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City of Seattle

Request For Proposal (RFP) # CTY-3131
Customer Information System (CIS) Solution Implementation
Addendum
Update 04/24/13

The following is additional information regarding RFP #CTY-3131, titled Customer Information System (CIS) Solution Implementation released on April 2, 2013.  The Proposal due date remains unchanged.
This addendum is hereby made part of the RFP and therefore, the information contained herein shall be taken into consideration when preparing and submitting a proposal.   Vendors should review the Q&A carefully as some of the responses have been reworded/clarified.  These written Q&A's take precedence over any verbal Q&A.

From:  Carmalinda Vargas, Sr. Buyer

City of Seattle Purchasing

Phone:  206-615-1123; Fax 206-233-5155

Email Address:  Carmalinda.vargas@seattle.gov
	Item #
	Date Received
	Date Answered
	Vendor’s Question
	City’s Response
	RFP Additions/Revisions/
Deletions

	1 
	04/04/13
	04/04/13
	a) Is the scope restricted to Oracle products and consulting services?
b) Is the City interested in considering a different vendor solution?
	a) Yes, as referenced in the RFP.

b) No.  


	

	2 
	04/09/13
	04/10/13
	Does the scope of the RFP involve deployment of Oracle MDM and Smart Grid Gateway?  (criticality 1)
	Yes.  
	

	3 
	04/10/13
	04/10/13
	From the functional requirement sheet, we see some of the requirements pointing to the solution using Mobile Workforce Management (MWM) application. 
a) Is Oracle MWM implementation included in the current scope 
b) Is it Ok to propose an interim solution for the current CIS scope?
	a) No.   
b) The MWM is not within the scope of this RFP.  
	

	4 
	04/10/13
	04/10/13
	Does the City expect to deploy a single CC&B instance running on a common database for both SPU and SCL? 
	Yes, that is the intent.
	

	5 
	04/10/13
	04/10/13
	Is Banner the only source of customer data information that needs to be converted or are there some other systems that you think needs to be extracted from a source and converted?
	There will likely be other systems but Banner is the primary source of information. 
	

	6 
	04/10/13
	04/10/13
	I believe you have Metavante and you also indicated that you’re moving to Kubra to some extent but CSS could also do elements that Kubra is doing, is there an end game in mind where you expect CCSS to accomplish where Kubra ends?
 
	Kubra has a total contract life through 2021, if the City exercises all their contract extension options.

Kubra provides service to the entire City as well as City Light (SCL)/Seattle Public Utilities (SPU).  It will be required as part of the package to exist with Kubra.

 However, if you see an opportunity that the City should be aware of because of redundant functionality, you can let us know in your response.
	 

	7 
	04/10/13
	04/10/13
	Service Order – What will reside in WAMS and MAXIMO vs. what will be brought within the products being implemented?
	There are a lot of redundant pieces of functionality between Work and Asset Management Systems.  Service Order is an area where these systems come together.

We may have many needs for Service Requests, for example, sending work out for Technical Metering to read the meters, or making sure the customer has new service, etc.  

The value the System Integrator will bring, will be in identifying how to utilize the functionality within the collection of the system and to deliver the business needs of the City.
	

	8 
	04/10/13
	04/10/13
	Will there be other major initiatives, on the business side or I.T. side that will be competing with the same resources that this project will be relying upon?
	The City has many initiatives going forward, however this is an important and one of the most critical systems for the City.  For this reason we will be staffing this project accordingly.
	

	9 
	04/10/13
	04/10/13
	As you think about your own internal resources, could there be an obvious conflict with someone’s time to support this project?
	The project was built knowing that we had to have a business case on resources that would be needed for this project; therefore we are not going to be resource short.
	

	10 
	04/10/13
	04/10/13
	Implementation Services – The opening paragraph states you can deviate from the order listed but from a comparative stand-point is it easier for you if we reply in the same order as listed so it is easier to make comparison more easily? 
	Some vendors would have a very different methodology that may not fit to the numbering scheme that we have outlined.   So as not to be prescriptive, we have allowed the Vendor to organize and present their own work based on the information provided in the Implementation Service Document.
	

