KAW_R_AGKYDR1#94_attachment_062504
Page 1 of 9

\\-!\\, AmcﬁcanWathbrka &crvice Company, Inc.

1025 taurel Oak Roxd © PO Box 1770 » Voorhees, New Jersey 08023 » (856) 346-B201 » Far (258) 346- 8330

john R. Bigelow

Vice President December 3, 1999
B56-346-0354 ’

fiptlow @ emwanercom

(A copy of thisRequest For Proposal was sent to theattached list  Consulrants.)

Re  American Water Works Service Company
Consolidated Customer Call Center

Dear Colleague:

Enclosed isa Request for Proposal (“RFP”) for the referenced project for your
review. Wc request your submission of a proposal to consolidate American Water \Wr ks
Company, Inc. (American) call centers.

American operates regulated and unregulated businesses which arc focused on
vari ous aspectsof providing water and wastewster service in 22 dares. Thi s project will
be menaged Dy American Water Works Service Company, Inc., &lso a ubddiary of
American Water Works Company.

The proposalsmust be received by January 3, 2000 and forwarded to my attention
as follows:

John R. Bigelow

Vice Presdent-Shared Services

American Water Works Service Campany, Inc.
1025 Laurd Oak Road, P.O. Box 1770
Voorhees New Jersey 08043

No other copiesof the proposal arerequired, and faxed copiesof theproposal will nat be
accepted. Themwill be proposal presentation meetings scheduled during the week of
January 10,2000. It iS anticipated that a notice of an award for services will beissued by
January 31, 2000 following the evaluation of the proposals.
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Should you have any questions, please contact me by phone at (856) 346-8354 or
by E-mail at jbigelow @amwater.com.

Sincerdy,
/ John R. Bigelow
cwg
Enclosures
c: L Kelicher (w/att.)
C Wolf (w/an.)

3. Gallo {w/att.)
E. Jarreit {(w/att.)
L

D.
E.
R.
C
R Les(wf/att)
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American Water Works Service Company
Regional Consolidated Customer Call Center

Mark ¥. Hawn, Partner
Andersen Consulting

Suite 2600

133 Peachuree Street, N.E.
Atlama, GA 30303-1846
Telephone:  (678) 657-7712
Fax: (678) 657-1821
mar kkhawn@oc.com

Richard H. Serafin

I mplementation Study

Reguest For Propossl
List of Consultants

Management Consulting- PracticeL eader

IBM Global Services

1006 Tenby Road

Berwyn, PA 19312
Telephone: (610) 578-2392
Fax: (610) 407-0570
rserafiBus.ibm.com

Stephen J. Lukens
PricewaterhouseCoopers LLP
|1 Madison Avenue

New veork, NY 10010
Telephone: (212) 591-4260
Fax: (212) 591-4824

C. A(Sandy) Sanders, Jr.
Deloitte & ToucheLLP
Suite 1500

191 Pcachiree Street

Atlanta, GA 30303-1924
Telephone:  (404) 220-1851
Fax (404) 220- 1400
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AMERICAN WATER WORKS SERVICE COMPANY
REGIONAL CONSOLIDATED CUSTOMERCALL CENTER
| MPLEMENTATI ONSTUDY

REQUEST FOR PROPOSAL

Background

American Water Works Company, Inc. (*American™), operates regulated and unregulated
businesses which are focused On various aspects of providing water and wastewater service.
American Water Works Service Company (“the Company’) is a subsidiary of American. The
Company provides professonal services as required to affilisted companies. Services include
accounting, administation, communications, Corpor atesecretarial, engipeering, financial, human
resources, informadon systems, operations rates and revenpe, risk management and water
quality. This arrangement affords affilisted companies professional and technical talent
otherwise unavailableeconomically Or on a timely basis.

The affiliated companies of the American Water System include 23 utility subsdiaries
that provide water and/or wastewater Serviceto more than 10 million peoplein 879 conmuni ti es
in 22 swates. American has recently aonounced the acquisition of San Jose Water, Citizens
Unilities water operations and a number Of United Water properties. These acquisitionswill add
an additional 550,000 customersto the American System. Over its 113-year history, American
has acquired, and continuesto acquire, a large number of water utility sysiems of various sizes.
In general, those acquired companies at one tme maintained their own telephane systerns and
customer service call centers. However, consolidated statewide call centers have been
established at Most locations. American currently operates 22 call centers at various Jocatons
with varying capacitiesas follows:

' T Nmbeef -]
. ‘State . Call Center Assbcistes | . _Number of Customers

Pennsvylvania m 315 541,600
New Jersey 57 340,400
Indiama 29 238.800
Minoisg; 33 208,600
West Virginis 35 153,100
Westerni Repion g 22 131,800
Missourd gy 40 397 800
Kenmreky 12 96,400
Tennessee 17 69,500
New England m 1 66,400
lowa 5 35,600
Virginis 8 48,400
Ohio 10 41,000
Long Island 7 73.500
Maryland 3 4,600
Michigan i 3,700

Total 401 2,471,200
(1} Tiwee Cenxent 3) One Center 1 cover Connecticat, New York, M , =nd New Hampshi

(2) Two Centens {%) Four Centers 10 coves Californis, Now Mexics, Axdzona, and Hawall,
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The proposed project iS to analyze American's current cuSt omer call centers end t0
implement a consolidated solution that will reduce operating costs and improved service. The
proposed solution must secommodate immediate needs and be expandableto satify the growing
needs Of the American Water System. To that cnd, this Request for Proposa is ai ned at
securing the services of a gualified party to provide expen, direct assistance to American VMt er
Wrks Service Gonpany for planning and implementing a customer support operation With
improved cost efficiency and service gualiry.

