPis) and Metrics were defined and aligned. A 

• As part of our continuing effort to provide our customers with convenient payment options, 

while allowing our customers the option of receiving their utility invoice electronically, the 

Commercial Services Division's technical and administrative staff implemented electronic billing 

(e-billing) for our customers during 2010. In addition to viewing the customer e-bill, GCWW 

customers are now able to make a one-time, scheduled, or recurring payment via this new 

automated clearing house {ACH) payment option. These options are free to the customer, can 

be activated without the customer contacting GCWW directly, and are available via 

MyCheckfree.com or one of over 3,000 banking institution web sites. The ACH payments 
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through the banking institutions, previously delivered in a paper check format, are now 

delivered electronically through the new payment process. On March 29, 2010, GCWW received 

our first ACH payment via this new payment option. 

• In January of 2010, the Customer Contact Center introduced "Agent Assist," a new initiative 

designed to enhance customer service and increase operational efficiency. Before the 

introduction of this new initiative, Customer Relations Representatives {CRRs) in the Customer 

Contact Center requiring procedural or policy assistance, would attempt to reach a Senior CRR 

or Supervisor through a round robin calling effort or by walking through the Customer Contact 

Center in search of assistance. With the new process, CRRs can access a single "Agent Assist" 

phone extension staffed by Senior CRRs as the first point of contact and Supervisors as the 

second point of contact. This process provides the CRR staff a timelier, reliable resource to 

service their customers. 

• In March, 2010, the Customer Contact Center introduced "Supervisor Assist." This assist line is 

staffed by Supervisors responsible for accepting transferred calls requiring a high level 

escalation. Previous to this change, customers wishing to escalate their concerns were advised 

that they would be contacted by a Supervisor within 24 hours. 

• Paperless Payment Lookup was developed in 2010 with the goal of reducing the time CRR's are 

away from their desks and phones. Paperless Payment Lookup provides CRRs with an email 

format to request the payment information previously entered manually on a form, submit the 

request electronically to the Clerks, and receive the response to their request electronically. The 

Clerks responsible for researching the payment information check the electronic requests at 9 

a.m. and 11 a.m., and at 1 p.m. and 3 p.m. each day. 

• An On-Base Document Management System Link was added to the GCWW billing system in 

April 2010, allowing Customer Relations Representatives to access premise related payments 

and correspondence directly from the billing system. With the On-Base link addition, CRRs are 

now able to immediately access from the billing system any information stored in GCWW's 

library and address the customer's needs in one call. 

2009 

• In March of 2009, GCWW created the Enterprise Mobile Team with a primary goal of developing 

an enterprise-wide mobile computing solution. For the Commercial Services Division, a mobile 

computing solution provided our Field Services and Contact Center staff an opportunity to 

improve and streamline our daily service order process from the creation of the service order to 

closing out the service order without processing paper. 

The Commercial Services Division implemented our mobile solution in December of 2009. Field 

Service Representatives now go to the field with handheld computing devices that allow them 

to receive and send service orders electronically. The software also allows supervisors to route 

employees work efficiently as well as track their location and view the status of their work in 

real time. 

Our new mobile solution also allows our Contact Center staff to check the status of a service 

order on-line and estimate time of arrival for a Field Service Representative within a two hour 
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time frame. Completed service order information is now available to Contact Center staff within 

five minutes of the completion of the service order in the field. Response time to customers 

inquiring about the status of a service order has been dramatically reduced. 

Prior to the introduction of the new technology, the service order process was paper based and 

labor intensive. With mobiles, the life cycle of the service order has been reduced from three 

days to five minutes. 

• As part of our continuing effort to provide our customers with convenient payment options and 

self service technology, the Commercial Services Division's technical and administrative staff 

finalized a contract with CheckFree during 2009. CheckFree provides GCWW's customers with 

an additional on-line automatic clearing house (ACH) payment option. GCWW customers have 

the option of accessing CheckFree's website to pay their water service bills or make an ACH 

payment at various bank portals affiliated with CheckFree. 

• In February of 2009, the Field Services team implemented a new, automated database for 

backflow tracking and notification. Prior to the introduction of this new database, backflow 

tracking and notification and reporting was a labor intensive process. Reporting on the status of 

the backflow devices was also a time intensive process. Backflow charges were billed in two 

different systems, making the tracking and collection of payments cumbersome. 