	11 
	04/10/13
	04/10/13
	Implementation Services – With respect to Business Process Redesign:

Since this is a fixed priced response and you’re looking for fit-gap analysis and possible redesign or optimization of business process, how do we estimate what the scope of redesigns may be? 

Do we take the Oracle URM’s and estimate that or do you make a certain percentage of redesign? 
Do you have any guidance on this aspect?
	Looking at the URM is a good place to start.  If you need to qualify some assumptions in your RFP that would be helpful.  
As a Utility, we’re looking for an opportunity to utilize the processes in the System to their fullest extent and to deliver the best practice. 
The City expects that they will likely need to change its existing business process to align with that software.   
	

	12 
	04/10/13
	04/10/13
	Functional Requirements – 

We see some requirements pointing to solutions using Mobile Workforce Management.  Is Oracle MWM implementation included in current scope or is it okay to propose an interim solution for the CIS scope?
	Mobile Workforce Management is not within the scope of the implementation.  
The City welcomes you to propose something you would like the City to entertain, but you need to keep the costs separate. 
	

	13 
	04/10/13
	04/10/13
	There are some reporting requirements on Mobile Workforce, scheduling and other associated fields in Excel.  Is it pure reports that need the existing system to CIS?
	Yes, there are requirements regarding work and where it is in the queue.  

For example, if you are using your billing system and you know that you have a work scheduled for a customer, and you’re also interfacing with Work and Asset Management System or to your Maximo System you want your Call Center representative to be able to tell the customer where it is in the queue and that is the type of scheduling reporting.
	

	14 
	04/10/13
	04/10/13
	Can you provide the contact information to the Equal Compliance Coordinator?
	Steven Larson at (206) 684-4529 or steven.larson@seattle.gov 
	

	15 
	04/11/13
	04/18/13
	Would the City consider a proposal for just the MDM/SGG and related CSS/BI components as a stand-alone proposal so that it may be combined with any other preferred SI for the CIS?

a)  If so, are there minimum requirements related to MDM (v2?) implementations that the City requires?
	The City Is not looking for a partial solution.  The City is looking for a Prime Vendor to implement the Customer Information System.  Any vendor who may have a partial solution is encouraged to partner with a prime vendor.


	

	16 
	04/11/13
	04/12/13
	In 8.0 SOW Interfaces.doc, the integration with MDMS states that “all MDMS interfaces are owned by SCL.” Does that mean that SIs should not include estimates for the configuration/setup/etc of these interfaces to MDM (e.g., setting up and testing the SGG MV90 Adapter or the integration package between MDM & CCB)?
	The reference “all MDMS interfaces are owned by SCL” is meant to distinguish the fact that the SCL will be the utility requiring the MDM system.  SPU does not plan on using the MDM system for water meters. 


	

	17 
	04/11/13
	04/12/13
	In 8.1 SOW Overview.doc, we should assume that the City will also license the MDM to CCB Integration package, correct?
	Yes.  

You should assume the City will license the MDM to CCB integration package.  
	

	18 
	04/11/13
	4/16/13
	In order to provide a thorough and complete response to the RFP, would the City consider a two-week extension to the due date? 
	No extensions will be granted.
	

	19 
	04/18/13
	04/22/13
	Section 8-SOW, Interfaces:
Our understanding is that UCM is supposed to be the document management system for both SCL and SPU and will be available for integration with CC&B. UCM will also have all the imaging archive, documents etc migrated from the legacy system. Please confirm if this assumption is correct.  
	The solution should include interfacing to ECM (formerly known as Universal Content Management) as specified in the RFP interface attachment in Section 8.   It will interface to the CIS components shared by both SCL and SPU.   Design elements, such as where documents should be stored as required by the CIS solution, should be part of the design scope for the CIS Implementation project.  
	

	20 
	04/18/13
	04/22/13
	Section 13 – Functional Requirements, 4.1.10:
Does SCL have plans to implement pre-paid metering in the future? 

