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Q
u

estio
n

s &
 A

nsw
ers 

1. Q
. W

h
y are w

e m
akin

g
 th

ese ch
an

g
es?

 

A
. A

ll of our people are com
m

itted and take pride in our business, how
ever, there are a 

num
ber of com

pelling reasons for change: the desire to better service the needs of our 
custom

ers; the need for better quality leadership; the need to be m
ore efficient in order 

to m
inim

ize increases in rates; the desire to ensure that w
e w

ork sm
arter and together in 

team
s; to ensure that w

e p-ovide better feedback and professional developm
ent for our 

em
ployees; and to facilitate better com

m
unication betw

een m
anagers and em

ployees. 
T

here are also a num
ber of external factors that are creating pressure on the business: 

the current econom
ic dow

nturn; w
eather im

pacts over the last tw
o years; increased 

operating costs (through increases in insurance, healthcare, security, etc.); and 
condem

nations. T
he com

bination of these challenges is significant for the business, but 
it is w

ithin our capabilities to achieve our goals and overcom
e these challenges. 

2. Q
. W

h
at im

p
act w

ill th
ese ch

an
g

es h
ave to

 our cu
sto

m
ers an

d
 th

e co
m

m
u

n
ities 

w
e serve?

 

A
. W

e rem
ain absolutely com

m
itted to the com

m
unities and custom

ers that w
e 

currently serve and by being highly efficient and effective, w
e feel confident that w

e w
ill 

m
eet the needs of our custom

ers going forw
ard and attract new

 custom
ers. T

he 
organizational changes are intended to ensure that w

e have the best operating practices 
consistently applied across the C

om
pany to enable us to deliver the highest quality 

service. C
hanges in personnel at the top of the business w

ill be carefully m
anaged w

ith 
our external stakeholders to reassure them

 that there is continuity of service and that the 
integrity of our operations'is enhanced by these changes. W

e are confident that the new
 

organization and the culture that w
e are creating w

ill enhance our reputation w
ith our 

custom
ers and in the com

m
unity. 

3. Q
. W

h
at d

o
 o

u
r reg

u
lato

rs th
in

k of th
ese ch

an
g

es?
 

A
. T

he senior m
anagers in our respective S

tates are com
m

unicating the changes to our 
regulators and explaining how

 the new
 business m

odel w
orks and w

hat benefits w
ill 

arise across the business.over tim
e. O

ur regulators are responsible for ensuring that our 
custom

ers receive good quality service at the right price, and the changes that w
e are 

m
aking are com

pletely aligned w
ith that objective. 

4. Q
. H

ow
 d

o
es R

W
E

 feel ab
o

u
t th

e ch
an

g
es being m

ad
e at A

m
erican

 W
ater?

 

A
. T

he detail of the new
 V

ision, S
trategy and O

rganization has been shared in the last 
few

 days w
ith R

W
E

, including the C
E

O
 of R

W
E

, H
arry R

oels. C
hanges have been given 

com
plete support by R

W
E

, and they are confident about our ability to deliver the planned 
results. 

5. Q
. H

ow
 w

ere th
e d

ecisio
n

s m
ad

e ab
o

u
t th

e new
 reg

io
n

al stru
ctu

re?
 

A
. T

he new
 regions w

ere put together after careful consideration of a num
ber of factors: 

custom
er num

bers, em
ployee num

bers, grow
th potential, S

tate -by-S
tate culture, location 

of offices and assets, spans of control (a ratio of m
anagers to direct reports), 

opportunities for efficiencies and perform
ance im

provem
ent, stakeholder m

anagem
ent 
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issues, and em
ployee and organizational capabilities. F

ollow
ing the scrutiny of all of 

these factors, the existing states and regions w
ere "bundled" together into the new

 larger 
four integrated regions. T

here is a now
 a better balance betw

een the three large m
ature 

regions w
ith the W

estern R
egion being a m

ajor source of potential grow
th. T

he regional 
structure is m

ore stream
lined and easier to m

anage than the old structure, w
hich had 

seven regulated regions and five unregulated regions. 

6. Q
. W

h
at h

ap
p

en
s to

 th
e p

revio
u

s R
eg

io
n

al P
resid

en
ts n

o
w

?
 

A
. E

ach of the previous degional P
residents continues to have a valued role to play in

 
ensuring continuity of service, effective stakeholder m

anagem
ent, and orderly transition 

into the new
 organization structure. A

s the new
 R

egional M
anaging D

irector's 
com

m
ence their organization design and the selection of their new

 team
s, the previous 

P
residents w

ill be part of that design process and w
ill be im

portant players in ensuring 
business continuity. 

7. Q
. W

h
at do th

ese ch
an

g
es m

ean
 fo

r o
u

r C
h

ile b
u

sin
ess?

 

A
. T

he C
hile business under E

duardo V
erdugo as M

anaging D
irector, and G

reg H
olland 

as C
hief O

perating O
fficer, w

ill continue to report directly into the A
W

 P
resident and w

ill 
also report to the C

O
O

 on perform
ance and grow

th m
atters. T

he changes and initiatives 
that are occurring across A

m
erican W

ater are unlikely to have a significant im
pact on our 

C
hile business as C

hile has already undertaken its ow
n business integration and 

reorganization and has em
barked upon a culture change program

. 

8. Q
. W

h
at do th

ese ch
an

g
es m

ean
 fo

r th
e P

ro
d

u
cts an

d
 S

ervices co
m

p
an

ies 
(A

W
S

, etc.) 

A
. 2004 is a big year for the P

roducts and S
ervices com

panies, both in term
s of m

eeting 
their challenging business plan and also in

 term
s of the need for them

 to accelerate our 
business grow

th. W
alter Lynch w

ill continue to lead the P
roducts and S

ervices 
m

anagem
ent team

 and w
hile delivering his perform

ance and grow
th goals for 2004, w

ill 
also b

e
 heavily involved w

ith the new
 business change team

 in
 the transition of the 

contract O
&

M
 business and m

ilitary contracts w
hich have com

m
enced operations into 

the new
 regional structure. T

his transition needs to be m
anaged sensitively and 

carefully, and w
ill take m

any m
onths to be com

pleted. O
ur other non -regulated business 

lines w
ill continue to be separately m

anaged on a national basis by W
alter and his team

. 

9. Q
. W

h
at d

o
es th

is m
ean

 fo
r o

u
r N

ew
 Jersey b

u
sin

ess?
 

A
. N

ew
 Jersey-A

m
erican and E

lizabethtow
n W

ater are currently going through a 
separate integration process. It w

ill continue to m
anage its reorganization and selection 

process as planned and com
m

unicated to em
ployees. 

10. Q
. W

hat is th
e p

u
rp

o
se of each

 of th
e new

 ro
les in

 th
e o

rg
an

izatio
n

?
 

A
. A

 brief description of each new
 role is provided below

: 
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M
anaging D

irector: 
T

o establish, m
eet and/or exceed business plan com

m
itm

ents for the regulated 
and non-regulated business in the assigned region and ensure com

pany w
ide 

business strategy for perform
ance and grow

th is achieved. 
T

o oversee the com
plete range of stakeholders in the assigned region in order to 

prom
ote achievem

ent of business goals w
hile ensuring operational integrity 

(environm
ent, H

&
S

, etc.) and developing em
ployees. 

T
o deliver high quality custom

er service. 

B
usiness C

hange P
rogram

: 
D

rive the effective delivery of A
W

's business plan perform
ance through the strategic 

coordination and program
 m

anagem
ent of the m

ultiple change initiatives across the 
business 
E

nsure alignm
ent of key change projects w

ith the vision, strategy, business goals 
and business plan 

N
ew

 B
usiness D

evelopm
ent: 

T
o build and to enhance the capability of the A

m
ericas R

egion business 
developm

ent function providing functional leadership, strategy, vision and direction 
to ensure the acceleration of profitable business grow

th. 

C
ustom

er &
 S

hared B
usiness S

ervices: 
D

rive service im
provem

ents and process efficiencies w
ithin centralized services: 

C
ustom

er, S
hared S

grvices, Laboratories, IT
 S

ervices, and P
rocurem

ent. 

O
perations &

 Investm
ent P

erform
ance: 

T
o define and im

plem
ent 'best operating practices' throughout the businesses and 

drive the delivery of cost effective capital investm
ent program

s 

R
egulatory &

 C
ontract P

erform
ance: 

T
o define and coordinate im

plem
entation of rate case strategy. 

T
o optim

ize contract perform
ance and stew

ard com
m

ercial elem
ents of new

 
business. 

1 I. Q
. W

hy are th
ere tw

o
 B

u
sin

ess C
h

an
g

e M
an

ag
ers an

d
 w

hat are th
ey doing? 

A
. N

ick R
ow

e and O
piuyo O

foriokum
a have been appointed to the position as joint 

B
usiness C

hange M
anagers because they have com

plem
entary skills and experience. 

N
ick R

ow
e has experience of m

anaging operations w
ithin our regulated environm

ent 
and has excellent relationships across the business, w

hile O
piuyo O

foriokum
a has 

significant experience in m
anaging change program

s w
ithin our businesses in C

hile and 
w

hile in T
ham

es W
ater' International business. T

heir different strengths and 
perspectives are an excellent com

bination and w
ill enable us to ensure that the B

usiness 
C

hange P
rogram

 is aligned w
ith our strategic goals, im

plem
ented w

ithin our tim
efram

es 
and financial param

eters, effectively coordinated and com
m

unicated, and successfully 
integrates all of the different change initiatives that are occurring w

ithin the regional 
businesses and in the various functions. T

he role is of critical im
portance and both N

ick 
and O

piuyo report directly to the P
resident. 
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12. Q
. W

hat's d
ifferen

t about the n
ew

 strateg
y?

 

A
. F

irstly, w
e 

w
ill significantly grow

 our presence in the m
arket for w

astew
ater 

services, 
w

hich 
offers 

attractive 
opportunities. S

econdly, 
w

e 
w

ill increase 
our 

presence in the grow
ing m

arkets in the S
outh and the W

est in order to obtain a 
portfolio, w

hich is m
ore regionally balanced. T

hirdly, A
m

erican W
ater w

ill becom
e the 

preferred partner for m
unicipalities' in solving their w

ater and w
astew

ater problem
s. 

T
hese m

ain elem
ents w

ill be supplem
ented by a range of new

 technical offers, that 
w

ill 
enable 

us 
to 

address 
the 

w
ater 

supply 
and 

in 
w

ater 
and 

w
astew

ater 
infrastructure: desalination and reuse. 

13. W
ill w

e continue our grow
th in

 th
e w

ater m
arket in

 o
u

r trad
itio

n
al reg

io
n

s?
 

A
. Y

es, but w
e w

ill increase our focus on the S
outh and W

est in order to balance our 
regional portfolio. 

W
e w

ill also shift the em
phasis to w

astew
ater in order to balance 

the decrease in attractive w
ater opportunities in areas w

here w
e 

have already 
achieved a 

significant m
arket 

position. 
O

ur 
traditionally 

strong 
m

arkets in 
the 

N
ortheast w

ill continue to be a priority. 

14. W
hy is w

astew
ater attractive? 

A
. In our existing footprint m

unicipalities are facing increasing needs to upgrade and 
refurbish their w

astew
ater system

s. A
s state funding w

ill be less available they are 
likely to be increasingly receptive to the private sector and A

m
erican W

ater, having 
proven its expertise and reliability in operating w

ater system
s, w

ill also seek to offer 
w

astew
ater services.  his w

ill enable us to realize operational synergies in areas 
w

here w
e already operate the w

ater system
. A

m
erican W

ater also has an offer, 
w

hich has 
already 

proven successful in som
e 

states for decentralized, 
on -site 

w
astew

ater system
s. T

hese are needed in the grow
ing num

ber of new
 residential 

and com
m

ercial developm
ents beyond the reach of centralized w

astew
ater system

s. 

15. W
h

at are the benefits of R
W

E
's ow

nership fo
r our business? 

A
. T

he business for the A
m

erican m
arket is developed and m

anaged in the U
S

. 
H

ow
ever, being part of the R

W
E

 T
ham

es W
ater group gives us unique advantages 

in delivering our strategy. 
T

ham
es W

ater has alw
ays been active both in w

ater and 
w

astew
ater and as such has enorm

ous expertise in the latter. T
his w

ill enable us to 
transfer this w

astew
ater know

ledge from
 the U

K
 to the U

S
A

. W
ith P

R
ID

E
S

A
 one of 

our E
uropean businesses, w

ith expertise in desalination w
e are in an excellent 

position to capture the opportunities in this grow
ing m

arket in the U
S

'S
 arid regions. 

R
W

E
's financial strength provides us w

ith access to capital to invest in the business. 
W

e also benefit from
 joint training and developm

ent and R
W

E
's talent pool. 

16. Q
. W

hy do w
e n

eed
 a V

ision statem
ent? 

A
 key reason for having one is that em

ployees have asked for clarity about the 
C

om
pany's vision. A

 V
ision statem

ent is a sim
ple w

ay of providing clarity to 
em

ployees, custom
ers, regulators and other key stakeholders about w

hat kind of 
business w

e are and w
hat w

e stand for. It sets out a realistic am
bition of w

hat kind 
of organization w

e w
ant A

m
erican W

ater to be and should enable us to consistently 
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reflect on our activities, and our strategic plans to ensure that they are aligned w
ith 

this new
 V

ision for the business. 

17. Q
. W

h
at's h

ap
p

en
in

g
 w

ith
 th

e o
th

er p
arts of th

e "b
u

ild
in

g
 blocks" th

at w
ere 

d
escrib

ed
 in

 th
e first "S

h
ap

in
g

 o
u

r F
u

tu
re" co

m
m

u
n

icatio
n

?
 

A
. W

e w
ill take each of the building blocks in turn and provide you w

ith an update on 
progress: 

C
u

ltu
re C

om
m

unication: W
e have created a new

 function of E
xternal A

ffairs, w
hich is led 

by D
an K

elleher. D
an is developing plans to create im

proved internal 
com

m
unication infrastructure, for exam

ple creating feedback channels for 
em

ployees and im
proved training and developm

ent for m
anagers to ensure that 

they can deliver key m
essages to em

ployees at the right tim
e in

 the right w
ay. 

H
opefully, the series of com

m
unications that began w

ith the "S
haping our F

uture" 
has set a new

 style, tone, and standard for com
m

unication across the business. 
E

m
ployee S

atisfaction: T
he E

m
ployee O

pinion S
urvey action plans that have 

been developed in each of the businesses w
ill be included in the m

onthly and 
quarterly business review

 process that the C
O

O
 chairs. E

ach senior m
anager 

and head of the R
egion w

ill be m
easured on a num

ber of the categories in the 
E

m
ployee O

pinion S
urvey through the balanced scorecard. D

uring the course of 
2004, w

e w
ill resucvey the business to m

easure the progress w
e have m

ade in 
each of the categories. 
T

raining and D
evelopm

ent: R
eview

 of the training and developm
ent program

s is 
u

n
d

e
w

a
y w

ith review
 to im

plem
enting revised training and developm

ent during 
2004. 
Labor R

elations: S
ignificant investm

ent has been m
ade in im

proving the quality 
of relationships w

ith unions at the local and national level. T
he philosophy for 

labor relations is built around the notion that unionized em
ployees and union 

leaders are key stakeholders in our business and deserve the sam
e respect as 

other stakeholders'. W
e are seeking to "partner" w

ith our unions to help us 
address our key business challenges in the next few

 m
onths. 

D
iversity: T

he current selection process has enabled us to understand the 
strengths and the relevant needs of our senior m

anagem
ent pool, and w

e are 
taking a long hard look at the diversity of that group. 

D
uring the course of 2004, 

w
e w

ill be proactively addressing som
e of the diversity needs that w

e face as a 
business. 

T
he strategy for A

m
erican W

ater has been developed and approved by the 
E

xecutive M
anagem

ent T
eam

 (E
M

T
) and has been com

m
unicated this w

eek. 
V

ision S
tatem

ent: T
he V

ision S
tatem

ent has been consulted on w
idely w

ithin the 
business and an am

ended version has been validated and signed off by the 
E

M
T

. T
his has been issued this w

eek to em
ployees 

O
rganization D

esign: T
he first key steps of.the organization design, including the 

developm
ent of the new

 business m
odel and the new

 top structure has been 
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concluded and selection and appointm
ent decisions have been m

ade. T
his 

process w
ill continue now

 and cascade through the organization. 
D

ivestm
ents: W

e continue to analyze the shape and content of our business 
portfolio. T

he new
 business strategy, enables us to undertake a rigorous 

assessm
ent process of every business' strategic fit as w

ell as its perform
ance 

and the value that it creates. T
his is an on-going piece of w

ork. 