• In June, GCWW entered into an agreement with Affordable Language Services to provide 

language interpretation services for our customers and Customer Contact Center agents. Our 

agents now have the ability to directly contact the language interpretation service vendor to 

provide a language interpreter on a three-way call with a customer. In 2009, Spanish, Greek, 

Korean and French interpreters were utilized to assist our non-English speaking customers 

requiring customer service assistance. 

• GCWW holds property owners responsible for water service. When we implemented a new 

billing system in December 1996, new functionality was introduced that allowed us to offer third 

party billing. With this feature, property owners can opt to have duplicate copies of their bills 

sent to another party. It is mostly used for tenants and property managers. In March of 2009, 

this process was enhanced to include duplicate past due notices for third parties. This change 

now provides for additional notice to those identified by the property owner as the expected 

payees, who may have otherwise forgotten to pay for service until a notice was posted on their 
front door. 

• With increasing cases of identity theft, the Federal Trade Commission issued new requirements 

for members of certain industries to develop a written policy known as "Identity Theft Red Flag 

Rules Policy" to address this concern. The utility industry was specifically included in this 

requirement. Each utility's policy states the "red flags" that could indicate identity theft 

attempts, such as multiple name and address changes on accounts, or the use of stolen credit 

cards. The Commercial Services Division responded by developing such a policy for GCWW. City 

Council formally approved this policy in the summer of 2009. 

• The Customer Contact Center has made a commitment to be the standard for excellence in 

customer service by building trusting partnerships with our customers, by listening sincerely and 
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courteously, providing fair and knowledgeable solutions and following through promptly and 

thoroughly. 

This customer service commitment forms the basis for our service skill enhancement program 

entitled "Fulfilling the Customer Service Commitment". This program, originally developed and 

conducted in 2005, consisted of twelve - 2 hour sessions designed to enhance the Contact 

Center agents' customer service skills necessary to deliver our vision of outstanding customer 

service. In 2009, we continued to build on this strong foundation by repeating the full12 session 

program for Contact Center agents who came on board after the 2005 sessions. To maintain the 

skills of our veteran agents, the program was enhanced in 2009 to include two - 4 hour 

"Booster" sessions to reinforce the skills previously presented in the full-session. 

• On June 2, 2008, GCWW went live with an upgraded customer billing system (Project Marvel). 

The conversion of Banner 3.0 to Indus Customer Suite (ICS) 4.0 involved the dedicated efforts of 

GCWW support and information technology staff, along with internal and external information 

technology consultants over a 24-month period. 

Major Project Marvel milestones achieved during 2008 included the completion of the business 

process analysis, system level rule changes, and meter management changes, the 

implementation of the bad debt module and implementation of a new general ledger module, 

as well as a new payment system upgrade. 

• As a result of business process changes related to the implementation and completion of the 

H20 Radio Automatic Meter Reading project, the former Premises Services Section and the 

Meter Services Section were consolidated in January 2008 into the Field Services Section. 

• In April 2008, the Field Services Section began utilizing cell phones with Global Positioning 

System (GPS) capabilities. The GPS phones are used by Field Services management team to 

assist with job routing and job location information. 

• The Customer Assistance Section implemented the Electronic Customer Relations 

Representative (e-CRR), the section's first on-line help and training tool in June of 2008. E-CRR 

contains thousands of pages of information, policies, procedures, instructions, documents, 

training videos, screen shots, photos, links, etc. The front page: "What's New in the Contact 

Center'' contains daily information such as run lists and recent updates and/or changes to 

policies and procedures. With e-CRR, our Contact Center staff now has easy access to a single 

source of updated information that is accurate and consistent. The Customer Assistance Section 

training team continually updates e-CRR to maintain this high quality of information and 

enhance our customer service delivery. 

• In addition to using the new GPS phones for job routing and job location capabilities, our Field 

Services staff also developed a process in 2008 that utilizes the GPS phones to time stamp field 
service jobs. 

In November of 2008, the Field Services supervision staff, in conjunction with Commercial Services' 

Technology Services staff, developed a new process which interfaces the meter reading exception form 
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in HHAMR with service order system (EM PAC) and the new ICS 4.0 billing system. These interfaces now 

provide the Field Services staff with the capability of automating meter reading exception work orders 

and related customer letters. 