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

¢ American will continue to acquire water Utility systems.

s Then are avariety of welephone systemscurrent|y in use Wthin the Aneri can Water System,
i ncl udi ng systems nanuf act ured by Lucent, Siemens, Mitel, and Norstar systems. Each of
these systems have their own voice-mail, call center sofrware, and in sone cases, Imegrated
Voice Response IVR) systems.

s American has a national contract with AT&T for telecom and datacom services. The
dat acomis delivered via framere ay.

s Presentoperating structure allows far dfferent operating processes at cach call center.
Copies of infornati ononindivi dual state operetions will be provided after American receives
a Si gned copy of theattached nondisclosureagreement.

¢ Siatc regulation nay dictete certein different operating requirements in each state.

Scope of Services

The consultant will beresponsiblefor developing a comprehessive management plan thet
provides a specific swstegy for planning and implementing the proposed al | center, and
facilitating all activities associzied with creating the call center from start to finish. The
following scope of minimum sexvices shafl be provided forth s project:

1. Review and evaluate existing processes. A comprehensive review shall be made
of the vworkl oad, call load, workflow, technology, management, snd functions of
the existing cd| center operations. Call center requirements, operating rules,
water rates and tariffs vary Dy state and perhaps by service area. The proposal
must CONnsi da exisdng essential functions o each call center, nating t hose related
to requiremnents of a Speci fi ¢ state O local jurisdiction.

2 Develop common business process and pracrices. The product @ this effort nost
identfy best business practice and prooess that will provide American with the
basis to provide top quartile service porformance @ market competitive C0StS.
Where possible, companies will be encoursged w nodify local regulstory
requirements to caprure efficiencies d cdl center operstion.

3. Projection d workload and needs d a consolidated call cenzer organization. An
evaluation and assessment Must be made of the needs and resources reguired to
consol i dat e eall center operati ons to handleexisting and projecied customers. The
work load projection must consider the need and requirements for 24 hours per
day, 7 days per week operations.
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Evaluate and recommend an oprimum location for the consolidated call center.
The proposal should consider. local labar availability and costs; local wst d
gpace; existing and potential union i ssues; potential custongr reactionsto call
center accents and/or sttitudes; and the American System area of operations.

Develop a comprehensive siuaffing plan for the implementation of a new
consolidated call cenier. The plan shall compare existing and proposed staffing
organizationsand cests, induding a detailed evaluation of exsting and proposed
skill level wages, benefits, and levelsd organization.

Evaluate and recormmend technology needs for the call center(s). Based upon the
recommended location, the proposal should dso include intorface i ssues with
existing and planned customer information systems and other busness systems
hardwareand sofrware. The consolidated call centers will Likdy need 1o interface
with multple informaton systemns data centers. The plan shall consider unique
calls (that must be handled more than once), emer gency calls, after hour calls, and
calls for specific individuals Call center mugt also interface with all |ocal
operating Didricts within a stete; both by voice and data (to transmit service
orders),

Develop a mransition plan 10 migrate from current operations to a consolidated
organizarion. Include a detailed eritical peth and budget schedule. The plan must
include all aspects Of the project necessary to migrate 1o the consolidated
orgarization i ncl uding, but not Umdted to, saffing, clodng of existing centers,
data ransition, testing, and other trangtion issues. The plan shall be submitied in
draft format for comment framtheconpany.

Evaluate and develop industry benchmarks. The proposal shall include 8
performance metries Of industry stapdards for customer call centers. The
benchmarks shall allow American to measure performance to industry wide
performance not just in the water or Uutility industry. At a minimum, the
benchmarks shal | include cd|S per representative per day; answer time; and drop
rate. These measures mugt also be applied 1o the company’s cusrent operation to
develop Our baseline of customer case performance.

Prepare cosr estimates. Budget capital and operationscosts for the consolidated
call center should be prepared for the final recommended solution.

Prepare a specification for communication and rechnology equipment needs for
the call center operations. Detailed performance and technical specification shall
be prepared t0 hid the communicstion and information systems interface
equipment required for the calj center.

The Request For Propesal must include proposed communication system.  As
noted above, American operates in 23 stdes. The consolidated call center wvill
require a communi cation (voice and data) system to assure tmely, accurate
communication between field associates and the call center.
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Schedule

The Consuhant shall devclop a company-by-company schedule that will echicve
implementatdon of a centralized call environment as soon & practicable, bur no later than July
2001. Detailed project management schedulesshall be provided. The Consultant shall manage
the schedule and report performance and any variances at Jeast monthly over the duration of the
project.