P
erfo

rm
an

ce 

B
usiness P

rocess Im
provem

ent: T
he "blueprinting" of the business 

processes is ongoing and the "as-is
J' process blueprinting has largely been 

com
pleted. T

he next step is to bring together team
s of individuals to create 

the "to-be" process m
aps for the business. T

hese w
ill then be carefully 

im
plem

ented across the business and this w
ill be coordinated through the 

new
 B

usiness C
hange team

. 
T

echnology and S
ystem

s Im
provem

ents: T
he successful com

pletion of the 
business process m

apping and blueprinting w
ill enable the decisions around 

supporting business system
s to be m

ade. T
his w

ill happen during the early 
part of 2004. 
E

fficient w
ays of w

orking: T
here are a num

ber of initiatives that are currently 
underw

ay across the business, w
hich are driving efficiencies and productivity 

gains. T
hese w

ill be com
m

unicated in a separate "S
haping our F

uture" 
com

m
unicatioq pack in

 the com
ing w

eeks. 
P

erform
ance M

anagem
ent: T

here are num
ber of initiatives that are 

underw
ay to im

prove the w
ay in w

hich w
e set goals, align our activities, 

m
easure our perform

ance, and recognize successful perform
ance. T

hese 
include the new

 target-setting process for senior executives, the balanced 
scorecard, and the developm

ent of a new
 perform

ance m
anagem

ent system
, 

w
hich includes a 360° review

 elem
ent. A

s this w
ork further develops, there 

w
ill be m

ore com
m

unication of how
 these perform

ance m
anagem

ent tools fit 
together and w

hat im
pact they w

ill have on each of us in the business 

G
ro

w
in

g
 th

e B
u

sin
ess 

0
 

S
trategy A

lignm
ent: T

he conclusion of the business strategy enables all 
of our business developm

ent plans to be review
ed and realigned w

ith the 
new

 strategy. T
his should help us to focus on the m

ost value adding 
products and services that w

e can offer our custom
ers, and should 

elim
inate the pursuit of new

 business that does not provide the required 
level of value to the business. 
T

raining and D
evelopm

ent: T
here is a m

ajor initiative underw
ay to 

develop the tools for business developers and to support them
 in w

inning 
the right kind of sustainable, profitable business as w

e go forw
ard. T

hese 
new

 tools and techniques w
ill becom

e available to business developers in
 

early 2004. 
P

erform
ance M

anagem
ent: B

usiness developers w
ill utilize the 

perform
ance m

anagem
ent tool that aligns their plans and objectives and 

m
onitors their progress in a m

ore com
prehensive w

ay. T
he new

 
perform

ande m
anagem

ent tool for business developm
ent w

ill be 
im

plem
ented early in 2004. 
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E
xpanding B

usiness Lines: P
rogress is being m

ade in the developm
ent 

of tw
o strategic business lines for A

m
erican W

ater. F
irstly, our 

w
astew

ater offering to the m
unicipal m

arket and to existing custom
ers, 

and secondly, our use of the desalination capabilities and that are 
provided by P

R
ID

E
S

A
, a sister com

pany w
ithin R

W
E

lT
ham

es W
ater 

E
urope R

egion. 

18. Q
. F

o
u

r n
ew

 R
eg

io
n

s an
d

 R
egional M

anaging D
irecto

rs h
ave b

een
 announced. 

W
h

at ro
les w

ill C
hris Jarrett, John E

ckart an
d

 E
ric T

h
o

rn
b

u
rg

 h
ave in

 th
e 

o
rg

an
izatio

n
?

 W
ill th

ey continue to b
e p

resid
en

ts of th
e states th

ey are now
 

rep
resen

tin
g

?
 

A
. C

hris, John and E
ric continue to be valued m

em
bers of our organization. E

ach of 
them

 has been encouraged to consider roles in the organization as additional levels of 
our structure are announced. In the m

eantim
e they w

ill rem
ain in their current roles to 

ensure continuity of service and m
aintain key stakeholder relationships 

19. Q
. W

hy is E
llen

 W
olf, C

FO
, leaving th

e b
u

sin
ess now

? 

A
. 

E
llen W

olf has chosen to leave the business at this tim
e to pursue alternative 

opportunities elsew
here. H

aving steered the finance function during the last few
 years, 

and being a key player in the sale of A
m

erican W
ater W

orks to R
W

E
IT

ham
es W

ater, 
E

llen has deem
ed it an appropriate tim

e to m
ove on to fresh challenges. W

e have also 
taken the opportunity to reconfigure the senior finance role in the A

m
erica's R

egion so 
that it is consistent w

ith the m
ost senior finance m

anager roles w
ithin R

W
E

IT
ham

es and 
across the W

ater D
ivision w

orldw
ide. W

e w
ish E

llen every future success in her career. 

20. Q
. W

ho does th
e h

ead
 o

f A
m

erican W
ater S

ervices rep
o

rt to
?

 

A
. W

alter Lynch continues to lead our non-regulated businesses, P
roducts and 

S
ervices, and to report to the C

O
O

, Jim
 M

cG
ivern. 

21. Q
. W

ill th
e five regions of A

m
erican W

ater S
ervices becom

e p
art of th

e 
A

m
erican

 W
ater reg

io
n

s?
 If so w

hen w
ill th

at o
ccu

r?
 

A
. A

W
S

 has recently gone through its ow
n organizational review

 and the regional 
structure is being changed to focus on each of its separate lines of business, e.g., O

&
M

, 
M

ilitary, R
esiduals, etc.) in

 order to m
eet their plans. T

he O
&

M
 and utility contracts 

business w
ill transition into the new

 R
egion to create a m

ore integrated business by 
2005. 

22. Q
. W

ill th
e M

anaging D
irecto

rs of th
e n

ew
 regions keep

 th
eir sam

e staff o
r w

ill 
th

ey create new
 p

o
sitio

n
s and w

ho is elig
ib

le fo
r th

o
se jo

b
s?

 

A
. 

T
he new

 M
anaging D

irectors w
ill be developing their ow

n structures and selecting 
future senior team

s. A
 "S

traw
m

an" structure has been developed (page 22 in
 the slide 

pack) for the regions and this w
ill be the starting point for the R

egional M
D

s. T
he new

 
jobs w

ill be posted and suitably qualified individuals w
ill be able to apply for them

. S
hort 

listed candidates w
ill go through the P

D
I assessm

ent process. 
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23. Q
. W

ill th
e M

an
ag

in
g

 D
irecto

rs of th
e n

ew
 reg

io
n

s co
n

tin
u

e to
 m

an
ag

e o
r b

e 
p

resid
en

ts o
f th

e su
b

sid
iaries th

ey cam
e fro

m
?

 

A
. 

T
he prim

ary job for the new
 ~

e
g

io
n

a
l MD

s is to provide the leadership and drive to 
the w

hole of the new
 region, ensuring w

e deliver on perform
ance and grow

th targets, 
and build the right culture. H

ow
ever, each of the new

 R
egional M

D
s has strong 

relationships w
ith their existing regulators and stakeholders and w

e need to continue to 
capitalize on these. W

e do not intend to add layers of m
anagem

ent to the business so 
w

e w
ill be asking the R

egional M
D

's to "double up" in
 their roles. 

24. Q
. W

h
ere w

ill th
e n

ew
 R

eg
io

n
al h

ead
q

u
arters b

e b
ased

?
 

A
. F

or the foreseeable future, the R
egional H

ead officers w
ill be based in

 S
an D

iego, S
t. 

Louis, H
ershey and Law

renceville. E
ach of the new

 R
egional M

D
's has an action to 

confirm
 the long-term

 location of the headquarters. T
his w

ill involve analysis of factors 
such as: location of buildings and people; cost; travel tim

e; location of stakeholders, etc. 
T

he M
D

's w
ill be m

aking their decisions quickly to enable the phase 2 and 3 process to 
be clearer for em

ployees. 

25. Q
. H

ow
 m

an
y to

p
 m

an
ag

em
en

t layo
ffs h

ave th
ere b

een
 an

d
 w

ill th
ere b

e m
o

re?
 

A
. T

hirty of our senior executives w
ent through the selection process for our top ten jobs. 

W
e have com

m
unicated to each of them

 the decisions that w
e have m

ade, and have 
discussed feedback from

 the assessm
ent process w

ith each of them
. D

evelopm
ent 

plans are being put in place to support their developm
ent, both for those that have been 

appointed and for those w
ho w

ere not successful in this phase of the process and w
ho 

rem
ain in the business. T

hose w
ho are unsuccessful are being invited to participate in 

the next phase of the selection process, w
here further senior jobs w

ill be vacant in
 the 

com
ing w

eeks. W
e do not anticipate lay-offs occurring until the second phase of the 

selection process has been com
pleted, w

here our executive m
anagem

ent group has 
been review

ed and appoidted. 

26. Q
. W

h
en

 w
ill I kn

o
w

 if m
y jo

b
 h

as ch
an

g
ed

?
 

A
. T

he R
egional M

anaging D
irectors and the new

 F
unctional H

eads in the center of the 
business are w

orking on their new
 structures and defining the roles that they require to 

take the business forw
ard in the next few

 days. N
ovem

ber 26th, a special internal 
recruitm

ent bulletin w
ill be published that provides details of all of the vacant positions so 

that potential candidates from
 across the business can apply to be considered. In 

advance of that notification occurring, individuals w
hose jobs have changed, and 

individuals w
hose positions have not changed, w

ill be advised by their m
anager. T

hose 
w

hose jobs are changing w
ill be asked to go through the selection process. 

27. Q
. W

h
en

 w
ill I kn

o
w

 if I h
ave to

 apply fo
r a job? 

A
. Individuals w

ho are in
 the next 1ayer.of the organization below

 the P
resident and the 

C
hief O

perating O
fficer's direct reports w

ill know
 if they have to apply for a job'by the 

26th of N
ovem

ber at the latest. 

KAW_R_LFCDR1#19_attachment2_062504
Page 15 of 82



28. Q
. W

h
o

 o
r w

h
at is P

D
I?

 

A
. P

D
I (P

ersonnel D
ecisions International) is an independent firm

 of consultants that 
specialize in leadership developm

ent and assessm
ent. T

hey have a database of over 
ten thousand assessm

entS
 w

hich they use as benchm
arks to rate individual capabilities. 

T
hey are highly respected around the w

orld for the quality of their w
ork. 

29. Q
. W

h
y an

d
 how

 w
ere P

D
I chosen? 

A
. P

D
I w

ere chosen to enable us to have an independent, third party assess our 
leadership talent pool, to provide us w

ith objective data on their skills, experience and fit 
for specific roles. P

D
I w

ere chosen because of their professional qualifications and w
ere 

the best of the four com
panies that w

e invited to subm
it tenders for and this w

ork. 
F

eedback from
 the candidates going through phase I

 has been that P
D

I have m
anaged 

the process professionally and sensitively. 

30. Q
. The E

m
p

lo
yee O

p
in

io
n

 S
urvey in

d
icated

 th
at em

p
lo

yees are highly skep
tical 

about th
e selectio

n
 d

ecisio
n

s th
at h

ave typ
ically b

een
 m

ad
e in

 th
e past fo

r 
m

an
ag

em
en

t p
o

sitio
n

s. T
h

ere is a low
 sco

re for "ap
p

o
in

tm
en

ts b
ein

g
 m

ade b
ased

 
o

n
 m

erit". W
h

at's d
ifferen

t th
is tim

e?
 

A
. T

his selection process Is different because w
e are using an external provider to 

benchm
ark candidates and provide objective data. A

lthough w
e w

ill be using our 
judgm

ent about the suitability of candidates for posts and w
ill take account of individuals' 

track records w
ithin the C

om
pany, w

e feel that this internal data has som
e lim

itations. 
T

he P
D

I process is also enabling us to put together personal and professional 
developm

ent plans for the individuals w
hich help us further develop our leadership 

talent. 

31. Q
. W

ho m
akes th

e decision about ap
p

o
in

tm
en

ts?
 

A
. T

he decisions in phase 1
 w

ere m
ade by the tw

o "hiring m
anagers", Jerem

y P
elczer as 

P
resident, and Jim

 M
cG

ivern as C
hief O

perating O
fficer, for their respective direct 

reports. 
T

hose positions w
ere discussed at length in a review

 m
eeting m

ade up of 
Jerem

y P
elczer, Jim

 M
cG

ivern, D
ietrich F

irnhaber, D
an K

elleher, and M
att H

uckin w
ith 

support from
 P

D
I. In phase 2, the hiring m

anagers w
ho w

ill be m
aking decisions about 

selections, w
ill be the individuals w

ho report to Jerem
y P

elczer and Jim
 M

cG
ivern. 

H
iring decisions w

ill be approved by the P
resident before they are com

m
unicated to 

individuals and the business as a w
hole. 

32. Q
. W

ill T
h

am
es W

ater and R
W

E
 em

p
lo

yees h
ave th

e opportunity to
 be 

co
n

sid
ered

 fo
r th

e ro
les in

 the A
W

 stru
ctu

re?
 

A
. T

he special recruitm
ent bulletin w

ill be circulated am
ongst T

ham
es W

ater and R
W

E
, 

to see if there are any suitable candidates for the roles. H
ow

ever, A
m

erican W
ater 

em
ployees w

ill have priority for the vacant positions and it is likely that only a sm
all 

num
ber at m

ost of non-AV)l 
m

anagers w
ill be seriously considered for roles in the new

 
structure. 
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33. Q
. W

ill A
m

erican
 W

ater em
p

lo
yees h

ave th
e opportunity to

 b
e co

n
sid

ered
 fo

r 
ro

les in
 o

th
er p

arts o
f Tham

es W
ater an

d
 R

W
E

?
 

A
. T

here are occasionall y o pportunities for A
m

erican W
ater em

ployees and w
here these 

arise, they w
ill be com

m
unicated through the norm

al posting process. A
m

erican W
ater 

em
ployees are encouraged to apply for the roles outside of the U

S
A

 w
hen they are a 

good m
atch for the specific vacancies. R

W
E

 is eager to encourage "internationalization" 
and m

obility of talented individuals across the system
. 

34. Q
. H

ow
 can

 w
e keep

 fo
cu

sed
 o

n
 d

eliverin
g

 resu
lts w

h
ile th

is selectio
n

 p
ro

cess 
is g

o
in

g
 o

n
?

 

A
. W

e appreciate that this process is difficult for individuals and m
ay create som

e 
additional anxiety. H

ow
ever, w

e feel it is essential that w
e deliver on our goal of getting 

the right people in the right place at the right tim
e to enable the business to really 

progress. W
e are confident that em

ployees at every level in the business are highly 
com

m
itted to delivering service to our custom

ers, and that w
e w

ill m
aintain consistently 

high levels of perform
ance as the process unfolds. 

35. Q
. W

h
at h

ap
p

en
s if m

y jo
b

 is m
aterially ch

an
g

ed
, b

u
t I am

 n
o

t w
illin

g
 to

 
u

n
d

ertake an
o

th
er role?' 

W
e w

ill be review
ing each individual circum

stance on its ow
n m

erit and m
aking 

decisions, w
hich are fair, consistent, and in the best interest of both the business and the 

em
ployee. S

hould an individual be unw
illing to participate in the selection process, or 

does not w
ish to be considered for a changed or new

 job in the new
 structure, then they 

should discuss this w
ith their Line M

anager and their H
R

 M
anager. 

36. Q
. W

h
at h

ap
p

en
s if le

n
d

 u
p

 w
ith

o
u

t a jo
b

?
 

A
. If through the selection process you end up w

ithout a job, w
e w

ill attem
pt to redeploy 

you into an alternative role and you w
ill have the opportunity to be considered for roles at 

the next level in phase 3. 

37. Q
. If I am

 laid
 off, w

hat term
s w

ill I leave th
e business o

n
?

 

A
. T

he severance term
s that w

ill be used are the "enhanced severance" term
s that w

e 
have used in recent lay-offs arising from

 organization changes (i.e. the m
ove of 

custom
er service jobs to the C

ustom
er C

enter). 

38. Q
. If I am

 ap
p

o
in

ted
 to

 a p
o

sitio
n

 w
ith

in
 p

h
ase 1 o

r p
h

ase 2, w
h

at w
ill h

ap
p

en
 

to
 m

y pay, in
cen

tives, targ
ets an

d
 o

b
jectives, jo

b
 title, etc?

 

A
. A

ll of these m
atters w

ill be resolved w
ithin the near future. A

s jobs are changing w
e 

need to take a view
 on the size of the job and the m

arket price for that job and then 
advise individuals of the im

plications of the change for them
. Incentives, targets and 

objectives w
ill be set and w

ill be agreed w
ith line m

anagers to com
m

ence the 2004 -year. 
In

 the interim
, there w

ill be no changes to individuals' pay, grade or status, and obviously 
each situation w

ill be review
ed on an individual basis. 
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39. Q
. W

ill th
e "n

o
 d

etrim
en

t" p
ro

m
ises b

e h
o

n
o

red
?

 

A
. Y

es. T
he C

om
pany w

ill m
aintain its com

m
itm

ents under the R
W

E
IT

ham
es W

ater 
sale agreem

ent. 

40. Q
. H

ow
 w

ill th
ese ch

an
g

es affect co
m

m
itm

en
ts m

ad
e d

u
rin

g
 th

e reg
u

lato
ry 

ap
p

ro
val p

ro
cess?

 

A
 T

he C
om

pany rem
ains fully com

m
itted to m

eeting all prom
ises m

ade during the 
regulatory approval process. In fact, the changes being announced are the start of a 
business transition intended to further expand our com

m
itm

ents to m
aintain local 

decision -m
aking, im

plem
ent best practices and continue investing in infrastructure. 

41. Q
. T

o
d

ay's an
n

o
u

n
cem

en
t confirm

s o
n

ly th
e to

p
 level of th

e o
rg

an
izatio

n
 

stru
ctu

re. W
h

at ab
o

u
t th

e rest?
 W

h
en

 w
ill it b

e an
n

o
u

n
ced

?
 

A
 

O
ver the next several days the new

ly appointed R
egional M

D
s and functional heads 

w
ill w

ork to define the structure of the next level, and the design w
ill be com

m
unicated 

before the end of the year. 

42. Q
. W

ill th
ere b

e a "P
h

ase 3" p
ro

cess?
 

A
. 

Y
es, there w

ill be a phase 3
 process once the phase 2 appointm

ents have been 
com

pleted. It is anticipated that this w
ill occur during January and F

ebruary 2004, and it 
w

ill obviously affect the layer below
 the phase 2 level of m

anagem
ent. 

43. Q
. H

ow
 w

ill I fin
d

 o
u

t ab
o

u
t th

e p
h

ase 3
 p

ro
cess an

d
 w

h
at it m

ean
s fo

r m
e?

 

A
. T

he phase 3
 process w

ill be m
anaged in a sim

ilar w
ay to

 phase 2 w
ith an open 

com
m

unication and individuals' issues being sensitively m
anaged by Line M

anagers. 
T

he process w
ill be fair, open and objective, and w

e are com
m

itted to m
anaging it w

ith in 
as short a tim

efram
e as is possible. 

44. Q
. D

o o
u

r U
nions kn

o
w

 w
h

at is g
o

in
g

 o
n

?
 

A
. W

e have briefed our union leaders hi,^ at the national level w
ith regard to these 

changes. R
elevant line m

anagers w
ill be undertaking com

m
unication m

eetings w
ith 

union leadership in
 their local areas in the com

ing days, and union em
ployees w

ill 
obviously be attending other team

 briefings in the norm
al w

ay. W
e have spent a 

significant am
ount of tim

e and energy in com
m

unicating the changes, the rationale 
behind them

, and the im
plications of these changes for em

ployees across the business, 
and w

e feel that the unions understand the need for change. W
e w

ill continue to com
m

it 
ourselves to w

orking in partnership w
ith our unions w

ho are key stakeholders in
 the 

business as the process continues through the organization. 

