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October 2, 2002

Ms. Janet Miller

Utilities Project Manager
City of Redlands

35 Cajon Street, Suite 15A
Redlands, CA 92373

Dear Ms. Miller:

Systems & Software, Inc. (S&S) is pleased to respond to the City of Redlands Municipal Utilities
Department’s Request for Proposal for a fully integrated Customer Information System. Some of the
many challenges facing the utility industry today include maintaining the ever-increasing expectations of
both internal and external customers while simultaneously reducing costs. Today’s CIS solutions must
offer a superior level of functionality and navigational ease; functionality that will not only meet the needs
of your organization today, but has the capability to encompass your future vision, and the flexibility to

address unpredictable changes that will consistently emerge.

Three decades of experience focusing specifically on the needs of the utility industry places S&S in a
unique position to satisfy the immediate and long-term needs of the City of Redlands. Our enQuesta
UtilitySuite includes the most advanced, functionally rich modules integrated together creating an
exceptional CIS solution. We have never experienced a failed project or faced any type of litigation. Our
goal is quite simple: Surpass your expectations... today and tomorrow.

We hope that our response to your RFP conveys our desire and ability to work with you in exceeding the

needs of your customers for many years to come.

Please do not hesitate to contact us if you require any further information. We look forward to the
possibility of partnering with the City of Redlands in the very near future.

Sincerely,

75 & Software, Inc.

Randy Barnes
Regional Vice President
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Terms and Conditions:
Systems & Software has fully reviewed the City of Redlands RFP and with the exception of those noted,

agree with the terms and conditions as outlined in the RFP issued September 3, 2002:

Section 3.2 - Systems & Software has numerous customers throughout the United States but at this time,
we do not have any customers in the state of California.

Section 3.7 Interfaces - Systems & Software cannot guarantee seamless interfaces or integration to third-
party applications. We will work with the third-party providers identified by the City of Redlands to develop
interfaces that are as transparent as possible to your end-users.

Section 7.19 Governing Law - Systems & Software’s standard terms identify Vermont as the state of
governing law. This issue will be resolved in the event Systems & Software is selected as the vendor of

choice by the City of Redlands.

Section 7.19 Insurance requirements - Systems & Software takes exception to specific wording contained
in this section. We fully expect specific concerns will be resolved as part of our contract negotiations.

Implementation services and interface estimates are based solely on the information contained in this
proposal. As such, Systems & Software reserves the right to modify pricing based on any unique
requirements specified by the City of Redlands that may arise during on-going discussions. Prices
contained in this proposal for third-party hardware and related software are not within the control of
Systems & Software, and as such, are subject to change. All other information contained in this proposal,
shall be considered firm for a period of 180 days from the date of this letter.

As instructed as part of the Request for Proposal, Systems & Software has completed the required Pricing
Worksheet.

Please do not hesitate to contact us if you require any further information. We look forward to the possibility
of partnering with the City of Redlands in the very near future.

Sincerely,

Randy Barnes
Regional Vice President
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The City of Redlands Customer Information System

EXECUTIVE SUMMARY

Based upon the information provided in your RFP, Systems & Software (S&S) strongly recommends our
enQuesta UtilitySuite to meet the objectives and critical initiatives for the City of Redlands. S&S'
UtilitySuite family of products represents a solid foundation of proven software solutions specifically

designed for utilities.

Primary to the UtilitySuite family of offerings is the outstanding functionality of our totally integrated

Made up of pluggable components, our highly configurable software can be
Changes to our application

. These flexible tables allow
your council or regulatory

modular solution.
customized to meet the demanding requirements of today’s utilities.

packages are implemented through flexible setup and configuration tables
for rapid changes to the system based on new business initiatives, orders from
requirements. In most cases these changes can be made without custom programming. This approach
gives our customers maximum flexibility and functionality, while affording us the ability to support and

enhance one set of uniform software code.

Our UtilitySuite family of software offerings has been designed as an integrated suite rather than multiple

interfaced software packages. enQuesta provides maximum efficiencies by eliminating redundant steps
and interdepartmental processes as the same

data is manipulated by various functions.
Additionally, information throughout the system
is available instantaneously across the
enterprise allowing users insight into the most
current status of events. Account information is
easily accessed, and with only a few clicks, users
can drill down into detailed data. Additionally,
we integrate our advanced customer services
applications into your existing infrastructure,
which provides your customers with multiple
self-service  options. These  advanced
applications include but are not limited to:
Internet based account inquiry, electronic bill
presentment and payment, email, and IVR/IWR
systems. The bottom line is increased
operational efficiency, reduced overhead, and
improved levels of service to both internal and

v

external customers. UtilitySuite can be accessed via the most popular ad hoc reporting tools such as
Crystal Reports, MS Access, etc., and Cognos Impromptu and PowerPlay products.

Our enQuesta UtilitySuite offering is delivered through our unique approach of service and support
wrapped around our customized software solution. Under “this implementation and support

we conduct intensive business process analysis and application-specific requirements

methodology,
specific to the needs of each

matching meetings prior to configuring the various modules (setup tables)
utility. This process also includes the definition of custom interfaces to your financial information systems,

cash receipting, ARC/INFO, hand-held/AMR and more.

Systems & Software CONFIDENTIAL




The City of Redlands Customer Information System

Early in the project implementation, application requirements are thoroughly reviewed in a series of
business process and software fit analysis and requirements matching meetings. This gives the City of
Redlands an opportunity to re-engineer processes and as well, it gives S&S an opportunity to configure
UtilitySuite to meet the City of Redlands specific needs. During this stage, a detailed project scope
document that includes the implementation plan is developed and agreed upon by both parties. In
addition, an MS Project Gantt chart is created and becomes the project guide as well as a standard for

Understand and assess current business actices
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; -” REA LIZE training — go-live — ongoing suppart j

acceptance of each major milestone. Experienced staff members will become part of an implementation
team dedicated to performing the installation, configuration, conversion, user training, modification,

support, and overall project management.

The more you explore S&S, the more you will find that we are a responsive organization dedicated to your
success. Our proven implementation methodology has resulted in every one of our projects being
n time and within budget. We encourage you to contact and visit as many of

accomplished successfully o
We take a great deal of pride in our people, our products and services, and

our customers as possible.
most importantly, our relationships with our customers.

g a comprehensive presentation/demonstration for the City of Redlands.

We look forward to performin
tomers’ offices and to our

Additionally, we would be happy to arrange site visits to our existing cus
corporate offices in Vermont. Through this thorough process, your staff will be able to appreciate the
superior functionality and integration of our UtilitySuite applications, as well as understand the benefit of
our unique approach to successful implementations. Once completed, we will be prepared to negotiate
and finalize pricing of modifications and specific interfaces (along with terms and conditions) as part of a

fixed-cost contract with payments released only after significant milestones are achieved.

Suetams & Software CONFIDENTIAL




The City of Redlands Customer Information System
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The City of Redlands Customer Information System

. COMPANY BACKGROUND

Vendors must provide the following information about their company and any implementation partner’s
company so that the City can evaluate the vendor's stability and ability to support the commitments set
forth in the response to the RFP. The City, at its options, may require a vendor to provide additional

support and / or clarify requested information.

The vendor and any implementation firm must outline the company’s background including:

» How long the company has been in business.
A brief description of the company size and organization.
> If applicable, how long the company has been selling the proposed software to public sector

v

clients.
» The number of public sector installs and size of each (number of users).
» Most recent audited financial statements for the software vendor and the software

implementation firm (e.g. annual sales, profitability, etc.).
> Any material (including letters of support or endorsement) indicative of the vendor’s capabilities.

Systems & Software History

$&S was founded in 1973 to provide customer information system solutions for the municipal and
investor-owned utility industry. S&S is a privately held company incorporated under the laws of the State
of Vermont, and plans to remain under current management and ownership in order to continue to
control our destiny. We are not involved in, nor do we have any plans for, any mergers or acquisitions.

As a privately held corporation, S&S does not make financial statements a public entity. We understand
that under the "open records laws” in most states, all RFP and proposal documentation is to be available
for public inspection, however our policy is to only review our financial information in confidential
meetings and/ or in conference calls. If chosen as a finalist, we will be pleased to provide the necessary

information to validate our financial viability and stability. Our Taxpayer ID number is 03-0238126 and our

Dun & Bradstreet number is 07-108-0923.

S&S currently employs over fifty technical support employees in Product Development, Support Desk,
Customer Support, Project Management, Installation Support, and Training. The remaining members of

our organization, which is an organization comprised of sixty-five employees, hold positions in Sales &

Marketing, Management, Finance and Administration.

Cuibnme R Snftware CONFIDENTIAL




The City of Redlands Customer Information System

We work with several business partners as subcontractors for specific implementation tasks such as

Interactive Voice Response (IVR), web-integration, document imaging, and GIS integration. We also

utilize consultants and outside resources to supplement our organization in areas such as strategic

planning, product architecture and technology directions, emerging industry requirements, product
development, etc. Our employees take on multiple roles in the company with the majority involved in
product development, customer installation and support. We are a firm believer in staying close to our

customers and to the industry we serve.

77% of our customer base consists of water utilities. Six of our current customers are utilizing the most

current version of UtilitySuite, with many more upgrades scheduled. Our goal is to only take on four to
six key projects each year to ensure that we continue our track record of success. We currently have three
contracts in progress at this time. Please see Section XII. Client References for more information about

our customers.

Systemns & Software CONFIDENTIAL 8
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The City of Redlands

Il. VENDOR PROJECT TEAM

The proposed project team, including sub-contractors proposed, shall be listed by staff title. The

individual staff names, if available, should also be listed. A brief description of the individuals that will be
assigned to the project should be included in this section, along with a description of the project team'’s

past record of performance on similar projects for which the vendor has provided service.

nment of key Project Management personnel responsible for
overseeing and managing the technical infrastructure, fit analysis, application software configuration,
modification and implementation, project team and user training, and data conversion. We assign an
overall Project Manager who will work with The City's core project team in coordinating the entire
project. S&S' team will be selected and provided to you if we are selected as a finalist. The staff that is
assigned to the project will be dedicated to you for the project’s duration.

Our team approach includes the assig

Please review the qualifications and experience of some of our key personnel. Together, they have

completed many successful implementations.

A. RESUMES

IMPLEMENTATION & SUPPORT

ALFRED BRUNELLE, CUSTOMER SERVICE MANAGER
Fred Brunelle joined S&S in 1991 after 14 years of utilizing our financial application package as an

S&S customer. As our customer, his responsibilities included financial reporting, financial analysis,

and credit and collections.

At S&S, Fred manages the Implementation & Support group. He has a thorough understanding of
our UtilitySuite financial and CIS modules. Fred also works with our financial customers during the
Analysis Stage of the Implementation process to determine what their specific needs and
expectations are. His patient and sincere personality are characteristics that our customers

appreciate. Fred's experiences on both sides of an installation allow him to review issues fairly and

accurately.

MicHAEL LAMONTAGNE, IMPLEMENTATIONS DIRECTOR
Mike Lamontagne joined S&S in 1999 as a Customer Sup

moved into an Implementations Project Manager role.

meter-related processes and work orders make him an invaluable resource es

phases of the implementation process.

port Specialist and over the last year, he has

Mike's extensive experience in dealing with
pecially during these

BARRY SCHWARTZ, SENIOR IMPLEMENTATIONS PROJECT MANAGER
Barry Schwartz joined S&5 in 2001 bringing 22 years of leadership, management, and administration
experience with him. Since Barry has been at S&S, he has been responsible for managing the CIS

installation / merger project for a large multi-service utility in Arkansas.

CONFIDENTIAL
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Barry also brings invaluable Utility experience from spending over a decade at Florida Power & Light
where he worked closely with the customer service representatives. All of this knowledge has proven
invaluable to our customers and provides Barry with the foresight and clarity to communicate

effectively during an implementation.

CARMEN HulLL, SENIOR IMPLEMENTATIONS PROJECT MANAGER

Carmen Hull recently joined S&S and brings over two decades of experience in sales, marketing, and
technical support. Having worked for one of the nation’s leading health care software providers since
the mid-1980s, Carmen has the ability to efficiently communicate with customers throughout an

implementation.

Carmen is skilled in analyzing and refocusing efforts to provide comprehensive project support. She
is also committed to providing an exceptional level of customer service at all levels within an
organization, making her an ideal project manager for S&S and our customers.

JIM TAFT, IMPLEMENTATION & SUPPORT CONSULTANT
Jim Taft came to S&S in 1990 as the author of the UtilitySuite application software module manuals

after spending nearly fifteen years in the educational system. Jim’s teaching experience has been a
tremendous asset to S&S over the years, as he has taken on a primary role in customer training.

Jim is responsible for several areas of training including the UtilitySuite overview as well as basic and
advanced CIS courses. He spends a great deal of time at each customer site delivering the required
basic training that will serve as the foundation for the area-specific training. On the technical side,
Jim also assists with hardware/ network setup, cabling, and operating system support. Jim's unique
sense of humor makes his classes both enjoyable and educational.

MARGARET KLIMAS, IMPLEMENTATION & SUPPORT CONSULTANT

Peggy Klimas joined S&S in 1998 after working for seventeen years in the revenue management
department overseeing meter reading, billing analysis, and bad debt/collections of a large water
Utility. She also provided support to decision-makers and supervisors responsible for the
implementation of the new software systems.

At S&S, Peggy works with the credit and collections departments at our customer sites to develop
business processes for their collections, set up corresponding work orders in UtilitySuite, and train
them in relevant areas. As a previous end-user of various utility CIS applications, Peggy understands
what our customers are looking for and is eager to help them achieve their goals. This gives Peggy a
great understanding of the functionality collections personnel look for in a software system.

MATT NOVAK, SUPPORT CONSULTANT
Matt Novak joined S&S in 1999 as a Customer Support Specialist after working for a number of

financial institutions. Coupled with his degree in accounting, Matt has a strong background in the
preparation of financial statements, cash management, accounts receivable, accounts payable,
inventory, purchase orders, and other general accounting principles. At S&S, Matt works with our
customers’ accounting departments to help them maintain and balance all components of their

general ledger system.

Systems & Software CONFIDENTIAL 10
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Systems & Software

but also in the equipment maintenance, asset

Matt specializes not only in the above areas,
ary contact for all

management and work order costing modules as well. He is our customer’s prim

financial management inquiries.

Tim HAGEN, SUPPORT CONSULTANT
Tim Hagen joined the S&S team in 1998 after running UtilitySuite as the Billing Su

sites for over five years. With such a deep knowledge of the software from a user

our customer
standpoint, Tim now works with the billing departments at new customer sites. He assists customers

in setting up billing rates, sales classes, and tax districts. He also trains our customers on the
procedures for running billing calculations, edits, and updates. After the initial conversion and

installation, Tim supports our customers on every aspect of the billing cycle.

pervisor at one of

Tim is a very thorough and patient teacher. More importantly, he is an excellent resource because he

was a user and can relate to our users’ needs.

MARY MADDEN, TECHNICAL WRITER
Mary Madden came to S&S in 1999 to help make UtilitySuite documentation more user-friendly and

up-to-date. Her first project was to completely rewrite our user manuals for both style and content,
stem, and then to

take updated screen captures to assist users in determining where they are in the sy
make the manuals available in an online format with search capabilities. Mary's previous experience

at a desktop publishing company helped prepare her for this crucial task.

Today, Mary continues to oversee all of our software documentation and assures that it is accurate
and easy for our customers to access, whether online or in a hard copy format. Mary's clear sense of
organization and engaging personality make her a pleasure to work with.

SHARRON WOODWORTH, SupPORT DESK COORDINATOR
Sharron Woodworth is the newest addition to our Support team. Sharron handles incoming support

calls, logs them into 2 tracking system, and passes them on to the appropriate support individuals.
ith both the S&5 staff and our customers to ensure work orders are completed

She then follows up Wi
in a timely manner. Sharron joined 5&S with several years of Utility and customer service experience.

Her experience in these areas coupled with her excellent communication skills make her 2 great

addition to our team.

DAve DEC, INSTRUCTIONAL DESIGNER/TRAINER
Dave Dec joined S&S with over 16 years of training experience in various technology industries. He

has developed and delivered training programs to all levels within organizations from end users o

engineersfdeveiopers to high-level executives.

ety of formats. His

Dave's focus at S&S is to construct and deliver user-based training in a vari
ferencing sessions.

ude: instructor led, on-line courses, computer~based, and tele-con

methods will incl
Dave's goal is to provide users with measurable improvement when the course is completed. He will

play a key role in the implementation process.

CONFIDENTIAL
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TECHNICAL/SYSTEM SUPPORT

DONNA ST. ONGE, PRODUCT DEVELOPMENT MANAGER

Donna St. Onge joined S&S in 1980 as a Systems Analyst and has played an instrumental role in the
design, matching review, and implementation processes. She now serves as a Product Development
Manager and oversees development in the areas of work orders, customer service & call tracking,
credit & collections history tracking, cash receipting, purchase orders & requisitions, fixed assets,
accounts receivable, continuing property records, inventory, and value added software interfaces.
Her ability to work with customers at both a very high level and at the user level is unique.

Donna attends industry events and symposiums to gain a better insight to the requirements of
sizeable utilities, and strives to improve the quality of the workplace for her customers by
encouraging them to take advantage of the time-saving features built into UtilitySuite.

WAYNE DARLING, JR., DIRECTOR OF DEVELOPMENT
“Bubba” Darling joined S&S in 1988, bringing several years of experience from the insurance

industry, where he served as an IS strategist. His responsibilities include managing custom

conversions, data migration, and application coding support for Utility customers.

Bubba is a key member of the fit analysis and requirements matching team and plays a major role in

the customer training process. He also has significant experience in technical areas including

operating systems, hardware platforms, networking, integrating remote sites and designing user
interfaces. Conversion assistance is an area in which Bubba provides immeasurable benefits to new
customers. His ability to dissect existing data, address the valid and invalid portions, write conversion
programs, and instruct new customers on additional fields and areas, drives the speed with which S&S
can convert a sizeable organization. Bubba also oversees the billing area of conversion, working with
key people at our customer sites to help set up their rates and lead them through the UtilitySuite

billing process.

JOE FRAZIER, QUALITY ASSURANCE ENGINEER
Joe Frazier recently joined S&S and is responsible for managing System & Software's Quality

Assurance process. With more than twelve years in the software development industry, Joe has been
involved in most aspects of the software development process. Joe was most recently the Director of

Quality Assurance at a web development firm.

LinpDA MACDOUGALL, IMPLEMENTATION DIRECTOR
Linda MacDougall came to S&S in 1997 with over twelve years of previous programming experience

in the manufacturing, banking, and insurance industries. Linda has worked extensively with mainframe
legacy systems and has a diverse programming background. Her comprehensive understanding of
multiple industries, as well as her in-depth knowledge of MicroFocus Run Time and other

programming languages, makes her an invaluable member of our team.

Linda's responsibilities at S&S include converting comprehensive histories and designing and coding
credit and collections and utility billing applications. She continually tailors our credit & collections
module to fit the needs of each customer. Linda spends time onsite to determine how the Utility is

12
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lections practices, works with them to determine what areas could be

currently running its col
lize these policies using UtilitySuite.

improved upon, and then trains all appropriate users on how to uti

GEORGE HAYES, TECHNICAL LEAD
George Hayes came to S&S in 1995 with over six years programming experience from an intern

finance company. His background revolves around mainframe legacy systems and he has an in-depth
understanding of relational database architecture. At S&S, George concentrates his efforts on the C/1
daily processes from online-posting to the running of daily updates. He is responsible for the
development and support of cash receipting, one of the more comprehensive subsystems of our
software. He is also responsible for various components of the Credit and Collections module
including: deposit/credit refunds, account balance transfers, IVR/IWR, and the automated write-off

ational

process.

Along with his extensive technical skills and experience, George brings strong interpersonal skills to
the S&S team. These traits allow him to effectively interact with our customers and to provide a high

level of service and competence.

Douc LEBLANC, SYSTEMS PROGRAMMER
Doug LeBlanc joined S&S as a systems programmer in 1996 after working extensively with

MICROFOCUS RUN TIME in a collegiate financial environment. Doug is responsible for the designing
and coding aspects required for conversion as well as the intensive data scrubbing and mapping that
is also involved in this process. Specifically, he focuses on the conversion of EQMS (Equipment

hydrant/valve/tap, backflow prevention devices (cross

Maintenance Scheduling) and meters,
connections), transformers, regulators, etc. as they relate to the work order and job costing

processes.

His meticulous work and attention to detail make final cutovers much easier for our customers. in

addition, his dependable nature makes him an integral part of our software development team.

RuUsS AUBERTINE, SYSTEMS PROGRAMMER

Russ Aubertine joined S&S in 1998 as a systems programmer. Russ came to S&S with over ten years
of programming experience at IBM writing interactive and batch software applications. Russ’ time
with 1BM provided him with knowledge of mainframes and PCs, Unix shell scripts, and operating

systems.

At S&S, Russ is primarily responsible for the AMR/hand-held meter reading interface programs in
operation at our customer sites. Russ’ programs allow the automatic transfer/download of routes to
hand-held and AMR devices, as well as the automatic transfer/upload of readings into the appropriate
modules to generate bills or additional work orders. Russ has gained a thorough understanding of
many different third-party hand-held software packages, and is familiar with various meter types and
companies. Customers enjoy working with Russ for his quick mind, wit, and ability to explain

processes to all levels.

Systems & Software
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PETER TAMPAS, TECHNICAL LEAD
Peter Tampas joined S&S in 1998 after working for a federal government agency and one of the ‘Big

Three' US automakers. He has almost a decade of experience in business system analysis, design,
and management and he holds an MBA in Finance and Accounting.

At 5&S, Peter manages the enhancements of our billing system, including bill calculation and printing.
He has also managed financial applications and supported customers running Accounts Payable,
Purchase Orders, Equipment Maintenance Scheduling, Fixed Assets, and Inventory. He works closely
with our customers to help ascertain what levels of functionality they are looking for, and then ensures
that our programs deliver the desired outcomes. Peter has an incredible programming mind and the

ability to understand complex systems design.

JERYLANN BUTLER, CUSTOMER SERVICE MANAGER
Jeryl Butler joined S&S as a Systems Programmer in 1998 after working extensively with

MICROFOCUS RUN TIME, primarily in the areas of structured COBOL design and coding. Recently,
Jeryl was promoted to Technical Product Support Manager. She is responsible for managing the
work order side of new and existing customer conversions. She also works on the interface between

Job Costing and Work Orders.

GEETHA GANESAN, SYSTEMS PROGRAMMER
Geetha Ganesan joined S&S in 1999 as a Systems Programmer for our financial applications. Geetha

joined S&S with several years of experience programming financial packages including General
Ledger, Accounts Receivable, Accounts Payable, Fixed Assets, and Inventory. Geetha’s background
also includes knowledge of mainframe/operating systems, COBOL, and RDBMS.

At S&S, Geetha focuses primarily on programming all of the above modules including Payroll. She
works closely with Wayne Darling, Sr. who was the initial developer of these modules.

DiANE ATKINS, SYSTEMS PROGRAMMER
Diane Atkins joined S&S in 2000 as a Systems Programmer. Her 20 plus years of experience include:

the programming of general accounting modules such as accounts receivable, accounts payable,
budgeting, and payroll; the migration of accounting packages from “minicomputer” to Windows GU!
applications; and she has fulfilled the role of Project Lead on many implementations.

Diane’s primary responsibilities revolve around the programming and support of our financial
application modules. Additionally, she assists in implementations and conversions as needed.

TECHNICAL/HARDWARE SUPPORT

WAYNE P. DARLING, SR., SENIOR TECHNICAL MANAGER
Wayne Darling, Sr. has been with S&S since 1976 and has over thirty years of experience supporting

the implementation of information systems. Prior to joining the company, he served as the head of
MIS for the Green Mountain Power Corporation (serving 120,000 customers). He is a senior technical
architect, programmer, analyst, and educator, who specializes in the design and integration of the
financial modules of the UtilitySuite solutions. His unique understanding of the relationship between

CONFIDENTIAL 14
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customer information systems and the financial aspects of a utility organization make him an asset to

the S&S development team.

nd data loading efforts, designs and implements interfaces to third-party

e development effort of new tool sets and cutting-edge development
he dedicates

Wayne leads conversion a

applications, and leads th
technologies. Although Wayne works with many of our integrated software modules,
most of his time to general ledger and payroll. Having implemented over sixty solutions, Wayne has

significant experience in the technical arena (operating systems, hardware platforms, networking,

integrating remote sites, and designing user interfaces).

JOSEPH MURRAY JR., SENIOR TECHNOLOGY SYSTEMS ANALYST
With nearly a decade of database experience, Joey Murray joined S&S in 1998 as a technology

systems analyst. Coming from the GIS industry, Joey has had extensive experience in data

manipulation, including the management of database design and data migration projects.

to assist our clients with the implementation of our relational
database solution. His responsibilities also include providing technical support for our customers in
the areas of ODBC connectivity and client-side reporting applications. His knowledge of all aspects
of computer systems, coupled with his positive attitude and willingness to immerse himself in new

projects, make him a great asset to our system implementations.

At S&S, Joey applies his experience

PAUL WEBB, SENIOR TECHNICAL SYSTEMS ANALYST

- Paul joined the S&S team in 2001, bringing with him fifteen years of programming and systems

analysis experience in a variety of industries including the gas Utility industry. Paul has strong Oracle

d is able to train users of SQL, PL/SQL, and Oracle. At S&S, Paul

and data warehousing experience an
to ensure that data from UtilitySuite is

has taken a lead role on the data warehousing projects
properly and efficiently ported to the Oracle database.

a field in which the learning curve is always steep, making his

Paul is a seasoned veteran in
His calm demeanor and customer-first attitude make him

contributions to the team extremely crucial.

a pleasure to work with.

Lisa MORELLA, DATA ANALYST
Lisa joined S&S in 2000 as a Data Analyst and brings a wealth of experience working with RDMS such

as Oracle. She plays a significant role within our DSS development team due to her proficiency in
many leading-edge reporting tools, including Cognos Impromptu, Cognos PowerPlay, and Microsoft

Visual Basic.

Lisa's responsibilities include support for our customers who utilize Business Intelligence (Bl) tools,

third-party report generators, multi-dimensional reporting, SQL, and data dictionary management.
With her strong knowledge of data access, ability to engage users on multiple levels, and pleasant,
professional demeanor, Lisa provides a welcome perspective, both at $&S and for our customers.

KENT SAUNDERS, TECHNICAL SYSTEMS ANALYST
Kent Saunders joined S&S in 1998 with prior experience
responsibilities at S&S include initial burn-in and testing of a

in various information technology arenas. His
Il servers, installation and support of
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operating systems, and installation of the required hardware at our customer sites. Kent also

performs software and hardware MES upgrades for our customers as necessary.

Kent holds various certifications in NT Server and Windows applications, IBM applications and he is
certified to be an AIX Systems Administrator. He is fully versed in PC desktop and mid-range
systems, and performs a wide range of troubleshooting and performance tuning tasks.

PETE VITTANDS, TECHNICAL SYSTEMS ANALYST
Pete Vittands became a member of the S&S team in 2000. Prior to joining S&S, he spent three years

optimizing network operations, managing an IS team, and training users at a regional computer

learning center.

Pete is certified in multiple Microsoft and IBM applications and works with Kent Saunders on a daily
basis, testing servers, performing software and hardware upgrades at our customer sites, and
supporting NT Server and Windows applications. As a patient and thorough trainer, Pete assists our
customers in navigating the complexities of their hardware needs.

EXecuTivE TEAM

BURT WILLEY, PRESIDENT
Burt Willey joined S&S in 1988 as a Technology Platform and Project Manager for the municipal and

investor-owned Utility marketplace, overseeing sales, technical and operational efforts with respect to
customer engagements and implementations. Through his direct involvement in over 50 customer
implementations and the growth of the customer base in recent years, Burt maintains a keen interest
in working directly with customers on future projects, both business and technical.

Of late, Burt has implemented an organizational structure better suited to supporting the needs of
current and future customers moving forward, and to achieve the necessary internal synergies
required to accommodate the growth of S&S. Burt's primary focus is to strategically align product,
project, support, sales, operational and customer initiatives, and is directly involved in these areas

with a high concern for customer focus and satisfaction.

SUSAN WILLEY, VP OF FINANCE AND ADMINISTRATION

Susan Willey joined S&S in 1988 as a Marketing Manager. She led the company in a sales and
marketing effort to gain new clients in New York and New England. In 1992, after participating in
several of these customer installations, Susan transitioned into a full-time Customer Implementation
and Support role, and became a Customer Account Manager in 1997. In this role, Susan was directly
responsible for managing the day-to-day coverage of our customers, serving as a main point of

contact throughout the conversion and Go-live periods.

In her current position as VP of Finance, Susan not only oversees the day to day financial challenges,
but she is also responsible for maintaining our long-term financial stability. In addition, she also

oversees all of our administrative departments.
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JEFF BLANCHARD, VP OF OPERATIONS

Jeff Blanchard recently joined S&S' leadership team w
software industry. In his last position, he was responsible for an organization consi
employees. In addition, throughout his career, he has held roles in many different departments,

including: product development, customer support, implementation and support, and sales and

ith almost twenty years of experience in the
sting of over 1000

marketing.

Jeff is responsible for overseeing and ensuring success in the areas of Sales & Marketing,
implementation & Support, and Software Development. One of his main objectives is to enhance our
customers’ long-term relationships with S&S and help scale for growth. His innate leadership
characteristics in conjunction with his vast market experience make him an invaluable resource to both

S&S and our customers.

DaAvVID DECKER, VP OF SALES AND MARKETING
Dave Decker joined the S&S team in 1994 as the Director of Sales and Marketing after having spent

over twenty years in various positions in the software and technology industry at IBM and at Dun &
Bradstreet Software. As a Sales Executive, Dave also manages the activities of the sales and sales
support team in all aspects of developing new customer relationships, demonstrating the UtilitySuite
product line, developing proposals in response to RFPs, and planning for successful installations.

Dave’s responsibilities at S&S also include managing the marketing organization in developing
strategies to grow our business in the Utility industry marketplace. This department is responsible for
producing marketing materials, executing advertising campaigns, and participating in association-
related trade shows and conferences. Additionally, the marketing group publishes the company
newsletter and customer profiles, develops and supports our website, and organizes and executes

the Executive and User Forums.

ROB LACLAIR, KEY ACCOUNT MANAGER

Rob LaClair joined S&S in 1999 as a Key Account Manager, bringing with hi
business and project management experience. Rob's main focus at S&S is on building and
ships with the Executives at our existing customer accounts. He does this by
s our internal support staff to ensure

m over 15 years of

maintaining relation
staying in touch with both his customer contacts as well a
enhancement requests and “open orders” are addressed in a timely fashion.

dling the hardware configurations for new systems when required and

lan for their short- and long-term needs. He is the key contact for
Rob has extensive

Rob is also responsible for han

he works with our customers to p
software upgrades and system customizations to existing customers’ systems.

experience in project management, customer advocacy, and plan fulfillment.
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BiLt HANLON, SENIOR UTILITY SOLUTIONS CONSULTANT
Bill Hanlon joined S&S in 1996. He has held various positions during his career at S&S including Sr.

Implementations Project Manager, Implementations Consultant, and Director of Implementations and
Support. He recently transitioned into a Senior Utility Solutions Consultant role in which his focus
revolves around analysis, product demonstrations, and systems design.

Bill is an instrumental member of our fit analysis & requirements matching sessions. Along with his
vast business and Utility-specific experience, Bill brings a great personality and enthusiasm to our
projects. He quickly develops strong relationships with customer personnel, which contributes

significantly to each project.

SEAN DUNPHY, UTILITY SOLUTIONS CONSULTANT
Joining the team in 2001, Sean is responsible for new sales development at S&S. He brings 14 years

of sales experience selling within the Utility industry. Sean has a Bachelors degree from Middlebury
College and an MBA from Lehigh University.
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Customer Intormation System

lll. Score OF SERVICES / U

Systems and Software considers the followin

scope of the CIS for go-live:

NDERSTANDING OF THE PROJECT

g services, programs and/or products as being within the

l@gr;st Accruing 'Doi_ﬁo_sits

Qur Credit & Collections module supports accounting for deposits and
Deposits can be collected or transferred, and

according to the City's business rules, returned after a defined period

accruing interest.

of good payment history,

& Mlnttor::ce dfi:r ::::1 ;'_‘t-s S&5 has implemented our UtilitySuite CIS solution with IVR integration
a A
w eter. e g .| at most of our customer sites. We can handle all of your requirements
where applicable, billing - ) . .
Ly e as well as many more options for future consideration.
adjustments)
R Our Installment Arrangements module handles the payment of

,.ur
e

P ;ment Arrangements

delinquent charges according to the City’s business rules. A CSR can
easily establish this while on the phone or over the counter with the
customer. The system then tracks these installment payments
separately from current payments automatically giving the status of
each with a simple account inquiry. Additionally, our CiS offering
provides a simple “promise to pay” routine that allows a CSR to delay a
shutoff for a given number of days. If the payment is not received by
the agreed upon date, the system automatically reverts the account
status back as it was prior and issues the shut-off order. Both of these
conditions integrate with Credit & Collections and can update the

customer credit rating.

Overduo Bill Notifications
& Collections

Our UtilitySuite integrated Billing and Credit & Collections modules
handle late notices according to your business rules. The process can
flow from late notice with penalty charges, shut-off, property lien, to
credit agency and write-off. Additionally, a credit rating can be
rmaintained, based again on your policies, with points assessed for late
notices, shut-offs, bad checks, etc. Credit ratings can tie into deposits,
prompting the credit department to collect a higher amount to cover
the increased risk, or return deposits for customers with a track record

of good payment.

Work Flow Management
with Scheduling

Enquesta Utilitysuite provides automated, integrated work flow
management options from customer service to field service and meter
management. This ensures timely fulfillment of customer expectations
while keeping all personnel informed with up to the minute status of
scheduled and unscheduled work and events.

Systems & Software
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itron Meter Reading -
Systems b

included in our CIS software and implementation services will be the
integration of your current and future meter reading technologies. We
work with all major meter reading system suppliers including the ltron

MVRS.

GIS/SCADA Interfaces

Many of our customers have requested S&S to provide interfaces
between their GIS system and our UtilitySuite CIS applications. Based
upon our current understanding of your requirements, we anticipate
that this would be a straightforward customization that we would
support going forward under our Annual Software Maintenance &
Support Contract. We would like to have further discussions to
completely scope this interface and any GIS integration beyond our

brief analysis here.

Registers

AR SR

The UtilitySuite Cash Receipting module provides integrated point of
sale cash station support. Cash tellers will have the ability to take all
forms of payment and have complete access to the customer’s account
to apply partial payments, project a future bill, duplicate a current bill,
produce a status bill reflecting payments or adjustments, etc. Based on
your policies and business rules, they can provide a "one stop
shopping” environment for your walk in business.

Tt _ B E e

i

[

ckflow Management ..

We are recommending the implementation of our integrated Backflow
Management system to meet all of the requirements of notification and
tracking of these devices. Our comprehensive solution witl improve the
management and workflow of this focus area.

Data Clna_nhsing

il

As part of our Data Mapping and Conversion services, we will work with
the appropriate resources at the City to ensure the data is “scrubbed”
as it enters the UtilitySuite database. This includes Customer, Meter,
Street Addresses, etc. Once entered into our CIS system, data integrity
is maintained on a going forward basis.

Cost effective, user
defined, flexible solution
providing ease of access
to information

enQuesta Utilitysuite provides enterprise wide, real time access to

information using either point and click functionality or keyboard "hot
key” navigation. Configuration tables ensure that the system will grow

as your business rules and needs change.

Billing Multiple Services

enQuesta Utilitysuite is designed to fully accommodate utilities that bill
for multiple services. Our user configured rate and rate history tables
are extremely robust providing maximum flexibility in rate design.
enQuesta provides for consumption based (metered billing), flat rate,
average quarter consumption, escalating or declining blocking,

proration and unbundling to name only a few of the various options.

Bill Print Formats

enQuesta offers the utility flexibility in bill presentation with a host of
user defined messaging options. This will ensure ease of interpretation
by customers resulting in less call center activity for the utility.