2007 

• In October of 2007, GCWW completed one of the largest water automatic meter reading (AMR} 

projects in North America. A total of 36,068 units were installed during 2007 by VSI Metering 

Services and GCWW service representatives, bringing the overall total units installed to 233,500 

or 97% of the total accounts in the service area inventory. GCWW's 97% installation rate 

exceeded the installation goal by 7%. 

In October 2006, GCWW's H20 Radio Project was awarded the "Best AMR (Automatic Meter 

Reading} Initiative in a North American Municipal Utility." The candidates for this award 

included municipal water, gas, and electric utilities. 

• In January of 2007, GCWW introduced Auto Debit, which allowed customers to pre-register to 

make Automatic Clearing House (ACH} payments from their designated bank's checking/savings 

account on their water/sewer invoice due date. Our ECAM system automatically debits the 

customer's bank account. GCWW also introduced a one-time payment option for our customers 

in January 2007. Registered ECAM users can now make a payment by providing their checking or 

savings account number, as well as their bank's routing number. 

• In the spring of 2007, enhancements to ECAM were introduced related to returned payments. 

The ECAM system now sends an email notification to the customer notifying them of an ACH 

return from their bank. When a return is received, the customer is automatically canceled from 

the AutoDebit service. In October 2007, our ECAM system was modified to allow customers with 

account balances to enroll in AutoDebit. Prior to this modification, customers could only enroll if 

they had a zero balance account. 

• In September 2007, the Commercial Services Division's Field Services section (formerly Meter 

Reading and Premises Services sections} revised our meter reading routes and service districts in 

order to provide a more logical work flow for our Customer Service Representatives. 

• During 2007, our Project Marvel team was primarily involved with business process analysis, 

data base conversion and validation, functional specification scripts and testing, new code 

development, interface configurations and coding, the development of end-user training 

materials, and server configuration and installation. 

• Commercial Services Division staff actively participated in the GCWW/USEPA Water Security 

Initiative activities, including taking a lead role in the Consumer Complaint Surveillance (CCS} 

component of the Contamination Warning System. 

2006 

• Each year the CSD undertakes the review of several business processes to improve service 

delivery and efficiency. The six new business processes introduced in 2006 to improve customer 

service delivery and efficiency included: 



• Same Day Water Service Reconnection 

• Automated Payment Plan Follow-up 

• Electronic Customer Service Account Management (ECAM) Enhancements 

• New Delinquent Service Order Generation Process 

• Critical Need User Application Form and Procedures 

• Meter Reading Data (HHAMR) Access from Billing System (Banner) 
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• A comprehensive GCWW team effort began in March of 2006 to upgrade our current Banner 

billing system to Indus Customer Suite (ICS) 4.0. Project Marvel was a comprehensive team 

effort that included staff from all sections of the Division, as well as outside information 

technology consultants. 

2005 

• In our first full year as an outsourcing agent for BCDES, all contractual benchmarks were 

successfully attained. GCWW produced 454,384 bills and handled 82,638 customer calls for 

them. The seamless transition of customer care services occurred without impact to the 

customer, so much so, that few even know there was a transition. Our staff provided technical 

and functional support to assist BCDES with the development of a full range of previously 

unavailable financial and operational reports. BCDES has used this new information, along with 

the capabilities of both our system and our staff, to initiate customer outreach programs, 

improve customer communications, and gain new insights into the operation of their utility. 

• GCWW, in conjunction with our mail and print vendor, improved the accuracy of our mailing 

addresses by using National Change of Address (NCOA) updates. This change reduced our 

returned mail and provides automated address updating, saving staff time and avoiding 

customer inconvenience. 

• In 2005 GCWW added several new features to our Electronic Customer Account Management 

(ECAM) application to allow customers to view payment history, billing history, and usage 

graphs. 

• In the fall of 2004, GCWW's Call Center staff was introduced to "Fulfilling the Customer Service 

Commitment," a 12 module training program designed to enhance our customer service 

delivery skills. The Call Center staff completed this program in 2005. During 2005 GCWW further 

dedicated itself to fulfilling the customer service commitment through the training of our field 

personnel. "Team Service" training delivered a customized 6-part training program to enhance 

and update our customer service skills in the field as a team to both CSD and Distribution Valve 

Section employees. A volunteer group of field personnel crafted a customer commitment 

statement that reflects the type of service we expect to provide to both internal and external 

customers: "With Customer Service being our #1 priority, GCWW provides o professional team of 

highly trained, well-equipped employees who deliver timely, reliable service to all customers." 

