GENERAL SUPERINTENDENT RECOMMENDATIONS
FOR THE AUGUST 16, 2017 MEETING

A. BIDS. A listing of the bids received during the month of
July is included in the following report.

A brief summary 1is
attached for your review.

Item 1 - R-066-2017 - CONTRACT 6259 - INSTALLATION OF

PERMANENT GENERATORS AT 5 UNDERPASS
DRAINAGE PUMPING STATIONS

B. CONTRACT FINAL ACCEPTANCE

Item 2 - R-064-2017 - CONTRACT 3795 - MODIFICATION TO THE

RETURN ACTIVATED SLUDGE PS AND
PIPELINE AT THE EAST BANK SEWER
TREATMENT PLANT

- R-065-2017 - CONTRACT 6248 - INSTALLATION OF TWO

60-HERTZ FEEDERS FROM THE CARROLLTON

WATER PLANT TO DRAINAGE PUMPING
STATION 1



GENERAL SUPERINTENDENT RECOMMENDATIONS
REPORT OF FINAL ACCEPTANCE TO BE
CONSIDERED BY THE FINANCE AND ADMINISTRATION COMMITTEE
AND THE BOARD’S MEETING OF AUGUST 16, 2017

During July 2017 bids were received and evaluated as per

attached tabulations) on various items as follows:

1. CONTRACT 6259 — INSTALLATION OF PERMANENT GENERATORS AT 5
UNDERPASS DRAINAGE PUMPING STATIONS

Four (4) bids were received on July 28, 2017 for performing
work under Contract 6259. It is recommended that the low
bid of Industrial and Mechanical Contractors, Inc. in the
total amount of $1,428,310.00, be accepted based upon the
technical review of the proposals.

The four (4) bidders are as follows:
1. Industrial and Mechanical

Contractors, Inc. $1,428,310.00
2. Warton-Smith, Inc. 1,589,100.00
3. Lou-Con, Inc. 1,620,000.00
4, MR Pittman Group 1,757,000.00

The estimated amount for this project is $1,218,000.00.
The DBE participation is 36%.
Funds for this project are budgeted under Capital Program

575 (Hurricane Recovery Funds) and 75% Hazardous Mitigation
Grant Program funded.

REPORT OF FINAL ACCEPTANCE

PROPOSAL:

Contracts 3795 and 6248 be considered for acceptance.



GENERAL SUPERINTENDENT RECOMMENDATIONS (CONT’D)
August 16, 2017
Page 2

EVALUATION:

Contract 3795 - Industrial and Mechanical Contractors, Inc.
- Modification of the Return Activated Sludge PS and
Pipeline at the East Bank Sewer Treatment Plant.

Contract 6248 — Walter J. Barnes Electric Co., Inc. -
Installation of Two 60-Hertz Feeders from the Carrollton
Water Plant to Drainage Pumping Station 1.

RECOMMENDATION:

The above contracts are recommended for acceptance.

JRB/J
RAUGL7.GSR



R-066-2017

CONTRACT 6259 - INSTALLATION OF PERMANENT GENERATORS AT 5
UNDERPASS DRAINAGE PUMPING STATIONS

BE IT RESOLVED by the Sewerage and Water Board of New Orleans
that four (4) bids were received on July 28, 2017 after
advertising according to the Public Bid Law, for performing work
under Contract 6259. The low bid was hereby accepted and
contract awarded therefore to Industrial and Mechanical
Contractors, Inc. for the total amount of $1,428,310.00.

i ; Cedric S. Grant, Executive
Director, Sewerage and Water Board
of New Orleans, do hereby certify
that the above and foregoing is a
true and correct copy of a
resolution adopted at the Regular
Meeting of the said Board, duly
called and held, according to law,
on August 16, 2017.

CEDRIC S. GRANT
EXECUTIVE DIRECTOR
SEWERAGE AND WATER BOARD OF NEW ORLEANS



R-064-2017

FINAL ACCEPTANCE AND CLOSE OUT TO CONTRACT 3795 - MODIFICATION
TO THE RETURN ACTIVATED SLUDGE PS AND PIPELINE AT THE EAST BANK
SEWER TREATMENT PLANT

WHEREAS, Contract 3795 - Modification to the Return Activated
Sludge PS and Pipeline at the East Bank Sewer Treatment Plant is
ready for Final Acceptance by the Sewerage & Water Board of New
Orleans; and

WHEREAS, the General Superintendent in his report has
recommended that this contract receive final acceptance and be
closed out.

NOW, THEREFORE, BE IT RESOLVED, by the Sewerage and Water Board
of New Orleans that the recommendation of the General
Superintendent to authorize final acceptance and to close out
Contract by Industrial and Mechanical Contractors, Inc. for
Modification to the Return Activated Sludge PS and Pipeline at
the East Bank Sewer Treatment Plant, is hereby approved.

I, Cedric S. Grant, Executive
Director, Sewerage and Water Board
of New Orleans, do hereby certify
that the above and foregoing is a
true and correct copy of a
resolution adopted at the Regular
Meeting of the said Board, duly
called and held, according to law,
on August 16, 2017.

CEDRIC S. GRANT
EXECUTIVE DIRECTOR
SEWERAGE AND WATER BOARD OF NEW ORLEANS



R-065-2017

FINAL ACCEPTANCE AND CLOSE OUT TO CONTRACT 6248 — INSTALLATION
_OF TWO 60-HERTZ FEEDERS FROM THE CARROLLTON WATER PLANT TO
DRAINAGE PUMPING STATION 1

WHEREAS, Contract 6248 - Installation of Two 60-Hertz Feeders
from the Carrollton Water Plant to Drainage Pumping Station 1 is
ready for Final Acceptance by the Sewerage & Water Board of New
Orleans; and

WHEREAS, the General Superintendent in his report has
recommended that this contract receive final acceptance and be
closed out.