Systems & Software
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enQuesta Utilitysuite incorporates integrated meter management

options allowing the utility to automatically schedule “change out”
programs, AMR battery replacements, automatic receiving of new
shipments and automated tracking of physical location in real time.
Compound meters, master meters, and multiple meters at one location

are part of our packaged proposal,

Meter Inventory
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The City of Redlands Customer Information System

IV. SOFTWARE PERFORMANCE AND MAJOR FEATURES

ﬁw&% UtilitySuite 7.7, Release Date: October 2001

“r Java Server Pages {JSP), Dynamic HTML, Java,

i J Oracle, Microfocus Cobol, XML/XSLT

2f47] enQuesta v.1.01s an updated version of our
UtilitySuite product with browser/ thin-client GUI.

| it will be implemented at a client site by the end of
2002,

#el Our standard procedure is to put source code into

s ﬁ. an escrow account for the City of Redlands

| protection.
&} Cognos Impromptu Enterprise Reporting System
goliadis{ Ad hoc query and reporting tool, provides a vehicle
4 for client-server and Internet portai report

4] distribution and analysis.

#4211 There are no limitations for simultaneously
1 performing system batch processing and on-line

functions.

RS UtilitySuite has the ability to interface with almost
‘. any third-party software, however, this request will
7| require further scoping to ensure we meet your

| exact specifications.

i 4
! bbb ¥ Bl v
P e
: ; : “?.H.'. . '?‘:(‘.i’!{);ll HiA _.;\‘ ¥
addresttheseineads? "l T
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Systems & Software strongly recommends enQuesta UtilitySuite to meet the immediate objectives and
future growth needs of the City. S&S’ UtilitySuite family of products represents a solid foundation of
proven software solutions specifically designed for municipal utilities. For three decades, we have
developed and supported our MUPS System (Municipal & Utility Package Software), MUPS GC (Graphical
Client), and most recently, our enQuesta browser-based software product.

Primary to the UtilitySuite family of offerings is the
outstanding functionality of our totally integrated
modular solution. Made up of over 40 pluggable
components, our highly configurable software can be
customized to meet the demanding requirements of
water and wastewater utilities facing the challenges of
improving customer services and overall operational
efficiencies.  Any customization of our application
packages is implemented through set-up  and
configuration tables and is supported under our Annual
Software Maintenance & Support Contract. This
approach gives our customers maximum flexibility and functionality, while affording us the ability to

support and enhance one set of uniform software code.

‘T tnquesta - Miccosclt Intercet Euplneer

enQuesta UtilitySuite brings the latest in technological advances in information systems design to our
established and customer-proven solutions. Based on n-tier architecture, XML standards connect our
“thin client” browser user interface with the core logic/ business rules of our highly functional solution and
with an Oracle 8i/ 9i back-end data store. Utilizing these open standards, we have the flexibility of
supporting multiple operating systems, hardware platforms, relational databases, and a host of evolving
mobile user devices and interfaces. All of our integrated enQuesta application modules are presented to

the user in a full Windows graphical “thin” client. All interactive CIS applications are within a browser and

performance response is in a real time environment. This allows consistent and uniform screen

presentations to users on any device through a MS Explorer Version 5.5 (or higher) browser via a personal
portal. In addition to the benefits of enhanced presentation of information, the browser-based Ul allows
flexible connectivity to network Intranet and Internet applications. This environment has proven to
provide the most cost-effective solution to user and enterprise application software acquisition, upgrade,

and maintenance.

Our UtilitySuite family of software offerings has been designed as an integrated suite rather than
interfaced software packages. enQuesta provides maximum efficiencies by eliminating redundant steps
and interdepartmental processes as the same data is manipulated by various functions. Additionally,
information throughout the system is available immediately across the enterprise allowing users insight
into the most current status of events. This might be a cash payment received over the counter, detail of
a new site, or the status of a customer service order for field service, meter maintenance, or hydrant,
valve, tap and cross connection status. The bottom line is increased operational efficiency, reduced
overhead, and improved levels of service to both internal and external customers.
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Our Billing module will support the various services and

rate structures as they exist today and have the flexibility to I e e P
. . p— L ey o aoatem MV
accommodate additional services and changes as they P R TR B '

a o Lo i gl

come along. We provide for complex rate structures within

gy (e

ETRETT T ST

our billing engine and can produce individual and summary
bills with all services together. The format of the bill is
totally up to our customer and can include historical

consumption data represented graphically.

Customer Information System
At the heart of our trademark integratio
customers, premises, infrastructure, and activities. Throug

and deliver exceptional, proactive customer service efficiently and cost-
d inquiry information, and allows you to easily create and schedule

n, CIS guides you to current and “history” information about
h our CIS, you can offer “single-call support”
effectively. Our customer service

solution saves all call, complaint, an
customer service orders on the spot.

The billing module automates all processes related to customer billing for water and wastewater services.
A single dynamic environment integrates meter reading, editing, bill computation and printing, and timely
transaction processing. It easily accommodates rate modifications, custom messages on bills, and
consumption comparisons. As the City continues it's growth path, UtilitySuite’s industry leading rate file
structure can easily incorporate new and existing rates that are required as part of your expansion
agreements. Our billing module is compatible with all AMR and hand-held meter reading technology,
incorporates OCR or bar code, interfaces with CASS certification software, and allows for installment

arrangements and flexible payment plans for your customers.

UtilitySuite handles inbound transactions as effortlessly
as outbound. Through Cash Receipting, payments over

the counter, via lockbox, remittance processor, ACH,
and/or via the telephone or web with our Advanced
Customer Care PhoneTouch and WebTouch options,

the City will be able to take advantage of numerous
revenue collection methods. Comprehensive A/R
information allows complete online inquiry into bills,

payments, and history. Credit & Collections maintains .......n by et
comprehensive details of customer credit and payment, j"'f'-"'"’- e ————
establishes individual credit ratings based on payment “—— - '.:.:

| Watem e Tastas Eats

performance, manages deposits and deposit risk e

increases, and expedites data to collection agencies or

for lien processing.
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PROPOSED UTILITYSUITE MODULES:

* enQuesta UtilitySuite Customer Services system (CIS) Solution
*  Customer Service & Call Tracking

* Water, Sewer. Solid Waste and Recycling and Billing:
Comprehensive Rates & Billing Engine
Budget Billing

Instaliment Arrangements

AMR / Hand Held Meter Reading Interface
CASS Interface

OCR / Bar Code Interface

VVYVYVYVYVY

*  User Note Pad

= Cash Receipting Includes:
> Cash Teller Stations

> Mail Processing
> Remittance Processing and/or Lock Box Integration
= Accounts Receivable
=  ACH Funds Transfer
=  Miscellaneous Accounts Receivable
= Credit & Collections History Tracking
* Cross Connections / Backflow Management
* Flow Managementu
= Automated Work Orders includes:
»> Customer Service Orders

> Meter Orders

> Scheduling

> History Tracking
= Meter Management
= FMS Skeletal G/L Interface
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Our 30 years of CIS experience, has enabled us to provide the utility industry with the most integrated
software available, the result, higher productivity, and higher customer satisfaction for your customers.
This credit and collections process flow diagram is illustrative of the integration found in our CIS solution.

A. UTILITYSUITE SUMMARIES

CIS & UTILITY BILLING

provides all users easy access to current and history information
regarding customers, premises, and devices such as meters, transformers, valves, hydrants, or cross
connections. It has been designed to facilitate *single call support” allowing Customer Service to
minimize time and costs while providing exceptional service to customers. Going beyond traditional CIS
systems, our Central Information System provides the foundation for all Customer Service and Work

Customer Information System (CIS) -

Management modules.

- complements the automated Customer Work Order system by
maintaining information regarding calls, complaints, or inquiries made by customers. [t has a built-in
emergency notification system in cases where excessive problem calls are received. The system has a
direct interface with word processing, providing complete letter file maintenance on all correspondence.
As well, the UtilitySutie System Customer Service & Call Tracking module is accessible from all of the
utility inquiry screens for quick, instant, and scheduled work orders.

Customer Service & Call Tracking

Billing - automate the processes necessary to bill water, sewer, storm, and/or refuse customers. The

system supports a deregulated environment and encompasses meter readings, customer inquiries,
n and printing of bills, and updating of master records. The user can modify meter rates

computatio
Il printing features can include customized messages,

based on usage or by applicable rate structure. Bi

27
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consumption comparisons, and selections by zip code and/or carrier code, OCR/bar coding, duplicate
and quick bill capabilities as well as delinquent account notices. Our billing module is fully integrated with

the UtilitySuite System Cash Receipting application.

The following components are included as required with the Utility Billing modules:

>

Hand-Held/AMR Meter Reading Interface -allows the automatic transfer/download of routes to
hand-held and AMR devices (i.e. Radix, Itron, Sensus, etc.) as well as the automatic transfer of
readings into the appropriate UtilitySuite System modules. It accommodates Radio Frequency
(RF) and telephone reads, and has the ability to generate work orders from information entered

into the hand-held or AMR device.

No Access - tracks the meter reader’s inaccessibility to a customer's meter. The system has a
direct interface to word processing, which automatically creates letters notifying customers that

access to their meter is required.

OCR/Bar Code Interface - enables account numbers and billing amounts to be scanned for
automatic updating of information into the cash receipting system. OCR/Bar Coding is an
efficient and effective means of posting information to the database. It also offers zip+4 postnet
printing on bills, Accounts Payable checks, Payroll checks, and Accounts Receivable invoices and
statements, which can yield substantial postage savings. The enQuesta System OCR/Bar Coding
component is completely integrated with the enQuesta System Inventory module, allowing labels

to be scanned for ease of physical counts.

Installment Arrangements - allows users to easily set up an installment plan for past due balances
according to the utility business rules while keeping their present bills paid and up to date.

Budget Billing - allows users to set up customers with the option of dividing their utility bills into
a selected number of equalized budget payments over the course of a year. The system
anticipates yearly billings, splits the sum into equal installments, and then tracks payments by

month.

Systems & Software
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A/R Automatic Invoicing - produces an invoice based on miscellaneous charges (i.e. the

replacement of a fire hydrant due to a car accident) incurred by individuals whether they are a customer
or not. When a special request work order is completed, a bill is generated and forwarded to the
customer. This information is automatically posted to the customer’s account and becomes part of their
receivable balance. This module integrates with the enQuesta System Cash Receipting application.

Miscellaneous

Cash Receipting - provides the ability to post payments to customers’ accounts. The module allows
online account inquiry and the ability to post to different funds within the same transaction. The
enQuesta System Cash Receipting module can be fully integrated with a receipt printer, cash drawer,
scanning input device, and the enQuesta System OCR/Bar Coding module. Additionally, the system

supports mail, IVR, web, lock box and remittance processing.

Credit & Collections History Tracking - maintains comprehensive detail on customer credit, aged

balances, installment agreements, dispute billings, delinquent status, and supports collection agencies. it
stem custom to each utility. Also included are: a

establishes individual credit ratings based on a point sy
detailed bankruptcy file, a flexible collection process, and the ability to refund full or partial deposits
based on customer payment history, generate a deposit risk increase for customers with a poor credit

rating, bill for multiple deposits, and generate promise-to-pay agreements. The system has a direct
interface with word processing providing complete letter file maintenance on all correspondence.
e for your bank, debits your cash account, and credits your customers’

ACH Funds Transfer - creates a fil
accounts through the Federal Reserve System.

User Note Pad - allows free form unstructured recording of any information throughout the system.
Date, time, and user ID are captured automatically, providing additional reference information. These

free form notes are accessible from all enQuesta System modules.

ADVANCED CUSTOMER CARE

Advanced Customer Care extends the boundaries of customer relationship management (CRM) and
maximizes the proven functionality of UtilitySuite. With PhoneTouch, the S&S Interactive Voice Response
(IVR) solution, customers can access their account information, such as current balance and last payment
date, via their telephone touch pad. They can also view and pay their bills online through WebTouch, a
powerful interactive web interface. Both of these products offer fax-on-demand of specific documents

and are available to customers 24/7. Document Imaging allows you to store, retrieve, and view customer

correspondence, contracts, prior bills, and other important documents while interacting with the

customer.

» WebTouch: adds value to your customer relationships by
giving them 24/7 access to their account information via the
web. The following are custom features of WebTouch:
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>

PhoneTouch Interactive Voice Response (IVR): our
solution for interactive voice response (IVR), enhances
your interactions with customers by giving them 24/7
access to their account information via telephone. S&S
custom fits a software solution to reflect your specific

needs:

>

Account Balance/Payment Inquiry allows customers secure web access to specific account
information by entering their account number and personal password. They can then see their
account balance, details of services billed, and past history of consumption and payments.
Customers can also establish a new account, sign up for automatic bank drafting, and fill out

forms that would normally require a visit to your offices.

Internet Bill Presentment and Payment moves your utility quickly and easily from the world of
informational websites to the world of E-Commerce. It allows you to notify customers directly via
e-mail when bills have been posted, at which point they can review them online, research
payment/consumption history, and make direct payments via bank draft or credit card. In
addition, e-billing costs less than half that of paper billing, is environmentally sound, and

differentiates your utility from your competitors.

Payment Processing serves as a network-wide payment center in handling secure credit card and
bank drafting transactions. It will take customer account information, verify credit, process the
transaction, send a confirmation, and deposit the funds to your account.

E-Commerce facilitates electronic delivery of messages, newsletters, and other information to
customers. Instead of sending costly and time-consuming mail inserts, hypertext links direct
customers to information including product promotions, conservation programs, and regulatory

initiatives.

Account Balance/Payment Inquiry allows customers to access their account by entering their
account number on the phone keypad or via voice recognition. Depending on the information you
want to provide for your customers, they are able to access their account balance, due date,
recent payments received, service termination date, etc. Additionally, customers can request
payment extensions or sign up for automatic bank drafting as though they were speaking live with

a CSR.

Payment Processing serves as a network-wide payment center in handling both credit card and
bank drafting payments. It will retrieve customer account information, verify credit, process the
transaction, and deposit the funds to your account. Customers can check balances due and make

payments directly through a telephone.

Systems & Software

CONFIDENTIAL 30

October 4, 2002




The City of Redlands

DocuTouch Document Imaging: Document imaging
technology enhances your interactions with customers
by giving your CSRs the ability to quickly access key
correspondence, contracts, and other customer-related
documents. We customize our DocuTouch solutions to

s the incoming call and customer account screen simultaneously to the
he purpose of the call. This feature
erience with your

Screen Popping deliver
CSR, eliminating the need to ask for customer information or t

saves approximately 25 seconds per call, while enhancing the customer’s exp

utility.
Multi-Language Support gives the City the ability to respond to specific customer ethnic
requirements within the service area.

Voice Recognition eliminates the need to use a telephone keypad to enter required account

information.

Problem/Outage Reporting provides a 24/7 reporting center in which customers enter their
account number and specify the type of problem they are experiencing. The information is then

transmitted to an existing outage reporting system.

System Outdialing allows you to select a subset of telephone numbers to be automatically
h as scheduled outages or maintenance. It can

dialed. It delivers time-sensitive information suc
also be used to market new products and services, or to conduct customer satisfaction surveys.
Coupled with the screen-popping feature, outdialing can facilitate collection calls with delinquent

account information displayed for the collection agent when the customer answers the phone.

rs with the same ease as sending

Fax-on-Demand enables you to fax information to your custome
ed to input their fax

a document to print. Upon selection of documents, customers are prompt
number and this feature immediately faxes the document to the caller.

incorporate:

» Document Storage allows you to capture
electronic images of documents through
scanning, facsimile, e-mail, or direct output
from the UtilitySuite applications. Direct output stores a single template Computer Qutput to
Laser Disk (COLD) for each document type, such as a utility bill or delinquency notice. Data for
each individual document is compressed to conserve disk space. When the document is retrieved,
the template is merged with the appropriate data to recreate the original image. During
implementation, we catalog and key these stored images to specific customer accounts.

5 Document Retrieval facilitates viewing or printing of stored documents, or sending them via fax
or e-mail to a designated recipient. While talking to a customer, documents can be accessed and
displayed alongside account information on the account inquiry screen.
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In addition to customer care, document imaging supports UtilitySuite Work Management, Asset Control,
and FMS components as well. Confidential information is secured based on management needs and is

accessed through user ID authorization.

GeoTouch GIS Interface - allows the transfer/download of
data elements from the enQuesta database to popular
Geographic Information Systems such as ESRI‘s Arcinfo.
Dynamic information from the Customer Service, Work
Management, Asset Management, and Finance &
Accounting modules is made available to the spatial data
of the GIS system. An example of what we can do is the
interface of CIS and GIS to tie the City activities to the
customers that will be affected, for example a hydrant

flushing notification campaign.

WORK MANAGEMENT
One of the most daunting tasks for any utility is efficiently managing work orders to facilitate new

services, maintain existing equipment, and build new infrastructure. UtilitySuite’s Work Management
modules allow you to handle all of these challenges by integrating the field with the call center and the
back office. As you create, schedule, and perform work orders, the system updates and tracks them.
Equipment Maintenance Scheduling allows you to manage preventative maintenance for facilities,
equipment, and plant assets. In concert with Work Order Costing, this helps managers track costs and

make informed decisions.

UtilitySuite’s powerful Job Costing/Project Management tool allows you to create a comprehensive job
database of phase details, labor, material, equipment, subcontractors, and overhead costs and manage
your work-in-progress (WIP). Its tight integration with FMS facilitates automatic posting of WIP at the end
of each month. A/R Time & Material Billing automatically invoices for labor, equipment, materials, and

subcontractors.
»  Work Order Costing
» Equipment Maintenance Scheduling
> Job Costing/Project Management
»>  A/R Time & Material Billing

Work Management Modules Summary:

> Automated Work Orders/Meter Orders/Customer Service - Orders/Scheduling/History
Tracking-allows users to provide assistance to their customers with regard to new services,
disconnects, meter-related services, transformers, valves, taps, hydrants, cross connections, and
other types of work orders. The system automatically creates, schedules, and tracks work orders
for new accounts, discontinues service to present customers, and updates information for
customers who are moving. There are also a myriad of “New Sites” Work Order types which
allow for the creation of single and/or multiple service premise addresses, customer accounts, and
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These are created across multiple enQuesta System
) This module also has a direct

generation and in producing

property device items (meters, etc.).
applications (i.e. Electric, Gas, Water, Sewer, Storm, Refuse, etc.

interface with word processing providing flexibility in work order

customer correspondence.

» Job Costing/Project Management - serves as a management tool to track work in progress using
actual compared to budgeted (estimated) costs. It works in conjunction with the enQuesta
System General Ledger, Accounts Payable, Purchase Orders, Accounts Receivable, Equipment
Maintenance & Scheduling, Inventory, Equipment Costing, Fixed Assets, CPRs, and Payroll
applications. This module creates a comprehensive job database inclusive of phase details, labor,
material, equipment, subcontractors, and overhead costs. The Phase Inquiry allows for "drill
down* into Job Cost detail by job, division, and phase. This module is generally used for costing,
management of capital projects, and work not specifically related to a customer premise.

» A/R Time & Material Billing - works in conjunction with the Job Costing system to automatically
invoice the cost of labor, equipment, materials, and subcontractors to a customer. Information is
automatically transferred and updated to the enQuesta System General Ledger and Accounts
Receivable modules. The A/R Time & Material Billing module also integrates with the enQuesta

System Cash Receipting application.

» Equipment Costing - tracks the revenue and costs associated with specific equipment for

It provides the capability to track labor and equipment costs through the enQuesta

analysis.
Questa System Accounts Payable

System Payroll module and material costs through the en
module. Equipment costs can be posted to a job based on established rates.

- tracks the maintenance cost associated with labor,

» Equipment Maintenance & Scheduling
es the scheduling of

material, and equipment to a piece of equipment. Additionally, it provid
necessary registration and maintenance of equipment.

ASSET CONTROL
To manage your assets responsibly,

innovative configuration, UtilitySuite enables you to streamline
mer Information System, tracks meters, ERTs, and other

receipts and issues, returns, and

you need an exceptional and intuitive software solution. Through its
tasks and responsibilities. Meter

Management, a major component of the Custo

relevant information. Inventory controls purchase order details,

interdivisional transfers, and manages value and quantity on-hand. Financial and physical management of

capital assets is accomplished through our Fixed Assets module.

Meter Management

Inventory

Fixed Assets

Continuing Property Records
Water

Backflow Management
Hydrant/Valve/Tap Management

YV ¥V V VY VYV
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Asset Management Modules Summary:

>

Inventory - maintains a comprehensive database that details the quantity on hand based on
product and location. The Inventory module tracks discounts, back orders, purchase orders,
commissions by product, and inter-division transfers. It ties to the enQuesta System General
Ledger, Accounts Payable, Purchase Orders, Job Costing, Equipment Costing, Accounts
Receivable, and OCR/Bar Coding modules. Inventory can also run stand-alone.

Fixed Assets & Facilities Management - tracks all capital expenses related to fixed assets and
facilities. It allows the user to retire the cost of capital over a set period of time based on a

depreciation formula.

Meter Management - tracks meters, ERTs, and other meter-related assets throughout the system

Meter description, status, and history data are captured and
The Meter

History

from purchase to disposal.
maintained with detail regarding installs, removes, test results, repairs, etc.

Management module is a major component of the Central Information System.
information including installation dates and locations, meter and sequence numbers, rate and
class codes, and repair and testing information, is stored within the application.

Blocking Study - is used in conjunction with Load Curve/Consumption Analysis to determine
appropriate rate changes within the company. The system analyzes CF, CCF, and gallons in a

straight blocking format.

Load Curve/Consumption Analysis - allows the customer to analyze consumption demands

throughout the system and run “what if” scenarios. Based on these scenarios, changes in rate

structures and distribution system requirements are supported.

Water Hydrant/Valve/Tap Management - tracks water hydrants and valves throughout the
system from purchase to disposal. History information is stored regarding data such as primary
and secondary pressure, serial number, pipe size, date installed, line number, source feeder, valve

opening size and description, and fire hydrant class.

Continuing Property Records Water - maintains a comprehensive inventory of all components
through every stopping point of each CPR. Information is stored regarding lines, valves,
locations, mapping coordinates, size and kind of pipe, fittings, cross connections, and hydrants.

Various reports on the components are also included.

Backflow Management - provides a method of controlling backflow device monitoring to prevent
the contamination of the water supply. The module integrates with word processing and
automatically generates letters based on an anniversary calculation and user-defined inspection

periods.
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B. Data Model / Entity Diagram

High-Level Data Model and Entity Relationship Diagram
The following diagram illustrates the core elements of our system: Person, Premise and Thing. These

three elements contain demographic, geographic and financial information that is essential to making up

an the City customer account.

Mailing info Cis

Resporshble
Party |

Misc Charges Master :Taxah le

Impact Fees ACH
GL File AR

BilingRues |
bl

cust Iem | r Item
ustomer Meter

File Flat Rate Recurring
Charges

Device | Meters
Flle Devices

As part of our response to your RFP, we have also included an Entity Relationship Diagram (ERD) for your
| we will be more than happy to share the entire

review. Due to the sensitive nature of this material,
architecture and associated ERDs with you, but would ask that we enter into a mutual Non-Disclosure

Agreement prior to reviewing this material
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V. PROPOSED APPLICATION AND DATABASE SOFTWARE, COMPUTING ENVIRONMENT AND

CONNECTIVITY
The vendor must present, in detail, features and capabil
addition, the following items must be included:

ities of the proposed application software. In

Hardware Environment: Describe the ideal hardware environment required to utilize the proposed
software. In the event there is more than one suitable hardware platform, list all options indicating the

relative strengths and drawbacks (if any) of each.

Describe the ideal network environment required to utilize the proposed

Network Environment:
e network configuration, list all options indicating the

software. In the event there is more than one suitabl
relative strengths and drawbacks (if any) of each.

Operating Systems: Identify the ideal operating system required by the proposed applications software

and database management system in the hardware environment recommended above. In the event there
is more than on e suitable operating system, list all options indicating the relative strengths and

drawbacks (if any) of each.
Database software: The vendor shall identify the ideal database platform for the proposed software. In

the event there is more than one suitable database platform, list all options indicating the relative streghts

and drawbacks (if any) of each.

Connectivity: The vendor must specify any hardware, software, or services required to connect the server

to the City’s network.

UtilitySuite is scalable in both hardware and software. In addition to being the most functional, integrated
CIS solution available to water utilities, UtilitySuite applications run efficiently on some of the World's
leading database platforms and hardware environments. While forecasting the future is difficult, by
partnering with leading edge companies offering open technology we help the City protect it's CIS

investment.

We recommend three different environments for the City:
* Testing and Development
*  Training
*  Production

Our n-tier implementation is supported in a multi-server environment with the ability to scale horizontally

across many servers, as well as vertically within a single server. The proposed hardware configuration

would include two servers: one as an application/ web server and another as the database server:

Web/ Application Server: Allows a client machine (workstation) to offload performance-sensitive
transactions as well as run the UtilitySuite Internet client.
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.« Database Server: Primary data storage and processing. As specified by the City the database will

be Oracle 9i.

r operating system. The proposed platforms are
hnology and allow for multiple upgrade paths
erver and the IBM RS/6000 servers. Either
ble the City to maintain superb system

S&S strongly recommends the installation of a Unix serve

market leaders, offer non-proprietary open system tec
within a growing family of products are the Sun Fire V8880 s

system provides a proven hardware platform that will ena

performance and reliability.

nt - UtilitySuite is designed to exploit the open systems
OSIX industry standards, providing powerful transaction
processing, intuitive user access, and extraordinary price performance. Having multiple vendors compete
in this arena with technology platforms, development tools, connectivity and communications options,
relational database products, SQL query tools, end-user productivity aids, etc., has resulted in affordable
and flexible system options. The flexibility of this Unix operating environment facilitates simple
integration with a LAN/WAN network environment and cost-effective expansion of the system as
requirements grow. Open systems also afford maximum flexibility to take advantage of new technology.
By choosing an open systems platform, S&S is able to easily incorporate technologies such as GUL,

browser, XML, Java, and Oracle tools into our offerings.

“Open Systems” Unix Operating Environme
Unix operating environment of COSE/IEEE P

PROPOSED HARDWARE CONFIGURATION AND PERIPHERAL PRODUCTS

DATABASE SERVER

Server Role _ Production database server,
Supported . Hardware | IBM

Platforms .. -~

Recommended ' - O/S | AIXv 5.1

Platform(s) )

Recpmmendad Model | I1BM RS/6000 Model 6H1
numbers

5&S will evaluate the data requirements and configure the database over
multiple disk drives to ensure optimal performance.
IBM 7133-D40 SSA (total storage 946.4 GB) and 3581-L17 LTO Ultrium tape

drive.

Data Storage

$&S recommends 8 GB of memory at a minimum.

Processor and Speed © | 2 Way RS 64 IV 600 MHz processor
' The database server must have enough processor power, memory, and disk
space to support actual data storage and processing.
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SERVER DATABASE SERVER

Number of Processors | Two processors are recommended.

SERVER WEB/ APPLICATION SERVER

Server Role : Web/ Application server.

Supported Hardware | Sun and IBM

Platforms '
Recommended ' O/S | Option (a): Sun Uitra SPARC—Solaris 9
Platform(s} : Option (b): AIXv 5.1

Recommended Modal | Option (a): Sun Fire VB80 Server
numbers ...". . | Option (b): 1BM RS/6000 Model 6C1

S&S5 will evaluate the data requirements and configure the database over
multiple disk drives to ensure optimal performance.

Option (a): Sun StorEdge T3BWG and Sun L9 LTO tape drive.

Option (b): 1BM 7133-D40 SSA and 3581-L17 LTO Ultrium tape drive.

Hard Drive Free Space

RAM - Lt S&S recommends 4 GB of memory at a minimum.

Processor and Speed Option (a): 200 MHz Ultra SPARC lil processors
' Option (b): 2 Way 450 MHz Power3-i! processor
Additional processor power is always advisable for performance reasons.

Number of Processors | Two processors are recommended.

IBM disk technologies are fault-tolerant, hot pluggable, RAID mirrored storage for protection of your
data. At 10K rpm, either system will provide the best overall performance and reliability at the lowest
cost. IBM models allow for growth well into the multiple Terabyte range. Through a careful analysis of
your data requirements, and proper hardware sizing will allow S&S to meet your requirement that disk

space not exceed 60 percent utilization.

The system is backed up on Linear Tape-Open (LTO) Autoloader Tape Subsystems in an unattended
mode with a compressed data storage capacity of 1,400GB each.

Each of these major hardware server components is mounted in a single industry-standard system rack
enclosure with redundant power and cooling control, and easy rack drawer mounts.

To ensure a high level of system availability, we would recommend the implementation of redundant
clustered servers (“cluster fail-over” environment) for both the web/ application and database support.

This will be discussed further in our analysis prior to final configuration and pricing.

From a bill print standpoint, we will provide custom bill formatting/ imaging (please see attachments for

bill print examples).
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All major hardware components are first delivered to S&S for initial installation, assembly, and burn-in
testing. The operating system and third-party software packages are integrated into a system specific to
each customer. The base UtilitySuite applications are loaded and tested on the server. Initial security, as
well as backup and recovery measures, is implemented in preparation for delivery to the customer. The
server is repackaged and shipped to your site where it is installed, tested, and accepted by the

appropriate City personnel for initial use in preparing for data conversion.

The pricing summary includes training by S&S personnel for the appropriate City personnel on the

hardware configuration, general system operations, backup and recovery, and security.

enQuesta
PROPOSED SOFTWARE i UtilitySuite

Sof@qge’_fr_ogtjn_f:t_. T, | enQuesta UtilitySuite

2 S
Premier CIS solution for the City. In addition to the modules which are
detailed in Section IV. Software Performance & Major Functions, a wide
variety of Production Reports are included. A partial list of reports is
included in Section XV. Appendix.

Version Number ¢ T

Reason for Prqducl:_t'.'

Third Party Software

AIX
AIX v5.1
Operating system software.

TUN NET Plus NFS/ FTP

| V10

Licensing to run the PC client software for LAN/ WAN personal computers
requiring DOS drive mount to server for applications such as banking/ ACH
interfaces, hand-held meter reading, telephone meter reading, etc.

BEA Weblogic Server

6.1

Designed specifically for enterprise and e-business applications, launching
Enterprise JavaBeans (EJB) as web services with no additional programming. It
also offers new standards-based application integration capabilities , as well as
support for the Java 2 Platform, Enterprise Edition (J2EE) 1.3.
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Third Party Software

Software Product | Hummingbird Exceed X/ Motif

Version Number = | Terminal emulation for X-windows support of Oracle 8i/ 9i or other
Reason for Product performance monitoring tools.

Software Product Cognos

Version Number Impromptu Enterprise Reporting System

Ad hoc query and reporting tool, provides a vehicle for client-server and

Reason for Product
Internet portal report distribution and analysis.

Desktop Workstations & Network Configuration

Our enQuesta UtilitySuite software is implemented in a “thin client” desktop environment, and can be
supported on a wide range of desktop configurations. The two fundamental types of workstations are:
Windows client and Internet client (PC, handheld device etc. with supported web browsers).

Workstation Recommended Minimum

Operating System Windows 98/2000/XP

RAM 128 MB (for reporting tools)

Monitor Specifications 1024 x 768 base pixel resolution and 17” or greater monitor size.

LAN Speed 10 to 100 Mbps (Ethernet, Fast Ethernet, Gigabit Ethernet)

Other Software MS Internet Explorer v5.5 and above

Recommended Minimum

Network

Network Protocol TCP/ IP

Capacity (bandwidth) 10 Mbps to 100 Mbps(Ethernet, Fast
Ethernet, Gigabit Ethernet)

Network Speed 10 Mbps to 100 Mbps (Ethernet, Fast
Ethernet, Gigabit Ethernet)
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s with the City, we will conduct a user requirements study and network

As part of our analysis proces
d anticipated traffic loads on your network. This may result

topology analysis to understand the current an
is some upgrade recommendations to ensure optimal response to users.
ould access any other web site. The

enQuesta is deployed and accessed by the end user just as they w
Using a “thin client” user interface,

diagram below illustrates the physical configuration of enQuesta.
thereby not having to deploy any unique software to a client PC increases value to the City by lowering

the costs typically associated with upgrades, increased deployment and maintenance.

Typical Physical Configuration

Oracle
Sever! | Server g4t
Client PC
Combined Database
App & Web Server
Server
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UtilitySuite utilizes an Oracle or Informix relational database management system (RDBMS) that is both
ODBC and SQL compatible. The UtilitySuite RDBMS provides a highly efficient production environment
with a thin client/server SQL reporting system, complete with data dictionary. This allows the applications
to interface with other ODBC RDBMS products such as Oracle, DB2, SQL Server, and Informix, and other

popular SQL query and decision support products.

A. ORACLE 81/91

. To meet the requirements of the City, S&S is proposing an Oracle 8i/ 9i

ORACLE relational database management system. Oracle RDBMS comes with utilities
to monitor performance. These tools also help to fix and avoid performance problems. The Oracle
Enterprise Manager (OEM) comes with three packs (Diagnostics, Change Management, and Tuning). The
Diagnostics and Tuning packs are helpful tools for diagnosing, fixing, and monitoring performance

problems. Basic features of these packs are as follows:

Diagnostics Pack
Oracle TopSessions displays details about all sessions that meet specific criteria, including
blocking and blocked sessions. Database administrators can use TopSessions to kill problem

sessions.
Oracle Performance Manager collects various real-time performance data, including database and
operating system data. Collected data is presented in chart form to help diagnose current
problems. Performance Manager can display both pre-defined charts and user-defined charts.
Drill down can be performed directly to a historical view of the data being monitored.

Oracle Capacity Planner collects historical data for databases, operating systems, and other
managed services and presents it in charts geared for trend analysis or other diagnostics.
Administrators can use these charts to project future requirements. Capacity Planner uses the
same collection services Performance Manager uses to collect data.

Oracle Advanced Events are pre-defined event tests that expand the Enterprise Manager Event
Management System'’s capabilities. Once installed, these tests are available for creating events in
the Enterprise Manager Console, event pane. Advanced events includes a test for user-defined
SQL. This test allows thresholds to be set for values returned by any SQL statement.

Tuning Pack
Oracle Expert is the database tuning component of the Oracle Enterprise Manager Tuning Pack.
Database administrators can use Oracle Expert to collect data and provide analyses that will help

optimize the performance of their database environments.

Oracle SQL Analyze helps identify the top resource-consuming SQL statements and provides a
workbench for analyzing and tuning SQL, as well as evaluating the indexes used by current and

prior SQOL statements.

The Tablespace Map provides a quick, graphical presentation of important tablespace
information, such as the physical layout of a tablespace and an analysis of potential tablespace
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problems. Once problem areas are identified, the Reorg Wizard can be launched to correct those

problems.

evaluates a database environment to determine whether index tuning

« The Index Tuning Wizard
detailed index tuning

will accelerate access to data in database tables. The wizard then generates
recommendations and generates scripts to implement the changes.

of Oracle RDBMS in addition to these OEM packs. One

Other performance tools and utilities are a part
cle Server, these tools generate complete reports of the

such utility is STATSPACK. Bundled with the Ora
database activity. The STATSPACK utility provides more flexibility in managing statistical snapshots.
The database has a complete set of statistics and mechanisms to alert when problems are occurring.

Gathering information to tune an Oracle database can be obtained with the following tools and database

resources.

= Alert log and trace files. The first step in detecting a performance problem is searching for errors

or warnings issued by the database. These files keep track of this information.

«  V$ views. Database statistical information is stored in the V$ views.

RDBMS Utility Tools
hange Management Pack consists of the Change Manager

de a complete solution for managing complex schema and
ent Pack can be used to:

Change Management Pack: The Oracle C

application and a group of tools that provi
database changes in the Oracle environment. The Change Managem

= Capture definitions of database object definitions
= Compare and synchronize object definitions
= Copy object definitions from one database to another

= Directly specify changes to object definitions

«  Search for the object definitions that match a set of search criteria that the user specifies

= Automatically generate scripts and impact reports

= Undo changes made by a script

Three tools (DB Capture, DB Diff, and DB Search) help track and analyze changes.
« DB Capture generates baselines of database object definitions at specific points in time.

« DB Diff compares database object definitions or baselines and can also synchronize object

definitions after comparing them.

DB Search locates database object definitions that meet specified search criteria.

Three tools (DB Alter, DB Quick Change, and DB Propagate) modify or create object definitions.
» DB Quick Change makes changes to one object definition.