2004 
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• GCWW implemented the Call Center Technology Enhancement Project. Major technology 

enhancements implemented during this period included Expert Agent Selection (EAS), 

Interaction Center/Computer Telephony Integration {IC/CTI), Interaction Response System 

upgrade, and a workforce scheduling tool (Blue Pumpkin). 

• With the acquisition of new bill print technology, Commercial Services created an entirely new 

billing form. The goals of including our GCWW logo, adding color and highlights for easy 

reference, increasing the print font size, providing for additional notes, and adding a 

consumption graph were all met. When the final version was approved in April 2004, we began 

to code the necessary changes to the bill printing application in BANNER and newly acquired 

DOC1 software. On August 11, 2004, GCWW introduced its new billing statement, mailed in a 

regular envelope with a regular return envelope for payments. 

• In response to growing customer interest, GCWW implemented Electronic Customer Account 

Management {ECAM) to serve our customers via the Internet in April. Through ECAM, customers 

have easy access to their accounts. They can review billing information, check future meter 

reading dates, initiate credit and debit card payments, and contact us by email. ECAM was 

officially introduced in August with our new billing statements, and nearly 7,000 customers had 

signed on by the end of the year. 

2003 

• GCWW worked with the City of Mason to convert their sewer billing methodology to include a 

summer usage cap for residential customers. 

• GCWW expanded the capacity and use of our Autodialer system for delinquent accounts, 

generating more payments without costly truck rolls. 

GCWW's new automated meter reading project, H20 Radio, began using the Autodialer system 

to encourage customers to make appointments for the installation of meter upgrades. 

H20 Radio opened the door to a far-reaching new level of customer service care in the 21" 

Century for GCWW. The key benefits of the new system are convenience to the customer, 

accurate and timely meter readings, and cost effectiveness with a pay-back period of 9 years. 

A multifaceted communications plan was created by a team to develop and maintain 

communications to customers, property owners, City employees and other stakeholders 

throughout the duration of the project. Some of the facets of the plan are: press and media 

coverage, printed materials, updates to the City of Cincinnati website and the GCWW and CSD 

intranet sites, internal communications with all GCWW employees and other City employees, 

letters of introduction to community leaders and police chiefs, and community meeting 
presentations. 

On May 21, 2003, Cincinnati City Council unanimously passed Resolution 89-2003 supporting 

H20 Radio, and the project began in earnest. The official "kick-off' with media coverage from 

radio, newspaper and TV stations occurred on June 4, 2003. 

The contractor's performance measures of verbal response to the customer within one hour and 

on site within 3 hours have always been met or exceeded. 
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• GCWW completed a major version migration on our customer information and billing system in 

May. The new version reduced the number of custom modifications we needed to maintain, 

improved navigation and access to information for our Call Center, and provided new 

functionality for several processes. 

2002 

• Hardware and software were installed at the City Treasurer's office and in the Mason Municipal 

Building for real-time payment processing at these locations. 
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Year 1• 

Year2 

Year3 

Year4 

Pricing Matrix and Terms (Option 1) 
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Our objectives are not only to obtain the best value via component pricing, but also to mttigate the 
unpredictability in the potential volatility of ongoing costs. 

Please provide a description of your pricing approach, along with any associated assumptions and 
rationale, to accomplish this. All vendors must supply pricing information in the format below. 
However, if vendor has an alternative approach to pricing, that may be included as well. 
Prices should be stated in U.S. dollars and offered for atleast90 days. Pricing information in 
hardcopy must be submitted in a separate envelope; pricing information in electronic 
format must be submitted in a separate file. 

On average, LFUCG will require about 115,000 bills per month to be generated and 
serviced. 

Billing Service Customer Service Other Total 

Price Per Bill Price Per Bill Price Per Bill Price Per Bill 

$0.28 $0.55 Not applicable $0.83 

$0.29 $0.53 Not applicable $0.82 

$0.30 $0.54 Not applicable $0.84 

$0.31 $0.55 Not applicable $0.86 

• In addttion to the price per bill identified above, Year 1 has a one-time implementation lump sum payment upon System 
Acceptance, not to exceed $751,700. 

Pricing Approach: 

1 

Please describe your pricing model and suggest payment milestones. 

We are offering LFUCG two payment options. The first option (as described here) involves 
a combination of a lump sum payment for implementation upon System Acceptance, and 
a per bill cost after the system has been accepted. 