Meetings

The Consullant shall include, a minimum, monthly meetings as a part of the project
proposal. Project mectings will generally be held in Voorhees, NeW Jersey. The Armerican
Water System has t el econf erence and videoconference capabilities and the Consultant can offer
possible opportunities to use this technology to save tine and money for certain project
management meetings. All visits to call centers reguired for system evaluations shd| nor be
conddered as meetings and must be included in the proposal separately as required. The
Consulsnts project menager must attend all project meetings.

Workeroups

The Consultant shall establish workgroups made up d selecied management and
supervisory representatives from selected companies to assure that all Jocal business activities
and processes currently conduct ed at local call centers are congdered in the desi gn of the new
operation.

Co ications

In order tO facilitate communications, the ability to access the World Wide Web, and
send and receive E-mail acrossthe Intemet, iS mandatary for this project. As a minimum, the
Consultant’s project manager and the project mansger for any subconsaltants that Will be
performing a large percentage of the work shell have this capability. These electronic
communication capabilities shall bein place for each required memmber of your team prior 10 the
initial project meeting. The Web browser that is utilized must be capsble of handling file
attachmeats, and E-mail software must be MIME (Multipurpose Internet mail Extensions)
compatible in order to send fie antachments without the need to encodc/decode. The most
current browser and E-mail packsges provided by both Microsoft and Netscape includes these
fearures. Additionally, the Consultant shall have the ability 10 forward and read electronic dats
files (word processing documents, spreadsheets, eic.) which were using the most current version
of Microsoft Office.

Amcrican Water WOrks Service Company also currently udlizes a Web based bulletin
board style Proj=et Discussion database to facilitate discussions with Gonsul tant s outside of our
organization. |t iS mandatory that this dstabzse be utlized for this project. The Project
Discussion dat abase can be accessed from the American Water \Wor ks Servi ce Conmpany home
page & htp:/www.syseng.amwaler.com. FOr security purposes obtaining access t0 the Prgett
Discussion database iSa two-step process. Thisconsists of first registering with American Water
Wor ks Service Company (i.e.., a one-time process of identifying yourself and your company. and
sdlecting = password), then requesting access for this specific project. Access will only be
granted to the selected Consultants and their designated subconsultants. Additional information

4
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regarding the specific use d this database Wl bc provided at the time of notification to the
successful Consultant.

It is acceptable to offer an alternate n@ans o facilitating project comrnunications

provided it iS an Internet/Web based solution with easy access by American Water Works
Service Company. This optional system can includethe capability 1o track schedules, budgets,
task orders, requests for informstion, and invoicing. It must include both electronic mail and
electronie discussion group capabilities. Specific Getails of any alernate means o faciliteting
project communi cati ons Nost  be included with your proposal.

Propossa] Reguirements

1.

Proposals mug include a Stetement of Experience Qualifications that includes exemples
d rclevant abilities, completed wark, o other inforrnation thet specifically relates to the
proposcd project. Include a company work hisory d recent projects that bave been
conducted hy your finw and that demongtrateyour experience as it relates to the aspects
required fOr this project. References for those projects, including a spedific contact
person and phane namber, shall alse berequired. A minimum of five (5) and & roaximum
of ten (10) references are required.

The project staff mus be named and corresponding individual qualifications must be
provided. The Project Manager must be specified by name. Resumes and & work
experience history Of each individual identified in the project team organizationsl chart.

The proposal shall inclnde a high-level business casefor the consolidation that identifies
the financial benefits American is likely to achieve with your plan. The business case
must identify key service Jevel assumptions expected investment costs, the pumber of
service centers that will wltmately cxist, the expected Size Of the centes(s); technology
involved and the estimated ongoing cost Of operation.

A narrative must be included in the proposal that articulates a full updersianding of the
proposed project and a critique Of your proposed implementation approsch. Major work
tasks should be described in full detail.

A projeet schedul e mugt be provided i Critical Pathf or nat .

A detailed consulting budget mugt be included dat includes applicable scheduler for
project expenses, along with 8" nat to exceed” figure for the total pdee d major work
tasks a8 well as the overall project

Prgect deliverables will'include, but nor be limited to, monthly status reports, 8 report of
findingsand recommendadons, a Request for Proposal for the call center, commuonication
equipment, and all other project requirements, a written eval Uati on Of prospective system
vendors and associ at ed recommendation and afinal report. All reports shall include up to
tVo sevisions as deemed necessary by theCompany. A consolidated call center operating
cost and service levels must be indicated in the project design. Mont hl y project progress
meetings should be included in the project budget.

Supplemental hourly rates for staff nenfoer s.
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9. Specifics of any exceptions, that are taken to items in this Request For Proposal are
requested in this document. If no exceptionsare taken. it is not necessary to reteratethe
information in the Scope 0 Services Reguired.

10.  Specifically identify any sub-consultants that will be utilized for this project. If sub-
consultants will be urilized, the resumes of the specific individuals will be required as
well as a work experience history of their firms, incduding three (3) references with
specific contactsand phone numbers.

cwg
Auachment: Nondisclosure Agreement

100799.003b.doc