Is there an expectation to implement prepaid metering for the current CIS solution?
	Pre-paid metering may be an option SCL considers in the future.  Implementing prepaid metering is not an expectation for the current CIS solution.
	

	21 
	04/18/13
	04/22/13
	Section 13 – Functional Requirements, General:
There is a mention of Exhibit A in the functional Requirements sheet. Please share the Exhibit A document.
	The reference to Exhibit A is for the attachment in Section 8.  8.0 SOW Interfaces.doc
	

	22 
	04/18/13
	04/22/13
	We understand from the RFP that SCL plans to deploy AMI system in 2015. Would you be able to share the roadmap for this deployment?  
Is it planned to deploy MDM for scalar meters and then go-live with interval data once AMI is in place?
	We are unable to share a roadmap for this deployment.  We do expect MDM to work for scalar meters and interval data.  It would be planned to deploy MDM for scalar meters first, although we do have some pilot areas for interval data.
	

	23 
	04/18/13
	04/22/13
	Section 13 – Functional Requirements, 11.2.48:

The following requirement -> "Does your CIS Solution provide a customer the ability to update the following via the web with proper security access: > Responses to specific messages (e.g., access information)?” 
Please clarify the requirement, What are the different messages, and who is expected to respond to those messages.
	An example of a message and response is as follow:  

If a customer changed a combination on a lock or a gate access code and City staff can no longer access the property, the customer could be notified to update their access information using the web self-service features.
	

	24 
	04/18/13
	04/22/13
	Section 13 – Functional Requirements, 11.2.57:

What are the types of forms that are required and also the number of forms required?

	A type of a form may be one that enables a customer to request a change in service, and a move in move out request.   The number of forms to provide best practice customer service via the web is unknown at this time.
	

	25 
	04/18/13
	04/22/13
	Section 13 – Functional Requirements, 11.2.70:

Oracle Utilities CSS application has rate comparison module which allows customer to compare their existing rate with a new eligible rate based on historic usage. Are any other rate-based programs that are being considered here?
	No, but there is an assumption that the customer might be eligible for multiple rate programs other than the one they are currently on.  
	

	26 
	04/18/13
	04/22/13
	Section 13 – Functional Requirements, 11.5.15 & 11.5.16:
Would SCL/SPU want to maintain a separate branding (separate look and feel for SCL and SPU) for the external customers when using the CSS functionality?   For example if a SCL customer logs in to the web portal and lands into the Oracle CSS landing page the look and feel of the landing page should it be same for both SCL and SPU customers or you would prefer to keep it same?  
	A consistent look and feel for both utilities is desired, while providing information specific to the services the external customer may want to access.   
Messages, and specific web based content should be able to address distinct service types, communication or options may be very different for different water or electric based services.
	

	27 
	4/22/13
	4/23/13
	Will Interfaces with GIS, Assessor Records, Permitting, and Temperature Zone be done in Real Time or Batch? 
	This will be a design decision.
	

	28 
	4/22/13
	4/23/13
	Does the City of Seattle, within the domain of SCL and SPU, have Change Management or Organizational Transformation professionals on staff? If yes, how many will be made available to support this initiative, and in what role (FT/PT)?


	We expect to staff the project to include this function, mentored by the SI.  

Please include your recommendation in your City staffing proposal in Section 8.1 of the Management Response (Functional Team Members).  You can also provide clarification in your change management and business process redesign response.
	

	29 
	4/22/13
	4/23/13
	Does the City of Seattle have a preferred Organizational Change Management Methodology?


	No
	

	30 
	4/22/13
	4/23/13
	Does the City of Seattle, within the domain of SCL and SPU, have documented processes/lessons learned related to prior Change Management/Organizational Transformation initiatives?


	No
	

	31 
	4/22/13
	4/23/13
	Can the City of Seattle provide an org. chart that shows the organizational relationships between SCL and SPU and other impacted Departments?