The lump sum payment will be at cost, not to exceed $751,700. While the project plan 
includes project milestones other than system acceptance, these milestones are not 
payment milestones. 

Once the system has been accepted, LFUCG will pay $.83/bill in Year 1. This includes 
one-time costs related to contact center staffing and training. A 2% inflationary factor is 
applied for Year 2, 3, and 4. 

Included in these costs are: 

LFUCG PRICING RESPONSE OPTION 1 
GREATER CINCINNATI WATER WORKS 
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• Contact center services, bill and print services, payment services, delinquency 
management, and bad debt collection services as described in this proposal. 

• Sufficient and highly skilled staff to meet the agreed to service levels. 

• All software licensing and ongoing maintenance costs. 

• High quality telecommunications link between LFUCG and GCWW. 

• Ongoing operational and technology improvements implemented by GCWW, ij 
applicable (for example, product upgrades such as CIS, prinVmail vendor, contact 
center technologies, etc.), and additional capabilities that do not require additional 
external (to GCWW) professional services or equipment (for example, on-line 
chat, post-call survey, and e-check payments). 

• 2% inflation factor for each of Year 2, Year 3, and Year 4. 

LFUCG will be responsible for: 

• Cost of printing, mail, and postage. 

• Costs associated with connecting LFUCG's system to the GCWW-provided 
communications link. 

• Telecommunications costs and activnies required to connect to the GCWW
provided remote access link. 

• Professional services and equipment costs that require out-of-pocket investments 
by GCWW for improvements during the Continuous Improvement phase (an 
example might be adding smart phone bill presentment and payment 
capabilnies). LFUCG and GCWW would discuss and agree on these as part of 
the Year-to-Year Continuous Improvement plan prior to any costs being incurred. 
GCWW would not charge an additional administrative fee. 

Lobby/In Person Payments 

GCWW is committed to meeting LFUCG's requirements and to providing top notch 
customer service. Part of this means addressing the need to support in-person, walk-in 
payments. Our proposed approach is to work jointly with LFUCG to provide this service. 

GCWW will install, support, and maintain up to 3 computer workstations (hardware and 
software required to securely access GCWW's system) at an existing County location that 
already handles in-person cash transactions. The workstations will be connected to 
GCWW's systems for cashiering and CIS (Customer Sune}, so that transactions are 
reflected in the systems real-time. 

LFUCG will be responsible for providing the staff to operate the workstations; GCWW will 
be responsible for training these staff. GCWW has used this approach for another client, 
and n has worked very well. Should the volume of payments create the need for LFUCG 
to increase your staffing to handle the in-person payments, GCWW is open to discussing 
another atternative. 

LFUCG PRICING RESPONSE OPTION 1 
GREATER CINCINNATI WATER WORKS 
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Please describe any assumptions associated with your pricing model. 
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• A total of approximately 115,000 bills per month (this includes late payment 
notices, delinquency notices, muttiple bills to the owner/tenanVproperty manager, 
and other mailings). If the bill volume changes more than 5% for 3 consecutive 
months, then the price per bill calculations will need to be revisited. 

• We have estimated a call volume of approximately 65,000 agent answered calls 
per Year. If the call volume varies by more than 5% for 3 consecutive months, 
then the price per bill calculations will need to be revisited. 

• KAWC will perform water adjustments only. Sewer, landfill, and water quality 
adjustments will be handled by GCWW staff 

• Payment processing convenience fees will be paid by the LFUCG customers 

3 LFUCG PRICING RESPONSE OPTION 1 
GREATER CINCINNATI WATER WORKS 
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Year2 

Year3 
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Pricing Matrix and Terms (Option 2) 
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Our objectives are not only to obtain the best value via component pricing, but also to m~igate the 
unpredictability in the potential volatility of ongoing costs. 

Please provide a description of your pricing approach, along with any associated assumptions and 
rationale, to accomplish this. All vendors must supply pricing information in the format below. 
However, if vendor has an alternative approach to pricing, that may be included as well. 
Prices should be stated in U.S. dollars and offered for at least 90 days. Pricing information in 
hardcopy must be submitted in a separate envelope; pricing information in electronic 
format must be submitted in a separate file. 

On average, LFUCG will require about 115,000 bills per month to be generated and 
serviced. 