NOW, THEREFORE, BE IT RESOLVED, by the Sewerage and Water Board
of New Orleans that the recommendation of the General
Superintendent to authorize final acceptance and to close out
Contract by Walter J. Barnes Electric Co., Inc. for Installation
of Two 60-Hertz Feeders from the Carrollton Water Plant to
Drainage Pumping Station 1, is hereby approved.

I, Cedric S. Grant, Executive
Director, Sewerage and Water Board
of New Orleans, do hereby certify
that the above and foregoing is a
true and correct copy of a
resolution adopted at the Regular
Meeting of the said Board, duly
called and held, according to law,
on August 16, 2017.

CEDRIC S. GRANT
EXECUTIVE DIRECTOR
SEWERAGE AND WATER BOARD OF NEW ORLEANS



R-068-2017

Emergency Procurement for Repair to Drainage Pumping Station
Equipment

WHEREAS, the City of New Orleans was inundated on August 5,
2017, with over nine inches of rain in isolated areas that
caused major flooding;

WHEREAS, while flooding may not be prevented when the city
receives that amount of rain, measures can be taken to mitigate
and reduce its risks by expeditiously rectifying some of the
deficiencies in our drainage system through the use of the
emergency procurement procedure, given that the city is in the
heart of hurricane season.

WHEREAS, the Honorable President of Sewerage & Water Board of
New Orleans requested that the Board authorize the Executive
Director to use emergency procurement procedures to repair the
following equipment and professional services:

Drainage Pump ID Description
Pumping
Station ID
3 ALL Identify & install Anti-Reverse Mechanism
3 ALL Replace/replacement of butterfly gates
4 ALL Identify & install Anti-Reverse Mechanism
5 ALL Identify & install Anti-Reverse Mechanism
6 CD 1 Re-assemble Pump, shaft, and re-alignment
6 ALL Identify & install Anti-Reverse Mechanism
7 ALL Identify & install Anti-Reverse Mechanism
7 ALL Investigate & assess replacement of
discharge bells
11 ALL Identify & install Anti-Reverse Mechanism
11 B Pump seized
11 E Re-assemble Pump, bearing, shaft, and re-
alignment (field)
12 CD 1 Investigate & assess placement of CD1 -
*Inactive for 30 years
12 D Investigate & assess the addition of a flex
expansion coupling system
13 ALL Identify & install Anti-Reverse Mechanism
| Underpass Description
DPS
Hﬁay Street Underpass Stations - Generators and generator
foundations
Hospital Underpass Stations - Generators and generator
foundations - 3




Ponchartrain | Underpass Stations - Generators and generator
foundations

St. Bernard Underpass Stations - Generators and generator

Ave foundations

0ld Underpass Stations - Generators and generator

Carrollton foundations

old Electric rewind of motor, awaiting spare parts to arrive

Carrollton

CP 239 Expedite pending Contract 5239 for generators and
generator foundations

6 25 Cycle 6600v 2mw Diesel/Nat. Gas Generator

[ Professional Description

Services

Contractor

Veolia Resiliency & Assets Management Study

Contract

CH2M PgM Emergency Operations & Maintenance in Support of
S&WB-NO

NOW, THEREFORE, BE IT RESOLVED, that upon motion being made and
seconded, the Board of Directors unanimously authorizes the
Executive Director to use emergency procurement procedures to
repair the drainage equipment and to retain the professional
services described above.

I, Cedric S. Grant, Executive
Director, Sewerage and Water Board
of New Orleans, do hereby certify
that the above and foregoing is a
true and correct copy of a
resolution adopted at the Regular
Meeting of the said Board, duly
called and held, according to law,
on August 16, 2017.

CEDRIC S. GRANT
EXECUTIVE DIRECTCR
SEWERAGE AND WATER BOARD OF NEW ORLEANS
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SEWERAGE AND WATER BOARD OF NEW ORLEANS

August 14, 2017

Finance and Administration Committee
Sewerage and Water Board of New Orleans
New Orleans, Louisiana

Re: Financial Results through June 2017

Attached are the Statement of Revenues, Expenses, and Changes in Net Position with budget and
prior year comparisons for the water, sewer, drainage and total systems through June 2017. The
Variance Indicators for Financial Results through June 2017 is also attached. The Statement of Net
Assets and the Statement of Cash Flows will be provided shortly.

Operating Revenues:

Water System Fund (pages 7 and 8, line 5) for June of $7,406,974 is $918,946 or 11.0%
less than budgeted and $134,477 or 1.8% less than June 2016. June YTD operating revenues
of $45,182,678 is $2,394,010 or 5.0% less than budgeted and $2,865,594 or 6.8% more than
June YTD 2016. YTD revenues have been reduced by $1,820,008 to reflect billings that
occurred in 2017 that were subsequently credited in 2016. MTD and YTD budget variances
are due to lower than anticipated water usage.

Sewer System Fund (pages 13 and 14, line 5) for June of $8,960,761 is $675,442 or 7.0%
less than budgeted and $1,668,560 or 15.7% less than June 2016. June YTD operating
revenues of $54,550,246 is $513,770 or 0.9% less than budgeted and $932,346 or 1.7% more
than June YTD 2016. YTD revenues have been reduced by $1,626,938 to reflect billings that
occurred in 2017 that were subsequently credited in 2016. MTD and YTD budget variances
are due to lower than anticipated water usage.

