City of Seattle Vendor Contract #0000000757

Appendix I, Attachment #1 – Project Understanding

City of Seattle – Active Account Receivable Management 

Date:
February 1, 2002

Project Understanding

Seattle City Light (CLIENT) is looking for assistance to help reduce its backlog of delinquent customers with a proactive, early intervention.  The Active Group (ACTIVE) will perform all activities as an extension of CLIENT with pre-approved scripts and criteria for negotiating payments or referrals to assistance programs.  These contacts are to be very sensitive to customer care because positive customer perception is the most important goal next to prompting payment or discovering why they are not paying on their account.  The primary message for the customer to hear is that CLIENT wants to retain them as a customer, assist them with payment options, and immediate action on their past due balance is important to avoid possible service interruption.

The negotiation team for the contract (primarily CLIENT management staff) has determined that the proposed Option 1 in ACTIVE’s proposal is the initial direction of the program.

Below is our understanding of what is to be provided and expected in Option 1:

Projected start date:   April 1, 2002

Scripts:
  Provided by CLIENT and followed for each contact

Volume:  Estimated at 10,000 accounts per month, however the volume may be higher or lower and is not guaranteed over the term of this contract

Data exchange frequency:   Daily, Monday through Friday

Data file type:
  ASCII fixed length ( to be confirmed by Seattle City Light CCSS/Banner O&M Team)

Data exchange format:
  FTP 

Duration to work accounts:   Up to twelve calendar (12) days from the date notice is sent to customer. 

Access to CLIENT database:   No

Account Batch updates:    No

# of contact attempts:   Up to five (5) or one (1) end result contact

Call transfers:   Desired by CLIENT but yet to be determined method for warm transfers during CLIENT business hours 

Payment arrangements:   Yes, with parameters set by CLIENT

Payment information: ACTIVE will not collect or process (deposit) any money or payments. ACTIVE will document payment arrangements negotiated with customers and submit information to CLIENT daily.  Credit card and check by phone information will be documented and submitted daily (currently CLIENT does not have this payment capability). 

Assistance qualification:   No, only determine if customer could benefit from speaking with Low Income Assistance Program offered by the City of Seattle based on parameters set by CLIENT.  ACTIVE will provide customer of telephone number of Low Income Assistance Program, document the assistance and submit to CLIENT daily.

Messages:   Yes, no sooner than the fourth (4th) attempt and only with script provided by CLIENT

Reports:   Batch reports submitted at the conclusion of the calling attempts.  Format yet to be determined.

Option 1 with modifications based on CLIENT meetings

1) All attempts made shall be made in the name of and on behalf of CLIENT. CLIENT shall maintain all supervisory control over the scripts associated with the telephone calls.  At all times, ACTIVE will be an independent contractor acting as an agent on behalf of CLIENT and not as a third party collection agency.  Employees are employees of ACTIVE, authorized by ACTIVE and CLIENT to engage in the teleservices outlined by this contract.  All monies, correspondence or communications will be directed to CLIENT for follow up and handling as the CLIENT may prescribe.

2) Each day or other predetermined schedule, The CLIENT generates a flat file batch of all customers that are 5 days past due on their account.  The batch is transmitted via encrypted email or FTP to ACTIVE for importing the data into the appropriate call program.  ACTIVE will import each data batch and prepare for calling campaign within 24 hours (except Saturday, Sunday and Holidays) of receipt (Day 1).   All accounts with a 10-digit telephone number will be queued for calling.  CLIENT reserves the right to include Saturday’s in the calling campaign based on mutual agreement with ACTIVE in the future.

3) Between Day 1 through Day 12, Active TeleSource (ATI) agents make up to five (5) telephonic attempts to the customer at the telephone number provided on the customer record by The City.  Each telephone attempts shall be done on different days and varied times of the day to maximize contact rates.  Call attempts shall be consistent with time parameters outlined by the CLIENT, e.g., 8:00am – 7:00pm. CLIENT reserves the right to extend hours of call attempts based on mutual agreement with ACTIVE in the future.

4) If the customer is reached by telephone, our agent (following the script) makes them aware of the status of their account, their payment options available by telephone, make a determination for possible assistance programs, etc.  ATI agents will closely follow specific parameters outlined by the CLIENT to make payment arrangements (accept payments (check by phone or credit card), transfer customers, make determination for possible assistance, and answer basic account questions.   

5) In the event the customer is unable to meet the criteria of account payment set by the CLIENT, the customer is A) transferred to an internal customer service representative at the CLIENT or B) given the appropriate telephone number to call for assistance. Call transfers will be done during the time CLIENT staff is present. 

6) Once the transfer is made, the ATI representative goes onto the next customer call and the internal CLIENT representative finalizes the contact with the customer that was transferred.  All call handling and telephone line monitoring is being maintained and controlled by the ACTIVE.  

7) Customers who make satisfactory arrangements or get transferred are concluded.  Customers, who are not contacted, get recycled for subsequent telephonic attempts.  

8) Messages to call the CLIENT’s customer service department are left on voicemail or with parties who answer the telephone other than the specific customer (or their spouse) starting on the 4th attempt.  These messages will follow the script provided by the CLIENT.  Messages should be very general in nature regarding the issue since we are not personally speaking with the customer. 

9) After all passes are completed the overall results of the customer contacts for that data batch for Day 1 through Day 12 are summarized into reports and transmitted back to the CLIENT.  

10) Data and information from customers that made payment arrangements or gave data for credit card or check by phone payment is transmitted daily to the CLIENT in a predetermined format that reduces CLIENT staff time for processing.