. DB Alter makes multiple changes to multiple object definitions.

s DB Propagate synchronizes and/or makes copies of one or more object definitions.
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Many other utilities are a part of the Oracle RDBMS environment, such as SQLLoader, Dbverify, Export,
Import, Tkprof, and LogMiner. Database administrators and application developers use these utilities for

maintaining and developing applications using Oracle databases.

UtilitySuite Decision Support Solution for Oracle (DSS) - The optional Decision Support solution can
include an Oracle relational database management system (RDBMS) implemented in an isolated reporting
data warehouse environment. Every night, DSS extracts and loads updated data from the production
system into the data warehouse, giving a current and accurate snapshot of all system information.
Because meta data (data dictionary) is provided to facilitate user and application SQL and OLAP access,
all UtilitySuite data elements can be queried with sophisticated ad hoc SQL tools.

B. COGNOS IMPROMPTU

; Cognos Enterprise Business Intelligence (Bl) Solution — The UtilitySuite
£ e Alnes solution is designed to be easily accessed by a host of query, reporting and

analysis products. We have chosen Cognos Impromptu for desktop and

Battar Dacisions Every Bay- web browser data access across the DSS Oracle data warehouse for
enterprise query and reporting. Impromptu provides a vehicle for wizard-driven report design and

distribution.

The popular Cognos PowerPlay product delivers multi-dimensional analysis via OLAP technology. Both
Cognos products provide users with easy access to the UtilitySuite data. With this combination of tools,
products, and sound design strategy, S&S offers our customers maximum flexibility, functionality, and

scalability for a cost-effective business intelligence solution.

UtilitySuite DSS Data Marts — S&S can provide pre-packaged data
marts that organize information from the data warehouse in pre-
defined dimensional models. Because the information is presented
the way users view their business, rather than the way the data is
structured, users can easily create powerful reporting applications
without having to understand the underlying database connectivity
and functionality. This facilitates customer relationship management
(CRM), enterprise asset management (EAM), and enterprise

resource planning (ERP).

UtilitySuite DSS Business Intelligence (BI) Cubes — UtilitySuite delivers robust business performance
measurement environments for detailed insight into CRM, EAM, and ERP application areas. Using Cognos
PowerPlay, key business indicators are presented in an at-a-glance scorecard format with a “red
light/green light” approach to highlight areas of concern or interest. Business performance measurement
reports and status reports display information tracked over time in key areas of interest or concern such as
customer service, operations, and finance. Users can filter, “drill down,” change displays, and move from

high-level summary information to the underlying details with point-and-click ease.

These management-level overviews can be effectively displayed in intuitive charts, graphs, spreadsheets,
and maps to facilitate understanding and fast decision-making. PowerPlay’s wide range of interactive
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features and reports can easily be accessed and shared throughout the enterprise. As with all modules,
upgrades, enhancements, and ongoing support are provided with the Bl Cubes.

Cognos Impromptu Enterprise Reporting System - The UtilitySuite solution offers easy access for ad hoc
query and reporting. The Cognos Impromptu Enterprise Reporting System provides a vehicle for client-
server and Internet portal report distribution and analysis. ODBC/SQL access is also supported by a host
of popular SQL query and decision support products such as Cognos PowerPlay, Crystal Reports, MS

Access, etc.
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VI. DATA CONVERSION

Based upon prior experience with extraction and data conversion from the PICK system, the City
recommends the vendor utilize a PICK specialist for this task. A backup tape of the current PICK utility
billing database (including approximately 15 years of history) will be provided to the selected vendor from
which it can then be converted to Access or another database format for use by the vendor. The vendor
should describe the planned approach for accomplishing the conversion, including activities related to
data mapping, development of conversion specifications, conversion programming, conversion testing,

multiple mock conversions, and data cleanup.

Systems and Software has extensive experience in the data conversion of multiple platforms, file
structures and data repositories. We specifically possess deep PICK based data conversion experience
and have successfully converted over ISAM, VSAM, SAM, Comma Separated, Tab Delimited, DB2, Oracle,

Informix, SQL Server, Excel, Text file and Access data structures as well.

For further information regarding the planned approach for accomplishing the conversion, please see

Section VIIl. Implementation Approach and Training.
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Vil. THIRD PARTY SOFTWARE

The vendor shall explicitly state the name of any third —party products that are a part of the proposed
solution to the City’s list of requirements. For each third-party product, there must be a statement about
whether the vendor’s agreement will encompass the third party product and / or whether the City will

have to enter into an agreement on its own for the product.

rty software source code (own or in

Vendor shall also provide proof that they have access to the third-pa
rt for the third-party component of

escrow) and that the vendor has the ability to provide long-term suppo

their system.

mentation approach. Each member of the

From many comes one is an apt way to describe our CIS imple
that would be involved at the City would

team brings key attributes that are critical for success. The team

consist of:

2 Software
grated management information systems for water,
wastewater, refuse, and storm water utilities. Founded in 1973, the company has focused exclusively
on the utility industry. Customers include public and investor-owned utilities throughout the United
States. As a Total Solution Provider, our methodologies and support services drive projects in on time
and within budget. Through our unique approach, you focus on business operations and rely on S&S

for technology, maintenance and software support.

S&S is the leading provider of comprehensive inte

To ensure the City of Redlands successful implementation and ongoing management of a CIS, the

City must:

» Clearly define expectations up front

= Assign a project manager who understands the City’s business drivers

= Assign a project team to support all aspects of system design and implementation

«  Build a relationship that allows S&S to tell the City what it needs to know, rather than what it

wants to hear
= Convey project sponsorship from key senior leadership
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If the City chooses an Advanced Customer Care module (PhoneTouch, WebTouch, DocuTouch or
GeoTouch) one or more of the following companies would become a part of the team.

Frank Solutions, Inc. (FSI), based in Englewood, Colorado, is a national leader in providing Interactive
Voice (IVR) Response, Voice Recognition, Computer Telephony, Interactive Web Response and e-
Commerce software solutions to the Government, Utility, Insurance, and Higher Education
Marketplaces. The TelePath solution offers a wide range of proven, state-of-the art technologies to
improve Customer Service and Call Center system operations. FSI was founded in 1988 and its
mission is to develop long-term relationships with their clients by providing proven Call Center
technologies and unparalleled customer support. FSI currently has over 125 TelePath Client sites

across the country. www.tpath.com

image
Tmage, Inc. Tmage Software (pronounced “one image") was incorporated in Colorado in December
1981. 1mage develops and markets Unix, Linux and Windows-based electronic document image
management systems that capture, store and display electronic files and scanned paper documents as
graphical images. Tmage Software has an established presence in a multitude of industries, and a

strong presence in municipal and investor owned utilities. www.Tmage.com

UAL, Inc. Utility Automation Integrators (UAI) is the global leader providing fully integrated, high-tech
AM/FM/GIS mapping and operational automation solutions to utility clients around the world. UAI
clients are currently utilizing various state-of-the-art UAI solutions built on ESRI platforms that
seamlessly integrate various aspects of utility operations like outage management and restoration,
maps in utility trucks, electronic staking, CIS, system planning, SCADA and billing. www.uai.com
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VIIl. IMPLEMENTATION APPROACH AND TRAINING

The Vendor must provide a detailed plan for implementing the proposed system and for providing

training and ongoing support. This information MUST include:

Project Organization Chart

Overview of implementation methodology

Overview of proposed training, including options for off-site training services

Implementation and training plan. The plan MUST include an estimated first time frame and
deliverable for each stage of the project. The detail MUST also include an estimate of work effort
for the City and vendor in percentages (i.e. 50% City effort; 50% vendor effort). Note: These
estimates are not binding at this time, but should reflect the size and scope of the system

vV VY Y

proposed.

A. Installation Approach and Training

a. PROJECT TIMELINE
We have included a Preliminary Planning & Implementation Gantt Chart at the end of this

section, outlining the major phases of the implementation. This will be refined in
subsequent fit analysis meetings and expanded upon in greater detail as the project

P

begins.

b. PROJECT APPROACH
As a total solution provider, S&S is responsible for the complete configuration and

installation of the hardware, operating system software, third-party applications,
UtilitySuite applications, data conversion, training, and the overall project management.
In this regard, S&S acts as an integrator, a facilitator, and a developer. Through the years,
we have developed a unique implementation and conversion methodology that is

outlined in the following sections.

c. PROJECT ORGANIZATION
The required project management roles of both S&S and the City are outlined in the

following sections. As well, we have included our employees’ resumes/biographies and

an organizational chart in Section ll. Vendor Project Team.
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d.

PROJECT MANAGEMENT

Once a new customer selects S&S as their vendor, our Executive Team will then choose
the Project Manager, the Tech Lead, the Support Lead, and the Operational Lead for the
project. The Tech Lead, Support Lead, and Operational Lead will work under the
direction of the Project Manager, using their areas of expertise to contribute to the
project planning and system deliverables. These individuals will be associated with the
implementation until the customer is transitioned to regular support.

S&S Implementation Team

The customer also has the responsibility of selecting their “core group.”

Project Sponsor - Customer executive heading the project

Steering Committee — Management-level group that provides oversight to the project
Core Group - Team of personnel involved with the entire project implementation lifecycle
who work closest with the S&S team. Customer roles include:

¢ Project Manager

e Functional experts

¢ Hardware / Systems expert

e Technology expert

¢ Training expert (internal training responsibility)

S&S’ Project Manager is responsible for the preparation of the formal project plan
documents that are used to manage the entire implementation project. Itisanotonlya
planning document for the project, but it is also used to track the actual status and results
of the tasks/activities and major milestones scheduled throughout the project. If
situations arise that cause the project tasks due dates to significantly differ from the
original plan, countermeasures are put into place to ensure successful completion.

Systems & Software
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Similarly, the other S&S project leaders have documented plans that describe specific
project tasks as well. These tasks typically take anywhere from an hour to several days to

complete.

This plan serves as a map that outlines the required steps to successfully and efficiently

implement the S&S solution. The implementation process document highlights

measurable milestones and generic resource requirements. An objective of the entire

is to demonstrate that S&S is constantly increasing the

implementation process
the system prior to go live. We focus on several factors:

customer’s confidence in

e Customer involvement throughout the implementation process

e Confidence in S&S’ ability to deliver the solution on time and of the highest level of
quality

e Confidence that the S&S staff has a standard process in place

e Confidence that S&S understands your requirements, business needs, and

expectations

PropUCT CONFIGURATION

S&S' core project implementation team will review the City's business requirements
through a series of business process and software fit analysis meetings and will propose a
complete scope document with agreed upon UtilitySuite configuration to meet or exceed

the City's needs. As part of this project phase, S&S will conduct a series of

testing/training activities with the City’s core team to ensure that the proposed

configuration meets all of the City’s expectations.

nd specific customizations will be

All reporting requirements, 3¢ party interfaces, a
e required, they must be identified

reviewed during this phase as well. If any changes ar
It is assumed that any changes made at this phase will be kept to a

at this point.
of a greater degree may require re-evaluation of the project plan.

minimum; changes

Following initial configuration, it will be the responsibility of the City’s core team to

manage and control any ongoing changes to the system configuration, however S&S’ staff

will be available at all times to provide direction as to which changes make the most
sense. As well, the City’s core team will be trained to understand how the product is

configured which will allow for better control of system changes.

In the final step of this activity, the City’s core team will approve the system configuration
so that the development activities may continue forward.

Systerns & Software
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f. DaTA CONVERSIONS

Data Conversion Planning
All aspects of the Data Conversion process are iterative processes and begin in the Data

Mapping phase of the implementation. As data mapping progresses, the Data

Conversion Plan can be developed. A critical aspect of the Data Conversion Planning is

the timing of conversion activities. They are highly interdependent. Failure to plan

effectively can affect the entire process.

The plan will:

List tables to be created manually, including who will be responsible and
when completion is required (automated conversions may depend on

completion of manual conversion)

Establish number of pre-install conversions and dates to ensure conversion

success

Assign specific cutoff dates for old tables to be extracted and sent by

customer

List supporting documentation needed from customer to proof post
conversion data, including cutoff dates in conjunction with data cutoff if

applicable
e Create data conversion testing checklist

Assign responsibility and expected completion date for development of

conversion programs

Assign responsibility and expected start and end date of testing process

Data Conversion Analysis

Data conversion analysis is an extension of Data Mapping Analysis and Business Process
Mapping. It too is an iterative process and depends on pre-install conversion testing.

Testing will uncover areas that may have been mapped incorrectly as well as potential

errors in conversion logic. At this time, there may also be outstanding questions

regarding the customer’s legacy system, tables and processes that must be resolved.
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Data Conversion Preparation
Manual entry of mapped data into UtilitySuite tables.

Conversion Programming

d data conversion programs will be created and used to populate certain
ls. There is a set of tables that

s may be converted

Automate
UtilitySuite tables. These may be created using various too
will almost always be generated in this manner. Additional table
programmatically depending on specific system requirements for the customer as well as

available data.
Partially representative list of tables for conversion:

= Customer Account/Master

= Premise it e T
= Application premise | Samp ‘? addntnona i;;t ab!GS: ;
s Address o dd monal Address »
= Deposit ‘ |

= Diary

»  Device

=  Customer Meter
= Meter History

« Valve e Subdivision
» Application Valve . Range : b
= History . lﬁ\iéhiory s

= Consumption History
= Reading History
»  Work Order History

Conversion tools

A variety of tools will also be used to extract, analyze, scrub, format and populate our

data fields. They include but are not limited to:

s Data Stage
e Access
s SOL Loader
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Pre-Install Conversion

Pre-install conversions will be completed a number of times. We will use this process to
uncover any problems with the business process mapping, data mapping or the
conversion itself. These “dry runs” not only provide a final check for our analysis, but they
also allow us to fine-tune the process of conversion including the actual time involved for
the “go live” final conversion and any potential system conflicts (disk space, file size etc.).

After each pre-install conversion, data verification and testing will occur. The City will be
involved in at least the last pre-install conversion. It is intended for the City to help verify
that the data mapping and conversion are done properly, and to identify any errors that
may exist prior to the team’s arrival for final conversion and go-live.

PRODUCT REPORTING

The following breakdown outlines the steps we will take to ensure our customers will have

the reporting capabilities they require:

e  Obtain list of all reports currently being used (create checklist)
e Have customer prioritize and identify the business significance of each

e Obtain samples and/or screen shots of reports
Meet with customer SME (subject matter expert) to determine exact usage and

significance of reports
e Identify business critical reports and assign them a priority
Identify new reports needed and modifications of existing reports necessary in order

to meet the customer’s unique information needs
Determine whether a requested report is part of the UtilitySuite module and can be
produced within the S&S application, or would require a 3 party report writing

application
s Map customers current reports to UtilitySuite “canned” reports
Scope and design modifications to existing reports that will meet customer’s needs
Scope and design creation of new reports that will enhance overall package

Examples of some of our canned reports include:
s Trial Balance Report
e Transaction Analysis Report
* Monthly Consumption Report
* Aging A/R Report
e Sales by Rate Report
e Sales by Tax District Report

Systems & Software
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All of these “canned” reports can be displayed to the screen or printed automatically to a
local or server based printer. Users also have the option to export the data from these

reports to either: CSV, Excel or Adobe.

h. PRODUCT DOCUMENTATION

The system administration manual and user guides for each UtilitySuite module are provided
in PDF (portable document format) for distribution to as many users as required. This format
allows for an easy online display and provides a user-friendly search capability. As well, users

who prefer to print a hard copy of the material will have that option as well. The latest

documentation updates are always available for download on our website through our

customer portal.

User guides and online help contain "how to” instructions for accomplishing standard tasks,
conceptual descriptions of the system, and reference information. Also, error recovery
procedures are described, when applicable. Two reports catalogs describe and show
examples of the hundreds of available pre-formatted UtilitySuite reports and provide

guidelines for generating customized outputs.

In addition, hard-copy training materials are provided to all users who participate in  S&S

sponsored training sessions. Special hard copy and PDF documentation is provided for all

programs customized or developed specifically for the City.

Please refer to Section XV. Appendix for documentation examples.

i. PRODUCT TRAINING

S&S provides a total training solution. Industry support specialists design and deliver our
comprehensive UtilitySuite training. The S&S approach to training is performance-based;

when users complete their training, they will be able to perform the functions required of

them to meet job expectations.

these classes include several training

Because participants learn in many different ways,
An S&S instructor delivers

methods. Hands-on delivery provides on the job simulation.
lecture material preparing participants to successfully complete lab exercises. Then, the
participants perform the scenario-based lab exercises. These labs are developed to give

attendees step-by-step procedures to complete the required tasks. Course objectives are
measurable (i.e., requiring participants to perform specific actions) so that the instructor may

observe and provide guidance and support throughout the learning process.

At the time of the installation and go-live, S&S will provide additional training on a per group
basis as well as one-on-one with managers, supervisors, CSRs, and specialized users.
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Overview

Participants will receive full text lecture material. These materials are designed to allow the
participants to follow along and take notes during the class. The course materials will be used
well beyond the training environment. Participants are encouraged to keep these materials in
their personal library as reference on the job. Train-the-trainer courses are also provided for

customers that prefer this approach.

We will provide all training material including user guides in electronic format (PDF). This
way, the customer only prints the training material required at their location. These copies
will be created for instructor-led, one-on-one, and train-the-trainer classes. Also, the
customer’s trainer can make copies for their class on an as-needed basis

Needs Analysis

The UtilitySuite training engagement begins with a needs or skills analysis. Current users’
skills are identified and then those skills are compared with the desired skills, or outcomes (an
example would be basic browser skills class). Measurable objectives are created and training

is then designed and implemented to meet the objectives.

The S&S instruction design team will evaluate these tests and the results will then be
forwarded to the customer with training recommendations. S&S starts with a core set of
training materials. These materials are ready to be implemented into the training
environment. Any specific programming and skills requirements are then added to create the
comprehensive training solution. In this way, the training will provide complete performance
solutions. Ongoing skills assessment, update analysis, and training are provided to meet the

customer’s training needs.

Training Topics

Browser Training:
Many CIS users are only familiar with the ‘green screen’ technology as opposed to a browser-

based application. Before learning the UtilitySuite applications, a basic Internet browser
course is offered. This will ensure the future success of the training and the performance of

the City's users.
Inquiry Training:

The utility’s CSRs and managers will use the Inquiry screen to access information to meet their
customer needs. The Inquiry Training provides hands-on experience in accessing customer

information.

CIS Modules, Programs:

CONFIDENTIAL 56

Systems & Software
October 4, 2002




PIDIA I IEE I2 SRS FFRLI LI Tt e Farvnrn vy

The City of Redlands

All CIS module training will be provided. Please refer to the following pages for a breakdown

of modules.

Methodology:

Because different groups perform different functions within the Utility, the focus of the
training will depend on the job function of each group. Here is a list of groups and training

requirements:

Managers & Supervisors:
Initial set-up

Reports
Updating functions (i.e., breaking instaliments, promise to pay, calculations, etc.)

All programs run by CSRs and specialized groups

CSRs:

*  Inquiry

=  Work Orders

s Cash Receipting

Specialized groups (identified per customer) for example:
« Billing

» Credit & Collections

*  Accounting

s  Engineering

Training takes place in many environments. Classroom training is facilitated at the customer
site, or can be provided at the S&S training center. UtilitySuite training is comprehensive,
highly customized, and focused on job performance allowing the City's users to use our

solution at the time of go-live.

UtilitySuite Modules

The following is a list of modules that training will cover:

»  Customer Information System (CIS)

«  Customer Service & Tracking

= Utility Billing

= Cash Receipting

»  ACH (Automatic Clearing House) Funds Transfer — a.k.a. Direct Payment/Deposit
»  Credit & Collections

»  Automatic Work Orders, Scheduling & History
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=  Meter Management
= Financial Management System (FMS) including Payroll, Accounts Receivable, Job costing,
General ledger, fixed assets, EQMS, inventory, miscellaneous A/R and financial reporting

» Backflow Management
= Hydrants & Valves

=  Specific customer modules & programs

Delivering Training Solutions

In addition to the hands-on-training we traditionally employ, S&S is constantly seeking to
bring best of breed solutions to our customers. As we move forward, we are evaluating the

following training methods:

Computer Based Training:

Users who learn at their own pace during their own availability can use these training
programs. The topics to be covered will be at the introductory, overview, and summary level.
Using these tools, the users will keep current with the features of UtilitySuite as well as

individual modules and programs.

Online Training:
Using dial-up or secure Internet access, users will be able to access classroom delivery from
their desktops, at work, regardless of physical location. There are two methods of online

delivery explained here:

Asynchronous:

This form of learning provides users with access to training objects at their disposal. The
users can access these objects right from their desktops permitting “learning on
demand.” When the participant has time and wishes to learn about new features, or

request a refresher course, these objects are at their disposal.

Synchronous:

This on-line training provides users with access to an instructor-led virtual classroom
environment from their desktop. Here is how it works: the students are scheduled for a
class on a specific topic. These schedules will be published and can be requested by the
S&S customer. Using a browser, the participant logs into the on-line classroom. An
instructor is also logged in and hosting the classroom. The participants can participate by
reading or by listening to (in the case of a voice-enabled class) the instructor as well as
fellow participants. They will be able to ask and answer questions, read or listen to the
hosting instructor, and accept and submit assignments. Tests will also be provided.
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Teleconferencing:
Using audio/video equipment, users can attend class in a teleconferencing classroom. They
will be able to interact with the instructor and other participants, and receive and provide

completed assignments. Tests will also be provided.

j. PRODUCT TESTING

Our systems test approach is comprised of several phases, each one supported by specific
tools and methodologies required to ensure an accurate and complete systems test. Each
phase is carefully planned, documented and executed. Customer information technology
resources and functional resources are crucial to particular components of the test phases.
S&S consultants and customer staff will be assigned to assist with any/all testing as may be

appropriate.

As the overall project manager, S&S will oversee the planning for all systems test phases and
the execution of the test plan. All test phases will be performed in the context of the entire
project to ensure that the appropriate methodology and controls are followed.

1. Test planning
a. Test items - coverage of testing including function to be tested and technical

testing associated with that function (for example, number of concurrent
users to which the application can scale with specific environments).

b. Test approach - the types of testing, documentation related to testing,
phases of execution and method of validating completeness (See test

execution and test metrics).
Test objectives - validate that enQuesta UtilitySuite release 1 is released with

no significant problems.
d. Project plan - scheduling & monitoring tasks and resources
e. Training in test procedures

2. Test structure
Test plan/test cases - formal test plan & test cases are produced to validate

proper functioning of enQuesta UtilitySuite.
b. Phases - different phases of the project dictate the activity: code and unit

test, development systems test and release (or acceptance test)

a.

c. Types of testing:
= Build formal test suite for single path positive test of all function:

guarantees coverage, basis for regression & package test and provides
documented trail of test execution.

=  Exploratory test: allows quick finding of bugs, alternate navigation paths
and complex interrelated scenarios.

» Regression testing: validate that fixes and new development do not

inadvertently break the system.
»  Release test: final test to validate release candidate may be deployed.
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= Full package test: verifies that an upgrade or new install of system
successfully complete (similar to build test but more in depth).

= Technical performance & scalability testing

»  Usability

= Customer testing (beta test site)

3. Test preparation

a. Test cases

b. Technical testing (scale & performance)

c. Identify areas of focus for exploratory testing
4. Test execution

a. Formal functional

b. Informal functional

c. Performance/scalability

d. Other technical testing

5. Test metrics
a. Monitor progress — percent complete of test activity; number of incidents

generated
b. Closures rates (find/fix ratios, aging reports)
¢. Validate completeness

6. Configuration management
a. Frequent builds: use build ("smoke") test in separate environment; deploy to

QA environment
b. Source control: unified change management; librarians to execute

7. Incident management.
a. State-based incident management that ties to source control (unified change

management)

b. Manage/monitor testing
i. Validate test prep & execution (confirm tests were executed, how

many bugs, turn around times, etc).
ii. Monitor find/fix ratio, aging, etc.

8. Testing environments & platforms
a. Validate testing under different platforms (Browser/OS levels)

Systems & Software will assume responsibility for conducting a mock production conversion in
preparation, will provide resources for product fixes, and will also provide assistance to the
City to resolve problems during production and during performance testing.

k. PRODUCT INSTALLATION

Installation falls into two distinct categories, hardware and software. Hardware installation
involves both the initial configuration of hardware, the physical integration of hardware into
customer’s existing system, and the ongoing tuning of that hardware. Software installation is
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much more amorphous an activity, in that it encompasses not only our software, but also
vendor application support software and vendor production software, on multiple machines,

both server and client.

Hardware
This section details the phases, processes and time frames for installing the physical hardware
associated with the client implementation. Not all installation processes, as detailed below

occur at the customer site; some actually take place at S&S.

a. Hardware Installation (Initial Setup)
Who: S&S
When: Upon Receipt from Vendor (IBM)
Where: At S&S

Upon receipt, the hardware will be setup and configured locally at S&S. This “burn-in” phase
can take several days to several weeks to complete. However, after the burn-in phase is
completed, all aspects of the OS level configurations will be in place; the disks will be
properly allocated; and the core operational software will be installed.

b. Hardware Installation (Integration to Customer Site)
Who: S&S/The City
When: Determined at Contract
Where: Customer Site

Based upon contract, the hardware will be delivered to the customer site, at which time an IT
team will integrate the hardware into the customer’s existing facility. During this period,
remote access to the hardware will be configured and tested, as well.

Hardware Installation (Go-live and Ongoing Performance Tuning/Maintenance)

Who: S&S/ The City
When: During “go-live” period, ongoing for duration of customer

C.

relationship
Where: Customer Site/Managed Remotely

During the period of “go-live,” it will be necessary to have the IT team on site monitoring the
hardware performance and tuning as required. Additional hardware will need to be installed
at this time, including such items, but not limited to: Cash Printers/Drawers, Scanners, etc.
After go-live, ongoing hardware maintenance and support will be required by the IT
department to ensure the application is working within performance specifications.

Software

Upon the initial configuration of the hardware, all core vendor operational software must be
installed and configured. This includes, but is not limited to: the application server software,
the Java SDK, the data store software, and reporting server software. Also, at this time, the
Application Server will be configured for base training applications and data set. This will
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require the domains to be configured within the Application Server, and the appropriate
Datasets to be loaded into the data store. All functionality of this training software must be
tested, and proven before the hardware is shipped to customer location.

Software Installation (Initial Setup/Operational Software/“Training” Software)

Who: S&S
When: During Hardware Initial Setup Phase (see above)

Where: At S&S

a.

b. Software Installation (Integration of UtilitySuite at Customer Site)

Who: S&S/ The City
When: Go-Live
Where: Customer Site

Upon a code release, the UtilitySuite runtime will need to be installed onto the customer
hardware within multiple domains of the Application Server. Also during this period, the data
conversion programs will begin to be run for the final conversions, and they will need to be
maintained in multiple instances of the data store, representative of the domains above.

Also at this time, all third party production software will be installed and configured at the
customer site. This includes, but is not limited to: Reporting, BI, IVR, and any special interface
programs required for external data communications (Handheld Units, Enterprise Data Shares,

etc).
Environments

a. Sandbox
The “Sandbox” is a fully functioning UtilitySuite implementation using a small
control dataset. This environment allows the customer to “play” without having

the concern of system “breakage.”

b. Training environment
The training environment is a complete functioning UtilitySuite implementation
that allows S&S to train the customer on their dataset, without contaminating

the live production system.

c. Testing environment
The testing environment is a complete functioning UtilitySuite implementation
to be used by S&S developers and support personnel for software and process

testing.
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d. Production environment

The “live” customer-operating environment.

I,  POST INSTALLATION SUPPORT

Customer acceptance criteria will be identified through the contract language and will be
clarified throughout the project lifecycle. One component of the acceptance criteria is that
the customer will only sign-off on acceptance based on a very explicit, clearly defined set of
criteria.  The S&S staff will not exit the customer’s site until all expectations have been

satisfied.

As well, it should also be noted that the project is not over once the S&S team leaves the
customer site. Until all outstanding issues have been addressed, the project and its
deliverables are given the highest priority. This includes all remaining open issues, not only
those that are deemed critical. It is expected that this transitional project phase will last 20-30

days beyond the team’s departure from the City.

Before the customer can be transitioned to full support (signifying completion of the project),

several criteria must be met:

e Sign-off on acceptance items

e No outstanding critical issues

e Users have been trained

e Major (contractual) deliverables are complete with no critical defects

e Outstanding issues have been scheduled for completion.

m. FINAL SYSTEM ACCEPTANCE

As stated above, S&S does not consider the project “complete,” upon departure from the
customer’s site. All of the outstanding issues and any remaining project deliverables will be
documented and given the highest priority. On a weekly basis (or more frequently if
necessary), we will review the status of these issues with the City via a conference or tele-
conference call until the “final acceptance” as requested by your utility has been agreed

upon.

Please refer to the following maintenance contract to review our -product support and
maintenance policies in Section XIV Sample Documents.
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n. DEUVERY AND IMPLEMENTATION SCHEDULE

Please see Section IX. Delivery and Implementation Schedule for a project timeline.
0. ORGANIZATIONAL CHART

Please see Section Il. Vendor Project Team for a detailed organizational chart.

P. ON-GOING MAINTENANCE & SUPPORT

Please see Section X. On-going Maintenance Support.
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IX. DELIVERY AND IMPLEMENTATION SCHEDULE

The City desires to implement a fully live system by September 1, 2003. However, the proposal shall
include a schedule, based on the vendor's experience, of a realistic delivery and implementation plan.
Include the standard time frame and staff resources required for a typical installation of the proposed
application for a utility the size of Redlands. The schedule should break out the implementation plan in
terms of weeks and / or months, following agreement signing with periods of performance milestones.
Tasks to be performed by the vendor as well as by the City shall be specifically stated and included in the
schedule. Included with this information shall be a complete description of the training schedule.

Following is a Preliminary Planning & Implementation Gantt Chart, outlining the major phases of the
implementation with a go-live date of September 1, 2003. This will be refined in subsequent fit analysis

meetings and expanded upon in greater detail as the project begins.
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City of kedlands
Preliminary Project Plan

Page 1

varter 4th Quarter 1st Quarter 2nd Quarter | 3rd Quarter 4th Quarter 1st

ID | Task Name Start Finish Aug [Sep | Oct [Nov|Dec | Jan |Feb|Mar Jul JAl | Oct {Nov | Dec | Jan

1 City of Redlands enQuesta Implementation Tue 9/3/02 Fri1117/03 | 13 1177
2 RFP Distributed Tue 9/3/02 Tue 9/3/02 | /3 @ REP Distributed

3 Vendor Presentations " Mon 11/18/02  Wed 11/20/02 0 11/20

4 enQuesta Contract Signing Tue 1/14/03 ~ Tue 1/14/03 114, ‘ enQuesta Contract Signing

5 Project Kickoff Mon 2/24/03 Fri 2/28/03 224 ' 2128

7 Business Process Analysis Mon 3/3/03 Fri 5/2/03 a3 ﬁ 5/2

8 Technical Infrastructure Analysis Mon 3/3/03 Wed 3/5/03 0 315

9 Work Process Analysis Mon 3/17/03 Fri 3/21/03 0 3/21

10 Reports Analysis | Mon 3/17/03 Wed 3/19/03 0 3/19

11 Interface Analysis Wed 3/19/03 Fri 3/21/03 g 321

12 Software Fit Analysis Mon 4/21/03 Fri 4/25/03 0 4125

13 Validate System Acceptance Criteria Mon 4/28/03 Fri 5/2/03 52

14 Project Requirements / Scope Document " Mon 3/24/03 Thu 5/1/03 3124 “ 5/

18 Requirements / Scope Sign-off " Fri5/2/03 Fri 5/2/03 | 512 ’ Requirements / Scope Sign-off

19 Installation Activities Thu 3/13/03 Wed 8/13/03 3/13 ﬁ 8/13 -

20 Hardware Installation Thu 3/13/03 Wed 6/18/03 313 ﬁ

26 S&S Software Installation Mon §/5/03  Wed 8113/03 M 8/13

337} Training Wed 5/7/03 Fri 8/29/03 _

41 Mapping © Mon3/24/03  Mon 4/14/03 3/24 w 4114

45 Mapping Sign-off Mon 4/14/03 Mon 4/14/03 ana 4@ Mapping Sign-off

"% | Software Modifications / Interfaces Mon 512103 Fri 7111103 5/12 “ 711

52 Conversion  Mond/7/03  Fri7/25/03 ﬁ 7125

59 Testing  Mon5M9/03  Frig/gios 519 ﬁ

66 Initial Setup " Mon 4/7/03 * Fri 8/8/03 ﬁ

69 Customer Business Process Change Freeze Tue 7/8/03 Mon 9/29/03 ————— 9129

70 Pre Go-Live Activities Mon 8/18/03 Tue 9/2/03 8/18 w 9/2

75 Go-Live Date Mon 9/1/03 Mon 9/1/03 91 4p Go-Live Date
76 Post Go-Live Activities Mon 9/1/03 Fri 9/19/03 91 QP 9119

81 Post Go-Live Production Support Mon 9/1/03 Fri 10/24/03  c— 10124

82 | Sys Acceptance Fri 10/24/03 Fri 10/24/03 10/24 Q Sys Acceptanc

| 83 | Turnover to Standard Support - Mon10/27/03  Fri10/31/03 10127 QP 10/31

85 Documentation Wed 1/1/03 Tue 9/23/03 i b 9/23

88 Project Management Mon 2/3/03 Fri 11/7/03 17
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X. ON-GOING MAINTENANCE SUPPORT

Specify the nature of any post-implementation support provided by the vendor including:

> Telephone support, toll free support hotline, and hours of operation
> If there are different support options that restrict the support hours or amount of support, please

explain the options.
> Availability of user groups, meetings or conferences

> Problem reporting and resolution procedures
» Other support (i.e. on-site, remote dial-in, website access to patches, fixes and knowledgebase).

Our support specialists, whose experience in the industry, allows them to handle problems quickly and
efficiently, provide ongoing support. Our customers have direct access to designers, developers, and
analysts so that they can receive timely and effective service. Our Support Desk can be reached via an
800#, by email, by fax, or customers can submit support requests via our website through the customer
portal. Online modem support to our customers facilitates expedient diagnosis and problem resolution.
Standard support is available Monday - Friday, 8:00 AM - 5:00 PM but, customers do have the option to

purchase 24 hour telephone support (including holidays).

Our customers can submit enhancement requests for specific improvements to the UtilitySuite application
modules through the Support Desk. Submissions are reviewed for common benefit and importance to
our total customer base. Those that are deemed appropriate to our existing and prospective customers
are provided as part of the next release of the system. Requests that are unique and specific to a single

customer are quoted on a time and material basis or under a fixed contract.

S&S personnel work with our customers, industry experts, consultants, and a variety of other resources, to
provide the necessary enhancements that keep our products the best in the business. S&S also hosts user

forums on a regular basis.

S&S RESPONSE

CiTY REQUIREMENT

Are future application system releases
included as part of the on-going '
maintenance agreement. If not explain.

S&S provides an Annual Maintenance Agreement to all
customers. Please see Section XIV. Sample Documents

for a sample maintenance contract.

All systemn enhancements and improvements are
incorporated into our UtilitySuite release updates. These
are provided to our customers at no additional license
charge, as part of our Annual Software Maintenance &

Are customizations to the application
carried into future upgrades without
having to make changes again? If not

explain.
Support Agreement.

enQuesta v.1.0 is an updated version of our UtilitySuite
product with browser/ thin-client GUI. It will be available
by the end of 2002.

How often are new versions released?
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CiTY REQUIREMENT

S&S RESPONSE

Typically, how long are old versions
maintained?

Typically S&S supports software older versions 18 - 24
months after a new version is made available

What major modifications /
enhancements are planned for the next

three (3) years?

Our plan is to continue to develop industry- leading
functionality to serve water, electric and gas utilities. We
are currently exploiting our browser-based CIS with
wireless communications, Internet features for customer
and employee support beyond account lookup and
EBPP. Additionally, we are integrating our CIS with
more critical systems such as GIS, imaging, LIMS, etc. In
the area of data analysis, we continue to bring powerful
multi-dimensional analysis tools to both our production
environment as well as our Decision Support data

warehousing solution.

What is your policy for user . 3 - ...
improvements suggested for the -
application? o NS

B

Our customers can submit enhancement requests for
specific improvements to the UtilitySuite application
modules through the Support Desk. Submissions are
reviewed for common benefit and importance to our
total customer base. Those that are deemed appropriate
1o our existing and prospective customers are provided
as part of the next release of the system. Requests that
are unique and specific to a single customer are quoted
on a time and material basis or under a fixed contract.