Drainage System Fund (pages 19 and 20, line 5) for June of $1,707 is $1,707 or 100.0%
more than budgeted and $1,927 or 53.0% less than for June 2016. June YTD operating
revenues of $17,406 is $17,406 or 100.0% more than budgeted and $15,541 or 47.2% less
than June YTD 2016.

Total System Funds (pages 1 and 2, line 5) for June of $16,369,442 are $1,592,681 or 8.9%
less than budgeted and $1,804,964 or 9.9% less than June 2016. June YTD operating
revenues of $99,750,330 are $2,890,374 or 2.8% less than budgeted and $3,782,398 or 3.9%
more than June YTD 2016.

Operating Expenses:

Water System Fund (pages 7 and 8, line 18) for June of $6,424,583 is $1,784,154 or21.7%
less than budgeted and $2,964,311 or 31.6% less than June 2016. June YTD operating
expenses of $40,965,572 is $1,455,441 or 3.4% less than budgeted and $5,677,677 or 12.2%
less than June YTD 2016.

Sewer System Fund (pages 13 and 14, line 18) for June of $5,421,441 is $4,036,590 or
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42.7% less than budgeted and $603,978 or 10.0% less than June 2016. June YTD operating
expenses of $38,237,525 is $10,882,326 or 22.2% less than budgeted and $2,744,402 or
7.7% more than June YTD 2016.

Drainage System Fund (pages 19 and 20, line 18) for June of $4,393,547 is $1,283,142 or
22.6% less than budgeted and $395,381 or 8.3% less than June 2016. June YTD operating
expenses of $26,650,426 is $3,149,731 or 10.6% less than budgeted and $1,923,041 or 7.8%
more than June YTD 2016.

Total System Funds (pages 1 and 2, line 18) for June of $16,239,571 are $7,103,886 or
30.4% less than budgeted and $3,963,670 or 19.6% less than June 2016. June YTD operating
expenses of $105,853,523 is $15,487,498 or 12.8% less than budgeted and $1,010,234 or
0.9% less than June YTD 2016.

Net Non-Operating Revenues:

Water System Fund (pages 7 and 8, line 28) for June of $128,241 is $79,080 or 160.9%
more than budgeted and $86,694 or 40.3% less than June 2016. June YTD net non-
operating revenues of $534,341 are $2,005,634 or 79.0% less than budgeted and
$126,896 or 19.2% less than June YTD 2016. MTD and YTD variances are attributable
to delays in receipt of operating and maintenance grant funds.

Sewer System Fund (pages 13 and 14, line 28) for June of $142,630 is $120,347 or
540.1% more than budgeted and $94,221 or 39.8% less than June 2016. June YTD net
non-operating revenues of $445,491 are $705,780 or 61.3% less than budgeted and
$77,875 or 14.9% less than June YTD 2016. MTD and YTD variances are attributable to
delays in receipt of operating and maintenance grant funds.

Drainage System Fund (pages 19 and 20, line 28) for June of $381,760 is $611,498 or
61.6% less than budgeted and $416,981 or 52.2% less June 2016. June YTD net non-
operating revenues of $38,723,015 are $12,595,349 or 24.5% less than budgeted and
$11,659,820 or 23.1% less than June YTD 2016.

Total System Funds (pages 1 and 2, line 28) for June of $652,632 is $412,070 or 38.7%
less than budgeted and $597,896 or 47.8% less than June 2016. June YTD net non-
operating revenues of $39,702,847 are $15,306,765 or 27.8% less than budgeted and
$11,864,591 or 23.0% less than June YTD 2016. MTD and YTD variances are
attributable to timing of the supplemental tax bills for the renewal of the 3-mill drainage
tax that was approved in December 2016 but not billed until April 2017. YTD variances
are anticipated to be resolved in the third quarter of the year.

Income Before Contributions in Aid of Construction:

Water System Fund (pages 7 and 8, line 29) for June 0f $1,110,633 is $944,289 or 567.7%
more than budgeted and $2,743,141 or 168.0% more than June 2016. June YTD income
before capital contributions of $4,751,446 is $2,944,204 or 38.3% less than budgeted and
$8,416,375 or 229.6% more than June YTD 2016.

Sewer System Fund (pages 13 and 14, line 29) for June of $3,681,949 is $3,481,495 or
1736.8% more than budgeted and $1,158,803 or 23.9% less than June 2016. June YTD
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income before capital contributions of $16,758,212 is $9,662,776 or 136.2% more than
budgeted and $1,889,931 or 10.1% less than June YTD 2016.

Drainage System Fund (pages 19 and 20, line 29) for June of -$4,010,079 is $673,352 or
14.4% less than budgeted and $23,528 or 0.6% less than June 2016. June YTD income
before capital contributions of $12,089,995 is $9,428,212 or 43.8% less than budgeted and

$13,598,403 or 52.9% less than June YTD 2016.

Total System Funds (pages 1 and 2, line 29) for June of $782,503 is $5,099,135 or 118.1%
more than budgeted and $1,560,810 or 200.5% more than June 2016. June YTD income
before capital contributions of $33,599,654 is $2,709,641 or 7.5% less than budgeted and

$7,071,959 or 17.4% less than June YTD 2016.