45. Q
. H

ow
 m

an
y p

o
sitio

n
s w

ill b
e in

vo
lved

 in
 P

h
ase 2?

 

A
 T

he precise num
ber is not yet determ

ined, but it is likely that about 30 positions w
ill be 

sufficiently different or com
pletely new

 and w
ill therefore need to be filled. 
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46. Q
. H

ow
 m

any p
o

sitio
n

s are exp
ected

 to
 b

e elim
in

ated
 as a resu

lt of th
e first 

tw
o

 P
h

ases of th
e restru

ctu
rin

g
?

 

A
 T

he exact num
ber w

ill npt be know
n until the R

egional M
D

s and functional heads have 
com

pleted their organization design w
ork and the selection process in phase 2. 

47. Q
. W

hen w
ill th

e ch
an

g
es be effective?

 A
re th

e fo
u

r reg
io

n
s effective as of 

to
d

ay?
 D

o th
e o

th
er p

resid
en

ts now
 rep

o
rt to

 th
e m

an
ag

in
g

 d
irecto

rs of th
e new

 
reg

io
n

s?
 

A
. T

he changes are effective from
 today. A

ll em
ployees w

ithin each of the new
 regions, 

including the existing presidents, w
ill report to the new

 R
egional M

anager D
irector. 

48. Q
. W

hen w
ill th

e reo
rg

an
izatio

n
 p

ro
cess be co

m
p

leted
?

 

A
. 

W
e anticipate com

pleting the m
anagem

ent layers by the m
iddle of 2004 at the latest. 

T
he quicker w

e can com
plete the process the faster w

e w
ill be able to focus the new

 
m

anagem
ent team

 on delivering the results. 

49. Q
. W

h
ich

 level of jo
b

s is in
clu

d
ed

 in th
e n

ext set of selectio
n

 even
ts, i.e. th

e 
so

-called
 p

h
ase 2?

 
,
 

A
. T

he phase 1
 process covered all of the direct reports to the P

resident, Jerem
y 

P
elczer, and the direct reports to the C

hief O
perating O

fficer, Jim
 M

cG
ivern. In phase 2, 

it is the direct reports of the top team
 that have been announced on the lg

th
 of 

N
ovem

ber that w
ill b

e
 included in the selection process. 

50. Q
. H

ow
 can

 I raise m
y q

u
estio

n
s and g

et answ
ers in

 co
n

fid
en

ce?
 

A
. 

W
e encourage you to raise any questions that you have w

ith your im
m

ediate 
supervisor and/or your com

m
unication m

anager or H
R

 advisor in your business unit. 
Y

ou can also raise questions directly w
ith the corporate team

 m
anaging the change 

process via em
ail to sh

ap
in

~o
u

rF
u

tu
re@

am
w

ater.co
m

. Q
uestions/com

m
ents w

ill be 
addressed individually or in future com

m
unication m

aterial. Y
our contribution to this 

process is very w
elcom

e and please feel free to raise any questions that you m
ight have. 

51. Q
. W

h
at is h

ap
p

en
in

g
 w

ith th
e B

u
sin

ess D
evelo

p
m

en
t fu

n
ctio

n
?

 

A
. T

he B
usiness ~

e
v

e
lo

~
rh

e
n

t 
role at the center is changing to a coordinating and 

enabling function w
ith bids and new

 projects being delivered w
ithin the regional 

businesses. E
ach region w

ill have a lead business developer reporting to the R
egional 

M
anaging D

irector, and w
ith a dotted line functional relationship to the new

 head of 
business developm

ent in V
oorhees, B

ill M
alarkey. T

he new
 regional business 

developm
ent roles are different to those at present, given the greater geographic and 

integrated regulated and non -regulated breadth. T
he phase tw

o process w
ill ensure w

e 
select the best -fit candidate for these key regional roles to com

plem
ent B

ill M
alarkey's 

appointm
ent in

 the centrab role. S
ignificant investm

ent w
ill be m

ade in
 2004 to build the 

capabilities and support the perform
ance of our B

usiness D
evelopm

ent team
s. 
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52. Q
. H

ow
 w

ill w
e kn

o
w

 w
h

en
 th

e n
ew

 o
rg

an
izatio

n
 is su

ccessfu
l?

 

W
e w

ill know
 if w

e have been successful w
hen w

e have m
easured the organization 

internally, via the E
m

ployee O
pinion S

urvey, and dem
onstrated that em

ployees are: 

A
ligned w

ith our vision and strategy 
S

eeing the values being dem
onstrated by everyone 

C
onfident about their future in the business 

D
eveloping new

 skills and getting good quality feedback 
F

ully inform
ed about the business and our progress and having 

opportunities to have their voices heard 
B

enefiting From
 the success of the business and seeing our business 

grow
 

R
eceiving the quality of leadership they deserve 

P
roud to be part of A

m
erican W

ater and providing excellent custom
er 

service 

O
ur custom

ers and external stakeholders w
ill know

 the new
 organization has been a 

success w
hen: C

onsistently high levels of service are provided 
T

he services represent excellent value for m
oney 

A
m

erican W
ater is a role m

odel for corporate social responsibility and 
business ethics 
Innovative solutions are provided to m

eet their needs 
W

e dem
onstrate our respect for them

 and the environm
ent in w

hich w
e 

operate. 
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M
em

o 
A

m
erican 

%
 water 

T
 o
 

A
ll A

m
erican W

ater E
m

ployees 
F
r
o
m
 

Jerem
y P

e
kze

r 

D
a
t
e
 

2003-1 2-22 
P
h
o
n
e
 

856.346.8302 

S
u
b
j
e
c
t
 

O
rganization - R

estructuring 
F
a
x
 

856.346.8300 
P

hase T
w

o 

D
ear C

olleague, 

In m
y N

ovem
ber lg

th
 'S

haping O
ur F

uture' com
m

unication, I com
m

itted to announce 
the second phase of our restructuring and the individuals appointed to fill those 
positions before the end of the year. 

I am
 pleased to m

ake those announcem
ents 

today. 

In the past four w
eeks w

e have confirm
ed and advertised roles and responsibilities 

for P
hase 2 positions. 

A
s in the first phase, w

e w
ere supported by our external 

consultant, P
D

I, 
w

ho 
conducted objective assessm

ents using leading business 
standards and benchm

arks. M
uch has been accom

plished in a short period of tim
e, 

and I w
ant to thank all involved for their patience, flexibility and support. 

K
ey roles w

e are announcing today are as follow
s: 

+ 
S

enior m
anager positions to support each of the four U

.S
. R

egional M
anaging 

D
irectors. 

T
he 

positions w
ill be 

responsible for S
ervice D

elivery, E
xternal 

A
ffairs, B

usiness D
evelopm

ent, Legal, H
um

an R
esources and F

inance. 
T

he 
principle focus of 

this team
 w

ill be to 
serve our 

custom
ers and grow

 the 
business. 

+ 
S

enior m
anager positions reporting to functional leads in the C

orporate C
enter, 

and w
ho w

ill be responsible for supporting H
um

an R
esources, E

xternal A
ffairs, 

O
perational &

 Investm
ent P

erform
ance, P

rocurem
ent, B

usiness C
hange and 

R
egulatory &

 C
ontract P

erform
ance. 

T
he principle focus of this team

 w
ill be to 

serve and enable the regions. 

P
ositions and 

responsibilities that 
are 

being announced today 
are intended to 

support our vision and strategy. 
M

any are new
 positions in responsibility and/or 

scope. 
T

hey w
ill all help us becom

e a m
ore custom

er responsive, high perform
ance 

com
pany; 

accelerate our 
grow

th; 
im

prove our 
effectiveness 

and 
efficiency and 

achieve our full potential. 
A

ll of the individuals w
ho have been through the selection 

process have been given feedback and are aw
are of the outcom

e. 
W

ith 
the 

holidays 
upon 

us, 
and 

m
any 

em
ployees 

taking 
vacations, 

w
e 

have 
scheduled our com

m
unications m

eetings starting the second w
eek of January. 

A
t 

that tim
e your m

anager w
ill present the structure and appointm

ents to you. 
In m

id- 
January 

w
e 

w
ill also 

announce 
details 

of 
the 

next 
phase 

of 
our 

organization 
restructuring. 

T
o support this announcem

ent, 
I have enclosed a 

Q
 &

 A
 docum

ent, w
hich is 

intended to answ
er som

e of the m
ost frequently asked questions. 

In the m
eantim

e, 

A
m
e
r
i
c
a
n
 
W
a
t
e
r
 

J
e
r
e
m
y
 
P
e
l
c
z
e
r
 

P
r
e
s
i
d
e
n
t
 

1
0

2
5

 L
a
u
r
e
l
 
O
a
k
 
R
o
a
d
 

V
o
o
r
h
e
e
s
,
 
N
J
 

0
8

0
4

3
 

U
S
A
 

T
 

+
8

5
6

 
3

4
6

 
8

3
0

2
 

F
 

+
8

5
6

 
3

4
6

 
8

3
0

0
 

I 
w
w
w
.
a
m
w
a
t
e
r
.
c
o
m
 

9
 

R
W

E
 

G
R

O
U

P
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M
e
m
o
 

A
m

erican 
%

 water 
P

age 2 

if you have any questions, I encourage you to raise them
 w

ith your Line M
anager, 

C
om

m
unication M

anager, or H
um

an R
esource M

anager. 
Y

ou m
ay also subm

it your 
questions 

and 
any 

feedback 
you 

m
ay 

have 
to 

our 
em

ail 
site, 

sh
ap

in
g

o
u

rfu
tu

re~am
w

ater.co
m

, and your question w
ill be prom

ptly addressed. 

I am
 aw

are of the anxiety that m
any of you have been feeling over the past several 

w
eeks. T

hat is w
hy I w

anted to m
ake these announcem

ents as soon as possible. I 
also rem

ain com
m

itted to ensure the next steps are conducted in the sam
e open, 

objective and fair m
anner that w

e have used in the first tw
o phases, and that it be 

com
pleted as soon as possible w

ithout com
prom

ising the quality of the process. 

I 
w

ould like to 
take this 

opportunity to 
congratulate all those 

w
ho 

have been 
appointed to new

 positions and to w
ish them

 every success in their new
 roles. 

A
s w

e conclude our first year as part of the R
W

E
 G

roup, I w
ant to express how

 
proud I am

 of the w
ork you do each day, and how

 you have w
orked to overcom

e the 
m

any challenges w
e have faced this year. I rem

ain confident of our ability to achieve 
our goals in 2004. 

T
hank you for the results you have produced, and for your 

ongoing com
m

itm
ent and support. 

Y
ours sincerely, 

Jerem
y P

elczer 
P

resident 
A

m
erican W

ater 

9
 

R
W

E
 

G
R

O
U

P
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P
h

a
se

 T
w

o
 - A

n
n

o
u

n
ce

m
e

n
t 

I
)
 Q

: 
W

hen w
ill the p

o
sitio

n
s announced today take effect? 

A
: 

T
he positions announced today w

ill be effective as of January 1,2004. 

2) 
Q

: 
W

hen w
ill em

ployees learn
 w

h
at com

pensation levels are associated w
ith

 the 
n

ew
 p

o
sitio

n
s being filled

?
 

A
: 

W
e expect to be able to com

m
unicate com

pensation for each position during 
January. 

A
s in the past, the process being used to establish position com

pensation 
ranges 

is 
to 

benchm
ark 

against 
positions 

in 
other 

organizations, 
w

hich 
have 

com
parable roles, responsibilities and accountabilities. 

3) 
Q

: 
T

o
d

ay's announcem
ent co

vers P
h

ase 2 of the restru
ctu

rin
g

 process. 
H

ow
 

m
any phases w

ill there b
e?

 

A
: 

N
ow

 that the P
hase 2 appointm

ents have been m
ade, those individuals, along w

ith 
the leadership appointed in

 P
hase 1, w

ill finalize the next level of the new
 organization 

structure. 
W

e anticipate a P
hase 3

- process to begin m
id- January and continue 

through F
ebruary 2004. 

T
he P

hase 3 process w
ill be m

anaged in a sim
ilar w

ay to 
P

hase 2, w
ith open com

m
unication and an opportunity for em

ployees to apply for 
P

hase 3 positions. 
T

he process w
ill also continue to em

phasize selections based on 
m

erit, considering both assessm
ent results and perform

ance in
 previous positions. 

A
t 

this tim
e w

e anticipate there w
ill be a 

4'h phase of the process. 
W

e anticipate 
com

pleting the m
anagem

ent restructuring by the m
iddle of 2004, at the latest. 

4
) 

Q
: 

T
h

e C
om

pany has 
exp

ressed
 a 

com
m

itm
ent to

 
d

iversity. 
H

ow
 

is 
th

at 
co

m
m

itm
en

t being reflected
 in th

e restru
ctu

rin
g

 process? 

A
: 

D
iversity rem

ains an im
portant C

om
pany focus. Y

ou can be assured that all 
position appointm

ents are based on m
erit. A

s w
e have progressed through P

hase 1 
and 2 of the process, w

e have encouraged all em
ployees to carefully review

 and 
consider each of the roles. 

T
he process has then focused on results of the P

D
I 

assessm
ents com

bined w
ith each individual's past perform

ance and accom
plishm

ents. 
W

e 
rem

ain 
com

m
itted to 

diversity 
because 

it 
is 

the 
right 

thing 
to 

do. 
D

iverse 
m

anagem
ent team

s are also able to be m
ore reflective, and m

ake better decisions. 

5) 
Q

: 
If an em

ployee ap
p

lies fo
r and is appointed to

 a p
o

sitio
n

 th
at req

u
ires 

relo
catio

n
, w

ill there be relo
catio

n
 assistan

ce provided? 

A
: 

Y
es. 

T
he C

om
pany's existing relocation program

 w
ill be offered to em

ployees as 
appropriate to the position being offered. 

D
etails concerning the specific level of 

relocation package w
ill be provided at the tim

e of the appointm
ent offer. 

Y
our local H

R
 

M
anager can provide you w

ith details of the policy. 

6) 
Q

: 
Is it possible to g

et a copy o
f th

e enhanced severance package g
u

id
elin

es 
th

at w
ere referenced in

 th
e earlier com

m
unication? 
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A
: 

Y
es. 

T
he enhanced severance package is the sam

e package that w
as offered to 

em
ployees w

ho w
ere affected by the consolidation of our C

all C
enter and S

hared S
ervice 

C
enter operations. 

Y
our local H

um
an R

esources m
anager w

ill be able to share the 
contents of the package w

ith you. 

Q
: 

O
n

 w
h

at b
asis are th

e d
ecisio

n
s b

ein
g

 m
ad

e ab
o

u
t w

h
eth

er an em
ployee 

ap
p

o
in

ted
 to

 
a 

new
 

p
o

sitio
n

 w
ill n

eed
 

to 
relo

cate 
to

 
a 

d
ifferen

t o
ffice 

or 
o

p
eratio

n
s cen

ter?
 

A
: 

T
hose decisions are being m

ade by the hiring m
anager in consultation w

ith other 
m

em
bers of the m

anagem
ent team

. S
om

e of the considerations involve the dynam
ics 

of the region, the nature of the role, as w
ell as the business environm

ent that prevails 
in a particular location. 

Q
: 

W
h

at h
ap

p
en

s 
if 

a 
p

o
sitio

n
 

is 
n

o
t 

ab
le 

to
 

b
e 

filled
 

from
 

w
ith

in
 

th
e 

o
rg

an
izatio

n
?

 

A
: 

If a suitable candidate for a position is not found from
 w

ithin the organization, a 
recruiting process w

ill be initiated to select a qualified candidate from
 outside the 

organization. 
T

here are som
e positions in

 P
hase 2 that w

e w
ill be filling w

ith external 
hires. 

Q
: W

hy are th
ese announcem

ents b
ein

g
 m

ade so
 clo

se to
 th

e h
o

lid
ays?

 

A
: 

W
hat w

e have heard from
 our em

ployee surveys and from
 em

ployee input over the 
last several m

onths is that there is recognition of the need for change. 
A

t the sam
e 

tim
e, there are a num

ber of initiatives that began earlier in the year that individually 
involve organizational change. 

T
he E

xecutive M
anagem

ent T
eam

 decided that it w
as 

preferable to m
ove forw

ard w
ith the organization restructuring in a w

ay that respects 
the interest of our em

ployees. T
here is no best solution to organizational change. 

A
nxiety is created w

hen people expect change, just as anxiety is created w
hen change 

is occurring. 
W

e are doing everything possible to keep em
ployees w

ell inform
ed. W

e 
w

ill continue to m
ove the process along quickly to allow

 all of our em
ployees to plan 

their future. 

10) Q
: 

If a p
o

sitio
n

 n
eed

s to
 b

e filled
 fro

m
 o

u
tsid

e th
e o

rg
an

izatio
n

, w
ill can

d
id

ates 
be 

subjected 
to

 
th

e 
sam

e 
so

rt 
o

f 
assessm

en
t 

p
ro

cess 
u

sed
 

fo
r 

in
tern

al 
applicants? 

A
: 

Y
es. 

W
e are com

m
itted to selecting the right people for the right positions. 

T
he 

assessm
ent approach for each position w

ill include the sam
e rigor for internal and 

external candidates. 

11) Q
: 

W
ill the assessm

ent p
ro

cess for fu
tu

re phases b
e th

e sam
e as used in

 P
h

ase 
2? 

A
: 

N
ot necessarily. 

W
e are w

orking w
ith P

D
I to determ

ine the approach w
e w

ill use 
for 

future 
phases. 

D
etails 

of 
the 

process to 
be 

used 
w

ill 
be 

included in 
our 

com
m

unication in January. 
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12) Q
: 

W
hy w

ere certain
 p

o
sitio

n
s in

 th
e an

n
o

u
n

cem
en

t n
o

t filled
?

 

A
: 

D
ecisions being m

ade in each phase of the process involved selecting individuals 
w

ho are best suited for each position. In som
e circum

stances, despite having capable 
em

ployees w
ho applied for a position, no candidate w

as determ
ined to have the right 

skills and/or abilities to carry out the new
ly defined role. 