How are new features and improvements
suggested for the application?

Our customers can submit enhancement requests for
specific improvements to the UtilitySuite application
modules through the Support Desk.

Is online / internet support provided for
diagnostic resolution of software
problems?

Our system can be supported via modem/ Internet from
our offices, home or another customer site where our
support personnel may be housed. We would be willing
to negotiate terms and on-site support/ response criteria

once chosen as a finalist.

Systems & Software
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XI. RESPONSES TO FUNCTIONAL / TECHNICAL REQUIREMENTS

Responses to the requirements listed in Section 11.0 of this RFP must be provided in this section of the
vendor's proposal. Vendors shall use the format provided and add explanatory details as necessary in a
separate spreadsheet using the requirement number as a reference. The following answer key must be

used when responding to the requirements:

F = Fully Provided "Out of the Box”
M = Provided with Modification

C = Custom Development Required
R = Provided with Reporting Tool
NV = Provided with Next Version

NA = Not Available
TP = Functionality Provided Through Third-Party Software

Note: Vendors must use on-code only for each response. Any requirement that is answered in any other
way will be treated as a negative / non-response. Vendors should feel free to create their own separate

spreadsheet for lengthy comments on particular requirements. All requirement responses must be

submitted in MS Excel format.
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TECHNICAL REQUIREMENTS

CATEGORY:

NUMBER

Interfaces - General

F = Fully Provided "Out-of-the-Box"
M = Provided with Modification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools
NV = Provided in Next Version
NA = Not available

REFERENCE

SYSTEM REQUIREMENTS

Ability to interface with the following applications
currently in use or intended for use and already
purchased by the City:

VENDOR COMMENTS
RESPONSE

Sungard Bi-tech Accounts Receivable and General

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required

during analysis to determine your
1 Ledger modules. C specific requirements.
UtilitySuite h as the abilty to interface
with most any third party application.
Mailers +4 Professional application by Melissa Data used Further discussion will be required
for US Postal automation processing and CASS during analysis to determine your
|2 certification. M specific requirements.
ltron/MVRS Windows version 5.02 hand-held meter Many of our customer currently utility
13 reading application. F the Itron prodeut.

City of Redlands
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Arc Info, Arc View, Arc IMS applications from ESRI.

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required
during analysis to determine your
specific requirements.

Solid Waste Route Management application. Visual
Basic application utilizing an Access database and
Crystal Reports for report functionality. (See | 13)

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required
during analysis to determine your
specific requirements.

Solid Waste Roll-off Container Management application.
Visual Basic application utilizing an Access database and
Crystal Reports for report functionality. (See | 13)

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required
during analysis to determine your
specific requirements.

P.C. Anywhere, host and remote version 9.

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required
during analysis to determine your
specific requirements.

Backflow Device Management application. In -house
developed application in Access 2000 to be used if

unable to incorporate into UB/CIS system.

Refer to recommended modules -
UtilitySuite does offer a backflow
device management module. Or,
UtilitySuite does have the abiity to
interface with your current

application - further discussion
required.

City of Redlands



Ability to interface with the following applications not
yet purchased or developed by the City:

Credit and debit/ATM card processing application.

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required
during analysis to determine your
specific requirements.

110

New Development/Engineering Management application
(in-house application currently in development).

UtilitySuite has the abilty to interface
with most any third party application.
Further discussion will be required
during analysis to determine your
specific requirements.

111

IVR/IWR application for inbound and outbound
functionality.

Many of our customers utilize our
business partner, Frank Solutions
for their IVR/IWR needs, however
we do have the capabilty to interface
with most any IVR/IWR application -
further disscussion required.

Interfaces to third party applications that will be
considered if functionality requirements can not be
met with the UB/CIS system proposed for the
following functions:

| 12

Revenue Collection (cashiering) application.

UtilitySuite offers a Cash Receiving
module - please refer to
recommended modules section.

113

Solid waste and recycling route and container

management application.

City of Redlands



TECHNICAL REQUIREMENTS

CATEGORY:

Overall System Requirements

F = Fully Provided "Out-of-the-Box"
M = Provided with Modification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools

NV = Provided in Next Version
NA = Not available

REFERENCE SYSTEM REQUIREMENTS VENDOR COMMENTS
NUMBER RESPONSE

Product Technology
The product currently ulilizes a windows 7 Web based
environment, offering a full industry compliant GUI

01 desktop environment. F
The product is available within a proven development
environment which adequately supports all phases of the
system life cycle and utilizes designer/programmer

02 workbenches at a minimum. F
System maintains permissions (metadata) about files

03 (data). F
System Navigation

04 System provides windows-like point and click navigation. |F

City of Redlands
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05

System provides navigation using hot keys instead of the
mouse.

06

System provides an easy to use and easy to maintain

calendar allowing adjustment for holidays, weekends,
appointments, etc.

07

Provide for standardized automated screen interface
(hierarchical menu or windowed interface) with standard
function keys and screen headers.

08

Provide for direct screen access from anywhere within

the system via the pop-up window or a fast path screen
ID entry.

09

Provide a windowing capability to multiple screens.

010

Ability to have multiple customer sessions without
multiple log ons. Application must support multiple user
sessions e.g. the CSR has one session to answer a
telephone call and the second session is open to
research billing issues, not on the phone.

O N

Provide a method for the user to tailor system access to

meet their specific requirements such as menu items
and hot keys.

User Defined Fastpath

012

Ability to maintain key header information from one

screen to the next. Customer name, service address,
etfc.

013

Valid values should be available in a drop down box.

014

Values can be inputted directly without the use of a drop

down box. Ability to type first few letters and value will
display.

City of Redlands
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System Control

015

The system uses a "rule-based" architecture allowing a
secured user to set up and maintain the software with
requiring programmer intervention.

O 16

Allow for the monitoring of system up-time, response
time, and batch window in order to keep within
acceptable levels.

017

Provide for a 4 digit year throughout the system to allow
for the year 2000+,

018

Support real time on-line update as the primary
processing mode.

019

On-line submission of batch jobs to be run in real time or
a batch mode.

020

Ability to search by (sounds like) for address or
customer.

021

Ability to search by wild card.

022

Ability to conduct mass changes across accounts,

customer records, or premises. For example, Zip/Postal
code changes.

NV

023

Accommodate Zip + Four for all address records.

024

Aliow users to maintain key system parameters on-line
without the needs of IS intervention to change the
values. This includes items such as rate tables, edit
parameters, security access, etc.

City of Redlands
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025 System provides detailed error messages. F
Abllity 1o selectively archive system data based on user-
defined number of years or other use-defined criteria.

The archived data can be accessed via another medium
such as tape of CD-ROM. Provide secondary process to

O 26 purge archived data. F
On-line Help

0 27 On-line help is available and can be printed if necessary. |F
On-line help is available at the system, function, screen,

0 25 and field level. F

O 26 On-line help is updated with each new version release. |F

0 27 On-line help provides an index and search capability. F
On-line help is context sensitive. System will recognize

0 28 cursor position for a fast path to the help text. F

0 29 The system user manual is provided on-line. F
System Security

City of Redlands
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030

System security is capable of preventing unauthorized
user from logging into the database.

0 31

System constrains authorized users to the data they are
approved to access.

032

Specify user access and security by screen and type of
action such as update versus inquiry.

033

Provide for field level security.

0 34

The ability to track the use of the system by authorized
users.

035

The ability to report attempts by unauthorized users to
the use the system.

036

The ability to suspend after "x" attempts to access the
system with an incorrect password.

037

Allow users to be signed onto more than one workstation
(CIS sessions) simultaneously.

Auditiﬂg

O 38

Provides accurate transaction registers and audit trails
for system transactions.

039

Automatically creates a complete detailed audit trail
including information such as date, time, and user ID.

City of Redlands
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040

User can review transaction history on-line.

F
0 41 User can review transaction history in a report. F
Transactions can be selected by any combination of
0 42 date range, transaction type, user ID, etc. F
Approvals
Provides adequate levels of management review and
approval throughout the system, this may include an
automatic queuing or routing of transactions pending
043 management approval. F
Provide the ability to establish approval based on dollar
0O 44 level thresholds. NV
System Recovery
Provide transaction logging or journalizing at the
0O 45 database level. F
O 46 Ability to recover the system from the transaction log. F

Reports

City of Redlands
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0 47

System contains a full array of standard and
customizable reports.

048

Reports contain multiple select and sort parameters to
support various standard utility reporting requirements

049

Ability to create and define an unlimited number of user
defined reports.

0 50

Ability to view on-screen before printing a report.

0 51

Ability to export any report to client software such as
Excel for further manipulation and analysis.

052

Standard and ufility specific reports can be scheduled to

print daily and nightly using standard system
functionality.

City of Redlands
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TECHNICAL REQUIREMENTS

CATEGORY:

Geographic Information System (GIS) Interface

F = Fully Provided "Qut-of-the-Box"
M = Provided with Maodification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools
NV = Provided in Next Version
NA = Not available

REFERENCE SYSTEM REQUIREMENTS VENDOR COMMENTS
NUMBER RESPONSE

G1 Ability to export entire database to DBF table(s) C See Appendix |
Ability to access data stored in Unix-based GIS via CIS

G2 interface. M See Appendix |
Ability to establish connect/link directly to CIS database

G3 from the Unix-based GIS. M See Appendix |
Ability to view general map information stored in

G4 GIS/ESRI format via CIS interface. C See Appendix |
Ability to receive data from GIS and use to populate

i G5 tables within CIS database. M See Appendix |

Ability to produce maps related to various customer
service requests, such as new meter install, pressure

G6 problems, sewer blockage and doortags. M See Appendix |
Ability to download information from handheld field

G7 computers to CIS database via interface. M See Appendix |

City of Redlands
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Ability to take a new customer location (xy coordinates)
and "overlay" onto to various GIS layers to automatically
populate data fields such as street sweeping/trash

(8 pickup days, meter-read cycle and water pressure zone. |{M See Appendix |
Ability to create database files containing addresses of
G9 the above customer requests vi CIS interface. M See Appendix |
Ability to access various customer information stored in
G10 CIS database through a secure web server application. |[F
G 11 Field in CIS available for storing unique GIS link. F

City of Redlands
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TECHNICAL REQUIREMENTS

CATEGORY:

REFERENCE
NUMBER

C1

Cash Receipting - Integrate into CIS or Interface with a Third Party Application

F = Fully Provided "Out-of-the-Box"
M = Provided with Modification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools
NV = Provided in Next Version
NA = Not available

SYSTEM REQUIREMENTS VENDOR
RESPONSE

COMMENTS

Ability to manage the payment collection and processing

activities for all City sources via a single payment/screen
window (GUI). F

Cc2

The screen (GUI) should be user-definable, scrollable,
and sizable to display the following areas of information;
1.) Utility billing customer account information, 2.)
Payment class area(s) showing the revenue distribution
of each payment, and 3.) Tender area showing the
amount and type of each tender collected. F

C3

Abllity to process cash transactions {utility biliing
payments or miscellaneous general ledger payments) in
an on-line or batch mode. F

C4

Ability to provide ODBC to Utility Billing/CIS appiication
for real-time utility account inquiry and account update.

(If 3rd party application) F

City of Redlands
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c6

ADIITY 10 acCepPT, Tack Separawely, ana process
simultaneously the following methods of payment for
utility bill payments and miscellaneous City payments
including, but not limited to the following types: Cash,
Check, Money Order, ATM/Debit Card, Credit Card,

Electronic Funds Transfer, Wire Transfer, ACH, Internet,
Direct Deposits.

Ability to process electronic bank files.

mim

C7

Ability to provide an audit trail showing the source of
payments, walk-in, mail, etc.

C8

Ability to make on-line corrections of misapplied
transactions.

Through adjustment process

C9

Provide on-line account number validation for utility
billing accounts receivable payments.

C 10

Abllity to apply payments to a customers account(s) in a

user defined hierarchy which is parameter driven and
easy to modify.

C 11

Abllity to establish user defined rules to automatically
apply the distribution of partial payments that may

include service type, percentage of accounts receivable,
line item, age of past due receivable.

C12

Ability to handle over-payments fo utility accounts in a
defined manner such as hold till next billing, or automatic
overpayment check.

C13

Immediately reflect payments received from on-line cash
on the customer's utility account as a pending payment.

Overnight or end-of-day batch processing should not be
required to view the most recent transaction.

Account will be updated as
payments are received real-time.

C14

Ability to apply a single payment to multiple utility
accounts or miscellaneous city payments paying with a
single check or other tender type.

City of Redlands
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C 15

Ability to post payments to accounts that have been
charged-off.

C16

Ability to transfer payments from one account to another
with the ability to create an audit trail.

All transactions are maintained in
account history.

c17

Ability to process payment adjustments either on-line or
in batch mode.

C 18

The ability to automatically capture the user ID,
transaction time and day of every transaction.

Such information is noted in
account history.

C 19

Ability to remove or void Tine items in a transaction
without canceling the entire transaction.

C 20

Abllity to establish various security levels by user ID, e.g.

manager, supervisor, clerk, etc. that allow or restrict
certain functionality for that user.

C 21

Ability to provide a printed receipt for each transaction
processed.

C 22

Ability for user defined receipt header and trajler

messages, e.g. city name, address, phone number,
special messages, etc.

C23

Ability to print balance due when partial utility bill
payments are made on receipt.

C24

Ability to print user-defined descriptions on receipts.

M

C25

Ability to void or cancel a receipt through proper security
levels.

C 26

Abllity to process payment fransactions on-ine orin
batch mode utilizing bar code scanning or OCR
scanning technology resulting in minimal, if any,
additional user keystrokes.

C27

Ability to track transactions by individual user 1D to

facilitate multiple users operating from a shared cash
drawer environment,

C 28

Ability to balance cash drawer daily. System will balance

for both total dollars received and the number of items
by payment method.

City of Redlands
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C29

Ability to produce a reconcilable, consolidated. end-of-
day balancing report that includes all payment

processing transactions by all users in both summary
and detail format,

C 30

Ability to support the MMF Cash Drawer model #ECD
200, ithaca POSjet 1000 inkjet receipt printer, and the
Caere 5133 OCR reader.

C 31

Ability to interface with credit or debit/ATM card
authorizing/processing software applications, e.g. I.C.

Verify, to facilitate automatic on-line authorization for all
major credit cards.

UtilitySuite has the aﬁllfy {0

interface with most any third party
application. Further discussion will
be required during analysis to
determine your specific
requirements.

C 32

Ability to view user-defined messages on flagged utility

accounts prior to processing a payment transaction, e.qg.
Cash Only Customer, etc.

C33

ADbIlity T establish a date 1 advance or arrears of the
actual current default date for payment posting that will
allow finance charges to accrue by the selected payment
date, not the date processed. Auto penalty and interest
calculations by batch processed date.

C 34

Ability to seta default general ledger account numbers,

e.g. Cash, for certain types of transactions to reduce or
minimize repetitive entry by the user.

C35

Ability to enter and track comments related to cash
receipting transactions, e.g. check number, name on

check, etc. Utility billing payment comments would be
viewable from the customer account payment screen.

C36

Ability to transfer comments related to miscellaneous

City Payments to the Sungard Bi-Tech General Ledger
module through an interface.

Interface to be scoped.

City of Redlands
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C37

Ability to record Accounts Receivable (A/R) invoice
number for non-utility bill accounts receivable
(miscellaneous GL payments only) and update the A/R
history through an interface without re-keying information
into Sungard Bi-Tech application.

Interface to be scoped.

C 38

Ability o upload/populate General Ledger account
numbers from the Sungard Bi-Tech General Ledger

module into the Cashiering application through an
interface.

C 39

Ability to accommodate a General Ledger account
number as follows: XXXOXXX-XXXXIXXXXX OF XXXXXX-XXXX

C 40

Ability to access, search and print archived cash batches
at the detail level.

City of Redlands
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TECHNICAL REQUIREMENTS

CATEGORY:

REFERENCE
NUMBER

GL 1

General Ledger Interface

F = Fully Provided "Out-of-the-Box"
M = Provided with Modification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools

NV = Provided

NA = Not available

in Next Version

SYSTEM REQUIREMENTS

Interface with Sungard Bi-tech's Accounts Receivable
and General Ledger module (through batch process or
direct update). The timing of this interface is user
defined (daily, weekly, monthly, etc.). General Ledger
includes all balance sheet accounts, revenue accounts,
and expenditure accounts. (See C-39 for format.)

VENDOR
RESPONSE

COMMENTS

See Appendix |.

GL 2

Interface with Sungard Bi-tech application should
accurately debit/credit at a "batch total" level, not a detail
level, for utility billing accounts receivable. All other
transactions should be available at a detail level.

GL 3

Ability to record Accounts Receivable invoice number for
non-utility accounts receivable (miscellaneous GL
payments only) and update A/R history through interface
(without re-keying information into Sungard Bi-tech).

F

GL 4

Ability to transfer non-utility accounts receivable
(miscellaneous GL payments only) comments and

descriptions to General Ledger System through
interface.

City of Redlands
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GL5

Ability to provide in interface to the Sungard Bi-tech
Accounts Payable and General Ledger modules for
check generation requests for credit refunds or deposit
refunds for utility billing accounts.

GL6

Ability to provide an interface to the Sungard Bi-tech
Accounts Payable and General Ledger module to

facilitate requests for internal City utility bill payments to
be processed on-line.

City of Redlands
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TECHNICAL REQUIREMENTS

CATEGORY: Solid Waste Operations Management - Integrated into CIS or Interfaced with a Third Party Application

F = Fully Provided "Out-of-the-Box"
M = Provided with Madification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools
NV = Provided in Next Version
NA = Not available

REFERENCE SYSTEM REQUIREMENTS VENDOR COMMENTS
NUMBER RESPONSE
Solid Waste Customer Information and Route
Management
Ability to record as data {not a note or comment) solid
waste service related customer information such as Accounts can be flagged for various
SW 1 "special needs" customer. F reasons including "speciai needs."
Ability to record as data (not a note or comment) a Accounts can be flagged Tor various
service location for a customer, e.g. alley or curbside reasons including "specified service
SW2 collection. F location.”
Ability to record as data (not a note or comment)
whether a customer is exempted (not required to Accounts can be flagged for various
participate in mandatory services) from a type of solid reasons including “exempt” vs. "non/
SW3 waste service, e.g. greenwaste exempt. F exempt."
Ability to maintain all solid waste service specific criteria
in user defined fields, e.g. Route Number, Route Type,
SW4 Service Type, Collection Day(s). F
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SW5

Ability to designate multiple Service Types, Route
Types, Route Numbers, and Collection Days per
container, per account, to accommodate multiple
services and containers used for refuse, recycling and
greenwaste service.

SW 6

Ability to designate one or more collection days (one to
seven days per week) per service type, per container, to

accommodate refuse, recycling and greenwaste service
to an account.

SW7

Ability to designate a sequence or stop number for each

container, per Service Type, Route Type and Collection
Day.

SW 8

Ability to route a stop multiple times on the same day for
the same service.

SW 9

Automatic re-routing feature for re-arranging routes.
Allows for the addition of a new route, the removal of an
existing route, and the ability to re-organize and/or

combine existing routes in an on-line or batch mode as
requested.

Require additional specific
information.

SW 10

Automatic renumbering feature for re-arranging stops or

sequence numbers on a route to allow for addition of
new services.

SW 11

Ability to prepare a daily Drivers Route Sheet by Service

Type, Route Type and Collection day in sequence order.

Daily schedule would also include number and size of

containers, special needs, and service location
information.

SW 12

Ability to include a Driver Message on the route sheet.
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SW 13

Ability to designate a message as permanent or a one-
time only message to print up until a specified date.

SW 14

Ability to provide a space on the daily Drivers Schedule
for driver comments. Returned comments would then
be entered into the CIS system as a note or comment on
the customers account by a CSR.

SW 15

Ability to export solid waste routing data to GIS

applications for route analysis and efficiency evaluations
and electronic mapping.

SW 16

Ability to schedule and manage roll-off container
services.

SW 17

Ability to manage shared commercial containers,
including who shares, size and location of container, and
ability to bill for actual percentage of bin share.

We have the ability to link multiple
customers to one premise, attach a
percentage to the billing item and
bill for the amount.

SW 18

Provide route statistics, e.g. containers per day, yards
per day, tons per day, containers per account, etc.

SW 19

Ability to record Stop Service information that also will
print on the Route Sheet.

SW 20

Ability to retain as history service level changes by
service type per service address.

Solid Waste Container Management
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Manage inventory of all refuse and recycling containers.

SW 21 ltems to track include:

SW 22 Container number.

SW 23 Duplicate container ID numbers are not allowed.
SW 24 Bar-coding.

SW 25 Container size.

SW 26 Container manufacturer.

SW 27 In service date.

SW 28 Container type.

SW 29 Empty weight.

SW 30 Container purchase price.

SW 31 On-line search capability, including:
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SW 32

Service address and location.

F
SW 33 Container ID number. F
SW 34 Container manufacturer. F
SW 35 Container type. F
SW 36 Container size. F
SW 37 X, Y Coordinates. F
SW 38 Provide for statusing of solid waste containers, including: |F
SW 39 Inventoried. F
SW 40 Service - active. F
SW 41 Service - inactive. F
SW 42 Stolen/missing. F
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SW 43 Retired/junked.
SW44 = |ldentify all locations the container has been set.
SW 45 Tracking of container at its current location.
Provide the ability for mass receipt and addition of
SW 46 containers into inventory.
SW 47 Provide for retirement of containers.
Container delivery, removal or exchange requests
SW 48 automatically update inventory and attribute values.
Service Order Management
On-line inquiry and browsing of orders including access
SW 49 by:
SW 50 Customer name.
SW 51 Customer account number.
SW 52 Service address.
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SW 53

Service order number.

SW 54 Scheduled date.

SW 55 Order status.

SW 56 Order type.

SW 57 Container number.

SW 58 Provide order status types, including:
SW 59 Pending.

SW 60 Scheduled.

SW 61 Printed.

SW 62 Completed.

SW 63 Re-scheduled.
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SW 64

Canceled.

SW 65

On-line viewing of existing workload.

SW 66

Input partial orders into the pending order file without
specifying all required order information, Allow the

customer to call back with additional information at a
later date.

SW 67

On-line access, viewing and modification of a pending
order.

SW 68

On-line access to cancel a pending order. The system
will retain the canceled order with the reason it was
canceled and who canceled it.

SW 69

User defined archive of all completed and canceled
orders.

SW 70

Abillity to generate orders for non-service address

specific locations, an illegal dumping on the side of the
road.

SW 71

Ability to schedule orders by order area based upon

order priority, date, requested, service department,
staffing level, and current backlog.

SW72

Identification of an order as being a repeat (2nd, 3rd
request) order requiring immediate attention.

SW73

Provides the capability of printing orders in a logical
ordering route number or route sequence.
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SW 74

Provides the capability of reprinting specific orders.

SW75

Flexibility in defining the information to be printed on an

order such as relevant customer or service address
information.

SW76

Allow for the input of the actual date the order is
completed including week-ends and holidays.

SW77

Completion of an order will change the status of the

pending order and identify it as a completed historical
order on-line.

SW78

On-line historical review of completed orders for the

customer account or service address, sortable by
newest to oldest.

SW79

Ability to generate orders for miscellaneous solid waste
services including, but not limited to-

SW 80

Missed collection of service.

SW 81

Late set-out of containers, return for service.

SW 82

Request for extra or additional services.

SW 83

Collection of excess refuse by driver.

SW 84

Contamination of recycling or green waste containers,
return for collection with extra charges.
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SW 85 Start service.

SW 86 Stop service

SW 87 Request for supervisor review of current service level.

SW 88 Request for waste audit.

SW 89 Request for special needs service.
An on-line order initiation process to deliver, exchange
or remove solid waste containers, including the

SW 90 following:

SW 91 Container maintenance (broken wheel or lid).

SW 92 Miscellaneous container order.

SW 93 Complaints, general.

SW 94 Compliments, general.

Reports
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System contains a full array of standard and

SW 95 customizable reports. F
Reports contain multiple select and sort parameters to
SW 96 support various standard utility reporting requirements  |F
Ability to create and define an unlimited number of user
SW 97 defined reports. F
SW 98 Ability to view on-screen before printing a report. F
Ability to export any report to client software such as
SW 99 Excel for further manipulation and analysis. F
Standard and utility specific reports can be scheduled to
print daily and nightly using standard system
SW 100 functionality. F
Correspondence and Contacts
Specified forms can be generated
Ability to create correspondence templates, including through Work Order/Service Order
SW 101 forms. F module.
Provide for the generation of standardized form letters Specified forms can be generated
and responses to customer inquiries with information through Work Order/Service Order
SW 102 from the customer account as required. F module.
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Automatically generate correspondence based upon
driver feedback from route sheets when needed, for
example: Greenwaste or recycling container was
reported contaminated, bin enclosure needs cleaning,

Specified forms can be generated

through Work Order/Service Order
SW 103 |containers are being left at the curb after collection, etc. |F module.
Record correspondence sent as a historical reference to All correspedance will be
SW 104 the account. F maintained in account history.
Provide for an unlimited amount of notes/remarks on an
SW 105 account. F
SW 106 Provide for free form notes/remarks. F
SW 107 Provide options for sorting and displaying notes/remarks. |F By remark type and date.
Provide for the identification of critical notes/remarks
SW 108 which "flag" an account. F
SW 109 Provide automatic user ID and date entered, etc. F
Ability to add a note without a customer attached to a
SW 110 service address. F
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TECHNICAL REQUIREMENTS

CATEGORY: Utility Billing - Customer Information System

F = Fully Provided "Out-of-the-Box"
M = Provided with Modification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools
NV = Provided in Next Version
NA = Not available

REFERENCE SYSTEM REQUIREMENTS
NUMBER

VENDCR
RESPONSE

COMMENTS

Account Management

UB 1 System generates a non-significant account number, F

UB 2 System generates a non-significant customer number.  |F

UB 3 Ability to provide the following statuses of an account:  |F

UB 4 Active.

F

UBS Temporarily disconnected for non-payment. F

UB 6 Closed / Inactive. F
Closed - With outstanding balance sent to collection

UB7 agency. F
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UB8

Closed - Written off as uncollectable debt.

UB g

Ability to create user-defined account statuses.

UB 10

Ability to establish a user defined account type, e.g.
residential, multi-family, industrial, institutional, etc.

UB 11

Ability to establish a joint account with two or more
persons liable for the bill.

Third Party Address

UB 12

Ability to transfer service from one customer account to

another based on user defined transfer date including
retroactive dates.

UB 13

Ability to generate a notification document to a third
party when an account is transferred or disconnected.

UB 14

System will use user defined or system generated last

meter readings for "transfer from" and/or "transfer to"
service.

Account (Service/Equipment/Program) Offerings

UB 15

All available services can be reviewed at the service
address on-line.

UB 16

Ability to open specific services without opening others,
e.g. water service, but not wastewater service.
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UB 17

Identification of the services available within a user
inputted block range.

UB 18

Ability to review applicable rates/pricing with the
customer for the services they are interested in.

UB 19

Ability to provide on-line "what-if-scenarios" for different
pricing options by service category.

Through use of the training system.

UB 20

Ability to record the customer's service choice and
selected rate/pricing plan.

UB 21

Ability to review all equipment offerings available to the
customer on-line.

UB 22

Review equipment rate and pricing plans for those items
the customer is interested in.

UB 23

Ability to record the customer's equipment choices and
associated rate/pricing plan.

UB 24

Ability to review on-line with a customer all relevant
program offerings.

UB 25

Review financial aspects of the programs the customer
is interested in.

UB 26

Ability to establish a levelized, equalized or average
payment plan.
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uB 27

Ability to establish landlord arrangement for automatic
connection and disconnection when tenant moves out.

Landlord agreement

Account Views

UB 28

On-line access to account information from a
consolidated view to a detailed view.

UB 29

Consolidated view of a customer with multiple accounts.
All accounts are billed separately.

UB 30

A service view (water, wastewater, solid waste, etc.)

UB 31

A meter, product, or equipment view.

UB 32

On-line access to a similar view of the bill as it was
produced and distributed to the customer.

UB 33

On-line access to an exact image of the bill as it was
produced and distributed to the customer.

Duplicate bill or a 3rd party imaging
solution

UB 34

On-line view to the past 15 years of customer

consumption history, read dates, reading, and bill
amounts.

UB 35

On-line view of account consumption/usage history by
meter or by service.
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On-line view to total combined consumption across

UB 36 multiple meters and the same service address. F

UB 37 On-line view of account payment history. F

UB 38 On-line view of how the account allocation was applied. (F
On-line view of cash payment transactions including up-
to-the minute postings. Processing is not required to

UB 39 view the payments made. F
On-line view of pre-payment (deposit) information

UB 40 including an estimated refund date. F

UB 41 On-line view of account billing history. F

UB 42 On-line view of an accounts credit history or credit score. |F
On-line view providing an "Account at a glance”.
Information would include: A/R, pre-payment (deposit)

UB 43 information, due date, credit history, etc. F
Ability to print a formatted statement of account for the
customer including billing and payment history,

UB 44 adjustments, consumption, etc. F
On-line access to historical service and meter orders for

UB 45 an account, F
On-line access to pending service and meter orders for

UB 46 an account. F
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UB 47

On-line access to charges and fees pending and not yet

billed, e.g. roll-off container service or extra pick-ups,
etc.

Account Processing

UB 48

On-line identification of previous charge-off or bad debt
amounts, including on-line skip tracing based upon

specified search keys (names, SSN or TIN numbers,
driver's license number, etc.)

Write off functionality

UB 49

Ability to establish a customer mailing address specific
to each account.

UB 50

Ability to establish a responsible third party mailing
address for notifications.

UB 51

Ability to enter new forwarding address onto an account
and have the address reflect on the account for a user
defined period of time. Customers can indicate when
the address will become valid.

Billing Management

UB 52

Ability to assign a primary billing cycle to all accounts.
The billing schedule is easily changed with the ability to
combine multiple cycles or to delay billing of a cycle.

F
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UB 53

A billing cycle will not be delayed if all reads are not
received for the cycle. The billing can be run for those
accounts which have recorded usage. The system will
not estimate those which do not have valid readings,
they will be held or transferred out of the current batch.

UB 54

Ability to assign a book number to all accounts.

UB 55

Accommodate billing for customers of various rate

classes, usage volumes, number of dwelling units, rate
schedules, etc.

UB 56

Easily modify a single account's billing cycle.

UB 57

Ability to conduct mass billing cycle changes to groups
of accounts to facilitate route re-structuring/balancing.

UB 58

Accommodate a date driven billing schedule that
facilitates six bills per year for all bi-monthly accounts
and twelve bills per year for all monthly accounts.

UB 59

Accounts meeting the following conditions will be
allowed to bill whenever their readings are received:

Final Bills, Special Billings, Rebills for consumption
corrections.

UB 60

Calculate consumption for multiple meter exchanges on
an account during a single billing period. System will
accommodate a set reading and an out reading.

UB 61

Validate consumption based upon user defined

estimating guidelines and algorithms.
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UB 62

System estimating guidelines may include- Average
consumption for the life of the account, average of the
previous two months, same time last year.

UB 63

Validate bill based upon dollars.

UB 64

Accommodate billing of accounts on monthly, bi-
monthly, quarterly, semi-annual or annual basis.

UB 65

Calculate and prorate for rate changes within a billing
period.

UB 66

Calculate and prorate for service level changes within a
billing period.

UB 67

Prorate a charge or credit to an account based upon the

number of days in the billing period for first and final bills
using 30 or 60 days as the basis for proration.

UB 68

Calculate the user defined total summer and winter days

for the billing period. Billing rates will calculate
respectively.

UB 69

On-line adjustment of a bill on a line item basis as
opposed to an entire bill.

UB70

System will assure that when billing adjustments are
made, all appropriate GL transactions will be applied.

UB 71

On-line adjustment of all charges, fees, on a customer
account for current and "x" previous months.
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UB 72

Ability to adjust consumption, rebill the account, and
have appropriate readings and receivables adjusted

accordingly without making manual entries to the GL
(cancel/rebill).

UB73

On-line view of adjustment history.

UB 74

Ability to apply adjustments to accounts that have been
written-off.

UB 75

Ability to reverse transactions where a customer has
been connected/disconnected/transferred in error.
Provide mechanism to easily rectify.

UB 76

Apply adjustments to final bills.

UB 77

Support the tracking, adjustment, resolution, and

reporting of all adjusted customer billing and service
disputes.

UB 78

Support mass cancel/rebill ability, e.g. wrong rate
applied, or wrong batch date used.

UB 79

Support debiting an account for a returned check and
returning amount owed to proper aging and GL.

UB 80

Support automatically charging an account for penalties
associated with returned checks.

UB 81

Ability to bill in advance and in arrears by service.

UB 82

Bill for water service based upon water consumption.

UB 83

Bill for water meter service based upon meter size.

UB 84

Bill for consumption and customer charges for fire
hydrant construction water meters.

UB 85

Bill wastewater service based upon a percentage of

water consumption from a designated meter assigned to
a service.
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UB 86

Bill wastewater service based upon a flat rate.

F
Bill wastewater service based upon a BOD and for SS
UB 87 strength classification. F
Bill wastewater service based upon approved
UB 88 discharges. F
Maintain history of high strength usage for Industrial
UB 89 Waste customers for previous periods. F
Calculate a winter water average yearly for wastewater
consumption and apply the average to the customer's
UB 90 account. F
Ability to calculate wastewater charges based upon an
UB 91 average daily attendance for schools. F
Bill customers for solid waste services based upon the
number and size (capacity) of containers, frequency of
UB 92 collection, and type of waste. F
- |Bill customers based upon excess waste, bulky item
collection by volume or weight, special pick-up per
quoted prices, and miscellaneous charges with unique
UB 93 descriptions on the bill. F
Bill customers based upon a percentage for shared use
UB 94 of solid waste and recycling containers. M Requires further discussion.
Ability to bill based upon weight an volume determined
by measurement of the refuse or recycling through a
UB 95 scale used on a collection truck. F
UB 96 Ability to bill by weight recorded at the landfill. M Requires further discussion.
UB 97 Bill for household hazardous waste disposal service. F
UB 98 Bill for street cleaning service. F
UB 99 Bill for other miscellaneous City provided services. F
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P s

Bill customers who participate in average, equalized, or
uB 100 levelized payment programs. F
Bill customers who participate in automatic bank drafting
UB 101 payment programs. F
Ability to bill various fees, charges, penalties. To
uB 102 include, but not limited to: F
uB 103 Late payment charges for past due amounts. F
UB 104 Returned check fees. F
UB 105 Initiation/Collection/Reconnect fees. F
UB 106 City/County/State sales tax. F
Service labor amounts for work performed by a service
uB 107 Crew. F
UB 108 Meter tampering penalties. F
UB 109 Credit card miscellaneous fees. F
UB 110 Post annexation or water/wastewater surcharge. F
UB 111 Property cleanup charges. F
UB 112 _|lllegal dumping charges. F
UB 113 |Excess refuse charges _ F
Ability to provide penalty exemption for a specific
UB 114 penalty. F
UB 115 Provide penalty exemptions across all penalties. F
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UB 116

Provide reporting on penalty exempt customers.

UB 117

Provide an on-line bill caiculation and generation
feature. Bill will calculate immediately for printing, over
night processing is not required.

UB 118

Provide for the identification and modification of billing
factors to provide a "what-if billing function”. What if my
rate changed? What if my consumption changed?, etc.

Quick bill functionality

UB 119

Provide a printed quotation to the customer for
requested services, products and programs.

NV

Next release 6/2003

UB 120

Accommodate an on-line cancelfrebill (adjustment)
process which will allow canceling, adjusting, and
rebilling the account for "x" previous billing periods for

changes in any billing component including rates and
usage.

UB 121

Cancellrebill process may be applied to an entire bill,
line item or to a specific service.

UB 122

System provides the ability to cancel and rebilling the

rates/charges in effect for the rebill date and prorate if
there have been changes.

UB 123

System generates appropriate GL entries when the
cancel/rebill process is performed.

UB 124

Maintain past and present usage billed to each rate
schedule for a customer account to support the need for

reconstructing or rebilling the customer for previous
periods.

UB 125

Produce and print a corrected bill which reflects

adjustments made to previous period consumption for
"x" previous periods.

UB 126

Provide a correct current bill which reflects adjustment

made to a previous period's bill.
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UB 127

Accommodate non-meter related consumption

adjustments such as solid waste container changes for
back billing, leak adjustments.