The balances of funds from the Series 2014 bond proceeds available for capital construction as of

June 30, 2017 are:

Water Sewer Total
Original Balance $213,282.18 . $213,282.18
Less Disbursements (200,000.00) - (200,000.00)
Plus
Reimbursements 1,456,269.35 20,925.60 1,477,194.95
Plus Income 33,926.52 - 33,926.52
Ending Balance $1,503,478.05 20,925.60 $1,524,403.65

The balances of funds from the Series 2015 bond proceeds available for capital construction as of

June 30, 2017 are:

Water Sewer Total
Original Balance $82,056,131.17 $35,012,118.15 $117,068,249.32
Less Disbursements (4,400,000.00) (3,500,000.00) (7,900,000.00)
Plus
Reimbursements 1,916,682.40 770,519.12 2,687,201.52
Plus Income 75,538.39 54,436.85 129,975.24

Ending Balance

$79,648,351.96

$32,337,074.12

$111,985,426.08

The days-of-cash at June 30, 2017 were 187.19 for the water system, 294 .45 for the sewer system,
and 307.53 for the drainage system. These results are well ahead of their minimum policy target of

180 days for the water, sewerage and drainage systems.

The projected coverage for the year ending December 31, 2016, based upon financial results through
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December 31, 2016, remains at the budgeted levels of 2.05 times for the water system and 2.04 times
for the sewer system. The results are ahead of the policy target of 1.50 times and the bond covenant
minimum of 1.25 times.

Certification. In connection with the accompanying monthly financial report of the Sewerage and
Water Board of New Orleans for the period ended June 30, 2017, I hereby certify that, to my
knowledge, the information contained in the report fairly presents, in all material respects, the
financial condition and results of the Board.

LY

Dk tpmle—.

Robert K. Miller
Deputy Director / Chief Financial Officer
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SEWERAGE AND WATER BOARD

Inter-Office Memorandum

To:

Re:

August 11,2017

Willie Mingo, Purchasing Agent
Purchasing Department

Vicki Rivers, Deputy Director
Sewerage and Water Board New Orleans - Logistics

Sharon Judkins, Deputy Director
Sewerage and Water Board New Orleans- Administration

Executive Director’s Approval of Contracts of $1,000,000.00 or less

. Cintas Corporation

625 Elmwood Park Blvd., Harahan, LA. 70123

e Safety Shoes
1* & Final Renewal 9/1/17 - 8/31/18
e $125,000.00 annually

2. Total Community Action Inc.

1420 Jefferson Davis Parkway, New Orleans, LA 70125

e Administrative fees for assistant program
e 1-year startdate: 1/1/17 —-12/31/17
e $45,000 annually

Johnson Yacoubian & Paysee
701 Poydras St. Suite 4700, New Orleans, LA 70122

e Legal Service in defense of the Board in Worker’s Compensation
Cases
e l-year start date: 9/1/17 —8/31/18

e $50,00.00 annually inclusive for services & reimbursements for cost



4. Rodel Parsons Koch Blache Balhoff & McCollister Law Corporation.
1515 Poydras St. Suite 2330, New Orleans, LA 70122

e Legal Service in defense of the Board in Worker’s Compensation
Cases

e 1-year start date: 9/1/17 — 8/31/18

e $50,000.00 annually inclusive for services & reimbursement for cost

e Upon request, complete contract available for review in Procurement office.



SEWERAGE AND WATER BOARD
Inter-Office Memorandum

Date: AIgust 3,2017

To:  Valerie Rivers, Deputy Director - Logistics
Sharon Judkins, Deputy Director - Human Resources

From: Veronica Johnson-Christmas, EDBP

Re: EDBP Contract/Certification Summary - July 2017

Analyses conducied by EDBP

EDBP Department did not receive any contracts to review for the month of July 2017.

Construction Review Committee Recommendations

The Construction Review Committee did not convene Wednesday, July 12, 2017, due to lack of
quorum. The following recommendations were completed by E-mail ballot on Friday, July 21,
2017.

Open Market Contracts

1. Contract #1385 - Replacement of Filter Media at 6 Filters at the Algiers New Filter Gallery at the Algiers
Water Treatment Plant ‘

Budget Amount: $1,000,000.00
Recommended Percentage Goal:  35% !
Renewal Option(s): One year contract, no renewal option

2. Contract #1394 - Painting and Repairs of 2 Four Million Gallon Water Storage Tanks at the Algiers
Water Purification Plant
Budget Amount: $250,000.00
Recommended Percentage Goal: ~ 35%
Renewal Option(s): One year contract, one yeat renewal option



EDBP Department Summary - July 2017

Staff Contract Review Committee Recommendations

The Staff Contract Review Committee convened Wednesday, July 12, 2017 and made the
following recommendations:
Open Market Contracts

1. Leak detection and correlation services, fire flow testing citywide at various locations

Budget Amount: $1,000,000.00
Recommended Percentage Goal:  15%
Renewal Option(s): One year contract, one year renewal option

2. Request for furnishing Full Circle Stainless Steel Repair & Tap Clamps and Transitional Couplings for
Cast Iron, Ductile Iron & Transite Pipe

Budget Amount: $300,000.00

Recommended Percentage Goal: 0%

Justification: Items are shipped directly from manufacturer
Renewal Option(s): One year contract, one (1) year renewal option

3. Request for furnishing Sewer Repair Couplings

Budget Amount: $200,000.00

Recommended Percentage Goal: 0%

Justification: Items are shipped directly from manufacturer
Renewal Option(s): One year contract, one (1) year renewal option

Renewal Contracts

4. Request for Furnishing Safety Shoes

Budget Amount: $125,000.00
Recommended Percentage Goal: 0%
Renewal Option(s): First and final one (1) year renewal

Final Acceptance Contracts with SLDBE Participation for the month of July:

1. Contract #6248 — Installation of two 60Hz Feeders from Carroliton Water Plant to

DPS #1

DBE Goal: 12%

DBE Participation Achieved: 12.4%

Prime Contractor: Walter Barnes Electric Co., Inc.

The Economically Disadvantaged Business Program recommends that the participation
on subject contract be approved for Final Acceptance.