T
hat is not to say the 

em
ployees w

ho applied for consideration are not capable individuals, rather, it is to
 say 

that the new
 roles and responsibilities are very different than those of positions the 

C
om

pany has had in place. 

13)Q
: W

hat h
ap

p
en

s to 
m

e 
if I h

ave b
een

 co
n

sid
ered

 for 
a 

p
o

sitio
n

 b
u

t n
o

t 
ap

p
o

in
ted

?
 

A
: 

E
m

ployees have an opportunity to consider positions in the next phase of the 
process. 

If, as a result of future restructuring, an em
ployee is not confirm

ed in a 
continuing or new

 role, w
e w

ill w
ork w

ith the em
ployee to explain our outplacem

ent and 
severance plans, w

hich w
ill assist the em

ployee to transition to other em
ploym

ent 

14)Q
: 

If a p
o

sitio
n

 is required to b
e p

o
sted

 and an incum
bent o

f a p
o

sitio
n

 b
ein

g
 

elim
in

ated
 chooses n

o
t to apply, w

ill they be severed
, or how

 w
ill th

at be 
h

an
d

led
?

 

A
: 

It is im
portant for each em

ployee to consider his or her personal goals and 
objectives as w

e progress through this process. 
It is not possible to guarantee that 

each position currently in place w
ill continue as part of the new

 structure. 
F

or that 
reason, w

e encourage each em
ployee to carefully consider opportunities that m

ay exist 
as each phase of the process progresses. E

ach em
ployee should review

 positions as 
they are posted and m

ake an inform
ed decision of w

hether any of those positions are 
of potential career interest. 

If, having m
ade those decisions, an em

ployee is not 
appointed to a new

 position', and their existing position is elim
inated, they w

ill be 
eligible for the provisions of our enhanced severance program

, or m
ay w

ish to be 
considered for appointm

ent elsew
here in the business in the next phase. 

15)Q
: 

S
om

e of th
e p

o
sitio

n
s in

 th
e an

n
o

u
n

cem
en

t in
d

icate "tbd", an
d

 o
th

ers 
in

d
icate "extern

al hire". 
W

hat is th
e difference, an

d
 w

hy are the p
o

sitio
n

s n
o

t 
filled

 from
 w

ith
in

 th
e organization? 

A
: F

rom
 the outset w

e have intended this process w
ould result in appointm

ent of the 
best candidate for each new

 position. 
M

any of the new
 positions are very different 

from
 those w

e now
 have, so it is not surprising that w

e m
ight have a few

 positions for 
w

hich qualified internal candidates are not available. 
P

ositions that reflect "tbd" in 
today's com

m
unication indicate a possible internal candidate is available. 

H
ow

ever, 
individuals identified for the role w

ere not able to be confirm
ed due to personal or 

business reasons. In certain instances, a potential internal candidate m
ay not have 

been assessed. 
In

 that instance, a second posting w
ill occur to enable additional 

internal 
candidates 

to 
go 

through 
the 

assessm
ents. 

W
here 

"external 
hire" 

is 
m

entioned, w
e did not find the best candidate internally, and do not believe w

e have an 
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appropriate candidate internally. 
In such cases, 

w
e 

w
ill recruit from

 outside the 
organization. 

16) Q
: 

W
hat w

ill be th
e
 p

ro
ce

ss fo
r re

-p
o

stin
g

 o
f p

o
sitio

n
s w

here a
p
p
o
in

tm
e
n
ts have 

n
o
t ye

t b
e
e
n
 m

ade? 

A: 
P

ositions that need to be re-posted w
ill be done early in January. 

T
hat w

ill allow
 us 

to 
learn 

as 
early 

as 
possible w

hether 
there is 

a 
qualified candidate 

w
ithin the 

organization. A
fter re-posting, if no qualified internal candidate em

erges, w
e w

ill recruit 
externally. 

1
7

)Q
: 

If 
a
n
 

e
xte

rn
a
l re

cru
itm

e
n

t ta
ke

s 
place, 

w
ill p

ro
sp

e
ctive

 
ca

n
d
id

a
te

s 
b
e
 

a
sse

sse
d
 b

y P
D

I? 

A
: 

Y
es. 

N
o one w

ill be appointed to a new
ly defined position unless they have been 

assessed by P
D

I. 
A

lso, the sam
e assessm

ent process used for internal candidates w
ill 

be used for external candidates. 

1
8

)Q
: 

If a
n
 e

m
p
lo

ye
e
 has been a

sse
sse

d
 d

u
rin

g
 th

e
 first tw

o
 phases, w

ill it b
e
 

n
e
ce

ssa
ry to

 be assessed a
g
a
in

?
 

A
: 

N
o. A

ny em
ployee w

ho has participated in a P
hase 1

 or P
hase 2 assessm

ent w
ill 

not be required to be assessed to be considered for a position in
 a future phase. 

H
ow

ever, consideration for a position can only occur if the em
ployee form

ally responds 
to the posting process. 

19) Q
: 

I h
a
ve

 h
e
a
rd

 em
ployees in

 N
ew

 Je
rse

y w
ere n

o
t re

q
u
ire

d
 to

 g
o

 th
ro

u
g

h
 th

e
 

a
sse

ssm
e
n
t p

ro
ce

ss. If th
a
t is true, w

h
y w

as th
a

t d
e

cisio
n

 m
ade? 

A
: T

he N
ew

 Jersey businesses began an assessm
ent process independently earlier 

this year as part of the integration of E
lizabethtow

n W
ater, M

t. H
olly W

ater and N
ew

 
Jersey A

m
erican. T

he process included a
 professional assessm

ent by an independent 
consultant other than P

D
I. B

ecause that process had only recently been conducted, it 
w

as not necessary to have the N
ew

 Jersey positions included in the assessm
ent. 

C
ertain N

ortheast R
egion positions w

ere included in our P
hase 2 process, and som

e 
N

ortheast R
egion em

ployees participated in the P
D

I assessm
ents as a result of the 

interest in certain posted positions elsew
here in the organization. 

20) Q
: 

It is
 d

ifficu
lt to

 kn
o
w

 w
h
a
t th

e
 re

st o
f th

e
 o

rg
a
n
iza

tio
n
 stru

ctu
re

 w
ill lo

o
k like

. 
W

hat a
d
vice

 can yo
u
 g

ive
 e

m
p
lo

ye
e
s co

n
ce

rn
in

g
 w

h
e
th

e
r they sh

o
u

ld
 o

r sh
o

u
ld

 
n
o
t a

p
p
ly to

 be co
n
sid

e
re

d
 fo

r th
e
 p

o
sitio

n
s th

a
t w

ill be p
o
ste

d
 in

 January. 

A
: T

he organization design is being developed in a step-by-step process involving 
each subsequent level of positions. 

T
herefore, the next level of the organization 

(P
hase 3) w

ill be finalized w
ith assistance from

 the P
hase 2 appointm

ents. 
T

he best 
advice is to evaluate the roles, responsibilities, and position requirem

ents of each 
posted position. 

If you m
eet the qualifications for the position, are capable of fulfilling 

the duties; com
m

itted to delivering the accountabilities; com
fortable that it is a good fit 
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for you individually; and w
illing to relocate if necessary, then you should apply for the 

position. 

21)Q
: 

B
elow

 th
e P

hase 2 p
o

sitio
n

s, w
ill th

e o
rg

an
izatio

n
 stru

ctu
re rem

ain as it is 
today? 

A
: T

hat is unlikely. B
ecause of the step-by-step process being used to design the 

organization structure, it has not been possible to finalize all levels of the structure. 
N

ow
 that m

ost P
hase 2 appointm

ents have been m
ade, w

e w
ill proceed to confirm

 the 
design of 

subsequent levels of the organization and com
m

unicate them
. 

In the 
m

eantim
e, w

e w
ould encourage you to evaluate the positions as they are posted and 

determ
ine w

hether any of those positions are ones you w
ould be suited for. 

If not, 
please continue to focus on the business at hand. 

W
e understand that this m

ay be an 
anxious tim

e but w
e ask that you have patience w

hile w
e continue this im

portant 
process of shaping our future. 

22)Q
: If I 

h
aven

't ap
p

lied
 fo

r a 
P

hase I
 or 

P
h

ase 
2 p

o
sitio

n
, w

ill I 
b

e 
at 

a 
d

isad
van

tag
e w

h
en

 P
h

ase 3 positions are posted? 

A
: 

Y
ou w

ill not be disadvantaged if you decided not to apply for a P
hase 1 or 2 role. It 

is im
portant that you apply for positions that you believe are a good m

atch to your skills 
and experience, and that you really w

ant, rather than apply for a position because you 
feel obliged to. 

W
e cannot guarantee the positions in P

hase 3 w
ill be unchanged by 

the restructuring and there w
ill likely be com

petition for each position. 
If you are in 

doubt about the steps you should take, talk to your M
anager or H

R
 representative. 

23)Q
: 

H
ave there already b

een
 lay-o

ffs or staff red
u

ctio
n

s in
 so

m
e areas o

f th
e 

b
u

sin
ess?

 

A
: 

C
hanges are occurring in all areas of our organization. 

In
 a few

 areas, such as 
N

ew
 Jersey 

and som
e of 

our P
roducts and S

ervices businesses, changes have 
dictated that positions be elim

inated during 2003. 
H

ow
ever, in those situations, and in 

the restructuring overall, w
e rem

ain com
m

itted to m
eeting the spirit of no lay-offs prior 

to M
arch 31, 2004. 

In circum
stances w

here it w
as appropriate to elim

inate positions 
sooner than M

arch 2004, the individuals affected w
ho did not obtain em

ploym
ent 

elsew
here have been com

pensated through M
arch 2004 as part 

of 
a severance 

package. 
T

hat approach is consistent w
ith our intention to treat every em

ployee w
ith 

dignity and respect, including allow
ing em

ployees to be able to plan their future to best 
m

eet their personal needs. 

24) Q
: 

W
hy w

o
u

ld
 th

e C
om

pany consider fillin
g

 any o
f th

ese p
o

sitio
n

s fro
m

 o
u

tsid
e 

o
f th

e o
rg

an
izatio

n
 if th

ere are existin
g

 em
ployees w

h
o

 m
ig

h
t lo

se th
eir jobs? 

A
: 

O
ur approach to this restructuring process has been to actively solicit the interest of 

any em
ployee w

ho feels that he or she is interested in and capable of fulfilling the 
responsibilities of each of the positions, w

hich are part of our new
 structure. W

e know
 

w
e have very know

ledgeable and com
m

itted em
ployees. A

t the sam
e tim

e, as w
e are 

designing a new
 structure, it has been necessary to redefine and reshape a num

ber of 
positions. 

M
any of the new

 positions require skills and abilities different from
 those of 

the past. 
W

e are com
m

itted to selecting the right candidates for the right positions, 
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w
hich m

eans that in som
e cases, w

e m
ay not find suitable candidates from

 w
ithin our 

existing talent pool. 
It is in those lim

ited circum
stances that w

e w
ill look outside the 

organization. W
e w

ill take that step only after w
e are convinced there is not a suitable 

candidate w
ithin the organization w

ho is interested in
 and capable of filling the position. 

25) Q
: H

ow
 m

any em
ployees are expected to

 b
e laid

 o
ff in

 this restructuring? 

A
: 

It is not possible at this tim
e to specifically determ

ine the num
ber of positions that 

m
ay be reduced. 

It is also im
portant to

 note that every position reduction w
ill not 

involve a lay off. O
ur business experiences norm

al attrition of about 3%
. 

B
y carefully 

planning our restructuring and business change initiatives, w
e hope to m

inim
ize the 

num
ber of people w

ho w
ill be laid off. 

In evaluating ourselves against various industry 
benchm

arks, there are indications that it m
ay be possible to m

eet our obligations and 
provide the high -level of 

service desired w
ith at 

least 
5%

 few
er positions. 

It 
is 

im
portant, how

ever, to recognize that those broad figures are only related to general 
benchm

arking. 
W

e have a very large and diverse business and there is m
uch w

ork 
going on to assess how

 each business unit m
ight b

e
 able to better use technology to 

im
prove the efficiency and effectiveness of w

ork and to provide a higher level of 
service than is possible today. 

W
hatever decisions w

e m
ake over the next several 

m
onths w

ill be the result of a very deliberative and disciplined process to ensure the 
decisions w

e m
ake w

ill enable us to m
aintain high levels of custom

er service as w
ell as 

operational reliability and integrity. 

26)Q
: 

W
ill all m

anagers throughout th
e o

rg
an

izatio
n

 b
e required to

 interview
 for 

th
eir jo

b
s?

 

A
: 

T
he only positions that em

ployees w
ill need to interview

 for are those positions that 
have significantly changed roles, responsibilities and/or scope. 

W
e do not expect all 

m
anagem

ent positions w
ill be changed. H

ow
ever, at this tim

e it is not possible to be 
specific about w

hich positions w
ill be included in future assessm

ent processes and 
w

hich w
ill not. 

T
he approach w

e are taking in the design of the new
 organization 

structure is to engage each level that is appointed in the organizational design process. 
H

aving announced the P
hase 2 appointm

ents today, w
e w

ill be finalizing the next 
levels o

f the organization. 
It is our intent to com

plete this process as quickly as 
possible, 

w
hile ensuring the process 

is fair, equitable, open and objective. 
W

e 
anticipate the m

anagem
ent restructuring to

 b
e

 com
pleted by the m

iddle of 2004. 

27) Q
: W

ill em
ployees b

e able to
 apply for m

o
re than one position? 

A
: Y

es. A
s each position is advertised, there w

ill b
e

 attendant position requirem
ents 

and responsibilities. A
ny em

ployee w
ho m

eets those requirem
ents and is interested in 

and 
capable 

of 
fulfilling the 

responsibilities, 
including 

relocation if 
necessary, 

is 
encouraged to apply for consideration. 

28)Q
: 

W
ill 

non-m
anagem

ent 
em

ployees 
have 

th
e 

opportunity 
to

 
apply 

for 
supervisory or m

anagem
ent p

o
sitio

n
s?

 

A
: 

A
ny em

ployee w
ho feels they m

eet the qualifications of 
the position that 

is 
advertised, and are w

illing to fulfil the responsibilities m
ay apply for the position. 
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29) Q
: W

h
at is th

e exten
t o

f th
e n

ext p
h

ase o
f th

e restru
ctu

rin
g

?
 

A
: 

W
e w

ill not have 
confirm

ation of the next level of the organization until the 
appointm

ents m
ade in P

hase 2
 are able to review

 their organizational needs. 
W

e plan 
to 

com
m

unicate specific inform
ation regarding 

the next 
P

hase 
by 

the 
m

iddle 
of 

January. 

30) Q
: 

W
ill p

o
sitio

n
s other th

an
 m

an
ag

em
en

t or su
p

erviso
ry p

o
sitio

n
s b

e affected
 

b
y th

e restru
ctu

rin
g

?
 

A
: 

It is likely that changes occurring in the m
anagem

ent structure w
ill im

pact support 
positions. 

In 
addition, 

business 
process 

im
provem

ents 
w

ill 
likely 

im
pact 

som
e 

positions. 
W

e are not able to guarantee any em
ployee there w

ill be no change. 
H

ow
ever, w

e are com
m

itted to m
aking the changes in our organization in a fair, open, 

and objective m
anner w

ithin the shortest tim
e fram

e possible. 

31)Q
: 

W
hy w

ere th
e H

um
an R

eso
u

rces p
o

sitio
n

s n
o

t posted alo
n

g
 w

ith
 o

th
er 

p
o

sitio
n

s at th
e b

eg
in

n
in

g
 of th

e P
h

ase 2 p
ro

cess?
 

A
: 

In order to begin the P
hase 2 process w

ithout undue delay, the H
um

an R
esources 

positions 
w

ere 
com

m
unicated 

directly 
w

ith 
our 

incum
bent 

H
um

an 
R

esources 
em

ployees even before the posting process began. T
hat early start enabled us to 

m
ake effective use of the tim

e of available. 
A

pplicants for P
hase 2 positions, other 

than H
um

an R
esources, w

ere then able to be scheduled for P
D

I assessm
ents in tim

e 
to com

plete the P
hase 2 appointm

ents before the end of the year. 
B

ecause w
e are 

w
ell aw

are of the anxiety a process like this creates, w
e are doing everything possible 

to keep the process m
oving at a sw

ift pace, but also ensuring that the quality and 
effectiveness of the process is not com

prom
ised. 

32)Q
: W

h
en

 th
e first p

h
ase o

f th
e restru

ctu
rin

g
 w

as announced, th
e n

u
m

b
er o

f 
reg

io
n

s w
as red

u
ced

 fro
m

 seven to fo
u

r. D
o

esn
't th

at m
ean

 w
e are red

u
cin

g
 th

e 
lo

cal fo
cu

s?
 

A
: N

o. R
educing the num

ber of regions w
ill actually allow

 us to m
ake the best use of 

the organization's size and capability. It w
ill prom

ote greater com
m

unication and allow
 

m
ore responsibility and accountability to transition from

 the C
orporate C

enter to the 
regional and local offices. 

E
ach of the local utility subsidiaries w

ill continue as an 
operating utility in that state w

ith a principle office located in that state. T
he operational 

support and personnel necessary to assure continued high-quality custom
er service 

w
ill be enhanced. 

T
here w

ill also continue to be a principle m
anager in each state w

ho 
w

ill 
be 

responsible 
for 

interacting 
w

ith 
key 

stakeholders 
and 

representing 
the 

C
om

pany. 

33)Q
: D

uring th
e acq

u
isitio

n
 p

ro
cess w

e w
ere to

ld
 th

at grow
th, not em

p
lo

yee 
red

u
ctio

n
s w

as th
e d

rivin
g

 fo
rce b

eh
in

d
 th

e acquisition. 
H

ow
 are th

e C
o

m
p

an
y's 

actio
n

s today co
n

sisten
t w

ith
 w

h
at w

e w
ere to

ld
 during th

e acq
u

isitio
n

 ap
p

ro
val 

p
erio

d
?
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A
: 

S
tatem

ents m
ade during the acquisition process, including those that focused on 

grow
th, continue to be true. 