UB 128

Combine usage tor multiple metereg and non-metered
service into a single consolidated account bill. System

will combine an unlimited number of meters on a single
bill.

UB 129

Accommodate billing for all City provided services ona
single bill.

UB 130

Ability for customer to request multiple bills be sent to a
single mailing address.

UB 131

Ability to send duplicate bills to multiple 3rd party
customer entities.

UB 132

Ability to produce 3 one-time miscellaneoys bill for a

current customer. One-time bill is produced in addition
to a normal cycle bill.

UB 133

Produce a one-time bill to an individual that is not g utility
customer for property damage, merchandise, etc.

UB 134

Flexibility in combining line item charges or separating
item charges for bill printing.

UB 135

Flag charges o not appear on the bill. Adjustments or

charges made in error that the utility does not want the
customer to view.

UB 136

Bill is printed with an identifier of the type of bill including
if it is corrected, initial, closing, regular, delinquent,
estimated, bank draft, etc.

UB 137

The date and meter readings at the beginning and at the
end of the period for which the bill is rendered.

UB 138

The beginning and ending dates for non-metered

UB 139

services that are not consumption based.

Display of the amount due in a very visable place on the

bill.
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UB 140

Display the total amount due plus amount of penalty i
not paid by due date. The penalty amount can be
viewed as a separate line item.

UB 141

The date by which the customer must pay the bill in
order to avoid penalty or termination of service.

UB 142

Display the description of a charge.

UB 143

Current charges.

UB 144

Past due charges.

UB 145

Total payments received combined in a single line item.

UB 146

Multiple payments received listed separately.

UB 147

Description of line item adjusted.

UB 148

Graph showing consumption/usage, by meter, or

combined, for current and prior 12 months for each
service.

UB 149

Ability to add shading and textures to the bill design.

UB 150

Ability to create an on screen preview of created bills.

UB 151

Provide for a check digit to be included on the bill.

UB 152

Statement of number of days in billing period versus
number of days between meter readings with an
average daily usage by metered service.

UB 153

Separate line item for deferred payment arrangements.

UB 154

Total usage by meter in appropriate unit, gallons, cubic

feet, etc.
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UB 155

Global custom messages. All bills produceg will have a
single message.

UB 156

Custom messages by user defined criteria.

UB 157

Custom messages by individual customer.

UB 158

Custom messa es by service.

UB 159

ASSIgNMENt of Special hian Ing codes™o the bl Tor
purposes of sorting, bill printing, reviewing, routing, and
mailing. The system will accommodate grouping
customer's bills together for placing in the mailing
envelope together.

UB 160

Ability to present an electronic bill instead of a hard
copy.

UB 161

Ability to interface with client purchased application for

US postal automation processing and CASS
certification.

Uity Suite has the abimyto
interface with most any third party
application. Further discussion will
be required during analysis to
determine your specific
requirements.

UB 162

Ability to provide multiple capabilities for sorting bills,
€.9. Zip code, cycle, customer number.

UB 163

Ability to postal print bar code on bills and/or envelopes.

UB 164

Ability to input a range of bills to be produced. For

example, the entire bill run does not need to be printed
all at one time.

UB 165

System will display the number of bills to be printed.
System will display the number of bills remaining to be

UB 166

printed.
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UB 167

System will display the number of total bills printed.

UB 168

System allows restarting of a bill run from any point
within the bill run.

UB 169

System allows a bill run to be paused or restarted.

UB 170

System creates a unique bill number to facilitate above.

uB 171

System is capable of creating a text only version of any
bill for email attachment purposes.

uB 172

Ability to generate customer bills to an electronic

medium, such as tape or disk, for out-sourcing bill
production services.

UB 173

Billing cross-checks are available to ensure that all reads
were input, all charges calculated correctly, and all bills

printed for the scheduled cycles and off cycle accounts
(final bills).

UB 174

Ability to produce a preliminary billing register Tisting all

accounts to be billed including line item detail and total
amount billed.

UB 175

Provide adequate control, balancing and reconciliation

between the billing cycle revenues and the general
ledger revenue cycles.

Credit and Collection Management

UB 176

Capture basic customer credit information in order to

provide a credit profile, credit score and credit status of
an account/customer.

UB 177

Credit information fields are user-defined and unlimited.

F

uUB 178

Ability to convert existing credit rating from PICK system
and translate into new UB/CIS system.

Credit points
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UB 179

Ability to create a flexible credit scoring with varying
weights associated with various credit offenses.
Collection points for credit scoring purposes are
applicable to all types of accounts.

UB 180

Credit score have the ability to go up or down based
upon user defined criteria.

UB 181

System will provide the ability to manually adjust or
override a customer's credit score.

UB 182

Abillity to view a customers credft protile across all
accounts. System has the ability to combine multiple

accounts together to provide a "credit at a glance"
function.

Rating attached to CIS record

UB 183

Ability to transfer a credit score from an old account to a
new account.

UB 184

Identify customers who have been pre-approved for

credit. For example large customers eligible for waiver
of pre-payment (deposit), etc.

UB 185

ADIlity 10 provide a [etter of reference to g former
customer in order to establish credit with a new utility
company as a letter management function. Letter would

include information about the customer's payment
history.

UB 186

The ability to generate an electronic medium, such as
tape or disk, accounts to be turned over to Collection
Agencies and/or Credit Bureaus.

UB 187

Abillity to identify an account as a "cash only™ account

based upon a specific credit score or a user defined
criteria.

UB 188

Ability to provide an on-line summary or report of all
amounts owed by an entity having multiple service
locations, both active, closed or pending.
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UB 189

Ability for new service requests to be cross-referenced
against closed accounts with outstanding balances or
accounts disconnected for non-payment with
outstanding balances transferred to a new account.

UB 190

Ability to transfer delinquent balances between a
customer's accounts.

UB 191

Allow accounts to be "frozen" so that no action is taken
during any delinquent review process.

uB 192

Support an automated notice and collection activity for

all customers based upon specific processing date
schedules by customer class.

UB 193

Ability to define an automated notice and collection
process by service, product, and program.

UB 194

Ability to exclude utility service and product charges from
the delinquent notice process.

UB 195

Ability to exclude specific customers from the delinquent
notice process.

UB 196

Ability to integrate/interface with an automatic dialer for

assistance with outgoing calls for collection efforts.
(IVR/IWR inbound and outbound)

uB 197

Ability to grant payment extensions which will extend the
delinquency process accordingly. Customer provides a
specific date or length of the extension.

UB 198

System will track the number of payment extensions

granted for a customer. Payment extensions will affect a
customer's credit score.

UB 199

The system can support any number of notices with
variable content and format.

uUB 200

Turn-off processing will include automatic generation of
a disconnect for non-payment work order.

UB 201

Ability to print disconnect work orders by route or meter

sequence.
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UB 202

Turn-off work orders can be automatically removed if
payment is received prior to turn-off,

UB 203

Turn-off for non-payment work orders wili auto generate
a charge to the account for the service,

UB 204

Ability to prevent turn-off of service (by service) due to
delinquency for various reasons, including:

UB 205

Payment arrangements (automatic).

UB 206

Bankruptcy Proceedings.

UB 207

Fire Service meter.

UB 208

High bill investigations/Bill Disputes.

UB 209

Re-Read order pending.

UB 210

Other user defined circumstances.

UB 211

Disconnect notices must be user definable and include
the following:

UB 212

Customer mailing address.

UB 213

Service address.

UB 214

The reason for the proposed disconnection.

UB 215

Total outstanding balance and past due amount,

UB 216

Due date.

UB 217

Ability to provide on-line reporting of accounts that have

been disconnected for non-payment.
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UB 218

Allow for late payment penalty on all types of accounts.

F

Late payment penalty applied based upon a flat dollar

UB 219 amount or a percentage of the balance due. F
Upon receipt of a partial late payment, system will
automatically indicated the payment amount on the

uB 220 delinquency notice and reduce the balance due. F
Debit returned checks back to the customer's account

uB 221 and create appropriate returned check charge. F
Customers with returned checks will automatically into

uB 222 the delinquency process if the charge is past due. F
Appropriate associated GL accounts will be adjusted

UB 223 accordingly without any manual intervention. F
Call, mail or deliver to the customer notice of the

uB 224 returned check. F
Ability to waive the returned check fee pending approval.
System will provide the ability to override the fee without

uB 225 an adjustment to the account. F
On-line view or report of checks that have been returned
based upon user defined criteria such as date, amount,

UB 226 customer class. F
Track the number of payment arrangements granted to

UB 227 an account in a running twelve month period. F
Track the number of payment arrangements not

UB 228 _ |honored. Provide ability to track default. F
System will allow the user to adjust the arrangement

UB 229  |amount and/or due date of an arrangement. F
On-line view or report of payment arrangements made

UB 230 |with a customer for an account. F
Payment arrangement preclude the account from

UB 231 entering collection processing. F
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UB 232

Provide for automatic write-off of accounts pased upon

user defined parameters by service. Allow for override
of this automated process, secured by user.

UB 233

Provide for manual write-off Ccapability. User has the
option to select specific charges that are past due and
perform write-off. This would include active accounts.

UB 234

Provide for a mechanism for easily tracking and

identifying closed accounts with outstanding balances
due.

UB 235

Allow for input and on-line review of account collection

status, for example: negotiated, settled, forgive,
reversed, bankruptcy.

UB 236

Provide an on-line view or report of the write-off
processing affected accounts.

UB 237

Provide for the transfer of records from the accounts
receivable when collection activity has been completed.
Appropriate GL interface transactions will occur.

UB 238

Identify and maintain bankrupfcy information on the
customer account. Upon notification that a customer

has filed for bankruptcy the account is closed as of the
date of filing.

UB 239

Ihe delinquency process Tor 3 Dankrupicy customer s
stopped for the amount due at the time of filing to
prevent the service from being disconnected for non-

payment or going to a collection agency for the closed
account.

UB 240

Provide an on-line view or report of the amount owed by
customers who have filed for bankruptcy.

UB 241

Track dismissals and discharges.

O ————
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UB 242

Tracking of Chapter 7, 11, and 13 payments separately. |F
Ability to indicate on the new account that the customer
UB 243 has filed for bankruptcy on an old account. F
Identify a customer as deceased and assign an executor
UB 244 lto the account. F
Once service is disconnected, the system will calculate
UB 245 the lien able amount. F
Provide an electronic medium of all accounts with a lien.
This information can be provided to an outside agency
UB 246 for processing. F
Customer Management
Ability to record the following: salutation, first, full
middle, last name, and suffix for individual name
UB 247 accounts. F
Ability to record from a user defined list different types of
telephone numbers, e.g. home, work, business, property
UB 248 manager accounts payable, FAX, cellular, etc. F
UB 249 Ability to record an email address for a customer. F
UB 250 Ability to record a date of birth for a customer. F
Ability to access an account of any status by the
UB 251 following: F
There are over 70 different ways to
search for an account including by
UB 252 Customer name, with partial name search capability. F customer name.
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UB 253

Service address.

There are over 70 different ways to

search for an account including by
service address.

UB 254

Mailing address.

There are over 70 different ways to
search for an account including by
mailing address.

UB 255

Account number,

There are over 70 different ways to
search for an account including by
customer name.

UB 256

Customer number.

There are over 70 different ways to
search for an account including by
customer number.

UB 257

Meter number.

There are over 70 different ways to
search for an account including by
meter number.

UB 258

Assessor's Parcel Number (APN).

UB 259

Social Security Number (SSN).

There are over 70 different ways to

search for an account including by
SSN.

UB 260

Taxpayer Identification Number (TIN).

UB 261

Telephone number.

There are over 70 different ways to
search for an account including
telephone number.

UB 262

Drivers License Number.

There are over 70 different ways to
search for an account including
driver's license number.

City of Redlands

uB 23



UB 263

By old account number from previous billing system.

There are over 70 different ways to

search for an account including by
old account number.

UB 264

NAICS code. (North American Industry Classification
System, previously SIC).

UB 265

Provide for a combination of search criteria, e.g. social
security number and name.

UB 266

System will provide the ability to generate an application
form, assisting the CSR in the process of entering and
validating applicant information.

UB 267

System allow the user to suspend or store an incomplete

application in a temporary work area for later reactivation
and completion.

UB 268

Information specific to the customer Is maintained and
tracks with the customer from one service address to

another or account to another. This information would
include:

UB 269

Credit profile history.

UB 270

Alias name(s).

UB 271

Doing Business As Name (D.B.A)

UB 272

Social Security Number (SSN).

uB 273

Taxpayer ldentification Number (TIN).

UB 274

Drivers License Number.

UB 275

Email address.
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UB 276 Theft and tampering history.
UB 277 Customer complaints.
UB 278 Customer correspondence,
UB 279 History of service addresses both present and past.
UB 280 Bankigg_information for automatic drafting purposes.
UB 281 Identify dangerous animals/people/situations.
Ability to display contact start ang completion times to
UB 282 view length of time spent with a customer.
Frovide for the on-line Identification and segmentation of
the existing customer base through any data entity or
data relationship (used to target market customers for
UB 283 any process).
Provide for the download of customer records into client
(Excel, Access, etc.) software for subsequent
UB 284 manipulation.
rrovide Tor automated Tollow-Up With customers through
telephone calls or correspondence triggered through the
work queue or similar mechanism. For example: at the
completion of certain call types, correspondence will
UB 285 automatically be generated.
Provide for the generation of standardized form letters
and responses to customer inquiries with information
from the customer account as required. For example:
UB 286

program inquiries, thank-you letters, etc.
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Provide consumption information for customers who
have participated in a water conservation audit to

UB 287 validate savings. R
Provide commodity consumption, revenue and demand
information and adjustments to external systems to

UB 288 assist in forecasting on a monthly or as required basis. |R
Provide the ability to assess a pre-payment (deposit) for
service. Separate pre-payments can be collected and

UB 289 tracked for water, wastewater or solid waste service, etc. |F
System allows the method of determining default pre-

UB 290 payment requirements to vary for each type: F

UB 291 Service type (water versus solid waste). F

UB 292 Customer type (residential versus non-residential). F

UB 293 Customer credit score. F
System determines pre-payment amount for a new

UB 294 customer based upon user defined criterion. F
Determine the pre-payment remittance approach: cash

UB 295 only, single billed amount, installment billing, etc. F
For temporary services (fire hydrant construction meters,
solid waste roll-off service) customer is required to pay a

UB 296 pre-payment before delivery of meter or equipment. F
Ability to accept non-cash pre-payments such as bank

UB 297 letters, letters of credit history, certificates of deposit. F
Ability to transfer existing pre-payments to a new

UB 298 account. F
System provides for the automatic return of a pre-
payment after one year based upon an acceptable credit

UB 299 score (user definable). F
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UB 300

It credit score dictates that pre-payment should not be
applied, system provides for user defined extension,
created a new pre-payment refund date.

UB 301

Pre-payment is automatically applied to all final bills, if
not requested to transfer to a new account.

Payment Plans

UB 302

System provides for levelized billing. System

recalculates the payment amount for levelized billing by
calculating the average consumption over the past user
defined historical period resulting in a varying payment.

UB 303

Ability to remove customers from levelized billing
programs after the "x" consecutive or non-consecutive
missed payment in a "x" period.

UB 304

If a levelized payment is missed, the next bill should

reflect the levelized payment in arrears in addition to the
current payment amount.

UB 305

System supports the automatc generation of notice to

customer that they are subject to removal from levelized
billing.

UB 306

System performs automatic re-calculation of Tevelized

billing payment amount on demand or at user defined
intervals.

UB 307

System allow for the City to define eligibility restrictions
that must be met for the levelized billing and allow users
to apply or override restriction on sign-up. Restrictions
may include length of service time, credit score, etc.

UB 308

System will monitor the actual usage in comparison to

level billing amount and notify the CSR when an account
is becoming significantly out of balance.

City of Redlands

uB 27



Allow for level billing of metered, non-metered and

uB 309 metered related services.
System provides for a "true up” balancing and

UB 310 adjustment on an annual basis, or at final billing.
EQUIPMENT MANAGEMENT - WATER METERS
System does not allow duplicate meter numbers. It
duplicate meter numbers occur across manufacturers
the system provides a method to differentiate the

uB 311 meters.

UB 312 On-line search is supported, including:

UB 313 Meter number.

UB 314 X, Y Coordinates.

UB 315 Manufacturer and Model.

UB 316 Meter type.

uB 317 Meter size,

uB 318 Meter order number

UB 319 Read route number.

uB 320 Provide for statusing of meters, including:

UB 321 Inventoried.

UB 322 Service - active.
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UB 323

Service - inactive.

UB 324 In shop - testing/repairs.
UB 325 Meter removed.
UB 326 Meter stolen, missing.
UB 327 Meter damaged,
UB 328 On truck.
UB 329 Retired/junked.
Track allTocations a meter has been set. System will
automatically track the history of installations for a
UB 330 meter.
UB 331 Identify all meters set at the location.
UB 332 System will not allow for lost meters.
Provide viewing of meter set Components by: age, date
UB 333 purchased, purchase price.
UB 334 Ability to accommodate various meter types:
UB 335 Flow recording meters (discharge meters).
UB 336 Master meters.
UB 337 Sub-meters.
UB 338 Fire Hydrant Construction meters.
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UB 339 Compound meters (multiple dials). F
The on-line review and update of all meter attributes and
UB 340 engineering information. Aftributes may include: F
UB 341 _|Service address and location. F
UB 342 Meter number. F
UB 343 Meter type. F
UB 344 Meter size. F
UB 345 Meter manufacturer. F
UB 346 Test dates. F
UB 347 Test results. F
UB 348 Tested by. F
UB 349 Last test date. F
UB 350 Purchase date. F
UB 351 Installation/turn-on date. F
UB 352 installed by. F
UB 353 Remove date. F
UB 354 Removed by. F
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UB 355

Number of registers.

UB 356

Register ID Number (AMR).

UB 357

Register type (AMR/Direct read).

UB 358

MXU (Meter Transceiver) (Telemetering Interfaces).

UB 359

Number of dials.

UB 360

Source - Main water line.

UB 361

Node - Branch water line.

UB 362

Pressure - minimum.

UB 363

A meter set work order will automatically update meter
and meter component attribute values.

UB 364

A meter exchange work order will automatically update
meter and meter component attribute values.

UB 365

A meter removed work order will automatically update
meter and meter component attribute values.

UB 366

System provides the means for authorized users to

create and maintain an accurate inventory of meters in
stock.

UB 367

Allow for mass entry of meters with automatic

assignment of sequential meter/equipment numbers by
manufacturer and meter/equipment type.

UB 368

Allow for addition of single meters to inventory.

UB 369

Provide ability to interface with bar code readers for bar-

coded meter numbers on the meter or equipment,

o —
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UB 370

Allow for mass deletion of meters from inventory. M

UB 371 Allow for deletion of a single meter from inventory.

UB 372 |Support a routine testing program. F
Generate a maintenance service order based on the

uB 373 next meter test date or scheduled maintenance date. F
Allow for review of meter test groups prior to a

UB 374 maintenance service orders. F
Ability to select or deselect based on user defined

uB 375 requirements. F
Indicate the need on the service order to exchange a
meter based on meter age, etc. Upon completion of the
work order update the premise record with the new

UB 376 meter attributes. F
Indicate testing of large meters on "x" period (parameter
driven" is required and generate an order to field test the

uB 377 meter. F
Enable meter tests to be initiated by a customer request.

UB 378 |Customer request will initiate a work order. F
System will provide a mechanism to record test results

uB 379 including, test date, tester name, etc. F
System allows for a comment message to be associated

UB 380 with the meter test. F

UB 381 Test history will follow the meter regardless of location. |F
Portfolio Management

UB 382 Accommodate potable water service. F
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UB 383

Accommodate non-potable water service.

UB 384

Accommodate irrigation water service.

UB 385

Accommodate fire service water service.

UB 386

Accommodate for B-Contract water service.

Futher discussion required.

UB 387

Accommodate wastewater service.

UB 388

Accommodate solid waste service.

UB 389

Accommodate street cleaning service.

UB 390

Accommodate household hazardous waste disposal
service.

UB 391

Accommodate fire hydrant construction meter service.

UB 392

Accommodate storm water service.

UB 393

Ability to add additional services at any time to the
portfolio.

Will require further discussion to

determine specific requirements.

Program Offerings

UB 394

Provide a payment arrangement program.

UB 395

Provide a special large complex program to support
continuos service between tenants and owners,
!andlords, Oor management companies.

Will require further discussion to

determine specific requirements.

UB 396

Provide a bank drafting or credit carg drafting, and al|

electronic payment programs.

T ——
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Conservation Programs

UB 397

Provide the ability to identity participation in water
conservation programs by type of program (low flow

toilets, etc.) date and amount of rebate, if any.

Accounts can be flagged for
numerous reasons including
particpation in specific programs.

UB 398

Provide for surcharges when a customer consumes
more than an account has been allotted. For example,
during water shortage periods.

Rate Management

UB 399

On-line creation of new rate structures. Programming
from the vendor is not required.

UB 400

On-line identification and copying of current/historical
rate structures to new rate structures.

UB 401

Provide for date sensitive rate structure.

UB 402

Provide for inactive rates file.

UB 403

Ability to modify a rate and track changes for purposes
of modeling and billing.

UB 404

Ability to track the historical rate assignments.

UB 405

Selection and view/printing of rate structures and entire
rates master as required.

UB 406

On-line maintenance of table driven rates and fees.

UB 407

Provide for special negotiated rates.

UB 408

Provide rate schedules by service type for water,

wastewater, solid waste and recycling and other city
services.
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UB 409

Allow multiple rate changes within a billing period with
proration reflected on g customers bill.

UB 410

rrovide Tor deneral rate reporting, for €xample allow
reporting of consumption used and dollars received at

the rate step leve] per individual customer and across
the utility.

UB 411

Accommodate a block rate steps (declining, inverted,
minimum).

UB 412

Accommodate g two-part rate.

UB 413

Accommodate a three-part rate (customer, usage and
demand charges).

UB 414

Accommodate an unbundled multi-part rate (meter
charge, billing charge, meter reading charge, etc.)

UB 415

Accommodate g time of use rate.

UB 416

Accommodate a seasonal rate,

UB 417

Accommodate a rate based upon input from another
service (water/wastewater).

UB 418

Accommodate an incentive rate.

UB 419

Ability to designafe a number "y of water units a

customer is entitled to use before being charged for
consumption.

UB 420

Individual rate schedules may contain the following
information for bill calculation:

UB 421

Consumption blocks

UB 422

Base charge multiplied by number of dwelling units.

UB 423

Base charge multiplied by number of containers,

equipment.
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UB 424

Winter average.

UB 425

Late charge - percentage/flat rate.

UB 426

Individual rate schedules must accommodate a unique
GL revenue number.

UB 427

Provide validation of customer class and rate.

UB 428

Provide for one-time charges, e.g. reconnect fee, turn-on
fees, return check fees, extra pickup fees, etc.

UB 429

Provide for recurring charges.

UB 430

Provide for a means for identifying accounts that qualify
for a recurring charge or credit, for example an account
participating in a water conservation program.

UB 431

Allows for establishment of a beginning and end date for

these charges and uses these dates to determine if the
charge or credit should be billed.

UB 432

Provide for the creation of user-defined one-time
miscellaneous charges.

UB 433

Provide the ability to bill monitored wastewater

customers for high strength charges (BOD/SS) based
upon periodic readings.

UB 434

Provide the ability to adjust the wastewater rate
according to the quality of the wastewater.

UB 435

Provide browsing and review of inactive/historical rates.

UB 436

Specific information will be utilized as rate determinants
in determining the correct rate to be assigned.
Determinants may include:

UB 437

Rate schedule unique identifier.
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UB 438

Meter size.

F
UB 439 Inside/Outside city limit. F
UB 440 Customer classification/trade class. F
UB 441 Geographical area. F
UB 442 Property usage category. F
UB 443 Master meter. F
UB 444 NAICS code. F
Separate training/testing system wil
Allow for calculation of sample billings for test accounts be provided to run such
UB 445 without affecting revenue. F calculations.
Provide comparative analysis of alternate rates for the
UB 446 customer based on past and/or anticipated consumption. |R
Provide for projecting of revenues from new rate
structures based on affected classes of customers by
UB 447 rate components. R
Provide ability to track weather conditions such as
average temperature, rainfall/precipitation to account for
low revenues, address customer high bill complaints, or
UB 448 for use in estimating and revenue projections. F
Provide the ability to download for the analysis of
Customer usage by various characteristics for example;
UB 449 customer class, usage category, NAICS codes, etc. F
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Service Address Management

The service address is standardized into components.

UB 450 Components include:
UB 451 Street number.
UB 452 Street Prefix. (N,S,E.W)
UB 453 Street Name.
UB 454 Street Type.
UB 455 Street Suffix. (N,S,E\W)
UB 456 Space number (apartment, suite, building)
UB 457 City
UB 458 State
UB 459 Zip Code
UB 460 Zip Code + Four
Provide ability to classify a service address at the service
level by type of business usage category code, NAICS
UB 461 code.
Ability to track more than one customer classification for
UB 462 multi-use customers, e.g. malls, complexes.
Maintain past and present classifications regardless of
UB 463 meter status by service.
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Maintain multiple contact Intormation (third party) related
to the service address. The Owner, manager, property
manager, etc. may be contacted to provide access to the
property, verification of tenant move in/out dates,
UB 464 handling of returned mail, etc. F
On-line view of al| previous and present accounts at a
UB 465 service address. F
Accommodate muiltiple meters at a single service
UB 466 address, F
Service Order Mang_ggment
_ On-line initiation process to turn-on, turn-off or in any
UB 467 way modify service, including the following: F
UB 468 Regular turn-on / turn-off, F
UB 469 Transfer turn-on / turn-off. F
UB 470 Seasonal turn-on / turn-off. F
UB 471 Install meter and turn-off. F
UB 472 Remove meter and turn-off. F
UB 473 Turn-off for non-payment. F
UB 474 Read and leave on. F
UB 475 Requests for additional or exchange of containers. F
Requests for special pick~ups/clean-ups, missed pick-
ups, change in service frequency, theft of services,
UB 476 scavenging, etc. F
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Receive requests from meter read devices and generate

UB 477 a service order.
On-line initiation process for field order investigations,
UB 478 including the following:
UB 479 Re-read meter.
UB 480 Leak investigation.
UB 481 Request for water conservation audit.
UB 482 Other investigation.
UB 483 High/Low bill investigation.
An on-line order initiation process to set, remove or
UB 484 exchange a meter, including the following:
UB 485 Set meter.
UB 486 Exchange meter non-routine.
uB 487 Exchange meter routine.
UB 488 Meter test.
UB 489 ERT exchange.
UB 490  |Exchange meter for meter of different size.
UB 491 Remove meters.
An on-ine order initiation process for collection related
UB 492 orders, including the following:
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UB 493

Notification (door hanger) prior to non-pay disconnect.

UB 494

Non-pay turn-off,

UB 495

Collection on a bad check.

UB 496

Non-pay reconnection.

UB 497

Miscellaneous collection order.

UB 498

Accommodate work initiated and/or completed in the
field.

UB 499

Verify the pending service order file prior to initiatingan
order. The system will not allow to connect orders to be
placed for the same service address for the same
customer for the same meter, etc.

UB 500

The initiation of turn-on orders (transfers, regular
connect, etc.) will force the previous customer off the
premise and generate a final bill for the customer.

UB 501

A turn-on/turn-offitransfer made in error can be reversed
on-line.

UB 502

Unique identification of the order by a system generated
order number.

UB 503

On-line inquiry and browsing of pending orders including
access by:

UB 504

Customer name.

UB 505

Customer account number.

UB 506

Service address.

UB 507

Service order number.
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UB 508 Schedule date.

uUB 509 Order status.

UB 510 Order type.

uB 511 Route number meter read.

UB 512 Container number.

UB 513 Provide order status types, including:

UB 514 Pending

UB 515 Scheduled.

UB 516 Printed.

UB 517 Completed.

UB 518 Re-scheduled.

UB 519 Canceled.

UB 520 On-line viewing of existing workload.
Provide the ability for an order that has been held
pending payment of a pre-payment, the system will

UB 521 release the order when payment is made.
TRput partial orders into the pending order fiie without
specifying all required order information. Allow the
customer to call back with additional information at a

UB 522 later date.
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On-line access, viewing and modification of a pending

UB 523 order. F
On-line access 6 cancel a pending order. The system
will retain the canceled order with the reason it was

UB 524 canceled and who canceled it. F
Cancellation of the pending disconnect order will
automatically cancel the transfer connect, the landlord or

UB 525 other associated orders, with override capabilities. F
Identify canceled orders through a printed cancellation

UB 526 notice for those orders which have already been printed. F
Automatically cancel collection orders as payments are

UB 527 made. F
Automatically cancel a turn-off order if payment

UB 528 arrangements are made. F
User defined archive of all completed ang canceled

UB 529 orders. F
Ability to generate orders for non-service address
specific locations, e.g. leaks in the middle of the street,

UB 530 illegal dumping along the side of a road. F
Ability to automatically generate 3 work queue with the
option to send an order and generate customer letters
based upon information gathered by the meter reader,

UB 531 including: F

UB 532 Consumption on an inactive account. F

UB 533 Meter registering extremely low consumption. F

UB 534 Trim the bushes. F

UB 535 Replace the glass. F
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UB 536

Non-registering ERT.

UB 537

Damaged meter.

UB 538

Other requests as defined.

UB 539

Unauthorized consumption on straight connects, bypass,
and stolen meters.

UB 540

Ability to schedule orders by order area based upon
order priority, date requested, service department
staffing level, and current backlog.

UB 541

The system will group pending orders for efficient
service purposes.

UB 542

[dentification of an order as being a repeat (2nd, 3rd
request) order requiring immediate attention.

UB 543

Provides the capability of printing orders in a logical
ordering of cycle, route, sequence of meter.

UB 544

Provides the capability of reprinting specific orders.

UB 545

Flexibility in defining the information to be printed on an

order such as relevant customer or service address
information.

UB 546

Customization of the order format that is user definable.

UB 547

Provide the ability to complete an order regardless of
where the customer/location is in the billing cycle.

UB 548

Allow for input of the actual date the order is completed
including week-end and holidays.

UB 549

Completion of an order will change the status of the

pending order and identify it as a completed historical
order on-line.

UB 550

Report on order activities by order type or other defined

field.
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On-line historical review of completed orders Tor the
customer account or service address, sortable by

UB 551 newest to oldest. F
Usage Management

UB 552 View water consumption by service address or location. |F

UB 553 View water consumption by meter. F

UB 554 View water consumption by customer. F
Ability to graph or chart water consumption angd export to

UB 555 client software (Excel). F
Route Managﬁhgment

UB 556 Provide for routes, sequence numbers and stops. F
Accommodate routes for non-metered services
separately from meter-reading routes, e.g. solid waste

UB 557 and recycling routes. F
Allow changes 1o the route, and/or sequence number

UB 558 without changing the account number. F
Automatic Te-roufing Teature Tor re-arranging routes.
This feature would allow for the addition of a new route,
the removal of an existing route, and the ability to
reorganize and/or combine existing routes in an on-line

UB 559 or batch mode as requested. F
Automatic renumbering feature for re-arranging stops on

UB 560 a route to allow for addition of nNew services. F
System maintains the following information for each

UB 561 meter route: F
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UB 562

User defined route identifier.

UB 563

System generated next read date.

UB 564

System generated last read date.

UB 565

System generated total number of meters in route or
solid waste stops in route.

UB 566

Elapsed time between meter readings, number of days.

UB 567

The ability to define a period of time between read date

and bill date. Defined at time meter reading and billing
calendar is created.

UB 568

Ability to manually input meter reads.

UB 569

Input reads from an interface.

UB 570

Download of information into the PC based handheld
meter reading and route management system.

UB 571

Include the download of meter information for inactive
accounts.

UB 572

Upload read information from the PC based meter

reading system. Update service address information
gathered by the meter reader.

UB 673

Provide controls to safeguard the upload and processing
of the same readings more than once (duplicate reads).

UB 574

Interface with various telemetering devices or a

telemetering system for polling and upload of meter read
information (AMR).
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Provide interface 1o fruck devices/scales Tor purposes of
weighing refuse at the customer site and billing by
weight. Weights will be uploaded in a similar fashion to

UB 575 meter reads. See Appendix I.
Print route sheets/books Tor specific services which may
not utilize automated devices such as solid waste and

UB 576 recycling collection.

Ability to read meters at variable time, monthly, bi-

UB 577 monthly.

UB 578 Storage of all reads regardless of their validity.

UB 579 Readings will be validated prior to billing, including:

UB 580 Number of dials on a read.

UB 581 Dial turnover.

UB 582 Read units.

Directly input a corrected usage and retain both the

UB 583 corrected reading and the original reading.
Accommodate the input of actual date read versus

UB 584 scheduled read date.

Support a minimum of 10 digits for storage an display of

UB 585 the read.

UB 586 Update meter reading conditions.

UB 587

Update meter reading locations and instructions.

Correspondence and Contacts

City of Redlands
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UB 588

Ability to create correspondence templates, including
forms.

UB 589

Provide for the generation of standardized form letters
and responses to customer inquiries with information
from the customer account as required. For example:
confirm meter reading, estimated reading, etc.

UB 590

Automatically generate correspondence when:

UB 591

Returned check.

UB 592

lllegal usage.

UB 593

Adjustment made.

UB 594

Record correspondence sent as a historical reference to
the account.

UB 595

Provide for an unlimited amount of notes/remarks on an
account,

UB 596

Provide for free form notes/remarks.

UB 597

Provide options for sorting and displaying notes/remarks.

UB 598

Provide for the identification of critical notes/remarks
which "flag" an account.

UB 599

Provide automatic user ID and date entered, etc.

UB 600

Ability to add a note without a customer attached to a
service address.

City of Redlands
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TECHNICAL REQUIREMENTS
CATEGORY: Engineering Division

F = Fully Provided "Out-of-the-Box"
M = Provided with Modification

C = Custom Development Required
TP = Third Party Software Required

R = Provided with Reporting Tools
NV = Provided in Next Version
NA = Not available

REFERENCE SYSTEM REQUIREMENTS VENDOR

COMMENTS
NUMBER

RESPONSE
e abliity to maintain user-defined service address or

customer specific information, to include, but not limited

to:
E1 Assessor's Parcel Number {APN) F
E2 Water Pressure Zone F
E3 Internal Map Reference Number F
E4 Landscaping Area F
E5 Building Area F
E6 Parcel Size F

City of Redlands



E7

Property Value

User defined field
ES8 Lot Number
EQ Tract Number
E 10 Equivalent Dwelling Units (EDU's)
E 11 GPS Longitude
E 12 GPS Latitude
E 13 Service Connection Number
E 14 Service Lateral Size
E 15 Geopolitical Area
E 16 Septic Tank
E 17 Private Well

City of Redlands
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E 18

Easements

E19

Street cleaning service schedule (day(s) and frequency)

E 20

The ability to create custom reports based upon any
data entity or data relationship.

E21

The ability to export any data entity or data relationship

into client software applications such as MS Word, MS
Excel, Access.

E 22

The ability to generate workorders based upon any data
entity and data relationship associated with a service.

E 23

The ability to view status of pending workorders created
by the Engineering Division but being completed by the
field division (e.g. installation of a meter).

E 24

Automatically assign a sequential service connection

number (E 13) for each new service (meter) connection.

E 25

Ability o route requests for new service o the Work
order management system for design and cost
estimation. The customer can then be quoted a price
for new or upgraded service.

E26

Allow the enfry of new Service address information on g
partial basis, the system shouid understand the address

is pending activation following successful completion of
construction activities.

E 27

Ability to "hold" or prevent initiation of service at an

address until it is released by the party placing the hold
or override and release.

City of Redlands
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E 28

Allow for tracking of utility services to temporary sites
including, construction sites, plumbing pressure tests, or
other similar uses where the installation of a permanent
service connection is considered impractical.

E 29

Ability 1o classity a sewer service by strength (BOD &
SS) of sewer discharge from the business. In the event
of multiple businesses for a single service (e.g. shopping
mall) the ability to track multiple sewer strength
classifications per service.

E 30

Ability to maintain past and present sewer strength
classifications regardless of account status.

E 31

Integrafion with a land based system to identify status of
the premise with notification of when it becomes
available for customer move in for example through the

Certificate of Occupancy.