2. Contract #3795 — Modifications to the Return Activated Sludge PS and Pipeline at

the Eastbank Sewer Treatment Plant |

DB Goal: 5%
DBE Participation Achieved: 5.6%
Prime Contraclor: Industrial and Mechanical Comractors, Inc.

The Economically Disadvantaged Business Program rccomthends that the participation
on subject contract be approved for Final Acceptance.

Page |2



EDBP Department Summary - July 2017

Sewerage & Water Board of New Orleans Contracts with DBE Participation January
through July 2017

Page |3
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Sewerage and Water Board of New Orleans
Customer Service Report
Indicators of Metric Results

July 2017
Within
Goal
Goal Met Control Trend

Limits

Meters Read
Estimated Bills

High Bill Complaints
Adjusted Bills

Customer Contacts
Call Wait Time Answered
Call Wait Time Abandoned

| Abandoned Calls

| Emergency Abandoned Calls

Low Water Pressure
Water System Leaks
h Sewer System Leaks

Collections Effectiveness | Accounts Off for Nnayent -

Receivables 30 to 120 Days Old
Receivables 120 Days and Older

e ‘
Va ; i g
Problem Resolution |

Yellow = Minimal Variance / No Action Recommended



Sewerage and Water Board of New Orleans
Bills Estimated as a Percentage of Total Bills

EUM Attribute: Description: Provides reliable, responsive, and affordable

Customer Satisfaction services in line with explicit, customer-accepted service levels.
Receives timely customer feedback to maintain responsiveness
to customer needs and emergencies.

Constituency: Objective: Provide Accurate Goal: Bill Accounts
Customer Ratepayers Bills With Less Than 2%
Estimated
Currently Meeting Process Operating Trend: Unfavorable
Goal: No Within Control Limits:
No
Analysis

A bill is estimated if the meter is not read by the designated billing date. Bills are also estimated when a meter is
read and the reliability of the reading is doubtful and the account is placed on an exception report. If the reading
is not verified by the billing date, the bill will be estimated. Spikes in estimated bills usually occur when the Meter
Reading department is unable to read a large section of meters during extreme weather.

Plans for Improvement
Current plans are focused on obtaining readings for accounts each month and verifying the reliability of each
reading. Future plans will focus on advanced metering infrastructure that allows for readings to be obtained

automatically several times daily.

35%
30% |- haiea wi " - s " " R . WA — . 1 y T\

D5 o ineisis o it 5SS NS A T it et A
20% oo
15% |

10%

0%

g [easurement - = = » Average = = |inear (Measurement)

Data Table
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 4.8% 4.0% 3.7% 3.3% 3.0% 3.4% 3.4% 7.9% 3.6% 3.4% 3.3% 3.5%
2016 20.3% 4.1% 3.2% 3.7% 3.7% 4.6% 47% 14.2% 7.0% 8.5% 7.0% 5.4%
2017 3.9% 3.1% 5.6% 81% 30.3% 30.2% 29.4%



Sewerage and Water Board of New Orleans
Investigations from High Bill Complaints as a
Percentage of Total Bills

Constituency: Objective: Provide Goal: Reduce
Customer Ratepayers Accurate Bills percentage over time
Currently Meeting Process Operating Trend: Unfavorable
Goal: No Within Control Limits:
Close
Analysis

Customers request an investigation about their usage when the bill is higher than normal amounts. The higher billed
amount may be due to: a leak; one or more estimated readings followed by an actual reading; an erroneous meter reading;
or increased water, sewer, or sanitation rates. Before an adjustment can be made, an inspection of the meter and service
line must be performed.

Plans for Improvement
Staff is working to reduce the number of estimated and erroneous readings. Also, the Automated Meter Reading pilot
project is also intended to reduce the number of estimated and erroneous readings, as well as to reduce the cost of
obtaining a validated reading.

2.0%

1.8%

1.6%

T A S R Tmrem—"—

1.2%

I v 308 et e A A B A A A M A o e R S el s sl ol g

—

0.8% a—

- S A TN T D S AN S b A T -

0.6% |orvees SRR /RO, e————— e e liiapiura i __ R A WY S b

0.4%

e | < 5 zl9lclalslsl |o.*5|>| | > alglzxlo
clal s|s|[>c/ 35|92 a c 5 a C‘S‘m :Da‘a‘ :‘Em“
HAHEEBBEBEEHEREEEHEEE R R T T

2015 2016 2017
g |easurement = == = = Average o= | inear (Measurement)
Data Table

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 0.5% 0.6% 0.5% 0.4% 0.5% 0.5% 0.7% 0.7% 0.6% 0.5% 0.4% 0.5%
2016 0.5% 0.7% 0.4% 0.3% 0.3% 0.5% 0.6% 0.6% 0.6% 0.7% 0.5% 0.8%
2017 0.9% 1.0% 1.2% 0.9% 0.9% 1.3% 1.1%



Sewerage and Water Board of New Orleans
Bills Adjusted as a Percentage of Total Bills Computed

Constituency:
Customer Ratepayers

Currently Meeting
Goal: Yes

Objective: Provide
Accurate Bills

Process Operating

Within Control Limits:

Yes

Analysis

Goal: Reduce
percentage over time

Trend: Favorable

Customers request adjustments to their bill due to higher than normal amounts. The higher billed amount may be due to:
a leak; one or more estimated readings followed by an actual reading; an erroneous meter reading; or increased water,
sewer, or sanitation rates. Before an adjustment can be made, an inspection of the meter and service line must be

performed.

Plans for Improvement
Adjustments have reduced sharply following implementation of the new billing sysem as a result of the ability to correct a
bill by cancelling and rebilling rather than by adjustment.