S
tatem

ents m
ade that w

e didn't expect significant short- 
run synergy savings, other than through the m

erger of the tw
o N

ew
 Jersey utilities are 

also true. 
D

uring that period w
e spoke at length about the opportunities to im

plem
ent 

best practices, im
prove service to custom

ers and m
ake m

ore effective use of the size 
of the organization. 

T
hat is precisely w

hat is happening through this restructuring 
process. 

A
ll com

m
itm

ents m
ade during the acquisition process have been and w

ill 
continue to

 be m
et, including those relating to job security and the value of em

ployee 
benefits. 

W
here reductions in staff have occurred, or w

ill occur, prior to M
arch 31, 

2004, the affected em
ployees w

ill be com
pensated through M

arch 31, 2004, unless 
they have decided to resign voluntarily or have found new

 em
ploym

ent. 
O

ur goal is to 
becom

e m
ore custom

er focused by 
applying uniform

 practices, and 
to grow

 
our 

business. 

34)Q
: Isn

't 
th

is restru
ctu

rin
g

 ju
st in

ten
d

ed
 to

 o
ffset th

e p
rice p

aid
 to

 acq
u

ire 
A

m
erican

 W
ater?

 

A
: 

N
o. 

T
he 

restructuring is 
about 

im
proving 

our 
custom

er 
focus, 

m
aking 

the 
organization m

ore responsive and enhancing our grow
th potential. 

It w
ill allow

 us to 
fulfil the goals that w

e had for the m
erger and the representations that w

e m
ade to 

custom
ers, regulators and em

ployees. 
T

he purchase price for the acquisition w
as 

based on the grow
th potential that exists in the U

nited S
tates. T

he restructuring needs 
to be accom

plished for business reasons. 
A

m
erican W

ater has changed vastly since 
the tim

e of the last restructuring in the early 1990's. T
hrough a num

ber of acquisitions, 
the size of the C

om
pany has doubled. 

W
hereas m

ost large com
panies undergo a 

m
ajor organizational change every 5 - 7 years, it had been alm

ost tw
ice that tim

e since 
A

m
erican W

ater last experienced a m
ajor restructuring. 

In fact, even before the 
m

erger w
ith R

W
E

, A
m

erican W
ater had begun to consider a m

ajor business change, 
involving regional consolidation. 

T
hat process w

as put on hold during the m
erger 

proceeding. 

35) Q
: F

o
r th

e last several m
o

n
th

s, I h
ave b

een
 h

earin
g

 ab
o

u
t a n

u
m

b
er o

f in
itiatives 

su
ch

 as P
ro

cu
rem

en
t, Id

eas in
to

 A
ctio

n
, and m

o
st recen

tly B
u

sin
ess P

ro
cess 

B
lu

ep
rin

tin
g

. H
o

w
 do all o

f th
ese d

ifferen
t in

itiatives tie to
g

eth
er?

 

A
: 

It is true; w
e have a num

ber of initiatives underw
ay. 

In fact, w
e are fortunate to 

have hundreds of em
ployees throughout the organization actively involved in helping 

us evaluate and im
plem

ent new
 approaches to the business. 

W
hile each of the 

initiatives is focused on a specific purpose, they all tie together as part of an overall 
business process im

provem
ent and cultural change program

. 
T

he organizational 
restructuring is a key com

ponent that w
ill enable us to pursue our vision, and fulfil the 

potential of our business. B
y m

oving decision -m
aking closer to our custom

ers, pushing 
responsibility and accountability low

er in the organization, and m
axim

izing the use of 
shared services w

henever possible, w
e w

ill be able to better m
eet the needs of the 

business. 
W

e 
know

 there is a lot 
of 

change 
occurring, 

and w
e appreciate the 

continued com
m

itm
ent of our em

ployees advising us on better w
ays to serve our 

custom
ers. 

It is im
portant that every em

ployee continue to focus on m
eeting our 

custom
er's needs. 
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36)Q
: 

W
ill 

th
ere 

be 
an

 
em

ployee 
vo

lu
n

tary 
severance 

or 
early 

retirem
ent 

opportunity in
 P

h
ase 3 o

r future phases? 

A
: 

N
o. 

W
e have looked at a num

ber of alternatives as w
e prepared to begin this 

restructuring process. W
e do not anticipate having such an option. 
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Notes: 
(a) Regional Managing Directors report to AW President for EMT company-wide matters and career deve1opment;and report to the COO for 
Business Unit performance and growth accountabilities. Four new 'Regions' have been designed in AW that balance growth potential, 
customers, assets, and leadership capabilities; plus Chile 
(b) Key focus on driving operational improvements and standardization; delivering return on capital invested 
(c) Each business region is "matched" with a lead business development manager who reports to the MD of the region and 
functionally to the head of the Business Development within the COO team. These regional roles to be confirmed in Phase 2 
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I President 1 

Phase 3 positions to be announced 

*Incumbent 

**RWE/Thames Director Legal World Wide 
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President 1 

SVP, External Affairs 
Dan Kelleher 

Phase 3 Positions to be announced 

KAW_R_LFCDR1#19_attachment2_062504
Page 37 of 82



1 President 1 
VP Business Change 

Nick Rowe 
I Opuiyo Oforiokuma I 

Phase 3 positions to be announced 
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President 1 
I Jeremy Pelczer 1 Chief Operating Officer 

Jim McGivern 

Managing Director 
Paul Townsley 

I I I I 

*Incumbent 

Phase 3 positions to be announced 
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President 
Jeremy Pelczer 

Managing Director 
Terry Gloriod 

Phase 3 positions to be announced 
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President 
Jeremy Pelczer 

Chief Operating Officer 
Jim McGivern 

Managing Director 
Bob Ross 

Phase 3 positions to be announced 
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Jeremy Pelczer 

Managing Director 
Andrew Chapman 

Chief Operating Officer 
Jim McGivern 

I 

*Incumbent 

Phase 3 positions to be announced 
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1 Chief Operating Officer I 

Business 
Development 
Bill Malarkey 

*Incumbent 

Phase 3 positions to be announced 
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Chief Operating Officer 0 
Customer & Shared 
Business Services 

Bob Collington 

*Incumbent 

Phase 3 positions to be announced 
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M
em

o 
A

m
erican 

%
 water 

T
O

 
A

ll A
m

erican W
ater E

m
ployees 

F
ro

m
 

Jerem
y P

elczer, P
resident &

 C
E

O
 

D
a
te

 
F

ebruary 6, 2004 
P

h
o

n
e 

856.346.8302 

S
u

b
je

c
t: 

O
rganization R

estructuring - 
F

ax
 

856.346.8300 
P

hases 3 &
 4 

D
ear C

olleague, 

I indicated at the A
tlanta C

onference that I w
ould com

m
unicate w

ith you today further 
inform

ation about the ongoing restructuring process at A
m

erican W
ater, specifically, 

P
hases 3 and 4. 1 also advised that the job posting and further update w

ould be 
issued by M

arch 3rd. A
s w

e have discussed, A
m

erican W
ater has not undergone a 

com
prehensive review

 covering the w
hole business since the early 1990s. 

It is 
necessary that w

e now
 create an organizational structure that m

eets the dem
ands of 

our industry and fits the A
m

erican W
ater vision and strategy. 

N
o m

atter how
 necessary the change, I understand the uneasiness it creates and 

appreciate your patience. T
he process w

e are going through is different than anything 
m

any A
m

erican W
ater em

ployees have experienced, and that adds to the anxiety. 
H

ow
ever, I believe w

e have taken every step possible to ensure the process is fair. 

W
hile P

hase 1 and 2 m
ilestones w

ere m
et on tim

e, w
e are m

oving forw
ard w

ith the 
next phase tw

o w
eeks later than planned because of the com

plexity of designing the 
next levels of the organization. A

s each phase has led to the next, w
e have carefully 

review
ed new

 inform
ation and input from

 em
ployees in an attem

pt to im
prove the 

process. 

O
ur goals for the next phases are the sam

e as the first tw
o phases: 

P
lace the right people in

 the right roles 
C

onduct an open, fair and transparent selection process 
C

om
plete the m

anagem
ent phases of the restructuring by July, 2004 

= 
C

ontinue to share inform
ation on a tim

ely basis. 

W
e w

ill continue to use our external consultant, PD
I 

in the next phases of the 
restructuring and w

ill add additional resources to help us expedite the process. In 
P

hases 
1
 

and 
2, 

w
e 

assessed 
approxim

ately 
130 

em
ployees 

and 
m

ade 
approxim

ately 30 appointm
ents. W

here w
e decided not to fill P

hase 2 positions from
 

w
ithin the organization, w

e are proceeding w
ith an external recruitm

ent process. 
W

e 
are also accelerating the process for filling a num

ber of positions in our B
usiness 

D
evelopm

ent area. 

P
hases 3 and 4 are m

uch larger than P
hases 1

 and 2. 
T

here are approxim
ately 

1,800 m
anagem

ent and professional positions encom
passed in the P

hase 3 and 4 

Je
re

m
y

 
P

e
lc

z
e

r 
P

re
s
id

e
n

t 
& 

C
EO

 
A

m
e
ric

a
n

 
W

a
te

r 

1
0

2
5

 
L

a
u

re
l 

O
ak 

R
d
. 

V
o

o
rh

e
e
s, 

N
J

 
0

8
0

4
3

 
U

SA
 9
 

R
W

E
 

G
R

O
U

P
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M
e
m
o
 

A
m

erican 
%

 water 
P

age 2 

processes. T
hat is w

hy it w
as im

portant that w
e learn all w

e could from
 the earlier 

phases before beginning P
hases 3 and 4. N

evertheless, w
e have a plan to enable us 

to progress in a disciplined m
anner by 

identifying tw
o separate phases and by 

sequencing the postings and assessm
ents for groups of positions. 

Let m
e share one of the challenges I face in the process. U

ntil the design w
ork is 

com
pleted at the end of the m

onth, it is not possible to guarantee every job posting 
under P

hase 3
 w

ill be announced M
arch 3rd - certainly the substantial num

ber w
ill be. 

I have been advised to expect som
e w

ave of P
hase 3 job postings w

ill be m
ade later 

in 
M

arch. 
If 

this is 
the 

case, 
i w

ill 
be 

clear 
on 

that 
date in 

the 
M

arch 
3rd 

com
m

unication. I am
 sorry if this is not ideal, but it has the virtue of being open and 

honest. 
H

ow
ever, 

on a m
uch m

ore positive note, this has not dim
inished our 

determ
ination to com

plete the process by July, w
hich has been our consistent intent. 

T
o 

provide further 
explanation of 

the organization design and tim
etable I have 

attached several charts. T
hese charts set out the details of how

 the process w
ill w

ork 
going forw

ard, and a high level view
 of a typical region organization structure. A

s you 
review

 the structure, you w
ill note it is conceptual in that the individual boxes refer to 

functions or tasks. 
T

he charts are not intended to indicate num
bers of positions or 

how
 m

any levels w
ill be finalized. T

his is because w
e are pursuing a consultative 

approach w
ith the R

egional M
anaging D

irectors and their team
, w

hich is still in 
progress. T

he com
plete structures, including the relevant num

ber of positions, w
ill be 

in the M
arch 3rd com

m
unication. 

In addition, I am
 enclosing a Q

&
A

 docum
ent, w

hich is intended to answ
er som

e of the 
questions I think you m

ight have. W
e have sought to anticipate as m

any questions as 
possible. 

If you have any questions that are not covered in this com
m

unication 
packet, I hope you w

ill raise them
 w

ith your line m
anager, com

m
unication m

anager or 
hum

an resources m
anager. If you have supervisory responsibility, I w

ould encourage 
you to use this inform

ation to discuss w
ith your team

. 
Y

ou m
ay subm

it questions or 
any feedback you m

ay have to our em
ail site, letsachieveit@

am
w

ater.com
. 

W
e 

w
elcom

e your feedback and w
ill be certain to reply. 

T
he general feedback I have 

received to date strongly prefers regular updates on progress, even if still under 
developm

ent, rather than no updates until final announcem
ents. 

A
s I expressed in yesterday's com

m
unication about our A

tlanta B
usiness C

onference, 
I continue to be im

pressed by the spirit and com
m

itm
ent of our em

ployees. I am
 

certain that m
any of the individuals that attended the A

tlanta B
usiness C

onference 
and video-cast w

ere anxious about the restructuring and business changes even 
w

hile they w
ere participating. 

H
ow

ever, that anxiety did not dim
inish their active 

involvem
ent and participation in the m

eeting. T
hat is a tribute to the caliber of people 

w
e have at A

m
erican W

ater. 

9
 

R
W

E
 

C
R

O
U

P
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M
e
m
o
 

P
age 3 

A
m

erican 
%

 water 

I w
ill also com

m
it to you that w

e w
ill com

plete the process as soon as possible w
ithout 

com
prom

ising the quality or how
 each individual is treated. 

In the m
eantim

e, I know
 

you w
ill continue to do w

hat you do best, w
hich is to m

aintain the reliability and 
integrity of our operations and to provide excellent service to our custom

ers. 
T

his 
w

hole review
 is about taking the business forw

ard; it is not easy and it is a tim
e of 

anxiety, but at 
the conclusion, m

y 
aspiration is 

that w
e 

are 
able to w

ork m
ore 

effectively as a team
 in pursuit of our goals and responsibilities to each other and our 

custom
ers. 

Y
ours sincerely, 

Jerem
y P

elczer 

9
 

R
W

E
 

B
R

O
W
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F
ebruary 6

, 2004 

P
hases 3 &

 4 A
nnouncem

ent - Q
uestions &

 A
nsw

ers 
I i 

1) Q
. 

W
h

at are the P
hase 3 jobs? A

re they o
n

ly d
irect reports to

 th
e P

hase 2 positions? 

A
: 

T
he positions in

 P
hase 3 generally include the next level of the organization that w

ill 
report to P

hase 2 positions. 
In

 addition, P
hase 3 w

ill include com
plete functional team

s 
in both the V

oorhees C
orporate C

enter and R
egional offices. 

T
he positions that w

ill be 
involved in the P

hase 4 process are generally supervisory and superintendent level 
positions involved in the operations area of the business. 

O
nly positions that m

aterially 
change w

ill be involved in the assessm
ents. 

2) Q
. W

h
en

 are you g
o

in
g

 to
 release th

e reg
io

n
al o

rg
an

izatio
n

s and th
e jobs associated 

w
ith

 th
e reg

io
n

al structure? 

A
. 

W
e w

ill com
m

unicate w
ith you the regional structures w

ith the M
arch 3rd job posting 

com
m

unication. 

3) Q
: 

W
ill th

e tim
eline for co

m
p

letio
n

 b
e revisited

 or is July still th
e targ

et?
 

A
: 

W
e continue to plan on com

pleting the m
anagem

ent phase of the restructuring process 
by the m

iddle of 2004. 
W

e believe that conducting phases 3 and 4 on a parallel track 
w

ill enable us to achieve that tim
eline, w

hile continuing to ensure the process is fair. 

4) Q
: 

W
ill th

e salary bands and 
titles fo

r th
e P

hase 
3 an

d
 P

hase 4 positions b
e 

an
n

o
u

n
ced

 w
hen the p

o
stin

g
 is com

m
unicated? 

A
: 

T
he process of establishing the proper salary grades for each position involved in the 

restructuring process is continuing. T
he step -by-step process w

e are going through 
m

eans that each phase builds on the previous phase. A
s positions are identified, w

e 
have to evaluate the jobs, w

rite descriptions and establish a salary range. W
e have 

w
orked hard to expedite this part of the process, and expect to apply salary ranges to 

the P
hase 1

 and 2
 appointm

ents in the very near future. 
E

very effort w
ill be m

ade to 
announce as m

any of the P
hase 3 and P

hase 4 positions as possible at the tim
e the 

posting com
m

unication is issued. 
W

e w
ill do everything possible to post only those 

positions for w
hich salary ranges have been identified. H

ow
ever, it m

ay be necessary to 
post som

e positions before salary inform
ation is finalized. 

F
or those positions, w

e w
ill 

announce salary inform
ation as soon as possible follow

ing the posting. T
o the extent 

that 
all 

of 
the 

salary bands 
are 

not 
able 

to be 
announced 

at 
that 

tim
e w

e 
w

ill 
com

m
unicate that inform

ation just as soon as it is able to be released. 

5) Q
: 

W
h

at jo
b

s w
ill b

e involved w
ith

 a P
D

I assessm
en

t?
 

A
: 

B
ecause 

of the large scale of P
hases 3 and 4 w

e intend to use m
ore than one 

consultant, and P
D

I w
ill be one of the firm

s w
e use. 

T
here w

ill also be different 
assessm

ent com
ponents depending on the specific role. O

ur intent is to m
atch the type 

of assessm
ent w

ith the overall responsibility and kinds of leadership involved in each 
position. 

Jobs that are not m
aterially changed through the restructuring w

ill not be 
posted, 

and 
incum

bents 
w

ill 
not 

be 
required 

to 
be 

assessed. 
T

he 
M

arch 
3rd 

com
m

unication w
ill specify w

hich positions have m
aterially changed. 
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6
) 

Q
: W

h
at is th

e assessm
en

t p
ro

cess g
o

in
g

 to in
vo

lve?
 

A
: 

T
he details of the assessm

ent process for different positions are still being refined. T
hat 

inform
ation w

ill be provided w
ith the com

m
unication scheduled to be issued on M

arch 
3rd

, 2004. 
A

n im
portant com

ponent of the assessm
ent process is the feedback each 

em
ployee receives concerning personal strengths and developm

ent needs. 
W

hether an 
em

ployee is successful in being appointed to a new
 role or rem

ains in an existing role, 
developm

ent 
needs 

w
ill 

becom
e 

an 
im

portant 
part 

of 
our 

em
ployee 

developm
ent 

program
. 

7) 
Q

: H
as th

ere b
een

 an
y th

o
u

g
h

t to
 lo

ss o
f exp

erien
ced

 kn
o

w
led

g
e as so

m
e in

d
ivid

u
als 

leave th
e b

u
sin

ess?
 