Billing Service Customer Service Implementation Total 

Price Per Bill Price Per Bill Price Per Bill Price Per Bill 

$0.29 $0.56 $0.27 $1.12 

$0.30 $0.53 $0.27 $1.10 

$0.29 $0.54 $0.00 $0.83 

$0.31 $0.54 $0.00 $0.85 

Pricing Approach: 

1 

Please describe your pricing model and suggest payment milestones. 

We are offering LFUCG two payment options. The second option (as described here) 
spreads the implementation costs over the first two years, once the system has been 
accepted. The implementation cost will be incorporated into the per bill cost for the first two 
years at a fixed price of $751,700. While the project plan includes project milestones other 
than system acceptance, these milestones are not payment milestones. 

Once the system has been accepted, LFUCG will pay $1.12/per bill during Year 1 and 
$1.10 per bill during Year 2. During Year 3, the price per bill will be $.83 (this no longer 
includes implementation costs, but it does include a 2.0% inflationary factor). The price per 
bill during Year 4, after applying the 2% inflationary factor is $.85. 

If the fixed costs are met prior to the end of Year 2, then the pricing per bill will be revis~ed 
to reflect that the obligation has been met and the pricing will be reduced. However, if 
fewer than 2.76 million bills are mailed in the first two Years, Lexington will be invoiced for 
the difference to cover the fixed costs of implementation. 

LFUCG PRICING RESPONSE OPTION 2 
GREATER CINCINNATI WATER WORKS 
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Included in these costs are: 

LFC_R_KAW_#5B3 
Page 270 of 27$ 

• Contact center services, biiVprinVmail services, payment services, delinquency 
management, and bad debt collection services as described in this proposal. 

• Sufficient and highly skilled staff to meet the agreed to service levels. 

• All software licensing and ongoing maintenance costs. 

• High quality telecommunications link between LFUCG and GCWW. 

• Ongoing operational and technology improvements implemented by GCWW, H 
applicable (for example, product upgrades such as CIS, prinVmail vendor, contact 
center technologies, etc.), and additional capabilities that do not require additional 
external (to GCWW) professional services or equipment (for example, on-line 
chat, post-call survey, and e-check payments). 

• 2% inflation factor for each of Year 2, Year 3, and Year 4. 

LFUCG will be responsible for: 

• Cost of printing, mail, and postage. 

• Telecommunications costs and activijies required to connect to the GCWW
provided remote access link. 

• Professional services and equipment costs that require out-of-pocket investments 
by GCWW for improvements during the Continuous Improvement phase (an 
example might be adding smart phone bill presentment and payment 
capabilities). LFUCG and GCWW would discuss and agree on these as part of 
the Year-to-Year Continuous Improvement plan prior to any costs being incurred. 
GCWW would not charge an additional administrative fee. 

Lobby/In Person Payments 

GCWW is committed to meeting LFUCG's requirements and to providing top notch 
customer service. Part of this means addressing the need to support in-person, walk-in 
payments. Our proposed approach is to work jointly wijh LFUCG to provide this service. 

GCWW will install, support, and maintain up to 3 computer workstations (hardware and 
software required to securely access GCWW's system) at an existing County location that 
already handles in-person cash transactions. The workstations will be connected to 
GCWW's systems for cashiering and CIS (Customer Suite), so that transactions are 
reflected in the systems real-time. 

LFUCG will be responsible for providing the staff to operate the workstations; GCWW will 
be responsible for training these staff. GCWW has used this approach for another client, 
and ij has worked very well. Should the volume of payments create the need for LFUCG 
to increase your staffing to handle the in-person payments, GCWW is open to discussing 
another atternative. 

LFUCG PRICING RESPONSE OPTION 2 
GREATER CINCINNATI WATER WORKS 
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Please describe any assumptions associated wtth your pricing model. 
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• A total of approximately 115,000 bills per month (this includes late payment 
notices, delinquency notices, mu~iple bills to the owner/tenant/property manager, 
and other mailings). If the bill volume changes more than 5% for 3 consecutive 
months, then the price per bill calculations will need to be revisited. 

• We have estimated a call volume of approximately 65,000 agent answered calls 
per Year (total). If the call volume varies by more than 5% for 3 consecutive 
months, then the price per bill calculations will need to be revistted. 

• KAWC will perform water adjustments only. Sewer adjustments will be handled 
by GCWW staff 

• Payment processing convenience fees will be paid by the LFUCG customers 

3 LFUCG PRICING RESPONSE OPTION 2 
GREATER CINCINNATI WATER WORKS 
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