10.0%
9.0%
80% by g S g g g b i b e e S TSR T T R TR T 1 Rt T T T T e T St e s A kb
7.0%
6.0%
5.0%
3.0% |
2.0% ermnsmnsninia
1.0%
\
\
\
o I [ (g2 0ol cla == »>cl 5 2casglzolcalgs g 5 alg z|o
5|8|2/5|8/5/3/8/8/8/3/88)88|2(585/3|218/8)285 8 52§ 332§5/82
2015 2016 2017
e [loasurement - = = = Average e e |inear (Measurement)
Data Table
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 3.1% 2.9% 3.7% 2.9% 2.9% 2.8% 2.7% 2.8% 2.5% 3.3% 3.0% 3.2%
2016 2.4% 3.9% 4.0% 3.5% 3.5% 3.2% 2.9% 3.9% 3.0% 3.5% 0.5% 0.5%
2017 0.3% 0.5% 0.3% 0.2% 0.2% 0.2% 0.3%
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Sewerage and Water Board of New Orleans
Total Inbound Customer Contacts

Constituency:
Customer Ratepayers

Currently Meeting

Objective: Provide Timely
Information and Respond
Promptly to Requests

Process Operating

Goal: Reduce
Triggers of Customer
Calls

Trend: Level

Within Control
Limits: Yes

Goal: Close

Analysis
Customers contact the Sewerage and Water Board to start or end service; to request information about their
bill; to report concerns about their water service, sewer connection, street flooding, or solid waste sanitation
service; and other matters. The Call Center for emergency repairs is operated continously, while the Call
Center for billing and non-emergency issues is operated from 7 AM to 7 PM. Call volumes can vary significantly
month to month. Calls increased sharply after go-live on new system.

Plans for Improvement
Engage a consultant to re-engineer the call center processes for receiving and handling calls.

40,000

35,000

30,000

25,000

20,000
15'000 B b g by g s P B R P R PP EP T GRSt e Py i
10'000 PP -
5,000
ss[55/8s[3]3/ 5588585 855322582888828533 NEIBE
5&&5<§3“20)Ozogm5<§ﬁﬂ|<wozo—:‘u.,§<§—:.ﬁ3$‘ozo
| 2014 2015 2016
e Measurement =0 0l 0 ===== Average == = |inear (Measurement)
Data Table

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2014 24,967 24,496 26486 25565 26,261 26,963 30,836 26,368 27,019 26,973 21816 24,469
2015 24,311 26,089 28,365 26,333 26,121 26,515 24,149 28,942 25958 25483 33,746 25,866
2016 27,425 24,169 29,436 24,346 27,955 26,222 29,969
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Sewerage and Water Board of New Orleans
Average Call Wait Time for Calls Answered

Constituency: Objective: Provide Goal: Reduce over
Customer Ratepayers Accurate Bills time
Currently Meeting Process Operating Trend: Favorable
Goal: No Within Control Limits:
Yes
Analysis

Customers contact the Sewerage and Water Board to start or end service; to request information about their

bill;

to report concerns about their water service, sewer connection, street flooding, or solid waste sanitation service;

and other matters. The Call Center for emergency repairs is operated continously, while the Call Center for
billing and non-emergency issues is operated from 7 AM to 7 PM. Call volumes can vary significantly month
month. Call wait times have increased sharply while training and implementation for the new billing system

occurs.

Plans for Improvement

to

Interactive voice response capabilities were implemented in October 2016 with the intent to reduce the volume of
calls requiring Call Center assistance. We have provided customers with the opportunity to leave their contact

information at a link on our website so that we can call them back during non-peak times..

14:24
12:00 |
9:36
7:12
4:48
2:24 |y
g c ol =l>cl sl oalg > olclalsls »c s|loeaesglzolcals s >»cs/eaegz s
58182553 338/88 528225 233z28d/2835¢e/2/2583[328/24
2015 | 2016 2017
g [leasurement == o = AVrage = = | inear (Measurement)
Data Table
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 1:53 311 2:04 1:47 2:46 6:58 4:56 3:57 2:46 3:59 2:34 2:53
13:32

2016 3:16 3:086 2:41 1:356 1:56 1:46 1:16 2:14 2:31 355 12:33
2017  12:11 7:561 6:08 7:18 4:44 3:00 3:49



Sewerage and Water Board of New Orleans
Average Call Wait Time for Calls Abandoned

Constituency:
Customer Ratepayers

Currently Meeting

Goal: No

Objective: Provide Goal: Reduce over
Accurate Bills time

Process Operating Trend: Favorable
Within Control Limits:

Yes

Analysis

Customers contact the Sewerage and Water Board to start or end service; to request information about their bill;
to report concerns about their water service, sewer connection, street flooding, or solid waste sanitation service;
and other matters. The Call Center for emergency repairs is operated continously, while the Call Center for
billing and non-emergency issues is operated from 7 AM to 7 PM. Call volumes can vary significantly month to
month. Call wait times have increased sharply while training and implementation for the new billing system

occurs.

Plans for Improvement

Interactive voice response capabilities were implemented in October 2016 with the intent to reduce the volume of
calls requiring Call Center assistance. We have provided customers with the opportunity to leave their contact
information at a link on our website so that we can call them back during non-peak times.
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Data Table
May Jun Jul Aug Sep Oct Nov
2:23 4.04 4:39 2:29 2:31 2:38 2:28
2:29 2:42 2:21 2:50 3:00 3:.47 6:42
3:51 2:47 3:09
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Sewerage and Water Board of New Orleans
Calls Abandoned by Customers as a Percentage of Total

Constituency: Objective: Provide Timely Goal: Respond to calls
Customer Ratepayers Information and Respond with less than 10%
Promptly to Requests abandoned
Currently Meeting Process Operating Trend: Favorable
Goal: No Within Control Limits:
Yes
Analysis

Customers abandon their calls after waiting for an amount of time considered inconvenient, which varies from
customer to customer. Some portion of the volume of abandoned calls is from customers calling and hanging
up on multiple occasions.