City of Redlands

E4




The City of Redlands Customer Information System

Xll. FEE SCHEDULE

The proposal shall state the unit price in US dollars and must be submitted in the format provided in the
cost submission section of this RFP. Prices shall include all software license fees, data conversion, training,
implementation and set-up, customization, and on-going annual maintenance costs for post-live.
Additionally, estimates for travel expenses must be included. All expenses will be billed to the City at
cost without markup. Copies of bills for expenses are to be submitted with invoice. Travel time to the
and from job site shall be excluded from the agreement. In cases where pricing is dependent on the

number of users and / or system use level, please itemize.

Should the need arise for customized enhancements either during the project phase or at a later date,
include applicable rates and charges for such services. Provide a payment schedule for all services and
components listed in the proposal and identify warranty periods as they apply. The proposal must
provide price commitments for a period of 180 days following the proposal due date. Note: vendors
submitting incomplete cost and implementation work effort estimates are unlikely to proceed to the

software demonstration phase of this procurement.
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Redlands Municipal Utilities Department
Preliminary Budget Detail
T LR e o T S T R ST bt kST
R o Wi R “ oot Annualid
> Rl N I'-{‘-v-: iy Y ¥ 2 = '
I «?Pﬂﬁ!{‘:'% SsX pricarrotal ¢ 3| ¥ Malnte >
Application/Database Server-1BM 7028-6E1 Pseries 610 1 $ 36,344 | $ 36,344 1 % 1,200
Tape Subsystem-1BM 3580-L11 Ultrium Tape Drive 1 $ 54111 % 541118 816
Server Monitor-7316-TF2 Flat Panel Monitor 1 $ 263519 2,635]% 252
Power supply -APC Smart-UPS, 3000VA/2250W, 1 $ 29841 % 2,9841% 389
Modems 2 $ - N/A N/A
Integrated Electronic Cash Drawer 8D $ - N/A T&M
validating Cash Receipts Printer 18D $ - N/A T&M
OCR “Swipe" Type Reader 8D % - N/A T&M
Other Printers 8D 3% - N/A T8D
Subtotal - Section | $ 47,3741 % 2,657
Soction Il - Operating System/T hird-Party Software
Operating System 1 $ 501 % 50 T&M
TUN NET v10 Plus NFS/FTP PC client software 1 $ 1,625 | 1,625 T&M
enQuesta GUI Thin Client 25 $ 190 $ 4750 % 1,188
Oracle 9i Embedded Communications Middleware 1 $ 77601 % 77601 % 1,940
MicroFocus RunTime 3 $ 1,380 | § 4,1401 % 1,035
Hummingbird Exceed X/Motif 5 $ 5451 % 2,725 T&M
Oracle 8i/9i Enterprise Edition 50 $ 800 | $ 40,000 N/A
Subtotal - Section 1l $ 61,0501 $ 4,163
Saction 1l - enQuesta Application Software
Customer Service & Call Tracking, Billing - Rates Engine,
Budget Billing/Installments, AMR/Hand-held Meter Reading
interface, OCR/Bar Code Interface, Custom Bill Print and File,
User Note Pad, Cash Receipting, A/R, ACH Funds Transfer,
Misc. A/R, Credit and Collections
Subtotal - Section Il 1 $ 305,500 | $ 305,500 $ 71,000
ection IV - Systems Support Tervices, subcontractor
Services, Conversion, Interfaces and Travel & Living
Expenses
Systems support: hardware, networking and third-party 1 $ 41,600 | % 41,600 N/A
Systems support: 1BM AlX, enQuesta desktop loading 1 $ 16,0001 $ 16,000 N/A
Systems support: implementation & integration 1 $ 400,000 | $ 400,000 N/A
Travel, travel time and living expenses (estimated) 1 $ 80,0001 % 80,000 T8D
Conversion 1 $ 110,000 | $ 110,000 N/A
! $ - $ - N/A
Additional unique interfaces to be priced based on scope 18D $ - $ - TBD
Subtotal - Section IV $ 647,600 % -
Section V - Advanced Customer Care,
Subcontractor Services & Enterprise Ad Hoc
Cognos impromptu Admin module $ 1,195| % 23901} % 598
Cognos Impromptu User module 5 $ 895 | ¢ 4,4751 % 1,119
| Systems support: Cognos 1 $ 28,800 | $ 28,800 N/A
Subtotal - Section V $ 35,665\ $ 1,717
Total Budget Detall summary . T §00.1,097;189:]'S: ¢ 479,537
;_.::,.:_-'-I B :I_-_._-%‘;::r_,;. ) -“ .I, :- l - .. - . — G R ] -",J<' "l -’:-: .‘:;&3 2 .‘ . TN 2 ; B2 % ;(.f:
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Redlands Municipal Utilities Department
Preliminary Budget Detail

(  'Section I - Hardware

- - _ B . . Component Total Annual
Prod_o.r'ct Descriptions .~ - _ : Oty Price Price Total - | _Maintenance

Web/Application Servers:
IBM pSeries 610 Model 7028-6E1 RS/6000 2-Way Symmetric Multi-

Processor enterprise server & peripherals $ 36,344

Specifications:
Rack mount system

APC Smart-UPS with battery extension pack $ 2,984
2-way 450MHZ processor POWER3-Il chip technology
Pow¢4GB memory

Qty. 6 - 36.4GB SCSi internal disk drives

20/40GB external 8mm tape drive

3580-L11 Ultrium Tape Drive External Mounted $ 5,411
7316-TF2 Flat Panel Color Monitor $ 2,635

1 $ 47,374 | % 473741 % 2,657

Database Server:
IBM pSeries 660 Model 6H1 RS/6000 6-Way Symmetric Multi-
Processor enterprise server & peripherals

Specifications:

Rack mount system

64 bit

6-way 600MHZ processor RS64 chip technology
6GB memory

(‘ N Qty. 2 - 18.2GB (total 36.4GB) Ultra3 $CS! internal disk drives
’ 20/40GB external 8mm tape drive

Base 32X CD ROM for UNIX media

3.5" internal diskette drive

Ethernet PC 10/100MB Base-T adapter

128-port async controller w/116-port concentrators
PCI SSA RAID and SCS! differential adapters for external devices and

redundancy
Redundant power supply 7 cooling fans

to provide after discussions regarding specification reugirements, 1 N/A N/A

Disk subsystem with Qty. 576 GB of redundant disk space (based upon
preliminary estimates of water and wastewater accounts with three
years of converted history requirement, test/training area, etc.) with
advanced SSA attachment, power cords and power supplies.

Note: additional storage may be required depending upon amount of
online history, mirroring options, test/training areas, etc. TBD

1 N/A N/A

Page 1 Systems & Software, Inc.
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Redlands Municipal Utilities Department
Preliminary”Buc_lgg.t Detail

“section | - Hardware

i e S Componaent Total Annual
Product Descriptions. -~ - . Tn e L Qty Price Price Total | Maintenance

Tape Back up system with capabilities to do complete database within
prescribed time rame. This device will serve as backup/ restore for

both servers.

1 N/A N/A

Server Rack
1 N/A N/A

Server Monitor

0 N/A N/A

APC 12KVA uninterruptible power supply w/computerized self-
diagnostic monitoring and control package.

1 | N/A N/A

Hayes optima 56K baud modems for online connection to S&S for
diagnostics and support purposes.

to provide after discussions regarding specification requirements. 2 N/A N/A

ICD LDC integrated electronic cash drawer for cashiering area.
Connects to ithaca peripherals validating cash receipts printer.
Quantities to be verified after user requirements analysis is complete.
Limited 90-day warranty w/depot T&M repair thereafter.

Sample Pricing $385 TBD |$ - N/A T&M

Ithaca peripherals 8-20010 department store-type validating cash
receipts printer & BNC cable for cashiering area. These printers can
either be R$232 connected or Ethernet spooled devices. Quantities to
be verified after user requirements analysis is complete.

Limited 90-day warranty w/depot T&M repair thereafter.

Sample Pricing $980 8D |3 - N/A T&M

OCR "swipe" type reader (wand optional), wedge and cable for
personal computer connection for cashier counter. Quantities to be
verified after user requirements analysis is complete.

Limited 90-day warranty w/depot T&M repair thereafter.
TBD |$ - N/A T&M

Sample Pricing $2,985

Page 2 Systems & Software, Inc.

Redland Bud Detail.xls
10/1/2002 Confidential & Proprietary Information

Customer Billing and Management System




Redlands Municipal Utilities Department
Preliminary Budget Detail

‘ “Section | - Hardware

: _ R I N . Component Total Annual
ProductDuaﬂ_:tiom v SR A Qty Price Price Total Maintenance

It is assumed that the existing Outsourced Printer would continue to
be used for bill printing and other high volume requirements.

Additional laser printers may be required for printing work orders,
N/A TBD

duplicate bills, etc. TBD T8D
Section | - Hardware Total Cost $ 47,3741 § 2,657

Page 3 Systems & Software, Inc.
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Redlands Municipal Utilities Department
Preliminary Budget Detail
Section Il - Operating Systems/Third-Party Software
35 Total named users
T e, T _ X T Component - Total Aanual
Product Descriptions ~* .kl T . QY Prce . price Total - Maintensnce -
Prepackaged operating system - unlimited user license.
1 $ 50| % 50 T&M
TUN NET V10 Plus NFS/FTP PC client software for LAN/WAN personal
computers requiring DOS drive mount to server (banking, hand-held
meter reading, telephone meter reading personal computers, etc.). 5-
pack
Only required if no existing NFS or FTP solution exists. 1 $ 1,625 % 1,625 T&M
Winfast 25 $ 190 | $ 4,750] 1,188
RLDT 1 $ 7,760 % 7,760 $ 1,940
Microfocus Runtime {10 packs) 2 $ 1,380 % 2,760 % 490
Hummingbird Exceed X/Motif terminal emulation for X-windows
support of Oracle 8i/9i or other performance monitoring tools. 5 $ 545 $ 2,725 T&M
, 50 $ 800[% 40,000 N/A
" “[Section iI:Total Operating 'Systems/Third-Party Software: e .. it -] S 59,670
Redland Bud Detail.xls Page 1 Systems & Software, Inc.
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Redlands Municipal Utilities Department
Preliminary Budget Detail

Section Il - enQuesta Application Software Modules

Product Descriptions

* Price -

Component Price  Total Annual

Tota! Maintenance

CIS & Utility Billing Suite

Customer Service & Call Tracking

Water, Wastewater, Refuse
Comprehensive Rates & Billing Engine
Budget Billing/Installment Arrangements
AMR/Hand-held Meter Reading Interface (ltron MVRS)
OCR/Bar Code Interface
Bill Print

User Note Pad
Cash Receipting (includes cash teller stations, remittance processing

and lock box integration)
Accounts Receivable

ACH Funds Transfer

Miscellaneous Accounts Receivable
Credit & Collections History Tracking
Automated Work Orders includes:
Customer Service Orders

Meter Orders

Scheduling

History Tracking

Cross Connections/Backflow Management
" “Meter Management

.*MS Skelatal G/L Interface

$

305,500 ] ¢

Section Ill: Total enQuesta Application Software Modules

... | $ -305500]% 71,000

305,500 % 71,000

Redland Bud Detail.xls Page 1
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Redlands Municipal Utilities Department
Preliminary Budget Detail

'Section IV - Systems Support Services, Conversion, Interfaces and Travel & Living Expenses
: ' - Component Price “Total Annual

Product Dascriptions . _ . o Qty Price Total Maintenance

Systems support services associated with hardware, networking, and
third-party software preparation, setup, installation, shipping and burn-

in.

1 $ 41,600] § 41,600 N/A

System support services for operating system & general systems
management, enQuesta client desktop loading. Implementation,
instruction, and overview of applications, and support of environment

during contract period. 1 $ 16,000} § 16,000 N/A

Systems support services:
Overall project management
Business process analysis
Requirements matching/fit analysis
Product configuration
Product customization
Parallel cycle billing/trial balance verification/testing
*Go-live” round-the-clock onsite support
Post "Go-live* on site support
Installation and training of enQuesta applications for all users
Train-the-trainer program
Post-implementation support 1 $ 400,000 | $ 400,000 N/A

1 $ 80,000 | $ 80,000 T80

Estimated travel, travel time & living budget.

Data mapping, professional services, cross referencing, and electronic
lconversion of utility accounts. Including 3 years history volume (
_ssumed to be in same format for total number of years converted)
and mutually agreed upon relevant files (based upon 52,000 active

water and wastewater).

RMUD would provide current file layouts, field codes, data files, hard
copy lists, and a point of contact familiar with all aspects of the utility's
data/table and file structures/systems. Files will be provided in ASCHI
fixed format. The number of files/tables required for conversion, if

unusual, may affect the conversion figure shown. Data will be
provided on 1/2" 9-track, 4mm, 8mm, Ultrium, or IBM Magstar media. 1 $ 110,000 | § 110,000 N/A

Interfaces provided as part of our standard enQuesta implementation
in software price in Section il and systems support services above:

Interfaces included: AMR/hand-held, cashiering, and ACH bank

drafting. INC. |$ - 3 - N/A

Interfaces that may/ will need to be developed for RMUD to be
discussed in detail to determine the scope of work prior to developing

a final cost:

Sungard Einancials, CASS Certification, Saolid Waste Route

Management,Development/Enegineerig, Container Management TBD |$ - $ - TeD

'$ 647,600 | 8 -

Saction IV: Total Systems Support Services, Conversion, Interfaces, and
Travel and Living Expenses

Page 1 Systems & Software, Inc.
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. _¢raining. Travel expenses extra (TBD).

Redlands Municipal Utilities Department
Preliminary Budget Detail

Services & Enterprise Ad Hoc Reporting

1Section V - Optional Advanced Customer Care, Subcontractor
Systems

Component | Total Annual

5 Concurrent ad hoc query sessions
P??’; Price Total Mairtenance -

P'r'édpét'bucripti‘bhs ’

Cognos Impromptu Admin module.

Cognos Impromptu, annual maintenance commences at the date of

order ($598) 2 $ 1,1951% 2,390 % 598

Cogrnos lmpromptu User module.

Cognos Impromptu, annual maintenance commences at the date of
order (31,119)

System support services for Cognos query products. Includes
assistance setting up the data catalogs, using products and supporting
queries during contract period.

5 $ 8951% 4,4751 % 1,119

Includes S&S sending 2 RMUD employees to 1 week of Cognos
Impromptu classes: Administration, v5.0 2 days; Report Building, v5.0

1 day. Travel-related expenses to be paid by customer. 1 $ 28,8001 % 28,800 N/A

Frank Solutions' PhoneTouch solution, including:

PhoneTouch server, tape backup, system project management,
systems design and specifications, 24-port solution, Telepath
PhoneTouch license, account information module, account status
~'module, S&S integration, systems programming, on site installation &

Offers the RMUD the following functionality with respect to account
access to enQuesta: account balance, payment information (due date,
last payment received, date of receipt), and payment extensions.

Maintenance commences 90 day from installation. Hardware portion

($2,200) commences 15 months from installation. 0 $ 86,3001 % - $ 8,600

Systems Support Services for PhoneTouch IVR Solution 0 $ 19,200 | $ - N/A

Frank Solutions” Web T ouch solution, including:

WebTouch server, tape backup, system project management, systems
design and specifications, 24-port solution, Telepath WebTouch
license, account information module, account status module, S&S
integration, systems programming, on site installation & training.
Travel expenses extra (TBD).

Otters the RMUD the tollowing tunctionality with respect to account
access to enQuesta: account balance, payment information (due date,
amount due, last payrment received, date of receipt), and payment

extensions.

Maintenance commenices 90 days from installation. Hardware portion

($1,250) commences 15 months from installation. 0 $ 69,900 | $ . $ 4,800

Systems support services from S&S for support, project management

and implementation of WebTouch Internet customer service solutions. 0 $ 38,400 3 - N/A

Page 1 Systems & Software, Inc.

Redland Bud Detail.xls
Customer Billing and Management System 10/1/2002 Confidential & Proprietary Information




Redlands Municipal Utilities Department
Preliminary Budget Detail

ISection V - Optional Advanced Customer Care, Subcontractor Services
Systems

& Enterprise Ad Hoc Reporting

5 Concurrent ad hoc query sessions

Product Descriptions  *© T TG BRI S Gl oty | Pree s

Component - ,_‘I'oul Annual
Price Total || - Maintenance

Frank Solutions' Telepath Telepay Credit Card processing
license/functionality for WebTouch.

Otters the RMUD the tollowing tunctionality with respect to access to
enQuesta: customer sign up for electronic bill presentment &
payment (name, address, sccount number, PIN code, email
information, ACH information), integration with enQuesta for Ebiller
information, email notification to Ebillers, link to enQuesta bill for
electronic bill presentment, ACH transactions using enQuesta ACH
process and direct link to WebTouch customer service applications.

Maintenance commences 90 days from installation. 0 3 62,600

§$€f.ién..-V__~?ﬁ-"aﬁenaf.-ﬁémﬁ?.#,‘-%%t?m;q@ﬁ;ﬁukcontracter Services & yi. o i
Enterprise Ad Hoc Reporting ’Syste'ms.{'*:"" R R e
Redland Bud Detail xls Page 2 Systems & Software, Inc.
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Redlands Municipal Utilities Department
Preliminary Budget Detail

~"Notes and Assumptions

“OTC" = one time charge for IBM corporation, unless IBM policy changes in
= indicates an annual or extended maintenance plan doesn‘t exist
e, but may be

1. Key for table. "INC" = included in the pricing given.
the future, in which case current IBM policy would dictate. “N/A"
for the product. "T&M* = indicates the third-party application or product does not carry an annual maintenance fe
upgraded in t he future should RMUD want or require the follow-on product. *“TBD" = to be determined pricing.

2. IBM Global Financing (IGF) offers an attractive lease option, if desired. 100% total turnkey enQuesta solutions can be leased for
over 2, 3, 4, or S years. The following IGF stat and local government lease rates (interest percentage and rate per thousand dollars
leased) are provided for planning purposes only. A firm quotation from IGF can be developed once best and final contract amounts

have been determined.

Component Leased 24 Month | 36 Month | 48 Month Lease | 60 Month 7
L Lease Rate | Lease Rate Rate Lease Rate =
IBM Hardware 6.00% (44.32) 6.50% (30.65) 7.10% (23.99) [ 7.10% (1 9.85)
Non-IBM Hardware | N/A 7.95% (31.31) N/A | 8.22% (20.38)
Non-IBM Software | N/A 7.68% (31.19) N/A | 7.96% (20.26)
Non-IBM Services | N/A 7.68% (31.19) N/A | 7.96% (20.96)

3. Hand-held or AMR meter reading uploads/downloads would be performed through a personal computer, via FTP or NFS.
Systems support services or interfaces which are performed, which need to be re-done for work performed with non-compliant
hardware or software products, will be invoiced under separate contract. It is the responsibility of RMUD to ensure that
integrated/interfaced products are compliant and supported by their respective vendors.

4. RMUD will be responsible for providing either TCP/IP Ethernet or RS232 serial access to all sites or user locations, local or remote,

where S&S is expected to have users log on from a PC, or print to a networked printer.

*

5. If other applications are required for lock box or file transfer applications (3780 emulation, kermit, pkzip, etc.), these applications

will be provided by S&S under this contract.

Also, RMUD should have an NFS or FTP solution loaded on each
computers is required (ODBC querying, hand-held meter reading
vendor, {depending on configuration), etc.).

PC for which file transfer/access between the RS/6000 and personal
interface, bank draft interfaces, billing data download to bill print

6. RMUD will have to assign S&S IP addresses within its range structure for the servers and other required equipment, if any. S&S
will require 25 IP addresses to be assigned to it for onsite PC and printer support.

7. At the appropriate juncture, S&S will required that RMUD forward a copy of the current master files and history files, in fixed ascii

format, as specified in the budget detail.

8. enQuesta data files would be available for import use by other PC-based or host-based applications, via Cognos or other SQL

products or ODBC compliant report writers.

Redland Bud Detail.xls Page 1 Systems & Software, Inc.
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Redlands Municipal Utilities Department
Preliminary Budget Detail

e

. At this juncture, bill printing is assumed to be utilize existing printer.

an overhead display, or other pertinent training resources.

with 8-10 PC desktops, 2 printers,
fit analysis, consulting, training, or installation

10. RMUD shall provide training space
# while onsite for requirements matching,

S&S shall also need work space for its sta
\work.
T1. RMUD shall be liable for all applicable sales tax.

Page 2 Systems & Software, Inc.
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The City of Redlands Customer Information System

XIN. CLIENT REFERENCES

The proposal shall include a list of at least five (5) paying clients of the vendor company, with at least one

a municipality in the State of California, who are using the proposed software in a comparable computing
and operational environment as the City and are currently fully functional. The list should provide the
s), telephone number, length of time using the system, installed software

customer name, contact name(
types of services billed (e.g. water, wastewater,

applications/modules, number of billed accounts, and

solid waste, etc.) as well as any other information which would facilitate a comparable evaluation.

We have thirty years of experience serving the water and wastewater industry. No other vendor has more
experience or a higher number of successful installations in your size range of municipal water utilities
than our company. As we have stated elsewhere, we have a proven track record of success without a
single failed installation, cost over-runs, or installation time periods exceeding the agreed upon project

timelines. Please review the partial list of installed customers that are quite similar in size and scope to

the City.

S&S Customer Base

23%

We have over 100 successful installations. Approximately 28 focus customers are supported on a daily

basis by our technical support team under our Annual Software Maintenance & Support Agreement. The

majority of these installations are water and wastewater utilities. Our experienced team has recently

provided a fixed-cost turnkey solution to the following utilities that are similar in nature to the City. They
represent installations that have the same type of services and complexity equal to or greater than the
scope of work as detailed in your RFP guidelines. We are proud of our customer partnerships and are

pleased to furnish them as references:
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Recently Installed Water/ Sewer Customers:

e Montgomery Water Works & Sanitary Sewer Board, AL
e El Paso Water Utilities, TX

o Hillsborough County Water Department, Tampa, FL

e Central Arkansas Water, Little Rock, AR

¢ City of Minneapolis Water Works, MN

e City of Akron Public Utilities Bureau, OH

e Milwaukee Water Works, Wi

e« New York Water, NY

e Western Nassau County, NY

o City of Arlington, TX

Current Contracts:
o Augusta Utilities Department, GA

e Montgomery Water Works & Sanitary Sewer Board, AL
e City of Akron Public Utilities Bureau, OH (upgrade to 7.7)

(upgrade to enQuesta UtilitySuite, 7.7)

165
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El Paso Water Utilities

» Improved the speed with which the utility collected data and billing to one day
turn around
Enabied rapid expansion management through new sites set up

1154 Hawkins Boulevard
El Paso, Texas 79925

Ed Archuleta General Manager 915-594-5501
Nick Costanzo Assistant General Manager 915-594.5624
Harry Steele Custormer Service Manager 915-594.5590
Shirley Kaiser Asst. Customer Service Manager 915-594.5588

System Installation - July 1997
CIS Go-Live Date - July 1998

This utiity provides municipal water, wastewater, and refuse services to El Pasc and
surrounding communities.

Ropulation Served T ¢ 32 | s99.865
A

gz:f\,M?:!:&gzd‘ﬁ 170,000 each: Water, Wastewater & Refuse

UtilitySuite Version' -

UtilitySuite MUPS GC (Graphical Client) 6.8 - tnformix UniData RDBMS

ClS/CustomérSQrvic.' Customer Information System (CIS)
Modules <%+ LR N Customer Service Orders, Scheduling & Call Tracking
Tt i UtilitySuite Billing Modules: Water, Wastewater & Refuse Billing

AMR/ Hand-Held Meter Reading Interface
No Access
OCR/Bar Code Interface
Installment Arrangements
Budget Billing
Accounts Receivable
Cash Receipting
ACH Funds Transfar
Credit & Collections
User Note Pad

Work Manﬁgcmént ' Field Service Orders/Meter Orders
e

Modules g

Asset Control Modules - Meter Management

Cross Connections/Backflow Management
Water Hydrant/Valve/Tap Management

Financial Management Miscelfaneous A/R
System (FMS) Modules Financial Systems Interface

Advanced Customer Care PhoneTouch Interactive Voice Response (IVR)
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1ne ity or reagianas

City of Arlington - Arlington Water Utilities Department

City of Arlington
Arlington Water Utilities Department

Daphne McCleery Water Customer Services Manager B17-459-6801

Cctober 2001

Arlington Water provides water, sewer, refuse, and storm water services 10 citizens in the

Dallas-Fort Worth metro area.

Popul&ﬂo'n s'.'rv.d % ;;t

320,000

| B A

100,000 Water, 70,000 Sewer, 90,000 Refuse

UkilitySuite MUPS 7.0

Customar Information System (CI5)

UiititySuite Billing Modules: Water, Wastewater, & Electric Billing
AMR/ Hand-Held Meter Reading Interlace
OCR/Bar Code Interface

Cash Receipting

Credit & Coltections

ACH Funds Transfer

User Note Pad

Equipment Maintenance & Scheduling
Field Service Qrders/Meter Orders
Job Costing/Project Management

Asset Conh’0| Modu[n?: ‘, Meter Management
AR M ) 2| Inventory
Financial Management 74, | General Ledger & Budgeting
System (FMS) Modules S Accounts Payable
Co T Miscellanecus A/R

‘Advanced Customer Care PhoneTouch Interactive Voice Response

= i MUPS DSS (Decision Support Solution)
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LUSLOrf IR HuUiauun Syswein

S! ULIPIr T City of Minneapolis

Coty of Lawy

Customer Address . | 565 50,4h ath Streer

¢ e s | Minneapolis, MN 55415

Contacts - w7t 7] Ray Morates Finance Utility Billing System 612-673-2472
lnm""ho" Dat‘ L - | System Installation - May 1998

CIS Go-Live - August 1999

This municipality provides water, wastewater, refuse, & recycling services to Minneapolis
and surraunding communities,

‘E'«

Populati

on

¥ of Maters Served .

Served .. > . | 368,785

. &? ehoea 103,000 Water, 103,000 Wastewater & 105,000 Refusa/Recycle Accounts

UtilitySuite MUPS GC (Graphical Client) 6.9

Customer Information System (CI5)
Customer Service Orders, Scheduling & Call Tracking
LhilitySuite Billing Modules: Water, Wastewater, Refuse & Recycle Billing
AMR/Hand-Held Meter Reading Interface
No Access
OCR/Bar Code Interface
Instaftment Arrangemants
Budget Billing
Miscellaneous Automatic Invoicing
Cash Receipting
ACH Funds Transfer
Credit & Callections
User Note Pad

Work M'.:n'ag.mm't' Field Service Orders/Meter Orders
Modules - -

Asset Control Modules Meter Management
- ' S Cross Cannections/Backflow Management

Water Hydrant/Valve/Tap Management

Financial Management General Ledger & Budgeting

System (FMS) Modules Miscellaneous A/R
Financial Systems Interface

Systems & Software CONFIDENTIAL 168
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LhE iy Ot meuianus

New York Water Service Corporation

Customer Address ., © | 40 Brooklyn Avenue
- e T Marrick, NY 11566

Vince Bohn Vice President 5156-378-3922
Theresa Barry Customer Accounts/Billing Manager 516-378-3922
October 1991

This investor-owned water company provides matered service to clients in Nassau County,

New York,

Populatai_qn ed fi.} c.. 5
PN ;ME o ’?.‘“ 23,042

44 000 Water

UtilitySuite MUPS 6.8

Customer Information System {CI5)

UtilitySuite Billing Modules: Water Billing
AMR/Hand-Held Meter Reading Interface
OCR/Bar Coda Interface

Cash Receipting

User Note Pad

Field Service Orders/Meter Orders

Asut Control Modules | Meter Management
Inventory

| Cross Connections/Backflow Management
W Water Hydrant/Valve/Tap Management

Financial Managcﬁ\ent FMS interface
System {FMS) Modules Accounts Payable

CONFIDENTIAL 169
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LUSLOIIRT O IdUOT 2ys>LeHn

Montgomery Water Works & Sanitary Board

Cleaned-up a very messy conversion
Instailed completed CIS/FMS suite

Customer Address ™\ = *"%f 1 o) bl Ghreet
. T Al Mantgomery, AL 36102-1631

"

Contacts - - . 8uddy Morgan General Manager 334-206-1607
S Charlene Wachs  Assistant General Manager 334-206-3a21

System Installation - March 1997
CIS Go-Live Date - June 1998

'ln;tiliaﬁ;ﬁ‘ Date ', .I ]
Type of Service -4+, &

This municipality provides water, wastewater, and refuse services to Montgomery,

: . SRt Alabama and surrounding communities.
_Population Served 271954

Son T Ay 3
- P o

ooy [ 196,383
l_ of qu_'to‘rl Serv ‘Hrﬁjﬁ;‘;% 80,000 each: Water, Wastewater & Refuse

y IU.tfhthurt_. Vgrs!gn‘:mm UtilitySuite MUPS GC (Graphical Client} 7.0 - Informix UniData RDBMS
APPLICATIO -

Customer information System (C1S}
Customer Servica Orders, Scheduling & Call Tracking
UtilitySuits Billing Modules: Water, Wastewater & Refusa Billing
AMR/Hand-Held Meter Reading Interface
MNo Access
OCR/Bar Code Interface
Instaliment Arrangements
8udget Billing
Accounts Receivable
Cash Receipting
ACH Fund Transfer
Credit & Collactions
User Note Pad

Freld Service Orders/Meter Orders
Job Costing/Project Management
A/R Time & Material Billing

Work Management Modules .

Vet

Asset Control Modulps “ o T | Mater Management
: . : - inventory
O ~ - | Fixed Assets
o T B Continuing Property Records
. R Cross Connections/Backflow Management
et T Wates Hydrant/Vailve/Tap Management

Financial Mansgement System | Genersl Ledger & Budgeting
: Purchase Order Requisitions

(FMS} Modules Purchase Orders

' : ) Acrcounts Payable
Miscellaneous A
Payrolt & Personnel

PhaneTouch Interactive Voice Respanse (iVR)

Advanced Customer Care
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XIV. SAMPLE DOCUMENTS

To establish a complete and competitive proposal, vendors must include sample copies of the following
documents:

1. Sample software licensing agreement
2. Sample implementation services agreement
3. Sample standard reports
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Systems
& Software

401 Water Tower Circle
Colchester, VT 05446-1928
Telephone: 802-655-4400

Fax: 802-655-4401

ANNUAL SOFTWARE MAINTENANCE & SUPPORT CONTRACT

Systems & Software, Inc. (hereafter referred to as S&S) as the “Author” agrees to grant to the End User Licensee {hereafter named and referred to as
the "Customer”) and the Customer agrees to accept, on the following terms and conditions, the Author's contract for maintenance, approved
enhancements, custom programming (quotes) and support services, with reference to the licensed appiication software programs (hereafter referred
to as “Licensed Software”) installed at the Customer’s site and covered herein from to as the inclusive
maintenance period of this contract. Furthermore, if there is not any Licensed Software involved, the customer agrees that this contract is for support

services as covered herein.

Customer Name:

Customer No:

Installation Site: Address:
Contact: Address:
Telephone: City / State / Zip:
Quantity Licensed Software Description Maintenance Fee | Extension

TOTAL MAINTENANCE FEE

The Customer agrees that the annual maintenance fee includes maintenance and/or approved enhancements for the term specified and, furthermore,
agrees to all the terms and conditions stated on the reverse side hereof as to maintenance, approved enhancements, custom programming (quotes),
support services and the utilization of the Software Request Form for any and all installation requests.

fow warrants you have accepted the referenced rates as presented herein under the terms of this document as well as well as

Your signature bel
| Software Maintenance & Support Contract is required for the

agreeing that the dates above cover your warranty period. Thereafter, an Annua
continued support of your installation.

THE PARTIES HAVE READ THIS AGREEEMENT, INCLUDING THE REVERSE SIDE HEREOF, AND AGREE TO BE BOUND BY ALL ITS TERMS AND
CONDITIONS AND FURTHER AGREE THAT IT CONSTITUTES THE COMPLETE AN DEXCLUSIVE STATEMENT OF THE AGREEMENT BETWEEN
THEM WHICH SUPERSEDES ALL PROPOSALS, ORAL OR WRITTEN, AN DALLOTHER COMMUNICATIONS BETWEEN THEM RELATING TO THE
LICENSE AND USE OF THE LICENSED SOFTWARE, REGARDLESS OF THE SOURCE OF PURHCASE, LE., DEALERS, MARKETING AGENTS, ETC.
THIS AGREEMENT MAY BE MODIFIED OR AMENDED ONLY BY A WRITTEN INSTRUMENT SIGNED BY DULY AUTHORIZED REPRESENTATIVES

OF BOTH 5&S AND THE CUSTOMER, DEALER MARKETING AGENTS NOT WITHSTANDING.

Accepted by: SYSTEMS & SOFTWARE, INC. CUSTOMER
SIGNATURE SIGNATURE
de Title
Date

Date




f.

DEFINITIONS:

installation” will coliectively mean all the terminology fisted below with reference to installing the
Customer’s information system and des the UtilitySuite applicati
L d " will collectively mean the Licensed Application Object Software Programs and/of

modules written by the Author and which are provided for in this Agreement. Also, it is extended to
include any additional UtilitySuite application System Licensed Software modules purchased at a later
date that are integrated with and become part of the information systems software suite. The Licensed
Software does not include the Source Code.

“Licensed Materials” wili mnwmmm@mmdwdowaﬁngmm
andior documentation related to the Licensed , provided for use in connection therewith.
'Wmty?e:iod"w@%mt}ml&uﬂu’s to provide “Mai we” or “Appro

year. In any case, alt additional L are
i anniversary date, unfess otherwise stated, @ thet of the Licensed Software originalty
i J “Custom P ing~ and

pur Fur P
“Support Services” are exciuded from the ter “Waranty Period” unless expressly sta’{ed {see Hand !

below).
“Designated Operating System Sofeware” will mean the version of the Operating System Software
level delivered at the time of the sale and utilized to work In conjunction with the "Hardware” and
“Li Software.”

"Value Added * wil tean softwere appiicath not created by the Author that generally work
mﬁaesame“ﬂardm”s{;?nasmw Software™ and provide software value to the
Customer in addition to the WWWW& Value Added Software may be an
gral part d the ion ¥ e suite sclution, or may be a te, isolated
i .mmm,ammmqmgﬁmammedwmmwmmm
Software, but the Ci has firal responsibility for the selection and of such in
mmmmmeAddedScﬁm’smmMextﬁmmatmel\umisaisoaﬁcenﬁed
usarofsaédproduc:s,mtmmmm&ammﬁpimmmmﬁmofsa&dmduas,
and canriot control the direction of value added product Authors.
“Product A FPSAY" or equd

gr will mean support
with the ‘sivendor’s operating sy andfor Value Added Software that is independent
ofxnewmmmwnWMmmmmmwszM
Programming. The C ] of any T rsivendor's PSA does not exclude it from
ryi wmmrmmmmmﬁmcmmmmm:mwmam
reason in this regard.
Ww&ﬁmﬁmd&m«aﬁmdmmmmmmmefm
infc f suite is not iig as was desi d or i 3. i
mtﬁnmumingasa@stomerwarmisageedmbamaﬁiréydiffefenﬂssuemanmesuitenot
functioning as or intended by the Author and, as such, req for ges in f f
are considered as “Maintenance.” The reserves the right 1o inciude or exclude requested
mmnmmcwommwwmmmmmwm UtilitySuite system.
Relative to time, anything considered to be Mai whether it be ing and/or the
telepmms@g)ort&mmereo&ﬁwveredbyﬁxedpmemnuadsdumgmeWmmPeﬁodmdfaas
under the Annual Mai P fter, per the g ines set forth in
o i fines items or
Contract, then to reinstate the application
U\eCustomefmstpayforaﬂmeuiormm:‘:mmfe&matwefemtpa!d.indudingme
current year, before the fatest lovel of the Licensed Software is delivered. in any case, Maintenance

quests should be fed to the Author via the Software Request Fomm by checking the

Maintenance Box.

