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1025 C~vrol Oak Rod P.0 B6: 1770 Vrnrheer. Niw Jeney OaOP3 = 1856) 346-B201 * Far I lSb) 346-8330 

December 3,1999 

(A copy of this Request For Proposal was sent to the atrachexl list of Consulrants.) 

Re: A~nerlcan Water Worb Service Company 

Dear Colleague: 

Enclosed is a Rcqucst for Proposal f"'RFP'9 for thc rdcrcnccd project for your 
review. Wc nqucst your suborlssion of a proposal to consolidate American Wam Works 
Company, Inc. (American) call centers. 

American opcrarcs ngdatcd and unregulated busjncsses which arc fo~uscd on 
various aspects of providing water and wastewater service in 22 stares. This projecr will 
be managed by American Water Works Senice Company, Inc., also a subsidiary of 
America Water Works Company. 

The proposals must be received by January 3,2 
a5 follows: 

John R. Bigelow 
Vice President-Shared Suvices 
American Water Works Service Company, Inc. 
1025 Laurel Oak Road, P.O. Box 1770 
Voorhees, New Juscy 08043 

No other copies of the proposal are required, and faxed copies of the proposal will not be 
accepted. Them will be proposal prtsatarion meetings scheduled during the wGclr of 
January 10,2000. It is anticipated that a notice of an award for strvices will be issued by 
January 31,2000 following the evaluation of the proposals. 
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Request Far Proposal 
December 3,1999 
Page Two 

Should you have any questions, plcase contact me by phone at (856) 346-8354 or 
by E-mail at jbigelow@amwater.com. 

Sincerely, 

/ John R Bigelow 

c: D. L. KeUehar (wlaa.) 
E. C. Wolf (w/aa) 
R. 3. Gallo (whtt.) 
C. E. Jamtt (wiatt.) 
R. Lee (wfatt.) 
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American Water Works Service Company 
Regfonal Consolidated Customer Can Center 

Implementation Study 

Mark K. b w n .  Partner 
Andersen Consulting 
Suitc 2600 
133 Peachsree Street, N.E. 
Atlanta, OA 30303-1 846 
Telephone: (678) 657-77 12 
Fax: (678) 657- 182 1 
markkhawn@oc.com 

Richard x. Strafin 
Management Consulting - Practice Leader 
IBM Global Scrvices 
1 006 Tenby Road 
Bcrwyn, PA 19312 
Telcpbone: (6 10) 578-2392 
Fax: (610) 407-0570 
rseriifi Bus .ibm.com 

Stephen 3. Lukem 
P~cewaterhouseCoopcrs 
I I Madison Avenue 
New York, NY 10010 
Tclcphone: (212) 591-4260 
Fax: (212) 591-4824 

C, A. (Sandy) Sanders, Jr. 
Deloitte & Touche LWP 
Suite 1500 
191 Pcachuee Sweet 
Atlanta, (3A 30303-1924 
Telephone: (404) 220-1851 
'Fax: (404) 220- 1400 
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AAlJZRICAN WATER WORKS SERVlCE C O M I , m  
REGIONAL CONSOLIDATED CUSTOMER CALL CENTER 

IMPLEMENTATION STUDY 

American Warer Works Company, ]PC. ("Americann), operatts regulated and unregulated 
businesses which art focused on various aspects of providing water and wastewater servict. 
American Water Works Sarvicc Company (''the Company') is a subsidiary of Amnican. The 
Company provjdas professional services as required to campanits. S a v i ~ ~ s  include 
accounting, adminisnation, communic~tions. corporate secretarial, engineering, financid, human 
rcsourccs, infomation systcm, operations, mes and revenue, risk management and watcr 
quality. This arrangement affords affilisred companies profwsiontd and t e c h n i d  talenl 
otherwise unavailable economically or on a timely bash. 

The affiliated companies of the American Water Sysrem includc 23 utility subsidiaries 
that provide watm andlor wastewater service to more than 10 million people in 879 communities 
in 22 srates. American has recently announced the acquisition of San 30% Water, Citizens 
Utilidcs water opetarions arid a number of Unjted W a w  properties. ?hcsc acquisitions will add 
an additional 550,000 customers to the Arnerlcan System Ova jis 113-ytar histoiy, American 
has acquired, and continues to acquire, a largc number of water utility  system^ of variouli &CS. 

