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DATE: May 24, 2013 

N'PROVED 
f1( ORANGE COUNTY BOARD 
0! COUHTl COMM.SSIONERS 

JUN 1 8 iG\3 C s/~ 
TO: Mayor Teresa Jacobs 

F L o R 1 n A and the Board of County Commissioners 

FROM: ~ichardson, Manager, Purchasing and Contracts Division 

CONTACT: Rosemary Whitacre, Program Development Supervisor, 
Customer Service Division, Utilities Department 
407-254-9940 

SUBJECT: Approval of Amendment No. 3, Contract Y1 0-645-GC, Upgrade of Utilities 
Customer Information and Billing Solution 

RECOMMENDATION: 

Approval of Amendment No. 3, Contract Y1 0-645-GC, Upgrade of Utilities Customer 
Information and Billing Solution, with Pricewaterhouse Coopers (PwC) in the estimated amount 
of $4,000,000 for a revised total estimated contract award amount of $12,105,590. This 
amendment will provide for the implementation of Phase II of the project. Funding for this 
project is obtained from the water and wastewater customers of the Utilities Department. 

PURPOSE: 

To incorporate Phase II of the Customer Care and Billing (CC&B) system into the contract via 
Amendment No. 3. 

DISCUSSION: 

On June 26, 2012, the Board approved contract Y10-645-GC with Pricewaterhouse Coopers 
for Phase I and Phase II of the Installation and Implementation of Oracle's Customer 
Information System Customer Care and Billing (CC&B). The contract included Phase I of the 
project costs for an estimated amount of $7,900,000. The contract was awarded on July 12, 
2012 and the project is currently on schedule and within budget. The projected go live date is 
September 3, 2013. 

The goal of this project is to successfully upgrade the County's PeopleSoft-Enterprise Revenue 
Manager to Oracle's Customer Care and Billing system while retaining current functionality, 
reporting, queries and interfaces; implement and maximize new functionalities; and configure 
and/or develop plug-ins, algorithms, scripts or other products, codes, etc. to achieve the 
existing functionality of the Customer information Solution. In practical terms, this solution will 
provide a means to manage the collection of all revenue and related data for the Utility 
Department. Significant features of Phase I include the following: 

a. Enhanced system to facilitate greater functionality and timelier customer service. 
b. Ability to make one deposit for all services. 
c. Greater flexibility to adapt to new programs, required mandates and changes. 
d. A long term commitment from Oracle to provide ongoing technical support. 
e. Embedded updated functionality to allow timely adoption of industry best practices. 
f. Greater use of the base product with fewer enhancements providing for a simplified 

maintenance and upgrade approach. 
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When the Board approved the award of the contract for Phase I of this project, the Board was 
briefed on the fact that Phase II of this implementation would be submitted for Board 
consideration during the final stages of Phase I. The requirement for Phase II was also 
addressed in the Phase I agenda item. With the implementation of Phase I nearing 
completion, staff is seeking Board approval to amend the contract to incorporate the 
requirements of Phase II. This essential transition to Phase II includes the following system 
capabilities: 

Added customer service functionality to address customer suggested improvements. 

(1) Improved communications between the Utility and its customers. 
(2) Mobile device alerts and notifications 
(3) Payments via Smartphone and tablet technology 
(4) Virtual chat capabilities 

a. Enhanced Web capability for customer initiated activities to include audit requests, 
service initiation and cancellation requests. 

(1) On demand information regarding payments and other requirements. 
(2) Ability to broadcast special messages to customers through enhanced GIS 

technology. 

b. A new reporting tool to ensure timely and accurate data reports created by Utility staff. 

(1) Ability to manage ever growing databases and processing requirements 
(2) Web-based reporting tool. 
(3) Automated end-of-the-month accounting reports 

c. Real time statistics on the Utility operations to facilitate timely and accurate management 
decisions. 

The cost of Phase II is considered reasonable based on the fact that the hourly rates are the 
same as those in the basic contract. 