*Approved aﬂmm'wmmnnmm.npgmdﬁmd&npmvememsdaedmme

mmdsa&wme.m&%at%dwmd&emﬂmmdudﬁngsdeﬂedfeguhmdmng& [ 4
Mai & Support Contract, Le., itis

accepted as an approved under the
ticensed then it will not be

i i Other modifications, upgrades and imp! .
CUstomers:haicamo:be}usﬁﬁedb;ﬂwmusbeﬁgapmofmeAmNa!sORwa’eMamme&
%WGOMW%W, that these ges would the UtifitySuite
system} will be given on a5 a Custom Programuming request and, as appropriate, will be

wmmdmmmm,mmmrmm

. Depending
r@gmtomakemesechangesapmdmwsdmae. In any case, enhancement requests,
whether they be Approved or Custom Progr ing should be submitted to the
Authowiamesamareﬂequ&lanmﬂunmwfvﬂadwsemecmmnerasmmesmmsotm
request,i.e..awwedasanmmtfwﬁreddeﬁmmmemmréease.appm%dasm

for more diate release, of d as an and quoted as a Custom
Mﬂmemmdﬁmmmdasammpmvememsrelatedmmememed
d d i " of d Enhar

Programmingjob. o

“Custom i

Saftware which are not Ao " for the reasons stated
above. CustomProgramningfschargeauemﬂbeuwad as a fixed price quote at the Author’s
- shouid be d to the Author viathe

gt g 1o

, Custom
Software Request Form by checking the Programiming Box.
Ww&mmmmm'mm.mm.mgm
", SY

fimited to, systems consulting, system analysis, sy ign, sy prep:
programming (ot included int the ioned “as i5” Licensed Software), systems conversion,
mwmmummmmmmmmm. 3 3
and telephone support. Suppottsaﬁeesnbiiauemmmdmaﬁmmmaaialbasis(urﬂm
me,mmmmdammmmmmwmmw
necessary, required of reg d C support in implementing a solution, ain
supporting the Customer in ensting years.Farbﬁ'agpwpus&,msSuwonSeMceswi&begmm
descﬁbedngasabcva,d'mgh mmmmmmmamm?
without notice. MAmmmﬂrmmmmmmdq,mmmem

iptions of work p ‘mmkmmmmmmmmwa
Customer by Customer basis. Swmmmmmb@reﬁwamﬁmwﬁm
noticemmfwﬁiswmmbeimdawmpammded'
quarter hour increments. mmmmmmmﬁmmmfmm

work,
“Time" Mﬁmmmymmspatwwmmwmuhmﬁ}faMmme,
WWWMWW Duing the Warmanty Perod,
"Maintenance” and " h “are not bie.  “Custom Pro ing” and
“Wm‘"WMmaMmwaameMaMb&m
chargeable. At the Author's the G be required to prepay anticipated time
cancel the Installation of the Licensed Software a5
well as Maj we, Appr Custon Prog ing and Su Services to include
any and all responsibifity 1o the Customar. i 50, the software license fee is forfeited by the Customer,
manym.aamismmmmammmdmwm.m at the Author's office, onthe
telephone, traveling, and onsite st the ignated 'S i
“Material” will mean any and ait exp d as o the i of the Licensed Software
m@agmwm.mstdi Custom Progy ing, and Services. it
covers such things as media exp X g &
wansportation tickets, lodging fooms and meal), wlephone bills, shopping charges, postag,
i taxes, # i al: uptiates and

Customer might be required to prepay i PEISE
resemameﬁgmmmeitmmmaﬁmdmw as wel as Mai Approved
£ Custom Prog ‘qmwmmmmmwwﬁymw
Customer, If 50, the software license fee is ited by the C At Material exp H d
for the instafiation are chargeable.

“Arensal Mai & Supp 4 will mesn the Author's contract providing for
i and telephone Support

. ) e c : a
W&@mﬁmm%mm&mwmmmmig arranty Pariod expires.
s renewablis on an annual basts ard s & required provish of the ionship k the Author and
the Customes, mﬁmwm@wmmmﬂmmmwda&aﬁam
ﬁmywm%w%&mwwammm,m&mmmmm.

“Software Licensa & will mean this document, and during the Warranty Period it

Support
mmm%mmawem&nim&wmm&ammmawm

TERMS: This Agreement is effective from the date of the contract as shown on

the front of this Agreement and will remain in force until terminated by the
or by the Author if the

Customer upon one month’s prior written notice,
Customer fails to comply with any of the terms and conditions of this
Agreement. Furthermore, the Customer agrees that the terms as to payment
of invoices are net 10 days. For other than current invoices, the Author reserves
the right to apply finance charges t0 the Customer's past due balances, if

applicable.

LICENSE: The License granted under this Agreement authorizes the Customer
to use the Licensed Software. This and any of the Licenses,
software or materials to which it applies, may not be assigned, sub-licensed, or
otherwise transferred by the Customer without written consent from the
Author. Ncr@ﬁtowﬁmmm,h%apmﬁmtwsedswwamis
granted, except as herein after expressly provided, such as in the case of source
code in escrow for the Customer's protection.

PERMISSION TO COPY LICENSED SOFTWARE: Any Licensed Software which
is provided by the Author may be copied, in whole or in part, in sufficient
numbers for use by the Customer to provide backup copies. The Customer
agrees to maintain appropriate records of the number and location of all copies
and is liable for any abuse or misuse caused by failure to protect such copies.

PROTECTION AND SECURITY: The Customer agrees not to provide, or
ctherwise make available, any Licensed Software of documentation pertaining
to such Licensed Software in any form, except for purposes specifically related
to the Customer's use of the Licensed Software, without prior written consent
from the Author. The Customer agrees to keep confidential and to utilize its
best efforts to prevent and protect the Licensed Software from unauthorized

disclosure or use by its agents or employees. The Customer further agrees to
use the Licensed Softwaremﬂyasprovkjedhemhandwmnotpmvideor

otherwise make available any such Licensed Software in any form to any third
party without the prior written consent of the Author. This includes Installation

groups.
elsewhere. The Licensed Software constitutes trade secrets and the Customer

expressly acknowledges the Licensed Software is confidential and proprietary
property of the Author. The Customer will at all times include the Author’s
copyrightandconﬁdemialpmpenymﬁc&sonanymdaitcopéesofme
Licensed Software or any portion thereof. The Customer acknowiedges that
the Licensed Software, the Licensed Materials, assistance, know how, and all
other information furnished by the Author hereunder are confidential and
proprietary to the Author, and will be treated as such by the Customer, even
after termination of this Agreement. The Customer will not disclose the
Licensed Software or the Licensed Materials, or any part thereof, to anyone for
any purpose other than provided for in this Agreement. The Customer will
implement sufficient security measures to the Author's proprietary
interest in the Licensed Software and the Licensed Materials, and will not allow
the use, copying or modification thereof other than in accordance with this
Agreement or the written instructions from the Author. All data processed by
Licensed Software will be the property of the Customer.

DISCONTINUANCE: Within 30 days after the date of discontinuance or
termination of any license under this Agreement, the Customer will provide the
Author with a certificate certifying that aff Licensed Software, including the
original and all copies made thereof, in whole or in part, an din any form,
received from the Author or made in connection with the licensed herein
granted, have been destroyed. Upon authorization, a copy may be retained by
the Customer for archival purposes.

DISCLAIMERS: The Author makes not warranties with respect to the Licensed
Software. The Author hereby disclaims all warranties, express or implied, and
specifically disclaims any IMPLIED WARRANTY FOR A PARTICULAR PURPOSE
OR IMPLIED WARRANTY OF MERCHANTABILITY. No expressed warranties
are offered or extended to the Customer. The Author and/or its marketing
agent(s) sells the Licensed Software to the Customer “as is,” and no dealer or
other entity Is authorized to make any ions of warranty coverage as
to any of the Author’s products. I no event will there be any liability of any
kind for special, incidental or consequential damages. Furthermore, the Author
reserves the right to bill for Support Services not related to the Licensed
Software, albeit related to hardware, ing system, Value Added Software,
et ai, wherein the Author and the Customer realize that information systems
solutions have inherent initial and ongoing support requirements, not all of
which can be clearly defined or forecasted. Ris understood that the Customer
has ownership for correct operating and backup procedures and will not actin a
manner which causes, intentionally or unintentionally, an undue burden on the
systemfs} to the extent the Customer attempts to modify, compile, sort,
change, or disrupt the design and concept of the Licensed Software and/or
files. It is understood that the Customer's personnel and operators have
accounting, bookkeeping, basic izath skifts, and knowledge of their
business pursuant to implementing, operating and controlling an information
systems suite of applications.

GENERAL: f any of the provisions, or portions thereof, of this Agreement are
invalid under any applicable statute or rule of law, the yare to that extent 1o be
deemed omitted. %Emwnmaﬁemaaiemtafme
Agreement between the parties for the year governing the Annual Software
Maintenance & Support Contract, and supersedes alf proposals, oral or written,
and all other communications between the parties refating to the subject matter
of the Agreement, except in cases where portions of the original information
systems contract provide contract for extenuating circumstances.
%Agrw{w@%begwmbymemdmsme of Vermont.



( SYSTEMS SUPPORT SERVICES A ( AUTHOR’S USE ONLY )
o CONSULTING Job # Remarks
o  ANALYSIS )
0 SYSTEMS / FORMS DESIGN ,
0  PREPARATION Sy stems
0 PROGRAMMING & Software
0  CONVERSION
0 HNSTALLATOIN / TRAINING .
0 OTHER COMPUTER SUPPORT SERVICES 401 Water Tower Circle
0  COMPUTER HARDWARE & SUPPLY SALES Colchester, VT 05446-1928
\_ Telephone: 802-655-4400 \_ )
Fax: 802-655-4401

SOFTWARE REQUEST FORM

agrees to grant to the End User Licensee (hereafter named and referred to as

Systems & Software, Inc. (hereafter referred to as S&S) as the *Author”
the Customer) and the Customer agrees to accept, on the following terms and conditions, the Author’s requirements for the Customer to submit all
ramming (quotations to be provided), to the Author on this form by checking the

enhancements (approved or otherwise), and Custom Prog
appropriate box below.

Would you characterize this request as:
D An ENHANCEMENT (you would like to see this feature in a new release of the UtilitySuite applications.

D A PRODUCT DEFECT {you believe this issue needs solving in the current UtilitySuite applications.

and do not desire to wait for this feature to be included in the next

CUSTOM PROGRAMMING (you would like a quotation for this feature
ral” release.

UtilitySuite applications release, even if it would be accepted for "gene

Itis presumed that by filling out this form, the Customer has already ascertained that the request topic is not one which should be submitted as a
work order request through the help desk, nor a topic that has existing contractual ramifications. It is also assumed that this is a new request which
has not been documented under previous correspondence. If at the time of the receipt of this form the Author can not determine the nature of the
request {i.e., enhancement versus product defect or custom programming) the Author may need to notify the Customer for clarification.

Please provide the following information:
Customer No: Customer Name:
Request Made By: Address:
Telephone: Ext: Address:
Fax: E-Mail: City/State/Zip:
Date Requested: Program Name:
Contact individual: Menu Name:
UtilitySuite Application: Option: Cursor Location:

Systems Product Defect, Enhancement, or Custom Programming Request:

SYSTEMS & SOFTWARE USE ONLY OTHER INFORMATION ATTACHED? [J YES [0 NO

Solution Date:

Anticipated Solution Date:
Remarls:

Reviewed:
wed By:

[[] ENHANCEMENT [] PRODUCT DEFECT [} CUSTOM PROGRAMIMING




DEFINITIONS:

" will collectively mean 8l the inology listed below with reference 1o Installing the

Customer's information system and includes the applications.

“Licensed Software” will collectively mesn the Licensed Application Object Software Programs and/ior
maodules written by the Author and which are provided for in this Agreement. Also, it is extended to
include any additional UtilitySuite application System Licensed Software modules purchased at a later

date that are integrated with and become part of the i formation systems software suite. The Licensed

Software does not include the Source Code.
Wmm"manmmmmmﬁmdoangmmm
ardfor documentation refated to the Ucensed Software, provided for use in connection therewith.
“Waranty Period” mmmmsmmm“mmm"m“
iammWszm,mAnad\MA(aﬂm

year. Inany case, all addi Ucensed are ¢
Period and anniversary date, unfess oterwise stated, 8s that of the Licensed Software originally

when it comes time for the annual d. Furth , “Custom Prog ing” and
‘;wSuppcst Services” are excluded from the term “Watranty Period” unless expressly stated {see Hand |

foware” will mean the version of the Operating System Software

“Designated Op g System
levesdeﬁveredatthetmeofthesaieamummdtnmtkincmjwmﬁonmmme"ﬁamware"and
*Licensed Software.”

™ will mean softy rmaaatedbymmmmtgw@iym

*Yakie Added Softy PP
on the same “Hardware” system as the "Lensed Software” and mvﬁde software value to the
Customer in addition to the System Licensed Software. Val Added Software may be an
integral part of the ion sy sulte solution, or may be & separate, isolated
ication. mm,mm&mmmmmmmmwmmvmw
Software, but the Customer has final i for the selection and Instaflation of such software in
conjunction with the Value Added Sofoware’s vendor to the extert that the Author is also a licensed
usarafsaidwom.wmmmmmummwmﬁemmﬁmdmmmk
mmmmma&:&mﬁmmwm
i Agt PSAYT of equive will mean support ¢
arxifor Vatue Added Software that is independent
Custom

with the f: er'sivendor’s operating sy
ormmpmmmmwmmwmwmwwma
Programming. The C ‘s iors of any sivendor's PSA does not exclude it from
payi mmhorfw&upponsmamﬂeedﬁmecmmwe!easmmaawmmmany
reason in this regard.
Wm”wﬁimnmmmdmmmmﬁomhm
information systems software suita is not joning as was designed of i
mzfuncﬁon%rgasamswmmmbagwdtobemmﬁretydiffefemmuemanmemnot
i mm@mam&mmwm;m.rw&fwm&sm&mm&y
are considered as ~Maintenance.” The Author reserves the night to include or exclude requested
mmﬁwbasedm&mmmﬂadmemnmﬁomﬁmmmfmm UifitySuite system.

Relative to time, anything i d to be it be progr ing andfor the
Lelephonesupwtvmmeof,tscwaedbympriceoomractsdumgmeWmntyPer&odmfaﬂs
underthe Anrual Software Mai & Support Contract fer, per the guidelines set forth in
A If the G elects o cease Maintenance support on fines fems of
modules within the Annual & Contrad, then to reinstate the

wmw,mfmtmmt&mdmwm&deﬁ%md. In any case, Maintenance
mmmmmmmmﬂhmamrmwmm

Mairstenance Box.

“Approved Emm@w%mnm,wmmmmmmedmm

ummm,Misatuwmmdmmm,mwmngmgmm ¥

accepted as an approved under the i & Support Contract, i.e., itis
d to al C then it will not be

to be an enhancement to the Licensed

mmmmmumwmofmmmmumw
discretion of the Author. Other modifications, upg? e qi by one or more
Customersmmbejusﬁﬁadbymmasbdngapmafmeﬁmalswmaemimm&
Support Contract ;“E?iventhe, that these v would enhance the UtilitySuite
system} will be given consi erstion as a Custom Programming request and, as appropriate, will be
changes,

to each Customer. Depending upon the natire of the custom , the Author reserves the
ﬁgh{mmkemesecmngesapatdmwsm In any case, enhancement requests,
mwmmwsmmawmmmqum,mdbesmmm
uestmealdmenmuwiladeemaCustomaaswtheststusofme

Author via the Software Req
request, 12, appywedasmemmwnmuﬁmdduiveryvﬂmmnenre!ease,apmovedasan
ent t for more i diate release, of disapproved as an and quotad as a Custom
Programming job.

rdd improvements related to the Licensed

WWMitmmWa
fits which are not considerad * of " App! d Enhancements” for the reasons stated
above. Customngramnﬁrsgtsdwgeaﬂeaﬂwﬁbeueatedasaﬁxedpﬂceqw&satthemmors
discretion. in any case, Custom Prog - - should be d to the Author via the
mmRequestFomwmmgmmmnWmm
“Support Services” Mlmwmmwmm,mm,msm
imited to, systmcommtmg,s;smmalﬁs. ¥ ign, sy preparation, systems
programming (not includ d in the i E 3

’ 2
rting the Customer in ers For , the Support Services will be
supporting ¥ SUingG yoars. billing purposes, the p%oaybe S Mm
without niotice., MAWWM&TWMWWWG@,W@MMN
Mpﬁomofmﬁp&md;&ckﬁmkm&obﬁgﬁedmpmﬂdede&a@eddewﬁp@a&ma
Ci by C basis. Supp Mbﬂngrstesmayberevisedalmyﬂmﬁmn
notice and will for this contract be invoiced @t the rate per hour reflected in Attachment A.in
quarter hour increments. mmmm@mwmﬁmmmmwm

well as Mal Approved £ Custom Progy ing and Support

any and all responsibility to the Customer. ¥ 50, the software license foe is forfeited by the Customer.
mwm,sﬁ%hmﬁ%dmmmm&w&t.aaxmémsoﬁ?ce,mme
te!eplwne,tfaveﬁng‘mmsite&t“ grated C £ 3
“paterial” will mean any and aif exp of the Licensed Software
B Py Approved B Servicss. #t

s
d a5 to the
Custom Progr ing, and Support

covers such things as media exp cxg Se méieage, gas and of, tolls,
wansportation tickets, lodging fooms and meals), s bills, ping charges, P
applicable taxes, i Y s sthors tp anxd so on. At the Author’s discretion,
the Customer might be requited 1o prepay anlicp ial exp ¥ refused, the Author
reserves the fight to cancel the of el d Sof as well as A Approved
£ Custom P ¢y and Support to inchude any and gl responsibiily 1o the
< if 30, the Sicense fee s krfelled by the C . Al Material exp E
for the Installation are chargeable.
“Anmual L & Supp £ vl rsen the Author’s contract providing for
aintenance, Approved 2 Progr & and Support
Services {in aco with wit A to the O alier the initial Warranty Period expires. Rt
of the relationship b the Author ared

is renewable on an anmisl tesk and Is & fed e

TERMS: This Agreement is effective from the date of the contract as shown on
the front of this Agreement and will remain in force until terminated by the

Customer upon one month's prior written notice, or by the Author if the

Customer fails to comply with any of the terms and conditions of his
Agreement. Furthermore, the Customer agrees that the terms as to payment
of invoices are net 10 days. For other than current invoices, the Author reserves
the right to apply finance charges to the Customer's past due balances, if

applicable.

LICENSE: The License granted under this Agreement authorizes the Customer
to use the Licensed Software. This Agreement, and any of the Licenses,
software or materials to which it applies, may not be assigned, sub-licensed, or
otherwise transferred by the Customer without written consent from the
Author. Noﬁgiﬁtmmmsopy.mmﬁempmmemm Software is
granted, except as herein after expressly provided, such as in the case of source
code in escrow for the Customer's protection.

PERMISSION TO COPY LICENSED SOFTWARE: Any Licensed Software which
is provided by the Author may be copied, in whole or in part, in sufficient
numbers for use by the Customer to provide backup copies. The Customer
agrees to maintain appropriate records of the number and location of alf copies
and is liable for any abuse or misuse caused by failure to protect such copies.
PROTECTION AND SECURITY: The Customer agrees not o provide, or
otherwise make available, any Licensed Software or documentation pertaining
to such Licensed Software i any form, except for purposes specifically related
to the Customer’s use of the Licensed Software, without prior written consent
from the Author. The Customer agrees to keep confidential and to utilize its
best efforts to prevent and protect the Licensed Software from unauthorized
disclosure or use by its agents of . The Customer further agrees to
usetheLicensedSoftwafeoniyasprovitherehandwiﬂnotpmvidem
otherwise make available any such Licensed Software in any form to any third
party without the prior written consent of the Author. This includes Installation
support and/or management with regards to other Customers and/or user’s
groups. Any violation will warrant the Custorner's desire to seek support
elsewhere. The Licensed Software constiutes trade secrets and the Customer
expressly acknowledges the ticensed Software is confidential and proprietary
property of the Author. The Customer will at all times include the Author’s
copyright and confidential property notices on any and all copies of the
Licensed Software or any portion thereof. The Customer acknowledges that
the Licensed Software, the Licensed Materials, assistance, know how, and all
other information furnished by the Author hereunder are confidential and
proprietary to the Author, and will be treated as such by the Customer, even
after termination of this Agreement. The Customer will not disciose the
Licensed Software or the Licensed Matesials, or any part thereof, to anyone for
any purpose other than provided for in this A The Customer will
implement sufficient security measures to the Author's proprietary
interest in the Licensed Software and the Licensed Materials, and will not allow
the use, copying or modification thereof other than in accordance with this
Agreement or the written instructions from the Author. All data processed by
Licensed Software will be the property of the Customer.

DISCONTINUANCE: Within 30 days after the date of discontinuance or
termination of any license under this Agreement, the Customer will provide the
Author with a certificate certifying that all Licensed Software, including the
original and all copies made thereof, in whole or in part, an din any form,
received from the Author or made in connection with the licensed herein
granted, have been destroyed. Upon authorization, a copy may be retained by
the Customer for archival purposes.

DISCLAIMERS: The Author makes not warranties with respect to the Licensed
Software. The Author hereby disclaims all warranties, express of implied, and
specifically disclaims any IMPLIED WARRANTY FOR A PARTICULAR PURPOSE
OR IMPLIED WARRANTY OF MERCHANTABILITY. No expressed warranties
agent(s) selis the Licensed Software to the Customer ~as is,” and no dealer or
other entity is authorized to make any
to any of the Author’s products. In no event will there be any liability of any
kind for special, incidental or i . Furthermore, the Author
reserves the right to bill for Support Services not related to the Licensed
Software, albeit related to hardware, operating system, Value Added Software,
et al,, wherein the Author and the Customer realize that information systems
solutions have inherent initial and ongoing requirements, not all of
which can be clearly defined or forecasted. Itis understood that the Customer
has ownership for correct operating and backup procedures and wilinotactin a
manner which causes, intentionally or unintentionally, an undue burden on the

change, or disrupt the design and concept of the Licensed Software and/or
files. It is understood that the Customer’s personnel and operators have
accounting, bookkeeping, basic izati skills, and knowledge of their
business pursuant to imp ing, operating and controlling an information
systemns suite of applications.

GENERAL: If any of the provisions, of portions thereof, of this Agreemert are
invalid under any applicable statute or ruie of law, the yare to that extent to be
deemed omitted. This is the complete angd exclusive statement of the
Agreement between the parties for the year govemning the Annual Software
Maintenance & Support Contract, and supersedes all proposals, oral of written,
and all other communications between the parties refating to the subject matter
ofmeAgreemem,exceptifzm“mrepmiomofmmgmat informetion
systems contract provide contract language for extenuating circumstances.
mﬁagreanmwiﬂbegomnedbymmdﬁmswesﬂw.



( SYSTEMS SUPPORT SERVICES \ / AUTHOR’S USE ONLY \
o  CONSULTING b F o p——
e} ANALYSIS ;
0 SYSTEMS / FORMS DESIGN "
o Sreanon Systsengg
o PROGRAMMING
o CONVERSION & D ware
0 INSTALLATOIN / TRAINING
0  OTHER COMPUTER SUPPORT SERVICES 401 Water Tower Circle
o COMPUTER HARDWARE & SUPPLY SALES Colchester, VT 05446-1928
\_ Telephone: 802-655-4400 \_ )
Fax: 802-655-4401

SYSTEMS SUPPORT SERVICES QUOTATION

agrees to grant to the End User Licensee thereafter named and referred to as
the Customer) and the Customer agrees to accept, on the following terms and conditions, the Author’s requirements for the Customer to sign this
Quotation, as described herein below, allowing the Author to proceed as to Custom Programming and/or Support Services (See the appropriate
boxes checked below) as requested by the Customer. If the Customer already has the Author’s “Licensed Software” and/or * Designated Computer
System (Hardware)” installed, then each quotation is to be considered under the terms and conditions of the Software License & Support Agreement
and/or the Software Maintenance and Support Contract. If not, then this Agreement is to be for Support Services only, as described herein, and,
therefore, the “Definitions”, as described on the reverse side here-of, are to only be interpreted as they apply to "Support Services.”

Systems & Software, Inc. (hereafter referred to as S&S) as the “Author”

Customer Name:

Customer No:

Installation Site: Address:
Contact: Address:
Telephone: City / State / Zip:
[C] cusTom PROGRAMMING [C] SUPPORT SERVICES

QUOTATION DESCRIPTION:

QUOTATION AMOUNT

Your signature below warrants you have accepted this Quotation as a Contract to proceed as described above. Furthermore, you agree that

the date that follows is the date of order.

THE PARTIES HAVE READ THIS CONTRACT, INCLUDING THE REVERSE SIDE HEREOF, AND AGREE TO BE BOUND BY ALL ITS TERMS AND
CONDITIONS AND FURTHER AGREE THAT IT CONSTITUTES THE COMPLETE AND EXCLUSIVE STATEMENT OF THE AGREEMENT BETWEEN
THEM WHICH SUPERSEDES ALL PROPOSALS, ORAL OR WRITTEN, AND ALL OTHER COMMUNICATIONS BETWEEN THEM RELATING TO THE
MAINTENANCE AND SUPPORT OF THE LICENSED SOFTWARE, REGARDLESS OF THE SOURCE OF PURCHASE LE., DEALERS, MARKETING
AGENTS, ETC. THIS CONTRACT MAY BE MODIFIED OR AMENDED ONLY BY WRITTEN INSTRUMENT SIGNED BY DULY AUTHORIZED

REPRESENTATIVES OF BOTH S&S AND THE CUSTOMER, DEALER MAKERTING AGENTS NOTWITHSTANDING.

Accepted by: SYSTEMS & SOFTWARE, INC. CUSTOMER
TGNATURE SIGNATURE
Title Title

Date

Date
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DEFINITIONS:

 will collectively mean alf the Jogy Hsted below with reference to installing the
Custorer's information system and includes the applications.
"y icensed Software” wil collectively mean the Ucensed Appiicationotgjectsmware?mgmmsm{m
modules written by the Author and which are provi d for in this Ag . Also, itis d to
include any additional UtilitySuite application System Licensed Software modules purchased at a later
date that are inte grated with anct become part of the information systerns software suite. The Licensed
Software does not include the Source Code.
Wm"mmwmmmmmwwwmm
and/or documentation related to the Licensed Softy P Jexd for use in ¢ § i
“Warranty Period” Mﬂmmﬁuﬁm’smwm“maimm”m“
Emwm”&sammmm&mﬁmmmm.mamkfmma
SUpport and the C s Licensed for one
eat from the date of contract execution. Thereafter, the Warranty Pesiod is extended and nvoiced in
mmmm{s&Nmm‘Wm@aaamgemddmmgmz{Nc&agiven
year, in any case, ail additi { Licersed des are d to have the same Warranty
Period and anniversary date, uriless otherwise stated, as that of the Licensed Software originally
purchased when It comes time for the annual renewal. Furthermore, “Custom Programming” and
"Support Services” are excluded from the term “Warranty Period” uniess expressly stated (see Hand |

befow}.

*Desig 4 Op g System ~ will mean the version of te Operating System Software
ieve:deﬁvefedatmemofﬁxesﬁewmﬁedmmmwn}uncﬁmw&mzhe“mrdwme’and
"L Software.”

m«mmwmﬁmw&tym

*Yake Added ™ will mean appiicath
on the same “Hardware” mum‘mdSoMa&’WWdewmwev@uewm
Customet in addition to the ULl System Licensed Software. Value Added Software may be an

integ:a{pmormewomnmsyslmsaﬁmmwlmiommmaybeasepamze,wawd
ion, can d andﬁmitedwppgﬂtothe\faduehddad

conjunction with the Value
user of said mm,mmﬁwmmm“tmmsﬁpfmmmmofs&d products,

and cannot controt the direction of value added product
Prod PSASY” or equival will mean contracts
i and/or Value Added Software that is independent
mwwwm&wmmmm&smmwmm
Programming. The C 5 selection of any ’stvendor's PSA does not exclude it from
paﬁ@mwmswmmﬂaadimmmmmcmmmmmw
reason in this regard.
wwmmmmdmmmmmwsmmum
mfotmsﬁonsystemssoﬂwaresuiteisnotmﬁlgaswdafgned of intended. The software suite
notfum:tiomngasacmmmsbwdmbemmﬁrdydﬁmismmmew&emt
iori i awa%edmnemaﬂ.sm,muessfmcwgeskxmommy

fte system.

anything d v be whether it be progr ing and/or the
telepmnesm)ponmnemerecﬁismedbyﬁxedmwﬂaasdummewm eriod and falls
Contract the guidel

unider the Annual Software Mai & Supp per the gi set forth in
Attachmert A, Kﬁsecmxereledsmeeasemmmppoﬁm fines items of
i & Contract, then to reinstate the application

the Customer must pay for all the prior anmual Maintenance fees that were not paid, induding the
wnwyem,mfwemahtatm@dmwmwdemered. Inn any ase, Maintenance
ts should be iied 1 the Author via the Software Request Form by checking the

Maintenance Box.
“prdammwwmmmmsmwmmmm
LmedSoMamesameMmdmm.mdingmmmw. ¥
accepted as an under the i & Support Contract, i.e, itis
iy d to al C then it will not be

1o be an enhancement to the Licensed
cmrwa&esepmwkmﬂwwmyﬂmmmﬁmafs&dmhmﬁmmbeatme

discretion of the Author. Other d by one or more
Customners that cannot be justified by
Support Contract {aithough megenefalaﬂonmnmemanges 1
system} will be given corsngérv:t?m as a Custom Programming request and, as appropriste, will be
quoted to each Customer. Depending upon the
ﬁgmmmakemesechangesapmnllsmm In any case, enhancement requests,
whether they be Approved or Custom Progr ing quotes, should be sibmitted 1o the
AuthorviameSO!twa:eRequestmesﬂﬂemmmadﬁseuwcustomastommdw

request, i.e., approved as an for timed delivery with the next release, approved as an
iate release, or disapproved as an and quoted as a Custom

mient for more

Prograrmmingjob.

“Custom dﬁmmwmwimmmmraaedmmemd
which are not considered “Mai " of * 4 Ei * for the reasons stated

PP
i tsdmargeabiemdﬂbetmﬂedasnﬁxedpﬂcequmemmmthw's
discretion. In any case, Custorn Progi t should be itted to the Author via the
samvareRﬁquestFombychedénngmangmnmgBox
fimited to, syﬁtmcmwtmg.symm Y yst:
prog g (ot included in the ioned “as is” Licensed Software), systems conversion,
mmmmmmmmmmﬁmm. i 3
and telephone support. Suppomsﬂmnbﬂaﬁesmmedmaﬂmemmmabaﬁsm
Wmﬁah%mdawmmwmmmm&mnw
. s g

Yy, req g
i o
dwibedasabove.mgh&ugputsmm may
without notice. TheAummwﬂ?codeaﬂT&Mpshnmdwokbymteawday,mwmm:ed
Wmafmmm;mmsmmmmmmmmmma
Customner by C basls. Supp i mmmybewﬁsedatwﬁmmm
mmmrwmsmwpmwmammwmmmmmAm
quartes hour increments. mmmmmmmm&xedmwmmsfadeﬁmd

work.
memwmmwmmmwm
= p i Support Serdces.

charcies. if refused, the Author teserves the right 1o cancel the
i Progra maring and Sy Services to include

well as M Custom
Wamm;%mmﬁgmmm, ¥ 50, the software license fee is forfeited by the Customer.
mwme,aaumammammmmw@,i.&a:mmscm,mm
wone, traveling, and on site at the designated C: s location.
“Material” will mean any and all exp d a5 to the ton of the Licensed Software
muamgmmm,kppmved' Custom Progl ing, and
covers such things as media exp s X i
mmm@mmwmwb& shopping cherges, postage,
applicable taxes, Instruction manuals, documerdation ydat !

the Customer might be required to prepay s s

reserves the right to cancel the of the Li ot as well as Mai Approved

Ent Custom Prog irgg and Support 16 Include any arud all responsibifity to the

Customer. If 5o, the software licenss fee is diytheC . Al Material exp i

for the Instaliation are chargeable.

*Anrwal Mai & Supp Jvamm%mwmm

Maintenance, Ap?rmw CustornProgp &t Support

Services in ac & with Attachiment 4] to the C aRer the initial Warranty Period expires. it
jonof the ip the Author and

is renewable on an annual basis and is & requi d
the Customer. mmmmm@mmmwmmmmmw
ﬁﬁzywtaﬁmmnc@maywaﬁmsmmm&mmmm 3
me&mmmmfﬂwmmw&m&émmﬁwm%&da
Wmamm&m&i&kﬁm&wmﬁmﬂmwﬂﬁsm

TERMS: This Agreement is effective from the date of the contract as shown on
the front of this Agreement and will remain in force until terminated by the

Customer upon one month’s prior written notice, or by the Author if the

Customer fails to comply with ay of the tems and conditions of this
Agreement. Furthermore, the Customer agrees that the terms as to payment
of invoices are net 10 days. For other than cuFrent invoices, the Author reserves
the right to apply finance charges to the Customer’s past due balances, if

applicable.

LICENSE: The License granted under this Agreement authorizes the Customer
to use the Licensed Software. This and any of the Licenses,

software or materials to which it appiies, may not be assigned, sub-ficensed, or
otherwise transferred by the Customer without written consent from the
Author. No right to primareopy,hmﬁeorpmmeu:ensed Software is
granted, except as herein after expressly provided, such as in the case of source
code in escrow for the Customer’s protection.

PERMISSION TO COPY LICENSED SOFTWARE: Any Licensed Software which
is provided by the Author may be copied, in whole or in part, in sufficient

numbers for use by the Customer to provide backup copies. The Customer

agrees to maintain appropriate records of the number and location of alf copies
and is liable fmanyamseornﬁsusemedbyfaﬁwew protect such copies.

PROTECTION AND SECURITY: The Customer agrees not to provide, or
otherwise make available, any Licensed Software or documentation pertaining
to such Licensed Software in any form, except for purposes specifically related

to the Customer’s use of the Licensed Software, without prior written consent

from the Author. The Customer agrees to keep confidential and to utilize its
best efforts 1o prevent and protect the Licensed Software from unauthorized

disclosure or use by its agents or employees. The Customer further agrees to

usetheLicensedSoﬁwaremlyaspmvidedmmzndwﬂimtpmvidem

otherwise make available any such Licensed Software in any form to any third
party without the prior written consent of the Author. This inciudes Installation

support and/or management with regards to other Customers and/or user's

groups. Any violation will warrant the Customer's desire to seek support

elsewhere. The Licensed Software constitutes trade secrets and the Customer
expressly acknowledges the Licensed Software is confidential and proprietary

property of the Author. The Customer will at all times include the Author’s
copyrightandconﬁdemia!propmynoﬁcesonanymdaﬂcopiesofme
Licernsed Software or any portion thereof. The Customer acknowledges that

the Licensed Software, the Licensed Materials, assistance, know how, and all

other information fumished by the Author hereunder are confidential and

proprietary to the Author, and will be treated as such by the Customer, even

after termination of this Agreement. The Customer will not disclose the

Licensed Software or the Licensed Materials, or any part thereof, to anyone for
any pur| other than provided for in this Agreement. The Customer will

implement sufficient security measures to protect the Author’s proprietary

interest in the Licensed Software and the Licensed Materials, and will not allow
the use, copying or modification thereof other than in accordance with this
Agreement or the written instructions from the Author. All data processed by
Licensed Software will be the property of the Customer.

DISCONTINUANCE: Within 30 days after the date of discontinuance or
termination of any license under this Agreement, the Customer will provide the
Author with a certificate certifying that all Licensed Software, including the

original and all copies made thereof, in whole or in part, an din any form,

received Forn the Author or made in connection with the licensed herein
granted, have been destroyed. Upon authorization, a copy may be retained by
the Customer for archival purposes.

DISCLAIMERS: The Author makes not warranties with respect to the Licensed

Software. The Author hereby disclaims all warranties, express or implied, and

specifically disclaims any IMPLIED WARRANTY FOR A PARTICULAR PURPOSE
OR IMPLIED WARRANTY OF MERCHANTABILITY. No expressed warranties

are offered or extended to the Customer. The Author and/or its marketing

agent(s) sells the Licensed Software to the Customer “as is,” and no dealer or
other entity is authorized to make any representations of warranty coverage as
to any of the Author’s products. In no event will there be any liability of any
kind for special, incidental or i . Furthermore, the Author

which can be clearly defined or forecasted. Ris understood that the Customer
has ownership for correct operating and backup procedures and will not act ina
manner which causes, intentionally or unintentionally, an undue burden on the
system(s) to the extent the Customer attempts to modify, compile, sort,
change, or disrupt the design and concept of the Licensed Software and/or
files. nismﬁerﬂmdmatmcmswsmmmmhave
accounting, bookkeeping, basic organizational skills, and knowledge of their
businiess pursuant to implementing, operating and controliing an information
systems suite of applications.