	We are multiple departments reporting to the Mayor and City Council.  See 
http://www.seattle.gov/directory/
Scroll to City of Seattle Organizational Chart.
	

	32 
	4/22/13
	4/23/13
	Between and within SCL and SPU, do documented business processes follow the same formats and approval conventions?


	 No, they do not currently follow the same formats or approval conventions.  The City desires to have similar formats and approval conventions where possible.  For this project we intend to use BPMN to document business processes.  


	

	33 
	4/22/13
	4/23/13
	In what capacity will the City of Seattle deploy their training resources to support training during this initiative?


	Training will be provided by the System Integrator, with one City resource supporting each session.  Please make a recommendation for additional staff if you feel they are needed.
	

	34 
	4/22/13
	4/23/13
	Are SCL and SPU employees centrally located for training purposes? If various locations, please indicate # by different physical location/ address. 
	The majority of SCL and SPU staff are located in the Seattle Municipal Tower in downtown Seattle.  Assume all training will be done in downtown Seattle.
	

	35 
	4/22/13
	4/23/13
	What are the most common and/or preferred training delivery methods at SCL and SPU?
	Classroom instruction, with preprinted manuals or UPK materials as an artifact.
	

	36 
	4/22/13
	4/23/13
	Please identify and define, in terms of hours used, the # of Users and Project Team Members to receive end-user training based on the table provided: 

· Super User (provide # by Department and/or title)
· Primary User (provide # by Department and/or title)

· Casual User (provide # by Department and/or title) (Robert K.)


	The Project Team will be dependent upon your proposal for City project team staffing.  The breakdown for number of users will be ascertained during the development of the training plan, which is a System Integrator deliverable.


	

	37 
	4/22/13
	4/23/13
	Please identify Project Team Members by Role and headcount to receive Project Orientation Training


	This will be based upon your recommendation in your City staffing proposal in Section 8 of the Management Response (Functional and Technical Team Members).
	

	38 
	4/22/13
	4/23/13
	How many, and in what capacity (FT, PT, Internal Comm., External Comm.) will the City of Seattle provide Communications Resource(s)?
	 Both SCL and SPU have communications resources.  Please recommend staffing levels for this function.
	

	39 
	4/22/13
	4/23/13
	Does City of Seattle anticipate a greater need for either Internal Communications or External Communications, or are both equal?
	We expect greater communication will be needed internally.


	

	40 
	4/22/13
	4/24/13
	For IVR integration, what is the current method / tools that are employed?
	The current method is direct integration to Banner.  The intent is to use web services and Oracle service bus for future integration.
	

	41 
	4/22/13
	4/24/13
	For SOA integration, would Seattle be open to acquiring any 3rd party adapters?
	Yes – this will be a design decision.
	

	42 
	4/22/13
	4/24/13
	What are the integration capabilities for the Motorola Mobility CRM system (files, XML, API)?
	Motorola PremierOne supports the Open311 API, however City/internal integration would be expected to be developed on the Oracle Service Bus.
	

	43 
	4/22/13
	4/24/13
	Please provide clarification/explanation of the following item.  

14.15.8
Does your CIS Solution provide the ability to track real-time requests for performance?

3

	See example of real time tracking:  

If a commercial customer has specific performance criteria (usage goals such as time of day peak demand, etc.) in their contract, they may want to monitor (on-line, real time) their performance against their contract rates.
	

	44 
	4/22/13
	4/24/13
	The Requirements Matrix (Section 9.0) deals with interfaces. Several refer to an ‘Exhibit A’, Item 9.3 on Cashiering for example. The interface document in the RFP (Section 8) doesn’t mention a cashiering interface, nor do we see Attachment A.  Is there additional information we should have?
	The reference to Exhibit A/Attachment A is for the attachment in Section 8.  (8.0 SOW Interfaces.doc)


There is no additional information regarding these requirements.  There is no planned interface between cashiering into CC&B, as all payments are processed by FAS (see #6).
	