In gencmI, those acquired companies at one rime maintained rheir o m  telephone systems and 
customer service call centers. However, consolidated statewide call centers have baen 
cstabli~hcd at most locations. American currently opcratcs 22 call at v d o ~  locarions 
with varying capacities a9 follows: 

(1) Two Ccnm 

1 
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The proposed project is lo analyze American's current customer call ccntas and to 
in~plement a conmlidattd solution &at will reduce operating costs and impro~ed scnica. The 
pioposed solution must a c c o m m ~ r e  immediate nceds and be expandable to satisfy the growing 
needs of the Amcn'can Warm System. To that cnd lhis Request for Proposal is aimed 81 

secrlring the services of a qualified party to provide cxptn, direct asistanu to American Water 
Works Service Company for planning and implunenting a customer suppcnr opedon with 
improved cost cfficicncy and service qualiry. 

In reviewing the scope of services, rhe following conditions and assumptions should be 
consideted: 

@ American wiU continue to acquire water utility aysttms. 
Then arc a variety of ~elephone systems currently jn use within tbe American Water System, 
including systtms manufactured by Lucent, Sicmens, Mire& and Norsrar system$. Eacb of 
these systems have their own voictmail, call center sofrwiue, and in some csaes, Imegrsttd 
V ~ i c t  Response (WR) systems. 
American has a national c o n m a  witb AT&T for tclccom and daracom acrvjccs. Thc 
datacom is delivered via frame relay. 
Present operating smcrure allows far different operating processes at each call center. 

e Copics of information on individual state operations will be provided aAer Amcrrican nct ivu  
a signed copy of the anached nondisclosure agreement 

r Start rcgulahn may dictate certain different operating requirements in each state. 

The consultant will be responsible for dcvdoping a comprrki-ve xnam~gu~cn~ plm that 
provides a spedfic stretcgy for planning and implementing the proposed all center, and 
facilitaring all activities assodated wjth creating the call cenm ffom slart to fldsh. The 
following scope of minimum scm'ccs shall bc provided h r  this project. 

1. Revfew and euluate existing processes. A c 
of the workload, call 
the existing call cen 
water rsrcs and rdffs v q  by sute add pe~baps 
must consida dst ing  essential fundons of each call center, noting those related 
ro quircmcnts of a specific state or focal jurjsdictioa. 

2. Dwelop common business process andprctjccs. The product of this effort must 
identify beat business practice and process rhat will provide Amtricaa with the 
basis to provide. top q u d l c  servicc pcrfonnana at market mmpctitive costs. 
Where possible, companlcs will bc cncouragcd UI modify local tcgulatory 
requiremannfs to caprum effidencics of call center operation. 

3. Projection of workload and nee& of a consolidated call cenrer o r ~ ~ n  An 
evaluadon and asscssmtnr must be made of tbe needs and rtfouncs required to 
consolidate a l l  center operations to handle exlsckg and projecred c u s t o ~ .  The 
work load yrojcction must consider the need curd requkcments for 24 hours per 
day, 7 days per we& operariws. 
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4. Evoluare and recotnmnd nn optimum locarion for the cons02Idated call center. 
The proposal should consider. local labor availability and costs; local wst of 
space; existing and po~nt ia l  union issues; potential customer reactions to call 
ccoter accenw and/or amtudes; and the Amdcan Systm area of opcrations. 

5. Develop a comprehensive s@ng plan jar fhc implemnttation of a MW 

ronrolidured cail cenier. The plan shall compan exisdng and pmpoMd staffing 
organizations and costs, including a &tailed evaluation of existing and propoeed 
skill level wages, benefits, and levels of qanizadm. 