GENERAL: I any of the provisions, or portions thereof, of this Agreement are
invalid under any applicable statute or rule of law, the yare to that extent to be
deemed omitted. mﬁkmmmmmexmmmt&m
Agreement between the parties for the year ing the Annual Software
Maintenance & Support Contract, and supersedes all proposals, oral or written,
and all other communications between the parties relating to the subject matter
of the Agreement, except in cases where portions of the original information
systems contract provide contract for extenuating circumstances.
This Agreement will be governed by the laws of the State of Vermont.



INFORMATION SYSTEM AGREEMENT
Between
Systems & Software, Inc.
and the
for the Purchase of Computer Hardware and the Licensing of
Application Software Products

This AGREEMENT, entered into this day of 2002, ("Effective Date") by and between
Systems & Software, Inc. hereinafter referred to as "S&S", a Vermont corporation having its principal

offices at 401 Water Tower Circle, Colchester, Vermont 05446 and the
hereinafter referred to as the "Customer”, a municipal corporation having its principal offices at

WITNESSETH:

S&S and the Customer agree that when this Agreement is signed by the Customer and accepted by
S&S, the following terms and conditions, including those contained in Exhibits *1 ", 12", *3" and Exhibit

“1" Table "A" shall apply:

I._Definitions
"Agreement" shall mean this Agreement, all of the Exhibits referred to herein and any future

1.
written amendments signed by the Customer and accepted by S&S.

2. "Application Software" shall mean the UtilitySuite software, which is being licensed by the
Customer under the terms of this Agreement.

3. "Current Base System" shall mean the most current version and revision level of the
Application Software and the related documentation as currently supported by S&S.

4. “Conversion” shall mean any actions required to transfer, to the Information System, the
Customer's current computerized data.

5. "Customization" shall mean the changing of any component of the S&S Current Base System

during the original delivery and implementation period of the Application Software installed
prior to the System Acceptance Date.
6. "Documentation” shall mean a component of Application Software, Operating System and

Third Party Software consisting of tangible, human readable materials and manuals containing
copyrighted information developed for use in conjunction with the other components of the

software.

7. "Effective Date" means the date specified on the top of the face page of this Agreement.

8. "System Equipment" shall mean the Hardware, Peripherals, Operating System Software and
Third Party Software.

9. "Go Live" means the date an Application Software module or group of interrelated modules is

made available for use in a production environment to the Customer.

10. "Hardware" means the computer hardware.

“Implementation Plan" shall mean the plan developed by S&S and the Customer outlining the
steps to be taken by both parties during the installation of the Information System, the training

of the Customer's employees, and acceptance testing.

11.

Confidential Material 8



12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24,

25.

26.

27.

"Licensed Software" means the licenses to use the Application Software, Operating System
and Third Party Software granted to the Customer.

"Information System" shall mean the composite of Hardware, Operating System Software,
Application Software and Third Party Software as provided by S&S.

"Modifications” shall mean any change outside of the scope of the Project, covered by a
r, to any component of the Information System performed by S&S.

"Software Maintenance and Support” shall mean the service which provides the Customer
with maintenance of the Application Software, including approved enhancements and upgrades
(Updates) and support as defined herein and via the Annual Software Maintenance & Support

Contract Attachment A.

"Support Services” shall mean the ready to use expertise and support
Application Software, including telephone, video teleconferencing, facsimile,

and modem support of S&S.

"Operating System Software” shall mean the computer operatin
in Exhibit "1" attached hereto, provided by the appropriate ven

terms of this Agreement.

change orde

facilities for the
website, e-mail,

g system software, described
dor through S&S under the

shall mean the actual, reasonable costs for S&S's expenses,

travel time and travel expenses (airfares, rental cars, mileage, cabs,
meals, and the like) for S&S's employees when
from their home office, postage, telephone toll

"Travel Related Expenses”
including, but not limited to,
and the like), and living expenses {lodging,
engaged in work under this Agreement away
charges and delivery expenses.

"Peripherals” shall mean all non-sever related Hardware components
workstations, printers, tape drives, modems, and the like.

installation, Implementation Plan, training of
ssary for the installation of a fully functioning

including disk storage,

*Project” means the entire procurement,
personnel, and acceptance testing tasks nece
operable Information System at the Customer.

tion Software (module or group of interrelated

"System Acceptance” the date the Applica
d and made available for use in a production

modules) has been successfully demonstrate
environment.

"Site Preparation” shall mean those physical installation and environm
to include cabling, telecommunications, Internet accessibility, connections, powe,
conditioning necessary to support the information System.

which can be used to maintain and modify

ental conditioning tasks
r supply and air

"Source Code” shall mean the set of instructions,
the executable code of Application Software.

"Specifications” describe the functional capabilities, concepts and features,
integration methods and controls of the Application Software, covering S&S's Current Base

System and agreed to Customizations for the Customer.
Il mean those interim milestone dates for task accomplishment as set forth in

processes,

“Target Date" sha
the Implementation Plan.

"Third Party Software” shall mean the computer non-UtilitySuite Application Software and/or
Operating System Software which is licensed by other vendors and provided to the Customer

by S&S under the terms of this Agreement.

"Update" shall mean the changing of any component of S&S's Current Base System through
release versions. These Updates will be at the discretion of S&S and limited to changes which

improve the accuracy and integrity of the Current Base System.

Confidential Material 2
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ll. Scope of Project

S&S, pursuant to this Agreement, shall provide a fully functional Information System made up of
Application Software, including Customization, Hardware, Peripherals, and Third Party Software as
described in Exhibit "1" (Budget Detail). S&S will make all reasonable efforts to work with designated
Customer personnel to deliver the Information System in the time frame outlined in Exhibit “2"
(Implementation Plan). This Project is to be performed in accordance with the terms and conditions

contained in all sections and Exhibits attached to this Agreement.

Hl. _Authorization to Proceed

S&S shall proceed with Project and install the Information System upon execution of this Agreement by

the Customer.

Section 1 - Pre-Installation Planning and Implementation Plan

1.

S&S shall make a Pre-Installation Planning visit(s) to the Customer's administrative office and
remote locations listed in Exhibit "1", to conduct Fit Analysis, with appropriate Customer
personnel, of Hardware and Peripherals and to discuss Site Preparation activities. S&S will
deliver to the Customer such specifications as necessary such that the Customer may complete
all necessary cabling, power, air conditioning, and communications connections.

S&S shall make necessary visit(s) to the Customer's administrative office(s) to conduct business
process, Application Software fit, data mapping, conversion, reports, and interface analysis,
with appropriate Customer personnel, to develop an acceptable Implementation Plan as
outlined in Exhibit "2". Implementation Plan shall include, but not be limited to, (i) a time
schedule for initiation and completion of all major installation activities, (i) an agreement of
Application Software parallel runs, testing procedures and acceptance criteria, (jii) scheduling
of training activity, (iv) discussion of any Customization to be undertaken by S&S, (v) review of
required Site Preparation activities, (vi) changes in the Hardware configuration, (vii) data
conversion plan for transferring existing data to the Information System, (viii) number and
scheduling of Customer personnel to ensure their availability during the Project, (ix) a schedule
of Project progress meetings and (x) a comprehensive Project scope document.

The Customer will have the site prepared with required cabling, environment, connections,
power supply and other necessary environmental preparation at no expense to S&S in
accordance with the specifications furnished by S&S, unless otherwise agreed to and specified
in Exhibit "1". Said Site Preparation will be scheduled to be completed prior to the expected

delivery date of the Hardware to the Customer.

The entire installation process shall proceed in accordance with the Implementation Plan report
which is included as Exhibit "2", attached hereto and made a part hereof. Both parties agree to
abide by the Implementation Plan to the extent the details (conversion data [amount of data,
types of data, target tables for converted data, # of tables/files, accuracy of existing data, ability
to provide a trial balance, etc.], interfaces [scope, types, accuracy, usability, etc.], and the like)
are fully understood at the time of contract execution, and to make all reasonable efforts to
meet the Target Dates as specified therein. Changes shall be made to the Implementation Plan

as necessary and as agreed to by both parties.
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Section 2 - Implementation Assistance.

lified S&S representatives for Information System
loyees in the operation of the Information
limited to, the following tasks:

1. S&S shall provide the Customer with qua
installation and training of the Customer's emp
System. Said installation and training shall consist of, but not be

a. Delivery and installation of Application Software, Operating System Software, Third Party

Software, Hardware, and Peripherals.

b. Conversion of existing data as provided in Exhibit "1" to Information System;

c. Employee training in use of Information System.

ned will make every effort for training to
hould also be familiar with the subject
r subject matter experts to

2. The Customer shall provide that employees to be trai
be free from interruptions and distractions. Employees s
areas, and shall be supervised by the Customer’s management 0
ensure that training objectives are met.

nual mode will be the responsibility of the

3. All entering of data currently handled in a ma
te employees of the Customer to map and/or

Customer. S&S will be required to train appropria
input this data into the Information System.

IV. Prices, License Fees, Fees for Services and Payment Schedule

of the Customer to S&S for the delivery of the Information System and
ts shall be payable by the Customer to S&S as provided in
and will be made within fifteen (15) days of the Payment

The Project financial obligation
services is listed in Exhibit "1". Said paymen
Exhibit "1" Table "A" Scheduled Payments,
Date.

Prices for Application Software, Installation and Training Services, Conversion, and Travel Related
Expenses are fixed amounts unless otherwise stated herein.

Upon acceptance and signing of this Agreement, the Customer will remit to S&S an initial deposit as
defined in Exhibit “1", Table "A" Scheduled Payments as Payment Number 1. All invoices rendered
under this Agreement shall be paid within fifteen (15) days of the Payment Date. All amounts
mentioned in this Agreement are in U.S. Dollars and do not include any applicable sales taxes, use
taxes, duties or any similar assessments, all of which are the sole liability of, and shall be paid solely by,
the Customer. Any amount payable pursuant to this Agreement and not paid within fifteen (15) days
after the Payment Date for said amount shall be delinquent and shall bear interest at the rate of one
and one half percent (1 ¥2%) (or the maximum legal rate if less) for each month or portion thereof it is
delinquent. The Customer shall pay all such interest, as well as all costs and reasonable attorneys' fees

incurred by S&S in the collection of such delinquent sums.

lementation Plan occur that are due to the Customer not making every
ponsibilities as agreed to in the Implementation Plan
ect the final payment prior to Systems

If significant delays in the Imp
reasonable effort to complete their respective res
and related meetings, S&S shall have the right to bill and coll
Acceptance.

Additional related services not specified in Exhibit "1, will be billed under a separate scope/change
order process for the service, as they are incurred. Upon delivery, S&S shall transfer ownership and
unencumbered title to all hardware, and license rights of software, to the Customer.
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V. System Acceptance

System Acceptance occurs in each subject or module area at such time an Application Software module
or group of interrelated modules is made available for use in a production environment. In areas where
S&S contractually had any Customization to perform, this will be demonstrated to have been
completed, and this is the juncture at which Systems Acceptance would occur, regardless of whether
the Customer actually decides to commence use of the Application Software module. Making portions
of the Application Software suite available for use in a production environment renders those portions

accepted.

VI. Licenses

Whereas ownership of the Application Software products listed and described in Exhibit "1" remains
with S&S, S&S grants License to the Customer to use these products according to the terms of this

Agreement.

1. In consideration of the Customer's payment of amounts set forth in Exhibit “1", Table “A”, S&S
grants to the Customer a non-exclusive and nontransferable right and license to use the
Licensed Software for the Customer's internal business purposes in accordance with the
provisions in this Agreement. The Customer may use the Application Software on Hardware
upgrades, additions or replacements; provided, however, the Customer gives S&S thirty (30)
days prior written notice of any such change. The Customer may prepare a reasonable number
of copies of the Application Software for archive and backup purposes only and the
Documentation for internal use purposes only, so long as all copies of the Application Software
and Documentation contain the proprietary notices appearing on the copies initially furnished

to the Customer.
The software is licensed in object code format only.

The Application Software is for use by the Customer in the current company(s) entity at the
current Customer account volumes (# of billed/serviced/metered water, wastewater, electric,
gas, or refuse customers, and the like} with allowance for normal growth within the entity,

considered to be up to 5% per year.
However, if the Customer were to purchase another entity, or be merged with another entity,
causing the # of metered/billed/serviced accounts to exceed normal growth; or if the Customer
were to take on additional accounts beyond normal growth, then this business transaction
would call for additional Application Software license fees to be paid.

The Licensed Software is for use on the server environment as described in Exhibit 1" or as
agreed to in writing by S&S. Third Party Software use and limits with respect to the number of
concurrent Customer users will be subject to the terms of each third party vendor's own

licenses.

The Customer acknowledges that the Application Software, including all copies thereof
provided by S&S or made by the Customer, constitute valuable confidential and proprietary
property belonging to S&S and that by receiving access to the Application Software, the
Customer is entering into a relationship of trust and confidence with S&S pursuant to which the
Customer promises to take all reasonable steps to preserve the confidential and proprietary

nature of the Application Software.

The Customer shall limit access to the Application Software only to employees, auditors,
attorneys, consultants and agents of the Customer who need access to the Application
Software in order to use the Application Software as permitted herein.

6. Except for select 3rd party vendor products as specified in Exhibit “1" (the guidelines for which
are referred to in the Annual Software Maintenance & Support Contract Attachment A), all
Third Party Software is licensed to the Customer solely and directly by the third party supplier
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of such software, not by S&S. The Customer therefore understands that, notwithstanding the
payment to S&S for such software, the Customer's rights, obligations and remedies regarding
such software shall be determined solely and exclusively by the terms and conditions of the
Customer's agreements with the third party supplier of such software.

VIl. Support Services

Section 1 - Software Maintenance and Support

Software Maintenance and Support services shall be provided at no cost to the Customer during the
implementation and for a period of sixty (60) days after System Acceptance. After that period of time,
the Customer is required to participate in and purchase the Annual Software Maintenance & Support

Contract (Exhibit "3") to utilize the Application Software and to continue to receive support from S&S.
During the initial period as described above, and thereafter under the Annual Software Maintenance &

Support Contract, S&S will provide the following support:
1. S&S shall correct the failure of the Applications Software, without additional charge, as defined
in Section (c) below. Corrective maintenance shall be performed as follows:
a) Customer shall provide S&S with all information and reasonable assistance to detect,
simulate and correct the failure of the Application Software.

b) After confirming the existence of a program error, S&S shall provide the Customer

revised Applications Software code or a temporary work around procedure to correct

the program error in accordance with the corrective maintenance procedures.

¢) S&S shall provide corrective maintenance from its business premises via telephone,
facsimile, modem, web site and E-mail. The Customer is responsible to provide, at
Customer's expense, a remote dial-up and full time Internet access capability to allow
S&S access into the Customer's Information System for the purpose of .diagnosing
problems and applying corrective maintenance and Updates. It is required that all
Customers provide the requisite number (at least one (1)) of dedicated asynchronous
modem access lines (with modems) such that S&S can support Customers on a 24x7
basis, if needed. It is expected that S&S not be required to call the Customer to have
modem access activated in any manner, as it may cause significant delay in issue
resolution. In addition, it is required that S&S be given inbound Internet access and
outbound FTP and telnet access from the Customer's server(s) out and back to S&S’s
support servers.

d) Corrective maintenance will be provided only for the most recent release of the
Application Software and the release prior to the most recent release.

e) S&S shall, under the guidelines set out in the Annual Software Maintenance & Support

Contract Attachment A, also provide Updates, enhancements, corrections, and new
releases of the Application Software which have come about due to new development.

fy The Customer will install (or let S&S install) all program error corrections and
enhancements to keep the Application Software current, with reasonable telephone
assistance from S&S. Such program error corrections and enhancements shall be
provided in a form and with installation instructions sufficient to permit installation by
Customer (or S&S).
g) S&S shall furnish documentation updates as required to the Customer.
h) S&S is not required to perform corrective maintenance with respect to Applications
Software malfunctions caused by:
1) Customer's modifications to the App
direction of S&S;
2) Customer's failure to use Updates,
3) Failure to use the Application Software in accordance with this Agreement; or

lication Software unless performed at the

enhancements or program error corrections;
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4) Actions beyond S&S's control with respect to customer’s actions which alter the
turnkey implementation environment, or cause Hardware or Third Party

Software malfunctions.
2. Software Maintenance and Support services shall also include the following:
(a) Attendance at no cost for Customer personnel at S&S Customer Users Conferences or
Forums. The Customer will pay Travel Related Expenses for its personnel.

(b) The cost of media to distribute new releases.
(¢} New documentation, as made available by module.

3. S&S agrees to provide Annual Software Maintenance & Support commencing sixty (60) days
after System Acceptance. Prices for the Annual Software Maintenance & Support Contract are
shown in Exhibit “1". If the Customer cancels this renewable agreement, license rights to the
Application Software is terminated and S&S is under no obligation to continue providing

maintenance services.

Guidelines for licensing, support in general, telephone support, emergency support, charges,
customization requests, training for new operators, and the like are communicated through
Attachment A to the Annual Software Maintenance & Support Contract.

Section 2 - Telephone Support
Telephone support shall be provided during the initial implementation period and for sixty (60) days
after Systems Acceptance at no additional cost to the Customer and will continue thereafter as part of
the Annual Software Maintenance & Support Contract, and shall consist of the following:

1. S&S shall provide telephone support for the Application Software and select 3rd party products
as specified in Exhibit “1" (the guidelines for which are referred to in the Annual Software
Maintenance & Support Contract Attachment A) via a toll free telephone number, to trained
Customer personnel for the Information System, during normal business hours: Monday through
Friday, 8:00 am to 5:00 pm Eastern Standard Time. Telephone Support beyond normal
business hours may be arranged with S&S at additional cost to Customer, as outlined in the
Annual Software Maintenance & Support Contract Attachment A.

2. Other than Application Software and select 3rd party products as specified in Exhibit “1",
telephone support shall be charged at the rate outlined in the Annual Software Maintenance &
Support Contract Attachment A.

Changes to Telephone Support policies will be communicated through the Annual Software

Maintenance & Support Contract Attachment A,

Section 3 - Modification Support

The Customer may request Modifications to Application Software by filling out web-based Software
Request Forms (Exhibit #3) and submitting them to S&S. S&S, at its discretion, shall consider the
incorporation of said requests into the next release of the UtilitySuite, providing they meet the
following criteria: '

a) Requests should be those which would reasonably and normally be part of an Annual
Software Maintenance & Support Contract, and which would not be totally unigue to
the Customer, nor require unreasonable time frames to program and/or implement.

b) Requests reflect increased functionality in a particular module or application area, but
are not wholesale architecture redesigns, or totally new business process functions, or
customn integration projects.

Requests which would require immediate attention, and could not wait until the next release of the
UtilitySuite Application Software, would be reviewed in detail with S&S, and S&S would make every
attempt to honor the request with a custom contract. This would be done on a priority status basis at
an additional charge in accordance with the Systems Support Services Quotation (Exhibit "3*).
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Section 4 - Other System Support Services
All other systems support services shall be provided as follows: additional systems support services, to
include telephone support for non-Application Software, Third Party Software support, consultation
with regard to new business processes, general telephone consulting, consulting services, systems
analysis, training, forms design, systems preparation, cabling and connection discussions, or any other
area in which S&S provides systems support services, subsequent to Systems Acceptance, on behalf of
the Customer, will be invoiced on a fixed contract basis, in accordance with the Annual Software

Maintenance & Support Contract Attachment A.

Section 5 - Hardware Maintenance
The Customer agrees that it will enter into a maintenance contract for the Hardware from the vendor
(via S&S) following the warranty period. Said warranty contract shall be effective upon the installation
of the Hardware at the Customer premises. The Customer acknowledges and agrees that maintenance
and service of the Equipment is a matter between the manufacturer and the Customer and that S&S has
no desire to service or maintain the Hardware but would act as a liaison with the manufacturer to
arrange for maintenance and service on and cannot be a party to or responsible for the Hardware
manufacturer's performance under the maintenance contract. The Customer acknowledges and agrees
that S&S shall not be liable to the Customer for damages of any type resulting from the failure of the
Hardware manufacturer to perform under the maintenance contract. Hardware maintenance support

shall consist of the following:
a) S&S will coordinate the vendor Hardware maintenance agreement, whether it be an
annual plan or an Extended Maintenance Option (EMO), for the Customer. The EMO
plan must be selected within fifteen (15) days of the Effective Date of this Agreement.
The EMO payment is due at the time of the delivery of Hardware at the Customer site.
S&S will act as liaison between the Hardware vendor and the Customer.

business hours, S&S requests that the Customer report hardware

b) During normal
ardware vendor Customer Engineer (CE) to the

problems to S&S, who will dispatch a H
Customer's location(s).
In the event the Customer requires on site services during off hours, the Customer may
call the Hardware vendor directly indicating the machine type/model, serial number,
telephone number where the equipment is installed, location of the equipment, and
problem with said equipment.
d) Most Hardware is warranted for one year on site, from the date of installation. Exhibit
“1* showing purchased Hardware, indicates warranty periods, by item. Miscellaneous
third party peripheral hardware devices are handled on a time and material basis as

incurred.

c)
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Vil

Warranties

1.

S&S warrants that all System Equipment supplied under this Agreement shall be free from
defects in materials or workmanship and operating failure from normal use and agrees that it
will pass through to the Customer any and all warranties from any manufacturer or supplier of

any of the System Equiprhent.

S&S warrants all Application Software products delivered under this Agreement to be free from
defects in materials or workmanship and further agrees to furnish promptly and without
additional charge, all labor and parts necessary to remedy any such defect that it is notified of in
writing during the implementation period and for sixty (60) days after System Acceptance.
Thereafter support of the Application Software will be performed under the Annual Software
Maintenance & Support Contract (Exhibit "3"). This support will continue to remain in effect as
long as the Custormer maintains a current Annual Software Maintenance and Support Contract
with S&S, which is a requirement under this Agreement and a provision for the Customer to

continue use of the licensed Application Software.

The Customer acknowledges that any warranty is limited to software products installed and
used on the Customer's computer system listed in Exhibit "1". The Customer further
acknowledges that modifications made to the software programs by the Customer, and not at
the direction of S&S, will void S&S's warranty of the programs, unless specifically stated
otherwise in writing by S&S. The Customer also acknowledges that S&S cannot be responsible
for the Customer’s use of 3rd party software or hardware products which are used or
implemented in conjunction with S&S’s Information System, especially in cases where S&S did
not consult on, provide, or configure said systems.

S&S warrants that it is authorized by the manufacturer of all Third Party Software products,
listed in Exhibit "1", to grant licenses or sub-licenses to such software.

S&S warrants that the Third Party Software products do not infringe any patents, copyright,
trade secret, or other property rights held by any other person or entity.

S&S's obligation for breach of warranty shall include timely correction or replacement of the
software product which fails to conform to such warranty. In no event shall S&S be liable for
special, incidental, or consequential damages including any damages resulting from loss of use,
or loss of data arising out of or in connection with the use of the Information System. In no
event shall S&S be liable for any breach of warranty unless notice thereof is given to S&S wuthm
three months after System Acceptance of the Information System by the Customer.

S&S shall defend, indemnify and hold harmless the Customer and its agents and employees
from any claim or proceedings brought against S&S, and from any cost damages and expenses
finally awarded against S&S and/or the Customer, (assuming the Customer has not violated the
product use policies of 3™ party vendors), which are attributable to any claim that is based on an
assertion that S&S's use of the Third Party Software under this Agreement constitutes an
infringement of any United States patent, copyright, trade secret, trademark, or other property
interest rights, provided that the Customer notifies S&S promptly of any such claim or
proceeding and gives S&S full and complete authority, information, and assistance to defend
such claim or proceeding and further provided that S&S shall have sole control of the defense
of any claim or proceeding and all negotiations for its compromise or settlement, provided that

S&S shall consult with the Customer regarding such defense.
In the event that any Third Party Software product is finally held to be infringing and its use by

the Customer is enjoined, S&S shall, at S&S's election; (1) procure for the Customer the right to
continue use the Third Party Software product; (2) modify or replace the Third Party Software

product so that it becomes non-infringing.

S&S shall have no liability hereunder if the Customer has modified the Information System
software products in any manner without the prior written consent of S&S and such modification
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is determined to by a court of competent jurisdiction to be a contributing cause of the

infringement.

The foregoing states S&S's entire liability, and the Customer's exclusive remedy, with respect to
any claims of infringement of any copyright, patent, trade secret, trademark, or other property
interest rights by the Information System, or any part thereof, or use thereof.

7. The warranties contained in this Section are in lieu of all other warranties, expressed or implied.
S&S's express warranties shall not be enlarged, diminished or affected by, and no obligations or
liabilities shall arise out of, S&S's rendering of technical or other advice or service in connection

with the products listed in Exhibit "1".

8. S&S shall supply the Customer with Source Code for all the Application Software purchased,
and also for any future releases and or Updates made to the Application Software, if requested
by the Customer. The Customer agrees not to use the Source Code to modify the Application
Software for a period of twelve (12) months after Systems Acceptance unless agreed to in
writing by S&S. The Source Code supplied to the Customer pursuant to this paragraph shall be
subject to each and every restriction on use and disclosure set forth in this Agreement, and the
Customer acknowledges that the Source Code and its associated documentation is the
property of S&S and will be guarded against unauthorized use or disclosure with great care.

IX. General Provisions

Confidentiality

Both parties recognize that their respective employees and agents,
Agreement, may be exposed to confidential information and that
violate rights to private individuals and entities. Except as required by law or by a court of competent
jurisdiction, each party agrees that it will not disclose any confidential information of the other party and
further agrees to take appropriate action to prevent such disclosure by its employees or agents.

During the term of this Agreement, and for a period of five (5) years following its termination, the
Customer agrees: (i) to limit access to the Application Software and any other proprietary or
confidential information of S&S or the Customer's employees who require access thereto in order to use
the Application Software in accordance with this Agreement; (i) not to make available or disclose this
Agreement, the Application Software, or other proprietary or confidential information of S&S to anyone
without prior written consent of S&S, except as permitted by this Agreement or as prescribed by law
under the Freedom of Information Act; and (i) to take all reasonable precautions to maintain the
confidentiality of the Application Software, and other proprietary or confidential information of S&S,
employing at least those precautions which the Customer employs to protect its own information of a

similar nature.

in the course of performance of this
disclosure of such information could

law, the Customer will not alter, copy, duplicate, decompile or reverse
ication Software or documentation without prior written
d to copy or duplicate all or part of the

Unless otherwise provided by
engineer, in whole or in part, the appl
permission from S&S. Whenever the Customer is permitte
Application Software or Documentation or other proprietary or confidential information of S&S, all
titles, trademarks, confidentiality and copyright notices must also be reproduced and all terms of this
Agreement shall also apply to the copies or reproductions. The Customer is hereby granted the right

to make backup or archived copy(s) as may be reasonably required for normal business operation.

Cancellation or Modification
dified except by the written mutual consent of both parties

This Agreement may not be canceled or mo
If either party is in material breach of any of the terms and

or as otherwise provided in this Agreement.
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conditions of this Agreement, the aggrieved party shall give written notice thereof, including a
reasonably detailed statement of the nature of such breach, to the breaching party. The breaching
party will have thirty (30) days after notice is given to cure such breach, or, if the breach cannot
reasonably be cured within thirty (30) days, the breaching party shall provide a written estimate of the
time needed to cure such breach, shall commence to cure such breach within ten (10) days of notice
from the aggrieved party and shall diligently continue to prosecute such cure to completion. If the
breaching party fails to cure, commence to cure in a timely manner, or diligently prosecute such cure to
completion, the aggrieved party, at its option, shall be entitled to terminate this Agreement or suspend
its performance under the Agreement for as long as the breach remains uncorrected, and avail itself of

any and all remedies available under this Agreement.

Severability

In the event that a court of competent jurisdiction holds that a particular provision or requirement of
this Agreement is in violation of any applicable law, each such provision or requirement shall be
enforced only to the extent it is not in violation of such law or is not otherwise unenforceable and all
other provisions and requirements of this Agreement shall remain in full force and effect.

Force Majeure

Neither party shall be responsible for delays or failures in performance resulting from major substantive
acts beyond the control of such party. Such acts shall include, for example, but not be limited to, acts
of God, riots, acts of war, epidemics, governmental regulations superimposed after the fact,

earthquakes or other natural disasters.

Notices

All notices required or permitted to be given hereunder shall be in writing and shall be delivered in
hand or sent by first class mail, postage prepaid, to the parties at the following addresses or other such
address or addresses as to which a party shall have notified the other party in accordance with this

Section:
If to S&S: If to Customer:

Systems & Software, Inc.
401 Water Tower Circle
Colchester, Vermont 05446

shall act as representatives of the Customer, and Susan L. Willey, Vice
President & General Manger, and Burton G. Willey, President, shall act as representative of S&S with
respect to this Agreement. These persons shall have the authority to transmit instructions, receive
information, interpret and define policies and make decisions with respect to the Project. Additional
and substitute representatives of S&S and the Customer may be added by written notice of one party

to the other.
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Governing Law

This Agreement shall be governed by the laws of the State of Vermont.

X. Entire Agreement

This Agreement and Exhibits constitutes the entire agreement between the parties with respect to the
Information System. Accordingly, all prior agreements, representations, statements, negotiations and
undertakings are hereby superseded. This base Agreement language and that of Exhibit “1" Budget
Detail and Annual Software Maintenance & Support Contract Attachment A shall supersede conflicting

language in Exhibit “3" documents.

Exhibits

The following Exhibits are a part of this Agreement and need not be signed individually to become

enforceable under said Agreement:

1. Exhibit "1* - Budget Detail/Notes
Table "A" - Payment Schedule
2. Exhibit "2" - Implementation Plan
3. Exhibit "3" - Software Maintenance and Support Contract

- Annual Software Maintenance & Support Contract Attachment A

- Software Request Form
- Systems Support Services Quotation

IN WITNESS WHEREOF, the parties to this Agreement have hereunto set their hands and seals effective

as of the date first set forth above.

Systems & Software, Inc.

By:

By:

Date:

Date:
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70 CHAPTER 1: INITIAL SETUP
Option 7 Cycle and Route Book Date Menu

dates. It automates the processing of late payments, delinquent and
disconnection notices, and ACH transfers. The dates can be changed both

manually and by the system when billing actually occurs.

At the Cycle and Route Book Menu (Figure 40), select option 5 for the
Cycle Billing Schedule File Maintenance screen (Figure 45).

| I
1717780
184 /0R

Figure 45. Cycle Billing Schedule File Maintenance

Enter A to create a new billing schedule for a cycle. Check the company.

Field 2 — Year
Enter the year for the schedule; use a CCYY format (century and year).

Field 3 — Application
Enter or press F4 to select the application.

Field 4 — Cycle
Enter or press F4 to select the cycle.

Number of Shutoff Dates
Enter the number of shutoff dates to appear on printed forms. The first
shutoff date is set by the month column; the others are determined

progressively from that date.
With the cursor in the No Days From Billing column, complete the following
fields:

Payment After
Enter the (negative) number of days from the billing date that prior
payments will appear on the bill. Only payments made during the specified

number of days prior to billing appear.

Customer Information System (€IS} User Guide
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CHAPTER 1: INITIAL SETUP

82 Option 8 Customer Parameters Setup Menu

Field 4 — Percent for Down Payment
Enter a percent used to calculate the down-payment. Enter six digits or use
the decimal key for the last four digits.

Field 5 — Number of Instaliments
Enter the number of payments (which is used to automatically calculate the

amount of payments for the installment agreement).

Field 6 — Where to Apply Remainder

Enter 0 to apply any remainder amount of an installment from the auto-
calculation to the down-payment; enter 1 to apply any remainder amount
from the auto-calculation to the last installment payment.

Order to Apply Payments

Fields 7-11

Use this section to assign the priority for allocating customer payments.
Assign a priority level from 1 (lowest) to 5 (highest). The priority leve] tells
the system which accounts to pay first, second, and so on until all the money
is allocated. Determine the importance of paying off a past due non-
installment balance compared to the current balance due.

Assign each priority once, so that all five fields have a clear priority. Review
Figure 53 for an example of assigning priorities.

Field 12 — Where to Apply Overpayment

Where to Apply Overpayment is an extension of the previous steps. Further
define the Order to Apply Payments priority when there is extra money by
paying future installments. Enter 0 to apply the money to the last
installment due; 1 to apply the money to the next installment due.

Field 13 — Default Payment Schedule
Enter the number of days between payments. For example, enter 90 for
quarterly payments, 60 for bimonthly payments, 30 for monthly payments,

and so on.

Field 14 — Minimum Down Payment
Enter a minimum down-payment amount, if applicable.

Field 15 — Satisfied Active Code

Enter or press F4 to select the satisfied active code; press F2 to create a new
installment active code if needed. This code appears on the customer's
account when the Cash updating system indicates that the customer has paid

off or satisfied the installment agreement.

Active Code
Fields 16-30 — From, To, # Days
The Active Code section is used to update installment criteria automatically

from installment run sheets. The fields are used to set up time frames for
changing the activity codes on customers’ installment files. To illustrate,
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Customer Information Systems (CIS) Reports List

Average Winter Consumption
Additional Customer Address Report (Third
Party)

Additional Premise Address Report/Landlord
Billing Cycle Recalculation Kickout

Billing Cycle Register Print

Billing Frequency Rate Analysis

Billing Transaction File Print

Block Use File Maintenance and Usage Report
Budget File Print

Calculation/Month End/ Year End Summary Print
Call Tracking Report

Contract List

Customer Contract List

Duplicate Reads Report

Final Accounts Calculation

General Ledger Distribution Print

Landlord Lease Report

Misc Tax Report (Monthly/Annual)
No Access List

No Readings Print

Pre-Calculation Kickout Report
Print Customer Rate File

Print Items Application Verification
Print Items Billed Report

Print Step Rate File

Sales by Meter Size Report

Sales by Rate/Year End Sales

Sales by Tax District (Monthly/Yearly)
Sales Tax Report

Select Usage Report

Summary Rate File List
Transaction Analysis Report
Transaction History Print

Trial Balance

Usage History File Create and Print
Usage Report




Audit Transaction

Bankruptcy File Report

Budget Estimation Report

Call Tracking Report

Cash History Print

Collection Agency File Report
Collection Reason List
Collections —Shutoff Report Print
Credit Refunds —Credit Balance Report
Delinquent Calculation Print
Deposit File Print

Dispute File Print

Inactive Code Report

Installment Agreement Report
Late Payment/Penalty

Lien File Report

Miscellaneous Distribution

NSF Description

Promise to Pay Report

Shut-Off Accounts

‘Meter Reports

Accounts Without Meters
Duplicate Meter Report
Meter (Device) File Print
Meter Inventory List
Meter List Reports

Meter Test File Print
Multiple Meters for One Customer Report
Valve/Transformer File Edit Listing
Valve/Transformer File Edit Report
Valve/Transformer List Reports

Verify Application Valve to Valve File
Verify Valve to Application Valve File




e

. Work Orders Reépor:

y
Work Order Area List
Work Order Analysis
Work Order Area Printers List
Work Order Bill of Materials List
Work Order Completion Report
Work Order Fatal Code List
Work Order Group List
Work Order New Customer
Work Order New Meter
Work Order Reading Code List
Work Order Resolution List
Work Order Schedule Category Summary
Work Order Script Type List
Work Order Status Code List
Work Order Type List
Work Order Type Total Level List
Work Order Verification Active Customer
Work Order “What” Code List
Work Order “What” Reason List

Data Verification Reports e e
Accounts Without Meters or Items
Accounts Verification Report
Address Verification Report
Compare Master CIS Number & Sequence Number to
Premise File

Customer with Active/Inactive Accounts

Duplicate Meter Report

Inactive Accounts with Active Accounts
Multiple Meters for One Customer Report
Owner’s Address Report

Premise Verification Reports

Premises With No Active/Vacant Accounts
Print Items Application Verification
Range/Premise/Application Premise Information
Summary Account Balance File menu
Verify Application Valve to Valve File
Verify Rate/Classes Report

Verify Street on Premise File to Street File
Verify Street on Range File to Street File
Verify Valve to Application Valve File
Work Order Verification Active Customer