	45 
	4/22/13
	4/24/13
	Several Interfaces list the Owner as FAS. Is this a shared Financial Services department? Please clarify and explain the relationship between FAS and SCL, SPU as well as FAS’ role on the project.
	SCL and SPU bill customers, but do not receive payments directly.  They are processed by Finance & Administrative Services (FAS).  Files go back and forth between FAS and the billing system.
	

	46 
	4/22/13
	4/24/13
	Will SCL and SPU look to gain efficiencies by integrating or consolidating business processes? 

	Yes


	

	47 
	4/22/13
	4/24/13
	Will CC&B/MDM implementation coincide with a limited (pilot) AMI deployment? Please clarify AMI your strategy and timelines.
	AMI pilots may precede or run in parallel with CC&B/MDM.  AMI full implementation is planned after CC&B/MDM implementation.
	

	48 
	4/22/13
	4/24/13
	Please explain the current Bill, Correspondence Print and Mailing.
	We print separate SCL and SPU bills with DOC1.  Bills and inserts are mailed by SCL.
	

	49 
	4/22/13
	4/24/13
	a. Please explain SCL and SPU thoughts on Decision Support (Business Intelligence) Reporting and Operational Reporting with the purchase of OU-BI.   

b. SPU currently uses Cognos for some decision support and data warehousing.   Is the strategy to replace Cognos and use OU-BI for all decision support reporting? 

c. The requirements matrix identifies reporting requirements.  Are we to assume that this is the complete list of reporting needs or is there also a reports inventory from Banner or other query tools?
	a. Decision support is important to the City.  We plan to leverage OBIU to the extent that it meets our business needs.

b. SPU may use a Cognos front-end on top of the OBIU datamart for additional ad hoc querying.  The development of SPU’s Cognos capability is outside the scope of this engagement and there is no formal strategy adopted at this time to replace Cognos with OBIU in its entirety.
c. These are the known reporting requirements at this time.  During design, it is quite likely that other requirements will surface.
	

	50 
	4/22/13
	4/24/13
	How extensively have you used the UPK? Have you utilized it for your WAM or NMS solutions?   If so, please describe how you've used this for training, performance support, or testing functions. How many individuals within the City of Seattle currently create content using the UPK? How frequently do you distribute or publish UPK content? 


	SCL has not used UPK.  

UPK is the training tool of choice for SPU.  SPU has 11 named and actively used licenses, and has created training content for the following applications:

· Enterprise Project Management System (EPMS)

· Construction Contract Management System (CCMS)

· GIS

· Financial Resource Management (FRM)

· Maximo

· Budgeting Planning & Forecasting (BP&F)

Frequency of publication varies, but is usually done annually at a minimum.
	

	51 
	4/22/13
	4/24/13
	Do you currently deploy computer-based or web-based training programs? If so, please describe functions trained and authoring tools used? 


	Through a 3rd party vendor, SCL has deployed Safety Training in a web-based manner.

SPU deploys UPK training, but doesn’t create computer-based or web-based training materials outside of UPK.
	

	52 
	4/22/13
	4/24/13
	How do you publish end-user documentation and training materials today? Is it print or online? 


	SCL publishes both print and online materials.

SPU creates via UPK, and produces both print and online materials.
	

	53 
	4/22/13
	4/24/13
	What is the structure of your training team? Are trainers dedicated to training, and if so, how many trainers do you have? Do your trainers develop and deliver training materials, or do you utilize and on-the-job training approach? 


	As described in Response: Implementation Services #11c, the City expects the Vendor to develop and lead both project team and user training.  For delivery of user training, one City expert will be available to the Vendor trainer to assist.
	

	54 
	4/22/13
	4/24/13
	Do you have formalized processes for organizational change management within your organization? Do you follow any industry methods / approaches? If so, which are they? 
	No
	

	55 
	4/22/13
	4/24/13
	What has your recent experience been with organizational change? Has it been managed effectively or poorly -- or somewhere in between? Please explain. 


	Varied between projects and Utilities.  The City recognizes the importance of change management, and is expecting the Vendor to mentor our staff for effective organizational change.
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