6, Evaluate and reco?nrnend technology nee& for the call cenicr(s). B a d  upon tbe 
recommended l o d o n ,  the proposal should also includc intcrfaee issues with 
existing and planned customer infomarion system and orher business system 
hardware and sofrwm. The consolidated call centets will Likely nwd to interface 
with multiple information sysrems dale cenrm. 7hc plan shall consider unique 
calls (that must bc handled more than once), emergency calls, after hour calls, md 
calls for spccific individuals. Call centcr must also interface with local 
operating Districts within a stete; botb by voice and data (to transmit s&e 
orders), 

7. Devebp a nunsirion plan lo migrate from currenr ~pr ra ions  to a comolidmsd 
orgclntzotwn lncludc a detailed airicd peth and budget schedule. Ihe plan must 
include & aspecrs of the project necessary to m i p e  to tht consali&ted 
mgardzab'on including, btlt not Mred to, staffing, closing of existing centm. 
data trandtion, cestiog, and other transition issues. The plan shaU be eubmiacd in 
M format for comment from the company. 

8. Evolwe ond drvclop industry benchmnrkr. The proposal shall include a 
performance meoics of industry standards for customu call centers. The 
bchmarks shall allow American ta measure pcrfomance to idusny wide 
pcrformancc not just in rhe water or utility indusny. At a minimum, rhe 
benchmarks shall indude calls per rcpwacntative pz~  
rate. Thee measurns must also be applied ro the comp 
develop our baseline of custornu case pcrformadce. 

9. Prepare COSY esrimcues. Budge1 capital and operations costs for the wasolidated 
call center should be prcparcd for the final n ~ m m c n d c d  solution. 

10. Prepare a spccifc~rion for communican'on and technology equtuipmmr needs for 
!lie call cenrer operations. Dctailcd pfiformance and technical sptdticadon s b d  
be prepared to bid the c0mmnn3cation and infannation systemr intcrfaa 
equipment required for the d l  center. 

11. The Request For Proposal murr include proposed communication qnnn AS 
noted above, American operates in 23 states. The conso) ibd caU center will 
require a communication (voice and data) s y m  to assure rimely, accurate 
commudctuion between field associaus and the call ccnru- 
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The Consulwnt shall dcvclop a company-by-company schedule that will achicvc 
implementation of a c e n d i t d  cdl environmcn\ as soon as practicable, bur no l a w  than July 
2001. Detailed project managemenr schedules shall be provided. Thc Consultant shall maoyc 
the schedule and nport pcrfonnaocc and my variances at least monthly over the duration of h e  
pmjcct. 

The Consulrant shall include, at minimum, rnonrhly meetings as a part of thr project 
proposal. Project meetings wiff gcncrally be held in Vocxbees, New Jersey. The Arnerlcan 
Wata  Sysrcm has teleconference and v~dwconference capabilities and the Cansdtant can of fa  
possible opportunities to use chis technology to save time and money for cwtPia project 
rnanagcrnenr meetings. All visitx to call centm rcquirtd far system evaluations shall nor be 
considered as meetings and must be included in rhe proposal separardy as required. Tbe 
Consulrants project menagcr must ancad all project meetings. 

The Consultant shall establish workgroups made up of selected managemat and 
supwvisclxy rcprrscntatives from selected compaoiw to assurt that all local business activifk 
and processes currently conducted at 1cm.l call centers a~ considered in the design of the new 
operation. 

In order to facilitate communicatims, &it ability to access the World Wide Web, and 
send and rtcr,ive E-mail across the Inremet, is mandatory for Thjs projcn As a minimum, Qc 
ConsulLant's project manager and the project ma~eger  for any subconsultants rha~ will be 
performing a Iargs percentage of he work ahall have capability. These electronic 
communication capabilities shall be in place for each rqu ind  mcmber of your tram prior to the 
initial project meeting. The Web browser 
attaclmentg, tad E-mail softwan must be 
compatjblt in order to send f ie  anxhments without the need to utcodddccodc. me most 
cumnt browser and E-mail packsgts provided by bofh Microsoft and Netscape includes these 
features. AdditionalIy, the Cor56ultant shall haw the sbility to f o r w d  and read cSectroa3c data 
f i l e  (word processing documenls, spreadsheets, ex.) which were using the most cumnt V C ~ O R I  

of Mfaosoft Office. 