A
: 

M
aintaining institutional know

ledge is 
im

portant 
for 

any 
organization, 

and it 
is 

an 
im

portant com
ponent of the process w

e are going through. 
A

t the sam
e tim

e, w
e are 

com
m

itted to appointing the right people for the right roles in our new
ly restructured 

organization. W
e believe our process w

ill enable us to accom
plish both goals. 

8) Q
: 

W
ill relo

catio
n

 be availab
le fo

r all p
o

sitio
n

s in
 th

e p
h

ase 3 an
d

 4
 restru

ctu
rin

g
?

 

A
: 

A
s part of the com

m
unication announcing postings for phases 3

 and 4 w
e w

ill confirm
 

the relocation support that w
ill be available. 

It is unlikely that w
e w

ill seek to relocate 
entry-level positions or front line supervisors, but w

e w
ill consider each case on its 

m
erits. 

9) 
Q

: H
o

w
 can an

 em
p

lo
yee m

ake an
 in

fo
rm

ed
 d

ecisio
n

 ab
o

u
t a p

o
sitio

n
 in

 o
n

e p
h

ase if 
th

ey d
o

n
't kn

o
w

 w
h

at p
o

sitio
n

s w
ill b

e in
clu

d
ed

 in
 su

b
seq

u
en

t p
h

ases?
 

A
: 

W
e realize that has been a concern of som

e em
ployees during the P

hase 1
 and P

hase 2 
processes. 

T
he step-by-step, consultative process that w

e have decided to use in
 our 

restructuring has prevented us from
 being able to announce all levels of the organization 

at one tim
e. 

H
ow

ever, in preparing for the phases w
e announce today, w

e decided to 
develop a structure w

hich w
ould allow

 a broader view
 of the rem

aining m
anagem

ent 
level positions. 

T
hat is the m

ajor reason w
hy w

e have been unable to m
ake this 

announcem
ent 

sooner. 
Later this m

onth 
w

e 
w

ill be 
com

m
unicating 

the P
hase 

3 
organization design and in late M

arch w
e w

ill com
m

unicate the P
hase 4 organization 

design. In that w
ay, w

e hope to enable em
ployees to better identify positions for w

hich 
they have an interest. 

10) Q
: A

re all th
e reg

io
n

s g
o

in
g

 to
 b

e stru
ctu

red
 th

e sam
e w

ay?
 

A
. 

T
he organization design principles w

ill be the sam
e for each region. 

T
hat is, w

e w
ill 

have a functionally designed and driven structure rather than the geographic structure, 
w

hich has been our historic m
odel. 

A
t the sam

e tim
e the businesses w

ill be integrated 
horizontally and vertically, m

eaning that w
e w

ill m
ake the m

ost effective use of our 
capability in delivering service to our ow

ned utility businesses (subject to econom
ic 

regulation) and the com
petitive business (O

&
M

 contracts). 
T

o the extent any region 
requires certain variations to address local circum

stances there m
ay be differences from

 
one region to another. 
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11) Q
: W

h
at is m

ean
t by a fu

n
ctio

n
al stru

ctu
re and h

o
w

 w
ill rep

o
rtin

g
 o

ccu
r?

 

A
: P

erhaps the best exam
ple is to use our production activities. 

In the functional concept 
there w

ill be an individual at each region w
ho is responsible for the production -related 

activities throughout the region. 
F

rom
 a functional perspective, all of the em

ployees 
engaged in production-related w

ork w
ill be part of the function reporting to that lead at 

the region office. 
O

ther functional areas (netw
ork engineering, etc.) w

ill be organized in 
a sim

ilar m
anner. 

12) Q
: W

h
en

 w
ill d

escrip
tio

n
s be availab

le fo
r th

e P
h

ase 3 an
d

 P
h

ase 4 p
o

sitio
n

s?
 

A
: P

osition 
descriptions for 

the 
phase 

3
 

roles 
w

ill 
be 

com
m

unicated 
on 

M
arch 

3rd
 

D
escriptions for the phase .4 roles w

ill be com
m

unicated in early to m
id A

pril. 

13) Q
: W

ill th
e N

o
rth

east R
eg

io
n

 b
e in

clu
d

ed
 in

 th
e P

h
ase 3 restru

ctu
rin

g
?

 

A
: 

N
o. 

B
ecause the N

ortheast R
egion w

as the one region w
here there w

ere m
ultiple 

com
panies (in N

ew
 Jersey) to be com

bined there has been a process ongoing in 2003 to 
restructure that part of the business. 

P
hases 3 and 4 w

ill include the rem
aining three 

regions as w
ell as the V

oorhees C
orporate C

enter and other S
hared S

ervice offices. 

14) Q
: H

o
w

 are o
u

r u
n

io
n

s b
ein

g
 in

fo
rm

ed
 o

f th
e n

ew
 d

irectio
n

 A
m

erican
 W

ater is 
m

o
vin

g
 in

?
 

A
: O

ver the past several m
onths w

e have been developing a new
 w

orking relationship w
ith 

our labor unions. The approach w
e are taking w

ith them
, as w

ith the entire organization, 
is to engage in

 m
ore open com

m
unication and m

ore collaboration w
ith the expectation 

that w
e w

ill be better able to engage all of our em
ployees. 

W
e have m

et several tim
es 

w
ith the union leadership at the national level and w

ill continue to discuss our plans 
openly w

ith them
 at the national and local levels. 

15) Q
: If I h

ave m
o

re q
u

estio
n

s o
r co

m
m

en
ts, w

h
ere can I h

ave th
em

 an
sw

ered
?

 

A
. 

P
lease contact your supervisor, com

m
unication m

anager, or H
R

 m
anager and use the 

new
 em

ail address: letsachieveit@
am

w
ater.com

 

16) Q
: 

W
h

at h
ap

p
en

ed
 to

 th
e S

h
ap

in
g

 o
u

r F
u

tu
re em

ail ad
d

ress?
 

A
: 

W
e have changed our em

ail site to letsachieveit@
am

w
ater.com

 to signify that w
e 

have 
com

pleted the process of "shaping our future", w
hich w

as part of Jerem
y 

P
elczer's 100-day 

plan. 
W

e 
now

 
m

ust 
deliver 

our 
B

usiness 
plan 

and 
business 

developm
ent targets. 

O
ur A

tlanta B
usiness C

onference represented the transition from
 

"shaping" to "achieving". 

17) Q
: 

Is th
e restru

ctu
rin

g
 p

art o
f th

e p
lan

 to earn
 b

ack som
e o

f th
e p

rem
iu

m
 R

W
E

 p
aid

 
fo

r A
m

erican
 W

ater W
o

rks?
 

A
: 

N
o. 

W
e are restructuring because it is the right thing to do for the future of the 

C
om

pany. 
A

m
erican 

has 
not 

undergone 
a 

restructuring 
since 

the 
early 

1990's. 
C

om
panies the size of A

m
erican norm

ally do a business review
 every five to seven 

years. T
he leadership of R

W
E

 and R
W

E
 T

ham
es W

ater saw
 great potential for grow

th in 
A

m
erican W

ater, and that w
as the basis for acquiring A

m
erican W

ater W
orks. 
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18) Q
: D

u
rin

g
 th

e
 a

cq
u
isitio

n
 p

ro
ce

ss w
e w

e
re

 to
ld

 th
a
t g

ro
w

th
, n

o
t em

ployee 
re

d
u
ctio

n
s w

as th
e

 d
rivin

g
 fo

rce
 b

e
h

in
d

 th
e
 a

cq
u
isitio

n
. H

ow
 are th

e
 C

om
pany's 

a
ctio

n
s to

d
a
y co

n
siste

n
t w

ith
 w

h
a

t w
e
 w

e
re

 to
ld

 d
u

rin
g

 th
e
 a

cq
u

isitio
n

 
a
p
p
ro

va
l p

e
rio

d
?
 

A
: 

S
tatem

ents m
ade during the acquisition process, including those that focused on 

grow
th, continue to be true. 

S
tatem

ents m
ade that w

e didn't expect significant short-run 
synergy savings, other than through the m

erger of the tw
o N

ew
 Jersey utilities are also 

true. 
D

uring that period w
e spoke at length about the opportunities to im

plem
ent best 

practices, im
prove service to custom

ers and m
ake m

ore effective use of the size of the 
organization. T

hat is precisely w
hat is happening through this restructuring process. A

ll 
com

m
itm

ents m
ade during the acquisition process have been and w

ill continue to be 
m

et, including those relating to job security and the value of em
ployee benefits. 

19) Q
: F

o
r th

e
 la

st se
ve

ra
l m

onths, I have been h
e
a
rin

g
 a

b
o
u
t a

 num
ber o

f in
itia

tive
s 

su
ch

 as P
rocurem

ent, Ideas in
to

 A
ctio

n
, a

n
d
 m

o
st re

ce
n
tly B

u
sin

e
ss P

ro
ce

ss 
B

lu
e
p
rin

tin
g
. H

ow
 

d
o
 

a
ll 

o
f 

th
e
se

 
d

iffe
re

n
t in

itia
tive

s 
tie

 
to

g
e
th

e
r 

w
ith

 th
is 

re
stru

ctu
rin

g
 p

ro
ce

ss?
 

A
: 

W
e do have a num

ber of initiatives underw
ay. In fact, w

e are fortunate to have had 
over 

1,500 em
ployees 

throughout the 
organization actively involved in 

helping us 
evaluate and im

plem
ent new

 approaches to the business, in addition to subm
itting their 

ideas into A
ction. 

W
hile each of the initiatives is focused on a specific purpose, they all 

tie together as part of an overall business process im
provem

ent and cultural change 
program

. 
T

he organizational restructuring is a key com
ponent that w

ill enable us to 
pursue our vision, and fulfill the potential of our business. 

Last w
eek, at our A

tlanta 
B

usiness C
onference, w

e com
m

unicated about all of the initiatives, and how
 they w

ill 
benefit our em

ployees, our custom
ers and our business. 

O
ur new

 structure w
ill m

ove 
decision -m

aking closer to our custom
ers, pushing responsibility and accountability low

er 
in the organization, and m

axim
izing the use of shared services w

henever possible. 

20) Q
: 

W
ill e

m
p
lo

ye
e
s be a

b
le

 to
 a

p
p
ly fo

r m
o
re

 th
a
n
 o

n
e
 p

o
sitio

n
?

 

A
: Y

es. A
s each position is advertised, there w

ill be attendant position requirem
ents and 

responsibilities. 
A

ny em
ployee w

ho m
eets those requirem

ents and is interested in and 
capable of fulfilling the responsibilities, including relocation if necessary, is encouraged 
to apply for consideration. 

21) Q
: W

ill non-m
anagem

ent e
m

p
lo

ye
e
s have th

e
 o

p
p

o
rtu

n
ity to

 a
p
p
ly fo

r su
p

e
rviso

ry 
o

r m
anagem

ent p
o
sitio

n
s?

 

A
: 

Y
es. A

ny em
ployee w

ho feels they m
eet the qualifications of the position that is 

advertised, and are w
illing to fulfill the responsibilities m

ay apply for the position. 

22)Q
: 

H
ave th

e
re

 already been la
y
o

ffs
 o

r sta
ff re

d
u

ctio
n

s in
 so

m
e
 areas o

f th
e
 

b
u
sin

e
ss?

 

KAW_R_LFCDR1#19_attachment2_062504
Page 55 of 82



F
ebruary 6

, 2004 

A
: 

C
hanges are occurring in

 all areas o
f our organization. In

 a few
 areas, such as N

ew
 

Jersey and som
e of our P

roducts and S
ervices businesses, changes have dictated that 

positions be elim
inated during 2003. In those situations, and in the restructuring overall, 

w
e rem

ain com
m

itted to m
eeting the spirit of no lay-offs prior to M

arch 31, 2004. 
In 

circum
stances w

here positions are elim
inated sooner than M

arch 2004, the individuals 
affected w

ho do not obtain em
ploym

ent elsew
here w

ill be com
pensated through M

arch 
2004 as part of a severance package. 

T
hat approach is consistent w

ith our intention to 
treat every em

ployee w
ith dignity and respect, including allow

ing em
ployees to be able 

to plan their future to best m
eet their personal needs. 

23)Q
: 

W
h

at 
happens 

to
 

m
e 

if 
I 

have 
been 

co
n

sid
ered

 fo
r 

a 
p

o
sitio

n
 

but 
n

o
t 

ap
p

o
in

ted
?

 

A
: 

If, as a result of our restructuring, an em
ployee is not confirm

ed in
 a continuing or 

new
 role, w

e w
ill w

ork w
ith the em

ployee to explain our outplacem
ent and severance 

plans, w
hich w

ill assist the em
ployee to transition to other em

ploym
ent. 

KAW_R_LFCDR1#19_attachment2_062504
Page 56 of 82



KAW_R_LFCDR1#19_attachment2_062504
Page 57 of 82



KAW_R_LFCDR1#19_attachment2_062504
Page 58 of 82



President & CEO 
Jeremy Pelczer 

1 Chief Operating Officer 
Jim McGivern 

*Performance 
L I 

-Career Development & Coaching I *Business Performance 
*EMT/Company-wide accountabilities I .Business Growth 

*Stakeholder Management I Managing Director 

*Planning -Legal Counsel *Environment *BD Coordination *Employeellabor relations 'External 
*Analysis -litigation *H&S -Local Sales & Marketing *Resourcing Communication/Government 
Consolidation -regulation *Security ~BiddingfTenders *Talent Development Affairs 
.Reporting -compliance *Risk & Event Mgmt *Performance Tracking *Org Development *Internal Communication 

Control -policy *Production Capability Building *Support for business *Regulatory Relationship 

*Financial Performance -labor .Distribution change programs Management 

*Support for B.D. -employee Customer Field Service Corporate Social 

*Rate Strategy *Engineering Responsibility (CSR) 
*Rate Case Mgmt *Maintenance 

*Procurement 
*Building Change 
Management 
Capabilities 
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(I) 
.- (I) 
K
 

0
 

.- 
C
 

(I) 
0
 
a
 

KAW_R_LFCDR1#19_attachment2_062504
Page 61 of 82



Typical 
Service Delivery 

Mangaging Director 

SERVICE DELIVERY 

Environmental 
Operations Risk Customer 

Management Relationship Procurement Maintenance 
Services 

Quality Control 

I y se;:;:. 1 1 Environment 
Management 

ArealTerritory C 

ArealTerritory C ArealTerritory i 

Note: AreasITerritory could be a state, a collection of states, or a service 
territory depending on the size and geography of the region 

Services 
Interface 

Large Mntnc 
Mgmt 1 

SCADA Mgmt 

Engineering I 
Capital 

KAW_R_LFCDR1#19_attachment2_062504
Page 62 of 82



Typical egional 
Business Develop 

Business 
Developers I 

Note: The number and location of developers will be dependent on the size of 
region and the Business Development growth plans 

Commercial & 
Bid Support 
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All roles will be posted 
on the system-wide 
posting database 

g Applicants will be 
asked to attach their 
resume and complete 
an application form (if 
required) 

$+ Hiring managers will + 
short-list candidates 
and provide rationale 
for decisions 

@ Outcomes will be 
communicated to g 
individuals 

4& Shortlisted 
candidates will be 
scheduled for an 
assessment (at the 
nearest assessment 
location) 

Candidates will 
undergo different 
assessment depending 
on the role(s) for which 
they have applied 
Hiring managers and 
external partners will be 
managing this process 

4~ Round table 4~ 
discussions will be 
held with hiring 
managers, HR and 
external partners in 
order to make fair and 
objective selection 
decisions 

Individuals will have a 
conversation with 
their line 
managersllocal HR 
representatives which 
will outline the results 
of the process and 
their options going 
forward 

.$, Hiring managers will 
discuss roles and 
terms with candidates 
and establish 
transition plans for 
their new roles 

4b Management 
structures will be 
communicated 
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The process will be objective, transparent, fair and open 

The selection process has been designed to review an individuals' 
skills, knowledge, experience, and behavioral attributes for the role(s) 
for which they have applied 

Assessment components will be designed for specific roles as 
follows: 

)) Management Simulations 
Phase 3 Only 

Phase 4 Only )) Technical Interview 
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Jan Feb Mar Am Mav June Julv 

PHASE 3 

Communicate Communicate 
Phase 3 Phase 4 Phase 3and Process structure charts structure charts Ongoing - Communicate outcomes 

and Q&As 
and post positions and dost positions andannounce 

position appointments 

Key Dates: 

I. February 6th - Communicate Phase 3 & 4 process 

2. March 3rd - Communicate Phase 3 structure charts 

3. March 3rd - Phase 3 postings begin 

4. Early to mid April - Communicate Phase 4 structure charts 

5. Early to mid April - Phase 4 postings begin 
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Jerem
y P

elczer 

D
a
t
e
 

M
arch 3, 2004 

P
h
o
n
e
 

856.346.8302 

s
u
b
j
e
c
t
 

O
rganization R

estructuring - 
F
a
x
 

856.346.8300 
P

hase 3 

D
ear C

olleague, 

S
ince m

y F
ebruary 6 com

m
unication there has been a trem

endous am
ount of w

ork 
undertaken in preparation 

for today's 
announcem

ent. 
T

his is 
truly 

a com
plex 

process, yet those involved have enabled m
e

 to fulfil m
y com

m
itm

ent to get the next 
update out by M

arch 3, and this announcem
ent covers the m

ajority of positions that 
w

ill be included in P
hase 3. 

O
ur decisions on restructuring are being driven b

y a num
ber of basic principles, 

w
hich w

ere first com
m

unicated in m
y P

hase 1
 announcem

ent. T
hose principles are 

im
portant, and w

orth repeating here: 
C

reate a greater custom
er service and perform

ance culture 
A

ccelerate business grow
th 

D
evelop com

m
on processes and continue to enhance standards 

P
ursue efficiency in the w

ay w
e w

ork w
hile m

aintaining our operational integrity 

W
e have sought to ensure the new

 structure charts exem
plify these principles, plus 

the B
usiness M

odel principles recently com
m

unicated. 
T

hese principles reflect the 
need for delivery and accountability at the business unit and regional level w

ith the 
B

usiness C
enter role focused on challenge and support, undertaking an enabling 

role 
via sound policies and strategy and appropriate governance. 

O
ur shared 

services 
functions 

w
ill 

serve 
a 

delivery 
role 

for 
those activities w

hich can 
be 

efficiently consolidated. 