11) Data and information from customers that made payment arrangements or gave data for credit card or check by phone payment is transmitted daily to the CLIENT in a predetermined format that reduces CLIENT staff time for processing.

Extension of Time from Original Proposal
Valid dates:   The proposed scope of services and associated fees for this program will be valid through April 1, 2002.

End Result (Successful) vs. Unsuccessful Customer Contact

ACTIVE will define customer contacts in the following way:

An End Result Customer Contact is:

1) Direct contact and communication of the script to customer or spouse as provided.

2) Messages left with a person or on an answering machine for customer to call client as specified by strategy.

3) Disconnected telephone number

4) Wrong telephone number

Unsuccessful Customer Contact is:

1) Fax or Modem tones

2) Busy signal

3) No Answer

Note – Disconnected and wrong telephone numbers having forwarding (new) numbers will be noted and submitted in reports to the CLIENT and not re-attempted for calling attempts in that batch by ACTIVE. 

Examples of Result Codes That Will Be Used

Account Questions:  Used only under special circumstances.  When customer is experiencing a situation outside the normal scope of "Customer Will Call".  Text notes usually written.

Already Paid:  Payment has been made in full or a partial payment was made prior to contact.  Amount and date of payment is noted in memo field. If a partial payment was made, then payment arrangements for the balance due are to be negotiated with the customer.

Customer Will Call:  Customer or spouse only (not parent, relative, or friend) states they will be calling the customer service department to resolve account. 

Fax/Data Line:  Call determined to be a fax or a data line tone.

Invalid Area Code:  Used only when verified by operator message. New area code noted, if available, in memo field.

Left Message To Call:  Message left with a person at residence per program strategy when customer is  not available or when it is determined that the customer will never be available during calling hours or batch duration.

No Answer:  Line continues to ring. 

Party Not Available:  Spoke with a person but contact with customer or spouse is not available. 

Phone Disconnected:  Number is verbally verified disconnected by operator message.  If available, the new number is updated in memo field.

Recall:  Anything that cannot be determined by operator message, including busy signals and dead air.  Automatically queued for next call attempt.

Recorder, Left Message:  Message left on voicemail per program strategy or when message states the customer will be out of reach during the time of the call job.

Recorder, No Message:  Used when a voicemail message is not accepted (for known or unknown reasons)

Refer To CLIENT Collections:  Used only when customer refuses to pay, is uncooperative, or uses profanity toward our agent. 

Will Pay In Full:  When customer agrees to pay balance in full within payment parameters. 

Wrong Number:  Number is verbally verified by party on line that customer does not reside at residence.

Program Strategies and Training 

In order to prepare for data exchange and customer contact by ACTIVE, a number of issues, program strategies, and training guidelines need to be discussed and agreed upon.  Key items to discuss will include:

1) an overview of existing credit policy and procedures

2) finalizing the formats and frequency for data exchange and reporting

3) determining scripts and payment parameters

4) reviewing and gathering information for all assistance programs

5) determining call transfer procedures

6) reviewing result codes 

7) determining report formats

8) providing staff for training

9) identifying and meeting key personnel 

Several of the above mentioned key items can be, and were scheduled to be, completed by email and telephone calls between the CLIENT and ACTIVE.  Those items include; data exchange formats and testing, the first drafts of scripts, result codes, and report formats.

Other items and the finalization of draft scripts and reports are best conducted in person with vital team members for both parties.  Our experience has shown that the most issues and program adjustments occur in the first couple of weeks of a new program.  Many of those issues and program “clarifications” can be reduce with the proper time devoted to the program specifics prior to starting customer contacts. 

We are proposing two ½ -day meetings with the CLIENT staff.  One day we would anticipate meeting with Seattle City Light (SCL) Customer Relations and Account Services Director, Manager and appropriate supervisor and lead employees to discuss and finalize scripts, call transfers, reporting, etc.  The second day should be a site visit to the customer service department to introduce ourselves, answer questions with reps, and discuss issues vital to training our staff.  This site visit will be very important for getting a “feel” of the department since ACTIVE will be representing SCL during all aspects of the program.

The ACTIVE staff will be available for the on-site meetings with the CLIENT staff.  ACTIVE anticipates 3 staff members for these meetings, David Smith (Project Manager), Goran Samojlovski (Strategy Design Coordinator and Assistant Project Manager), and Marc Oliver (Call Center Operations Manager). 

Fees for Service

Proposed fees are based on estimated average talk times of 4 minutes and average transfer times of 5 minutes.  If the final scope of services significantly increases average talk times, fees maybe modified, by mutual agreement.

Option 1 Per Unit Cost 

· Unit cost for all accounts with 10-digit numbers


$3.50 per record
· Flat fee for all accounts with disconnected numbers


$1.00 per record
(with no forwarding information noted)

· Fee for accounts with incomplete or missing numbers

No charge
Program Strategies and Training 

One-time fees associated with program strategy meetings and training set to occur prior to initiation of calling campaign.

Staff Time

Two Project Managers for two ½ day meetings 
= $1040

Call Center Manager for two ½ day meetings
= $  400 





Subtotal
= $1440.00
Expenses


Per diem ($30.00/day) X 3 staff
X 2 days
= $180


Travel/mileage




= $120




Subtotal
= $300.00



Grand Total

= $1740.00
Number of Years Fees are Guaranteed: 3 years with a 5 percent increase (one-time) for fees in years 4 and 5 of the contract.  Fees will be re-negotiated if contract is extended beyond year 5. 
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