American Water Works S e ~ c e  Company also cunenrly udllzts a Wcb based bulletin 
board style Project Discussion dambase ro facilitete discussions with Consultants ourside of 
organizedon. It is mandatory rhat this database be utilized for this projsn The ProJect 
Wscussion database can la accessed from Lhe American Water Works Service Company home 
page at h~o:llwww.s~stnp..amw~le~.~~m. For secwity purposes, obrainin~ access to the Project 
Discussion h b a a c  is a two-stcp process. This c u n s i s ~  of first registering with Amesican W a r  
Works SerYice Company (Le.. a one-he p~vcess ofidcntifying yourself and your company. and 
selecting P passward), then requesting access for Oxis s+c projtct Access will only be 
granted to the selwtcd G~ndtantJ and rhtir designated subconsultants. Additional infometion 

4 
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regarding the sptaiic use of rhis database will bc provided at the time of nob'fication to the 
successful Consultant. 

It is wccptabk to offer an dtemate means of facilitao'ng projar communicau'ons 
provided it is an In~cmct/Wcb based solution with easy access by Axnaican Whtu W O ~  
Scrvict Company. ? M s  optional system can include the capabiliry 10 track schedvlu, budgcu, 
task orders, reqv~sts for jnfonniition, and invoicing. It must include borh clech'onic moil and 
elcmonic discussion group capabilities. Specific details of any alrernatc rneatls of faciljlatjng 
projcct communications must be ixtctudnl with your proposal. 

Proposals must include a Sratemtnt of Experience Qualifications that includes txarnples 
of rclevanl abilities, completed work, or other lnfomation &at specifically rdam to thc 
p r o ~ s c d  project. Include a company work history of nccnt projects that bavt been 
condwed by your finn and that demonstrate your expesiencc as it relates to the aspects 
~tquirtd  for this project. Refercnccs for those projects, including a specific conlsct 
person and phone nurnbar, shall also be required. A d m u m  of five (!i) and r rnaxfrnum 
of ten (10) references arc required. 

The projcct s W f  must be named and concsponding individusl qualifications must be 
provided. Thc Project Mmagu must be specified by name. Resumes and 8 work 
cxpericnca hlstory of each individual idcnuficd in rhc pr~jsct team organizational chat% 

The proposal shall include a hi&-level busjnrss case for the con6oljdation &at identifies 
the financial benefits American is likely to achieve drb  your plan. The business cose 
must identify kcy 5cln'ice I C Y ~  assumptions, expecred investment costr, the number of 
service cenzus that will dtimately cxist, the expected size of the cenrer(s); tcchndogy 
involved and Lhe estimated ongoing cost of cpcra6m. 

A nansdve must be included in &e proposal that anicu'iates a fill undcrstmd.in$ cf the 
proposed projee~ and a critique of yom proposed i q l ean ta t ion  app 
[asks should be descxibed in full detail. 

A projctt schedule must be providul io Critical Path format. 

A deralicd consulting budget must tx included chat includes applicable scheduler for 
projcct wcpcnses, along with a "not to excead" figure for rhc total pdcc of major work 
casks ae well as the overall project 

Project dcliverablu will'include, but nor be limited to, monthly status reports, 8 report of 
findings and rcwmrnendalions, a Requm for Aoposal for the call center, cammunjcation 
quipment, and all olhu project nputcmmrs, a wriuen evaluation of prospcctjve system 
vendors and associated recommcndanon and a final report. W reports sbaU inciudc up to 
two nvisions as dcuned necessary by the Company. A consolidated call cmtu operaring 
cost and service Icvds must bc indicatsd Ln the project desjgn. Monthly project progress 
mcdingd should be included in rhe project budgd. 

Supplemental hourly r a m  for staff members. 
5 
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9. Specifics of my exceptim~, that are taken io items in this Raquest For Proposal rn 
requested in this document. If no exceptions are taken. ir is not necessary to reiterate the 
jnformauon in h e  Scope of Senices Required. 

10. Specifically identify any sub-consultmu that will be utilized for Ms project. If sub- 
consultants will be urilized, the resumes of rhc specific individuals will bc rcquircd as 
well as a work experience history of their firms, including rhnt (3) rcfennces wirh 
specific contacts and phone nu*. 

=we 
Atrachment: Nondisclosure &wxrxnt 
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