In
 m

y F
ebruary 6 com

m
unication, I inform

ed you that P
hases 3 and 4 w

ould involve 
about 1,800 m

anagem
ent and supervisory positions. 

W
e have attem

pted to include 
as m

any of the affected P
hase 3 positions as possible in today's com

m
unication. 

Y
et, in spite of our efforts, there are som

e positions that w
e are unable to include 

today because they require further analysis. T
hose are generally in the areas of the 

F
inance and Legal functions at the C

enter, S
hared S

ervices, Laboratory, C
ustom

er 
C

enter 
and 

Inform
ation T

echnology 
S

ervices. 
W

e
 

w
ill 

announce 
the 

C
enter's 

F
inance and Legal structures by M

arch 10. 

N
ow

 that w
e have com

pleted the decisions about w
hat role the B

usiness C
enter w

ill 
play and w

hat the role of the R
egions w

ill be, w
e need to re-exam

ine w
hat those 

changes m
ean to our shared services activities. T

hat exam
ination w

ill be com
pleted 

by A
pril 30, and w

ill be com
m

unicated by M
ay 11. 

I expect w
e w

ill find som
e w

ork 
previously perform

ed in other areas w
ill need to be perform

ed in our shared services 
centers. 

W
e m

ay also identify certain w
ork that has been perform

ed in our shared 
services centers that can be perform

ed in another location. 

A
m
e
r
i
c
a
n
 W
a
t
e
r
 

J
e
r
e
m
y
 
P
e
l
c
z
e
r
 

P
r
e
s
i
d
e
n
t
 

& 
C
E
O
 

1
0

2
5
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a
u
r
e
l
 O
a
k
 
R
o
a
d
 

V
o
o
r
h
e
e
s
,
 
N
J
 

0
8

0
4

3
 

U
S
A
 

T
 

+
8

5
6

 
3

4
6

 
8

3
0
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F
 

+
8

5
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4
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8

3
0
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a
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P
age 2

 

A
m

erican 
%

 water 

I apologize if you w
ork in these areas and I have extended the uncertainty, but I w

ant 
to get it right and take proper "soundings

J' across the business before reaching final 
decisions. 

W
e are also now

 able to focus m
ore specifically on the transition of our U

.S
. 

O
perations and M

anagem
ent and m

ilitary coritracts to the four regions. 
A

 transition 
plan is being developed for each individual contract to ensure w

e m
aintain business 

integrity, and continue to provide the level of custom
er service and quality w

e have 
com

m
itted to. 

A
s the transition process continues, and our restructuring progresses, 

w
e w

ill also continue to exam
ine the support structure that exists at A

m
erican W

ater 
S

ervices to be sure w
e m

aintain only the services necessary to support the long term
 

business 
needs. 

I 
expect 

to 
provide 

m
ore 

inform
ation 

on 
this 

part 
of 

our 
restructuring by M

ay 11. 

I realize there is 
a lot 

of 
inform

ation being covered today. 
T

o provide further 
explanation of the organization design and tim

etable I have attached several charts. 
W

hat is included in this pack are: 
S

tructure charts for three regions, excluding N
ortheast 

N
ew

 B
usiness C

enter structure charts 
P

rocess slides 
D

etailed Q
 &

 A
 

Y
ou m

ight recognize the organization charts from
 m

y F
ebruary 6 com

m
unication. 

T
hese charts have been updated, and set out m

ore details of how
 the selection 

process w
ill w

ork going forw
ard. A

s you review
 the structure, please allow

 yourself 
tim

e to digest the new
 design and the new

 roles. T
here m

ay be different term
s than 

you are used to, so please don't be alarm
ed if you don't see your current activity on 

your first pass. 
G

iven the need to align a variety of term
s and titles you m

ay not 
im

m
ediately recognise som

e of the roles. 
I recom

m
end that you review

 the role 
postings and descriptions to fully understand how

 the new
 organization w

orks. 

In addition to the charts, I am
 enclosing a Q

&
A

 docum
ent that is intended to answ

er 
som

e of the questions I think you m
ight have. 

W
e have used som

e of the Q
&

A
 from

 
the 

letsachieveit@
am

w
ater.com

 
site, 

w
here 

there 
has 

been 
som

e 
excellent 

questions received to date. If you have any questions that are not covered in this 
com

m
unication packet, 

I 
hope 

you 
w

ill 
raise 

them
 

w
ith 

your 
line 

m
anager, 

com
m

unication m
anager or hum

an resources m
anager. 

If you have supervisory 
responsibility, I w

ould encourage you to use this inform
ation to discuss w

ith your 
team

. 
A

ny 
feedback 

you 
m

ay 
have 

can 
be 

subm
itted 

to 
our 

em
ail 

site, 
letsachieveit@

am
w

ater.com
. 

W
e w

elcom
e your feedback and w

ill be certain to 
reply. 
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G
iven the depth and com

plexity of P
hase 3, 1 anticipate m

ore questions than w
e 

received from
 previous announcem

ents. 
I w

ill continue to
 target to

 respond to your 
questions w

ithin a w
eek - but please give it 10 w

orking days before you follow
 up. 

B
eyond this, you deserve and w

ill get a response and I am
 happy to be notified 

personally of any delayed responses beyond this tim
e. 

I am
 aw

are of how
 anxious you have been to receive this announcem

ent. I hope the 
inform

ation contained here w
ill help to clarify the direction of the business. W

e are 
com

m
itted to w

ork w
ith individuals w

here there is a
n

 opportunity to redeploy them
 in

 
new

 roles. 
A

t th
e

 sam
e tim

e, I realize som
e good people w

ill be leaving our 
business. 

W
hile this restructuring is the right thing to do for our business and our 

custom
ers, I am

 determ
ined those w

ho leave b
e

 treated w
ith proper dignity and 

respect. 

I rem
ain com

m
itted to m

anaging through the current uncertainty as fast as I can 
w

ithin a context of a
n

 open and fair process. 

A
s alw

ays, thank you for your patience, understanding and support, 

Jerem
y P

elczer 
P

resident &
 C
E
O
 

A
m

erican W
ater 

9
 

R
W

E
 

=
R
o
w
=
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M
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P
hases 3

 A
nnouncem

ent -
 Q

uestions &
 A

nsw
ers 

1) Q
: 

It ap
p

ears so
m

e o
f th

e d
etails ab

o
u

t th
e selectio

n
 p

ro
cess co

m
m

u
n

icated
 on 

F
eb

ru
ary 6th are n

o
w

 ch
an

g
in

g
. C

an
 yo

u
 p

lease exp
lain

 w
h

at th
o

se ch
an

g
es are?

 

A
: Y

es. N
ow

 that w
e have a m

uch clearer and deeper picture of our organization structure, 
and the num

ber of positions w
hich are affected by the restructuring process, w

e can be 
m

ore specific 
about som

e of the details of 
the 

selection process. 
T

oday w
e are 

com
m

unicatin 
the P

hase 3 organization design along w
ith the first group of postings. 

i! 
B

y M
arch

 10 
w

e w
ill post additional business center functional structure charts and 

post the roles associated w
ith the functions. 

T
he rem

aining P
hase 3 postings w

ill be 
announced on A

p
ril 1

4
~

. W
e plan to confirm

 the P
hase 4 organization design and 

posting for P
hase 4 roles w

ill occur on A
p

ril 28th
. 

2) 
Q

: It also
 ap

p
ears as if so

m
e o

f th
e ap

p
o

in
tm

en
ts co

n
firm

ed
 in

 P
h

ase 2 are now
 

b
ein

g
 ch

an
g

ed
. W

h
y is th

at?
 

A
: 

T
he process of designing a structure for an organization is not an exact science and is 

an evolutionary process. 
A

s w
e have progressed through the process it has becom

e 
clearer w

hat the needs of the organization truly are. 
W

e started w
ith a review

 of the 
R

egions and then m
ore recently focused on the functions at the C

enter in V
oorhees. 

N
ew

 inform
ation has had an im

pact on a
 handful of our em

ployees w
ho w

ere appointed 
in earlier phases. 

O
ur intention throughout the process has been to provide certainty to 

individuals. 
W

e aim
 to avoid any further situations w

here people have been appointed 
and then becom

e im
pacted by later changes that occur shortly aftenvards. 

3) Q
: W

h
at is m

ean
t b

y p
o

sitio
n

s th
at "m

aterially ch
an

g
e"?

 

A
. 

If a position has "m
aterially changed," it m

eans that the job responsibilities associated 
w

ith the position have been enhanced, reduced or changed in a significant w
ay. F

or 
exam

ple; if the technical skills required to do the job have changed; the scope of 
m

anagem
ent responsibilities have expanded; or the job's responsibilities have been 

divided am
ongst a num

ber of other roles. R
oles w

hich have not been m
aterially 

changed w
ill not be posted. E

m
ployees w

ho are incum
bents of positions that w

ill not 
require posting w

ill be so inform
ed by their supervisor. 

4) Q
. P

revio
u

s co
m

m
u

n
icatio

n
s stated

 th
at p

o
sitio

n
s w

h
ich

 are n
o

t m
aterially ch

an
g

ed
 

w
ill n

o
t b

e in
clu

d
ed

 in
 th

e p
o

sitio
n

 p
o

stin
g

s an
d

 in
cu

m
b

en
ts w

ill n
o

t be asked
 to

 
ap

p
ly fo

r th
eir o

w
n

 jo
b

s. B
y fo

llo
w

in
g

 th
is ap

p
ro

ach
, are w

e n
o

t ru
n

n
in

g
 th

e risk of 
leavin

g
 an

 in
cu

m
b

en
t in

 p
lace w

h
o

 m
ay b

e th
ere "n

o
t o

n
 th

e b
asis of m

erit"?
 

A
: W

e w
ant to have an open process for vacant roles. 

A
 role is considered vacant if it is a 

new
 job or an existing job that has m

aterially changed. P
ositions that are unchanged are 

not being advertised. 
If w

e have individuals in those unchanged roles that are not 
m

eeting our standards, w
e w

ill m
anage them

 through the perform
ance m

anagem
ent 

process - not this selection process. 
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5) Q
: 

W
h
a
t w

e
ig

h
t w

ill b
e
 p

la
ce

d
 o

n
 d

ive
rsity a

s se
le

ctio
n

s a
re

 m
ade? 

A
: 

D
iversity is im

portant to A
m

erican W
ater and a significant part of our values. A

s a part of 
our current business strategy, w

e w
ill continue to ensure there are no w

orkplace barriers 
across 

race, 
gender, 

sexual 
orientation, age, 

hierarchy, 
country 

of 
origin, 

spiritual 
practice, 

education, 
geography 

and 
union 

representation. 
T

he 
selection 

process 
provides objective data that drives our decision m

aking. 
W

hen w
e recruit externally w

e 
also use an objective, m

erit based selection process. 
W

e also proactively seek diverse 
candidates in the external job m

arket to consider. 
W

e are carefully m
onitoring our 

selection decisions and candidate pools to ensure that w
e are supporting our diversity 

goals and vision. 

6
) Q

: 
I am

 aw
are th

a
t a

 n
u
m

b
e
r o

f e
m

p
lo

ye
e
s w

e
re

 in
vo

lve
d

 in
 th

e
 m

a
p
p
in

g
 o

f th
e
 "as is" 

p
ro

ce
sse

s to
 th

e
 "to

 be" p
ro

ce
sse

s. 
H

ow
 has th

is w
o

rk been lin
ke

d
 to

 th
e

 
o
rg

a
n
iza

tio
n
 stru

ctu
re

 p
u

b
lish

e
d

 in
 to

d
a
y's a

n
n
o
u
n
ce

m
e
n
t?

 

A
: 

W
hile designing the organization structure, w

e have firm
ly had in our m

inds the w
ork 

done on the m
apping of the "to be" processes w

hich occurred at the end of last year. 
T

he confidentiality of the organization structure w
ork has lim

ited the num
bers involved to 

a m
uch greater extent than w

as possible under the w
ork on the processes. 

T
he com

m
on 

them
es betw

een the w
ork on the processes and the organization are the principles 

outlined in Jerem
y P

elczer's covering note w
hich include the recently published business 

principles. N
ow

 that the organization structure has been rolled out in this announcem
ent, 

there w
ill be an opportunity to involve m

ore individuals to ensure even m
ore alignm

ent 
betw

een the excellent w
ork undertaken on the processes and the organization structure 

announced today. 

7) 
Q

: 
W

ith
 re

ce
n
t fo

cu
s o

n
 le

a
d
e

rsh
ip

, co
m

m
u
n
ica

tio
n
, a

n
d

 re
o
rg

a
n
iza

tio
n
, w

h
a
t are w

e
 

d
o

in
g

 to
 e

n
su

re
 o

u
r o

rg
a
n
iza

tio
n
 is

 m
o

re
 d

ive
rse

?
 

A
: 

W
e have a long-term

 com
m

itm
ent to diversity as part of our business strategy. 

T
his 

includes supporting the role of the D
iversity C

ouncil that is m
ade up of people across 

race, gender, sexual orientation, age, hierarchy, country of origin, spiritual practices, 
education, geographic location and union representation. 

R
ecently, Jerem

y P
elczer 

spent 1.5 days w
ith the 

D
iversity C

ouncil and 
com

m
itted to: 

E
M

T
 

developm
ent 

in 
diversity; support to a diversity action plan; and to continue receiving coaching for his 
ow

n personal developm
ent in the area of diversity. 

M
ore detail on our plans and the 

progress w
e are m

aking to prom
ote a diverse w

orkplace w
ill be com

m
unicated in the 

com
ing m

onths. 

9) Q
: W

ill p
a
ym

e
n
t fo

r earned a
n

d
 a

ccru
e

d
 va

ca
tio

n
 be p

a
id

 in
 a

d
d

itio
n

 to
 severance fo

r 
e
m

p
lo

ye
e
s w

h
o

 in
vo

lu
n

ta
rily leave th

e
 C

om
pany as a

 re
su

lt o
f th

e
 re

stru
ctu

rin
g

?
 

A: 
Y

es. 
E

arned and accrued vacation 
w

ill be paid out 
in 

addition to 
the enhanced 

severance package. 

10) Q
: 

F
o
r th

o
se

 em
ployees w

h
o

 m
e
t th

e
 re

tire
m

e
n
t e

lig
ib

ility a
t th

e
 tim

e
 o

f a
cq

u
isitio

n
 

(age 55 p
lu

s years o
f se

rvice
 e

q
u

a
l to

 70), if th
e

 e
m

p
lo

ye
e
 is

 n
o

t o
ffe

re
d
 a

 p
o

sitio
n

 
th

ro
u

g
h

 th
e
 a

p
p
lica

tio
n
 p

ro
ce

ss o
r o

th
e
rw

ise
, m

u
st th

e
y ta

ke
 e

a
rly re

tire
m

e
n

t?
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A
: 

N
o. 

T
he em

ployee is not required to take early retirem
ent. 

T
he individual m

ay sim
ply 

leave the com
pany as term

inated vested rather than retire early. 

1
1
)Q

: If a
n

 e
m

p
lo

ye
e
 is

 n
o

t re
q

u
ire

d
 to

 ta
ke

 e
a
rly retirem

ent, h
o

w
 w

ill h
islh

e
r h

e
a

lth
 

b
e
n
e
fits b

e
 h

a
n
d
le

d
?
 

A
: 

lndividuals eligible to retire on the day of acquisition (rule of 70) w
ho elect to retire early 

or rem
ain until norm

al retirem
ent w

ill be eligible for the retiree health benefit com
m

itm
ent 

m
ade in the purchase and sale agreem

ent. lndividuals eligible to retire on the day of 
acquisition w

ho elect to leave the com
pany as a term

inated vested w
ill jeopardize their 

right to the com
pany retiree health benefit com

m
itm

ent m
ade in the purchase and sale 

agreem
ent. 

12) Q
: 

If th
e

 e
m

p
lo

ye
e
 is

 o
ffe

re
d

 a
 p

o
sitio

n
 b

u
t d

o
e
s n

o
t w

ish
 to

 sta
y w

ith
 th

e
 com

pany, 
m

u
st th

e
y e

le
ct to

 re
tire

?
 

A
: 

If an em
ployee is confirm

ed in an unchanged role or is offered a different position w
hen 

their existing position w
ill not be elim

inated, and the em
ployee does not w

ish to rem
ain 

w
ith the com

pany, they w
ould not be eligible for a severance package. 

T
he em

ployee 
w

ould not be required to retire, but could leave the com
pany as a term

inated vested 
em

ployee. 

13)Q
: If a

n
 em

ployee is
 in

fo
rm

e
d

 th
a

t h
is cu

rre
n

t p
o

sitio
n

 is
 elim

inated, a
n
d
 th

e
 e

m
p
lo

ye
e
 

has 
m

e
t 

th
e
 

re
tire

m
e
n
t 

e
lig

ib
ility 

fo
r 

h
e
a
lth

 
ca

re
 b

e
n
e
fits 

a
t 

th
e
 

tim
e

 o
f th

e
 

a
cq

u
isitio

n
 (age 55, 

p
lu

s ye
a
rs o

f se
rvice

 e
q
u
a
l to

 70) a
n
d
 is

 u
n

su
cce

ssfu
l in

 
o

b
ta

in
in

g
 a

 n
e
w

 p
o

sitio
n

 or, is
 n

o
t o

ffe
re

d
 a

 p
o

sitio
n

 u
n
d
e
r th

e
 re

stru
ctu

re
, a

n
d

 
d
e
cid

e
s to

 ta
ke

 e
a
rly re

tire
m

e
n
t; w

ill th
a

t e
m

p
lo

ye
e
 re

ce
ive

 th
e
 re

tire
e
 h

e
a
lth

 ca
re

 
benefit, as a

g
re

e
d
 to

 in
 th

e
 "P

u
rch

a
se

 a
n
d
 S

a
le

 A
greem

ent" a
n
d
 th

e
 e

n
h
a
n
ce

d
 

severance p
a
cka

g
e
?
 

A
: 

Y
es. 

A
ny em

ployee w
ho w

as eligible to
 retire on the date of the acquisition, and w

ho 
decides to retire from

 em
ploym

ent w
ill be eligible to receive the retiree health care 

benefit com
m

itted in the purchase and sale agreem
ent. 