Plans for Improvement
Abandoned calls have returned to near historical leveis following implementation of the new billing system.
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2015 2016 2017
e [Vigasurement = == = = Average e = | inear (Measurement)
Data Table

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 143% 17.8% 16.6% 137% 234% 17.7% 193% 16.3% 147% 166% 123% 125%
2016 12.8% 126% 12.8% 10.5% 9.1% 8.2% 6.1% 9.9% 11.7% 16.4% 44.0% 34.0%
2017 33.0% 24.0% 18.0% 19.0% 14.5% 13.1% 19.9%



Sewerage and Water Board of New Orleans

Emergency Calls Abandoned by Customers as a
Percentage of Total Emergency Calls

Constituency: Objective: Provide Timely Goal: Respond to calls
Customer Ratepayers Information and Respond with less than 10%
Promptly to Requests abandoned
Currently Meeting Process Operating Trend: Level
Goal: Close Within Control Limits:
Yes
Analysis

Customers abandon their calls after waiting for an amount of time considered inconvenient, which varies from
customer to customer. Some portion of the volume of abandoned calls is from customers cailing and hanging up
on multiple occasions.

Plans for Improvement
Abandoned calls have returned to near historical levels following implementation of the new billing system.
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Data Table

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2015 17.0% 20.3% 13.1% 149% 122% 108% 18.1% 151% 123% 147% 127% 10.4%
2016 11.3% 121% 11.2% 11.9% 9.3% 11.0% 83% 113% 135% 16.9% 32.0% 17.0%
2017 13.0% 15.0% 12.0% 13.0% 133% 13.0% 14.1%



Sewerage and Water Board of New Orleans
Total Service Requests about Low Water Pressure

Constituency:
Customer Ratepayers

Currently Meeting
Goal: Yes

Objective: Provide Timely
Information and Respond
Promptly to Requests

Process Operating
Within Control
Limits: Yes

Analysis

Goal: Reduce
Number of Service
Requests

Trend: Favorable

Customers contact the Sewerage and Water Board to request resolution to low water pressure. System
pressure can be impaired by power failures at the treatment plants, by water main breaks, and by certain types

of repair activities.

Plans for Improvement

Staff continues to make repairs to the water system to reduce the number of occasions of low pressure.

400

350

300

250

200

150

100

50

58228533588
2015
g [leasurement
Jan Feb Mar
2015 63 74 136
2016 197 149 146
2017 80 80 58

| | = _ - |
8588285325883
2016

- o = Average

Data Table
Apr May Jun Jul
157 60 80 96
106 88 142 106
63 102 125 104

8588238535838 338
2017
= == |inear (Measurement)
Aug Sep Oct Nov Dec
91 118 108 75 87
115 87 132 82 75



Sewerage and Water Board of New Orleans
Total Service Requests for Water System Leaks

Constituency:
Customer Ratepayers

Currently Meeting
Goal: Close

Objective: Provide Timely
Information and Respond
Promptly to Requests

Process Operating
Within Control
Limits: Yes

Analysis

Goal: Reduce
Number of Service
Requests

Trend: Favorable

Customers contact the Sewerage and Water Board to request repairs to leaking mains, services and fire

hydrants.

Plans for Improvement

Water mains with high frequency of failure are replaced as part of FEMA settlement.
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2015 2016 2017
=== leasurement = == = Average e==== Linear (Measurement)
Data Table
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2015 566 456 535 335 385 390 647 586 754 801 772 829
2016 790 726 719 667 721 643 688 788 804 856 690 734
2017 936 712 647 399 514 427 511



Sewerage and Water Board of New Orleans
Total Service Requests for Sewer System Leaks

Constituency:
Customer Ratepayers

Currently Meeting

Goal: Yes

Objective: Provide Timely
Information and Respond
Promptly to Requests

Process Operating

Requests

Within Control
Limits: Yes

Analysis

Goal: Reduce
Number of Service

Trend: Favorable

Customers contact the Sewerage and Water Board to request repairs to leaking sewer collection mains and
service lines.
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Plans for Improvement
Staff performs repairs as part of routine maintenance of the sewage collection system.
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Sewerage and Water Board of New Orleans
Total Accounts Turned Off for Non-Payment

Constituency: Objective: Ensure Goal: None
Customer Collection of Payments for Established
Ratepayers Services Provided

Currently Meeting
Goal: Not Applicable

Process Operating
Within Control
Limits: Yes

Trend: Stable

Analysis

Customers accounts are turned-off for non-payment for balances more than $50 and over sixty days past due.
Turn-offs were temporarily suspended following go-live on the new system.

Plans for Improvement

Non-payment turnoffs was be resumed on July 24, 2017 at a pace of approximately 50 accounts per day after
contacting delinquent customers by mail and by phone.
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Sewerage and Water Board of New Orleans
Water and Sewer Receivables 30 to 120 Days Old

EUM Attribute: Financial Description: Establishes and maintains an effective balance
Viability between long-term debt, asset values, operations and maintenance
expenditures, and operating revenues

Constituency: Customer Objective: Efficient use of Goal: None established
Ratepayers resources in providing
services
Currently Meeting Goal: Process Operating Within Trend: Method for Aging
Not Applicable Control Limits: Yes Receivables Changed in
October 2016
Analysis

Water and sewer accounts receivable that are 30 to 120 days old are handled by internal staff using service
disconnection. When those accounts are turned-off and final bills sent, the remaining balances after 30 days are sent
to a collection agency.