E
m

ployees w
ho are displaced 

as a result of the restructuring w
ill also be eligible to receive the enhanced severance 

package. 

14)Q
: H

o
w

 
w

ill th
e

 
a

d
m

in
istra

tive
 su

p
p

o
rt p

o
sitio

n
s 

be 
a
d
d
re

sse
d
 in

 th
e

 
o

n
g

o
in

g
 

re
stru

ctu
rin

g
?

 

A
: 

E
ach of the regions w

ill be responsible for determ
ining w

hich of their adm
inistrative 

support positions are im
pacted by the restructuring. 

E
ach region w

ill then post the 
affected positions and m

anage a process for 
assessing applicants. 

S
om

e of 
the 

B
usiness C

enter adm
inistrative support positions that are affected by the restructuring 

are being posted today so that any interested applicants from
 w

ithin the organization 
m

ay apply. 
T

he R
egions and the C

orporate C
enter w

ill not be using P
D

I to
 assess 

adm
inistrative support em

ployees. A
 m

ore appropriate assessm
ent process w

ill be used 
to accom

m
odate the individual roles involved. 

15) Q
: 

Is it p
o

ssib
le

 fo
r em

ployees to
 e

xp
re

ss in
te

re
st in

 m
o

re
 th

a
n

 o
n
e
 p

o
ste

d
 p

o
sitio

n
?

 

A
. 

Y
es. H

ow
ever, it is im

portant that each em
ployee be realistic about their interests, ability 

and capability to m
eet the requirem

ents of any job for w
hich an interest is expressed. 
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M
uch w

ork has gone into defining the new
 roles so that prospective applicants can 

clearly understand w
hat w

ill b
e

 expected of them
. 

T
here w

ill be an initial shortlisting 
before candidates enter the assessm

ent process. 

16) Q
. W

ill a
ll o

f th
e
 p

o
sitio

n
s th

a
t are p

o
ste

d
 be a

p
p
o
in

te
d
 fro

m
 w

ith
in

 th
e
 e

xistin
g

 
e
m

p
lo

ye
e
 base? 

A
. 

S
om

e posted positions m
ay not be able to be filled by existing em

ployees given the 
specialized requirem

ents of the role. 
W

e
 have indicated throughout this process the 

im
portance of appointing the right people to the right position. 

A
ll internal applicants w

ill 
receive confirm

ation of w
hether they have been shortlisted. 

W
e

 w
ill advise internal 

candidates w
hen w

e are com
m

encing an external recruitm
ent process. 

17) Q
: 

W
hen w

ill w
e be able to

 see th
e
 co

m
p
e
n
sa

tio
n
 th

a
t a

p
p
lie

s to
 th

e
 new

 p
o

sitio
n

s?
 

A
: 

O
ur goal is to have com

plete inform
ation about each position, including titles and 

salaries, available by the tim
e offers are m

ade to individuals. In
 that w

ay, em
ployees w

ill 
b

e
 able to

 fully consider the roles and responsibilities, as w
ell as com

pensation in 
m

aking their decision. 

18) 
Q

: H
o
w

 w
ill th

e
 sa

la
rie

s fo
r th

e
 new

 p
o

sitio
n

s be d
e
te

rm
in

e
d
?
 

A
: 

E
ach of the positions is being com

pared w
ith com

parable positions in the m
arket place. 

W
e

 are using an expert consulting firm
, experienced in this activity, to assist us. 

O
nce 

w
e have the relevant data, w

e w
ill review

 each person w
e appoint on an individual basis. 

19) 
Q

: If a
n
 in

d
ivid

u
a
l is u

n
a
b
le

 to
 re

ta
in

 th
e

ir e
xistin

g
 p

o
sitio

n
, b

u
t is

 su
cce

ssfu
l in

 
a
p
p
lyin

g
 fo

r a
 new

 p
o
sitio

n
 th

a
t ca

rrie
s a

 lo
w

e
r salary, w

h
a

t w
ill be th

e
 im

p
a
ct o

n
 

th
e
 em

ployee? 

A
: W

e
 w

ill "m
arket price" each position and aim

 to com
pensate individuals in line w

ith the 
m

arket. 
A

s w
e have done w

ith P
hase 2 appointees w

e w
ill w

ork w
ith each individual to 

transition them
 from

 their previous (higher) salary to the appropriate salary for their new
 

position. E
ach case w

ill be review
ed on its m

erits. 

20) 
Q

: If I have been assessed in
 P

hase 2 d
o
 I need to

 be re
-a

sse
sse

d
 if I a

p
p
ly fo

r one o
f 

th
e

 P
hase 3

 p
o
sitio

n
s?

 

A
: T

he P
hase 3 assessm

ent process w
ill depend on the level and type of role you are 

assessed for. 
In

 phase 3
 all shortlisted candidates w

ill b
e

 invited to an interview
 and 

then the best candidates put forw
ard to the assessm

ent m
anaged by our consulting 

partners, typically P
D

I. 
C

andidates w
ho have been assessed by P

D
I in P

hase 1
 or 2 w

ill 
not be re -assessed unless the role is very different to those they originally applied for. 
W

e
 w

ill b
e

 able to fairly com
pare results of assessm

ents by P
D

I betw
een candidates 

even if they w
ere assessed at different phases. 

21) Q
. W

hat are th
e
 p

ro
p
o
se

d
 changes, if any, to

 h
e
a
lth

 in
su

ra
n
ce

 b
e

n
e

fits as a
p
p
lica

b
le

 
to

 cu
rre

n
t em

ployees a
n
d
 re

tire
e
s. 

T
h
is is o

f g
re

a
t co

n
ce

rn
 to

 a
ll e

m
p
lo

ye
e
s w

h
o

 
a
re

 w
o
n
d
e
rin

g
 a

b
o
u
t n

o
t o

n
ly th

e
 fu

tu
re

 o
f th

e
 com

pany b
u

t th
e

ir fu
tu

re
 a

s w
ell. 

A
. 

F
rom

 tim
e to tim

e every C
om

pany exam
ines the full range of its benefit program

s to 
ensure they are com

parable to other like businesses. A
m

erican W
ater is exam

ining its 
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benefit program
s and w

ill com
plete a strategic review

 by the end of the year. 
N

o 
decisions have been m

ade yet and our goal is to provide benefits w
hich attract and 

retain talent, are m
arket priced, and are econom

ically sustainable for the com
pany. 

R
egarding health benefits for individuals w

ho w
ere retired on the date of m

erger, or 
w

ere 
eligible to

 
retire (rule 

of 
70) 

on that 
date, 

there w
ill be 

no 
change 

to 
the 

com
m

itm
ent m

ade in the purchase and sale agreem
ent. 

22) Q
: I do re

a
lize

 th
a
t w

ith
 th

e
 re

stru
ctu

rin
g

 p
ro

ce
ss th

e
re

 is
 n

o
 w

ay o
f kn

o
w

in
g

 if a
 new

 
p
o
sitio

n
 w

ill b
e
 added to

 any d
istrict. 

A
s p

o
sitio

n
s are p

o
ste

d
 o

n
 th

e
 co

m
p
a
n
y's 

"syste
m

-w
id

e
 p

o
stin

g
 database", 

w
ill A

LL em
ployees have 

an o
p

p
o

rtu
n
ity to

 
a
p
p
ly fo

r o
p
e
n
 p

o
sitio

n
s?

 

A
: 

A
s each job opening is advertised, position requirem

ents and responsibilities w
ill be 

included. A
ny em

ployee w
ho m

eets those requirem
ents and is interested in and capable 

of fulfilling the responsibilities, is encouraged to apply for consideration. 
E

m
ployees 

should carefully consider if they are w
illing to relocate. 

E
m

ployees w
ho are in non- 

m
anagem

ent roles are eligible to apply for posted supervisory positions if they believe 
they m

eet the posted position requirem
ents. 

M
anagers w

ithin each location, including the non regulated business in A
W

S
, are asked 

to distribute hard copies of any com
pany -w

ide com
m

unication to their team
s if they do 

not have regular access to A
m

erican W
ater's Lotus N

otes w
orkspace and, consequently, 

the S
ystem

-W
ide S

taffing database or internal em
ail system

s. T
herefore, you should be 

receiving these notices. 
If you have not seen them

, I encourage you to contact your 
local H

um
an R

esources M
anager. 

23) Q
: 

E
a
rlie

r "S
h
a
p
in

g
 o

u
r F

u
tu

re
J

J
 w

e
b
site

 co
rre

sp
o
n
d
e
n
ce

 in
d

ica
te

d
 th

a
t w

e co
u

ld
 g

e
t 

co
p
ie

s o
f th

e
 p

ro
p
o
se

d
 severance package fro

m
 th

e
 H

R
 departm

ent. 
W

e have 
been 

p
ro

vid
e
d
 a

 one -page sum
m

ary 
o

f 
the 

severance 
p
ro

g
ra

m
 b

u
t 

n
o

t 
th

e
 

severance agreem
ent. C

an w
e get a

 co
p

y o
f th

e
 se

ve
ra

n
ce

 agreem
ent fo

r re
vie

w
?
 

A
: 

A
 copy of the enhanced severance agreem

ent can be obtained from
 your local H

um
an 

R
esources M

anager. 

24) Q
: If you a

p
p
ly fo

r a
 p

o
sitio

n
 a

n
d
 th

e
n
 in

 a
 la

te
r P

hase yo
u
 fin

d
 a

 jo
b

 th
a

t is
 b

e
tte

r 
su

ite
d
 to

 you, ca
n
 yo

u
 w

ith
d
ra

w
 yo

u
r o

rig
in

a
l a

p
p

lica
tio

n
 a

n
d
 a

p
p
ly fo

r th
e
 la

te
r 

P
hase jo

b
?
 W

ill it be h
e
ld

 a
g
a
in

st yo
u
 if yo

u
 d

o
 so

?
 

A
: 

If an em
ployee applies for a position because they have a genuine interest in it and 

consider them
selves to be a "good fit," and they decide not to pursue it prior to being 

appointed to the new
 role they should contact their local H

um
an R

esources M
anager to 

w
ithdraw

 their application. T
here w

ill be no adverse consequence in doing so. 

25) Q
. E

a
rlie

r co
m

m
u
n
ica

tio
n
s w

ere u
n
cle

a
r as to

 w
h
e
th

e
r th

e
 N

o
rth

e
a
st re

g
io

n
 w

o
u

ld
 be 

in
vo

lve
d
 in

 th
e
 P

hase 3 a
n
d
 4 re

stru
ctu

rin
g
. W

hat is th
e
 a

n
sw

e
r to

 th
a

t q
u

e
stio

n
?

 

A
: W

e originally intended that the N
ortheast R

egion restructuring accom
plished during 2003 

w
ould satisfy the objectives of the organization going forw

ard. 
H

ow
ever, it is now

 
apparent that the business process m

apping and business m
odel principles w

hich have 
been developed since S

eptem
ber 2003 require that w

e re-exam
ine certain N

ortheast 
region activities and roles. 

In
 preparing our final regional structure, w

e have learned 
m

uch from
 the m

odel developed in the N
ortheast R

egion. 
W

e intend to m
inim

ize any 
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im
pact to individuals w

hile w
e align the N

ortheast region w
ith the sam

e organizational 
design principles as the other three regions. O

ver the com
ing w

eeks and m
onths, w

e w
ill 

be review
ing the N

ortheast R
egion, com

m
encing w

ith the engineering functions. 
O

ur 
goals is to create a consolidated C

enter of E
xcellence in the R

egion w
hich capitalizes on 

the relative capabilities, and strengths of the C
enter and region's engineering team

s. 

26)Q
: A

re each
 o

f th
e 4 reg

io
n

s g
o

in
g

 to
 be id

en
tical in

 term
s of th

e o
rg

an
izatio

n
al 

stru
ctu

re an
d

 p
o

sitio
n

 ro
les an

d
 resp

o
n

sib
ilities?

 

A
: T

he organization design principles are th
e

 sam
e for each region. W

e have attem
pted to 

align the 
regional structures to the m

axim
um

 extent 
possible. 

H
ow

ever, there are 
differences betw

een the regions, for exam
ple to do w

ith geography and types of operating 
system

s that exist across the organization, so there m
ay be som

e instances w
here one 

region reflects som
e slight difference from

 other regions in order to accom
m

odate those 
unique circum

stances. 

27)Q
: The term

s "ro
les" an

d
 "p

o
st" are u

sed
 in

 th
e an

n
o

u
n

cem
en

t an
d

 in
 th

e p
o

stin
g

s. 
C

an you p
lease clarify th

e d
efin

itio
n

 o
f th

o
se term

s?
 

A
: T

he term
 "role" refers to the type of job (e.g. N

etw
ork D

irector). 
'P

ost' is a specific job 
(e.g. N

etw
ork D

irector - W
estern region). 

In other w
ords, there m

ay be m
ore than one 

post for certain roles w
ithin the organization. 

In order to im
prove the efficiency and 

effectiveness of the selection process for these positions w
e have designed the posting 

process so that each post w
ill b

e
 identified. 

B
y doing so, em

ployees w
ill be able to

 
specify not only the role they are interested in but also w

hich post so it is clear w
hether 

there is a need to relocate at the tim
e the em

ployee has expressed interest. 

29) Q
: T

h
ere seem

 to
 be d

ifferen
t ap

p
ro

ach
es b

ein
g

 taken
 fo

r d
ifferen

t fu
n

ctio
n

al areas. 
C

an
 you p

lease exp
lain

 th
e lo

g
ic for th

e d
ifferen

ces?
 

A
: T

he organization design has been guided by a num
ber of principles, w

hich have been 
described in today's and earlier com

m
unications. 

In
 finalizing the structure of various 

functions w
e considered not only the 

approach to delivering the 
service, 

but 
also 

w
hether or not the service w

as m
ost effectively delivered at a local business unit level or 

som
ew

here else in the organization. 
A

n
 exam

ple w
ould be the legal function w

here 
there w

ill be a "C
enter of E

xcellence" located in the R
egional C

enter in V
oorhees to 

support labor and em
ploym

ent law
 m

atters. 
O

n the other hand, w
e have determ

ined 
that the best w

ay to deliver engineering services is through the regional team
s. B

uilding 
regional capabilities in engineering w

ill also prepare us for the grow
th opportunities that 

w
e believe exist in the U

S
 m

arket. 

30) Q
: B

eyond th
e ro

u
tin

e p
o

sitio
n

s th
at w

ill be req
u

ired
 fo

r th
e b

u
sin

ess o
n

 an
 ongoing 

b
asis, h

o
w

 are th
e sp

ecial p
ro

jects b
ein

g
 h

an
d

led
, an

d
 w

h
at are th

e o
p

p
o

rtu
n

ities 
for em

p
lo

yees o
n

 th
o

se p
ro

ject team
s?

 

A
: 

F
or 

m
any 

years, 
A

m
erican 

W
ater 

em
ployees 

have 
been 

extrem
ely 

supportive in 
volunteering for roles on special project team

s. 
W

e are quickly organizing to begin our 
S

tandardized T
echnology E

nabling P
rocess P

roject (S
T

E
P

) that w
ill enable us to m

ake 
better use of technology in im

proving the efficiency and effectiveness of our service 
delivery. 

T
he S

T
E

P
 project w

ill require five posts, w
hich w

e w
ould like to fill from

 our 
existing em

ployees. 
T

he posts w
ill be project posts, w

hich m
eans they are for a fixed 

tim
e period. 

H
ow

ever, in considering w
hether applying for one of these posts is in your 
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best interest, you m
ay w

ant to think of the increased developm
ent and the opportunities 

to 
w

ork 
across 

the 
business 

that 
com

es 
from

 
being 

involved in 
such 

a 
project. 

E
m

ployees w
ho serve 

on special projects 
becom

e the m
ost know

ledgeable in the 
business on those project activities, so they are equally valuable once the project has 
concluded. 

31) Q
: W

h
at is th

e ro
le of th

e B
u

sin
ess C

en
ter at V

o
o

rh
ees in

 th
e new

 stru
ctu

re?
 

A
: 

T
he role of the B

usiness C
enter is changing, in

 line w
ith our business principles, from

 a 
m

ixture of governance, policy, strategy, and delivery to a role w
here the delivery activities 

m
igrate to

 'shared services' or to the regions. 
T

he delivery elem
ents can also be further 

facilitated by the creation of 'centers of excellence'. 

32) Q
: W

h
at d

o
es th

at m
ean fo

r th
e d

ep
artm

en
ts su

ch
 as E

n
g

in
eerin

g
 at th

e B
u

sin
ess 

C
en

ter in
 V

o
o

rh
ees?

 

A
: 

T
he V

oorhees engineering delivery group w
ill transition its activities to

 the regions, w
ith 

the exception of a policy/governance activity, w
hich w

ill rem
ain in the C

enter. 
S

teve 
S

chm
itt w

ill project m
anage the transition, in

 conjunction w
ith the R

egional S
ervice 

D
elivery team

s and the heads of engineering w
hen they have been appointed in the 

W
estern, C

entral and S
outheastern regions. 

P
art of this transition w

ill include a study to 
review

 the opportunities that exist to create a center of excellence in the N
ortheast 

region. 

33) Q
: W

h
at is h

ap
p

en
in

g
 to

 th
e fu

n
ctio

n
s th

at h
aven

't p
o

sted
 jo

b
s to

d
ay - L

eg
al an

d
 

F
in

an
ce at th

e B
u

sin
ess C

en
ter?

 

A
: F

urther investigation is required to finalize these functions and to review
 the im

plication 
for existing em

ployees in these team
s. 

C
om

m
unication w

ith the team
s w

ill occur early 
next w

eek w
ith roles being posted on M

arch loth 

34) Q
: H

o
w

 can
 I get an

y q
u

estio
n

 I h
ave an

sw
ered

?
 

A
: P

lease contact your m
anager, com

m
unication or H

um
an R

esource m
anager w

ith your 
questions, or em

ail us at letsach
ieveit~

am
w

ater.co
m

 with your question. 
Y

ou w
ill get 

an answ
er w

ithin 10 w
orking days and your questions are valuable to help us get the 

com
m

unication right. 
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