Plans for Improvement
Staff anticipates that resumption of standard collection practices will reduce the delinquent balances.
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2015 $ 410 $ 461 $ 409 $ 397 $ 377 $ 373 $ 394 $ 445 $ 464 $ 438 § 432 $ 464
2016 $ 468 $ 442 $ 430 $ 408 $ 422 $ 424 $ 460 $ 481 $ 482 §$ 557 § 1618 $ 16.18
2017 $ 1639 $ 741 $ 810 $ 9.76 $ 884 $ 896 $ 661



Sewerage and Water Board of New Orleans
Water and Sewer Receivables 120 Days and Older

EUM Attribute: Description: Establishes and maintains an effective balance between
Financial Viability long-term debt, asset values, operations and maintenance
expenditures, and operating revenues

Constituency: Objective: Efficient use of Goal: None established
Customer Ratepayers resources in providing services
Currently Meeting Process Operating Within Trend: Method for Aging
Goal: Not Applicable Control Limits: Yes Receivables Changed in
October 2016
Analysis

Water and sewer accounts receivable that are 120 days and older are handled by a collection agency. When those
accounts remain uncollected after three years, the balances are written off as part of an annual process.

Plans for Improvement
Staff anticipates that resumption of standard collection practices will reduce the delinquent balances.
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2015 $ 1032 $ 878 $ 901 $ 919 $ 947 $ 962 $ 980 $ 1002 $ 1026 $ 1051 $ 1087 $ 11.25
2016 $ 1171 $ 9.92 $ 10.09 $ 1027 $ 10.34 $ 1056 $ 1074 $ 1099 §$ 1135 $§ 481 § 557 § 633
2017 $ 7.35 $ 1693 $ 1578 $ 1640 $ 1696 $ 1860 $ 20.19



Project Delivery Unit July Report

FEMA Revenue % Financially Total # PWs Total $ Value #PWs
Hurricane Katrina # of PWs Obligations . Submitted for Submitted for Officially
Received Complete
Closeout Closeout Closed
St. Joseph Headquarters 20 3 1,419,212.36 | § 549,146.47 39% 19 ¥ 1,030,774.25 13
Central Yard 42 $ 28,875,337.60 | $ 21,786,932.50 75% 22 $ 6,970,933.67 19
Wastewater Treatment Plant 128 $ 90,738,913.76 | § 75,453,001.24 83% 126 $ 83,171,975.76 119
Carrollton Water Plant 54 $ 74,234,090.71 | $ 59,397,119.98 80% 45 $ 9,266,910.71 38
Distribution Network 32 $ 525,597,609.71 | $ 182,095,879.52 35% 12 $ 14,353,028.00 11
Pump Stations 167 $ 82,697,768.82 | § 67,138,042.53 81% 141 5 57,570,784.73 126
Total 493 $ 803,562,932.96 | $ 406,420,122.24 51% 365 $ 172,364,407.12 326
) ] Total # PWs Total $ Value # PWs
Hurricane Gustav # of PWs Obligations . mma«éu:m % Financially Submitted for Submitted for Officially
Received Complete
Closeout Closeout Closed
Total 9 $ 673,838.62 | $ 668,689.06 99% 9 $ 673,838.62 7
. . Total # PWs Total $ Value # PWs
Hurricane Isaac # of PWs Obligations RENG Waé::m ds financially Submitted for Submitted for Officially
Received Complete
Closeout Closeout Closed
Total 8 $ 1,554,775.01 | $ 922,831.53 59% 1 $ 4,540.20 1
Total
$ Value
Hurricane Katrina HMGP # FEMA % Total # Submitted
Hazard Mitigation No. of Obligations Revenue Financially of Contracts for
Projects Received Complete Completed Closeout
Retrofit of Power House 39 9 3 91,510,697.00 | § 45,423,136.40 49% 0 $ =
Flood Mitigation of 9 SPS 6 9 $ 19,987,722.00 | $§ 15,028,080.21 63% 0 $ s
Total 18 $ 111,498,419.00 | § 59,445,458.36 52% 0 $ -
Total
$ Value
Hurricane Ike # FEMA Total # Contracts Submitted
Hazard Mitigation Contracts of Obligations Revenue % Financially Submitted for for
Contracts Received Complete Closeout Closeout
Total 1 $ 988,659.00 | $ 42,000.00 4% 0 $ -




Project Delivery Unit July Report

#PWs Total $§ Value
% Submitted | % Closed | Submitted but| Submitted but Not
Not Closed Closed
95% 65% 6 $ 654,667.10
52% 45% 3 $ 362,720.23
98% 93% 7 $ 36,411,857.99
83% 70% 7 3 6,672,479.88
15% 13% 1 $ 139,057.99
84% 75% 15 $ 18,332,230.11
74% 66% 39 $ 62,573,013.30
# PWs Total $ Value
% Submitted | % Closed | Submitted but| Submitted but Not
Not Closed Closed
100% 78% 2 $ 265,537.84
# PWs Total $ Value
% Submitted | % Closed | Submitted but| Submitted but Not
Not Closed Closed
13% 13% 0 $ -
# Total
# Contracts $ Value
PWs % % Submitted Submitted
Contracts |Submitted Closed but but
Closed Not Closed Not Closed
0 0% 0% 0 $ -
0 0% 0% 0 $ -
0 0% 0% 0 $ -
# Total
Contracts $ Value
# Contracts % % Submitted Submitted
Officially |Submitted Closed but but
Closed Not Closed Not Closed
0 0% 0% 0 $ -




