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Assets We Marlage for You I 

b Opratiin and maintenance 't 1 

Indianapolis Water artnership 
Produces Big &sult 

s 
partnership has enabled the City to  fr eze water rates for five 
5. 

C 
ia Water Indianapalis, LLC (VWI) has tac led the challenge of  sig- 

.....- ant taste and odor problems, reducingt e number of complaints 
from 501 in 2001 to just 26 in 2004. i 

> Overall customer satisfaction is above the nal average for utilities 
(70%) with more than 8 of lo customers that VWI is doing an 
"excellent" or '&miw job. 11 

> The Minority Business Enterprise/Wo Business Enterprise 
(MBUWBE) program established by WVI come one of the pre- 
mier programs in Central Indiana. Not onu are goals exceeded, but 
mentoring relationships are established as well.The overall goal for 
MBE/WBf participation is 16% or a spend b f $7,473,428 (combined 
Operations and Maintenance and Capital] VWI achieved over 31% 

$44,834,029. 
lo with an MBE/WBE spend of $13,939,648 ut of a total spend of 

I 
VWI achieved over 94% with a bca! procurehent spend o f  $41,983,642 
out of a total spend of $&834,ozg. The overall goal for local partic- 
ipation is 86% or a spend af $38,557,264. 1 

> VWI posted the best safety numbers in 10 ye rs during 2004. I 
Customer service improvements such as pby-by-phone, on-line bill 
pay, an interactive voice response system an more readable bills have 
given customers more access to their accou t information in a timely 
manner. 

4 I 
8 1. . .  .. 

> Improved infrastructure, fewer main breaks &d more efficient water 
production have resulted from capital projects. 

Iln 2002, the City ofindianapolis acquired the assets of  the waterworks and select& 
Veolia Water North America to operate and manage he entire Indianapolis Water 
(IW) system, including its subsidiaries.This marked the tart ofthe largest public-pri- 
vate water partnership in North America. 

With the creatlon of VWI, the City ensured that t e waterworks system would 
receive the global expertise o f  Veolia Water while mai aining local control and over- 
right. VWI has made great strides in just two years pwc itself as a worthy and 
trusted partner in the community. 

The 2oyear contcact a l b m  hth the City and VW to makc I ~ t r n e n t s  in the 
watvrorks infmstructurc,Mnobgy, people and the mrnrlnlQWith a unique fee 
stnrctur~. including performarm-based incentives, nual l r n p m n t  is in 
everyone's beit Interest. I C 
Partnership Incentives 

I 
1 

The C~ty included 37 incentive criterla a$ part of wMmC!llttOpTO- 
vide outstanding service to  its custorn&s. 
achievement of those established critelria, 

> Customer Service 
> Water Quality 
> Qglral P t n ~ t s  

d Maintenance (0 & M) 



I Partnership Highlights 

> Overall customer satisfaction now exceeds 

VWI began providing the 
of customer senrices from 

llections for I W in 

The Customer Service depart- 
ment has worked hard to  pro- 
vide quality servlce t o  cus- 
tomers and clients by pmvid- 
~ n g  outstanding servlce to  a 
diverse set of constlhcnts. 
Dventl rurbmer catkbcfion 
r s m a b w e t t m n a h n a l  aver- 
age for utllltie% a m d i n g  to  
the annurrl wstmm satisfat- 
tlm s u m y  conducted by an 
independent Rm. the zoo4 
sunfey showed an increase In 
overall cuPaamer satisfaction 
from the previous two years - _ 

the national average for utiliWes.The 2004 survey 
results showed a10 point increase aver 2002  

results (83% in 2004.73% in 2002). 

> Comprehensive system improueme' a t s ,  
management processes, 2417 access, training 
and many additional measures have created a 
complete customer care culture. 

> 8111 accuracy, n e w  p a y m e n t  methods, 
improved reporting and accurate meter reading 
has k e n  delivered through quality-assurance 
measures. 

83% in zooq,#% in 2603 and A% In zooz 
The most significant management processes that led to 

the improved customer satisfaction rating included: 
Call center management repotts developed and Imple- 
mented for cat1 center agents, including: 

productivity report 
question and answer monitoring form 

II payment research 
g our remittance pro- 

hich resutted in streamfin- 
nutes, resulting in  faster 

coachlng form 
These individual reports, along: with additional informa- 
tion, are compiled into a contact center report which 
allows management t o  seedaily performance and track 
trends affecting customer service. 
We Inv;wted In employees byprmid~ng 160 hours of training 
for each new agent and on-going training for existing 
agents, including refresher t ra in~ng for seasonal infor- 
mation. In addition, a training manual has been deveoped 
and implemented t o  ensure consistency among the 
contact center staff. 

The customer service lobby closure was successfully com- 
pleted with few disruptiongormmplaints. New and more con- 
venient ways for customers to pay their bltls have been estab- 
lished through electronic methods such as pay by phone and 
internet paymentr.Mher new payment optianrincfude Union 
W ~ a l  Bank locations as well as ACE Wit bpre55. dl of 
these payment optfons are explained In a newly deuclopcd 
bmhurr calkd'ra EayWap ta Payu. 

To m u t e  better Ml l lq wcuracy, a quality assurance gmup 
m cstaMhhed. Meters are mw M n g  mad two days ahead 
of the #I1 date. Thls has heiped to  alhhatc rccorriable m e W  
rradlng e m  by gM@ mow time t o  research and resolve 
issues. 

I > Exceeded zoo4 goal for incoming calls answered 
within 30 seconds. Goal: 82% Achieved: 82.7%. 

> This goal was achieved while answering a total af 
616,092 incoming calls for all clients in 2004. 



Partnership Highlights 

Our call center reporting software, Symposium, offers the 
abilityto better analyze worktoe# providing more flexibility 
i n  scheduling employees, adding skill-based routing func- 
tionality and minute-by-minute incoming call center data 
displayed on the call center floor. 
Ulllizingtechnology from Exp r im  has allowed for improved 
credit checking ard positive idpntifiation of cusbmers, 
thereby increasing billing accuralcy. - By using internet technology, c rtomer service agents are 
able to more rapidly raspon 1 to customer Inquiries. 
Customen are able to enter actourrt information into the 
system prior to  speaking with an agent, thus reducing call 
time. - Mew nctwork managemant has been installed that provides 
our Information Technologydqrr tment  the rbt l t ty to  
remotely monitor all activity altd Wl'k ah the W t t m  in 
order to proactively detect and p t ponsfble prPblcrns. S"" A backup facility generator was nstalled I thr dl tenter 
to  provide uninterrupted delivery a f p w m t o t h e c p l l m -  
ter and data center in the e v e r & m f k l p w r a -  

VWI accepted the challenge of r m l u l ~  r&tlfl& W arld 
odor problems related to algae gr-ln t l t e d r l n ~ w a k r m p  
pty hi laoz, W Imp lmpr r fd  wnl InkMhm.to 
mlysate Oh]ed@laM fasG.arrd odor events caused by the 
m h  O f  n u h w  Jpe In the water supply reserwlrs, h 
ewtensivc m t m l c  m n i t m  program was initiated to manitor 

a .  -* 
Key Highlights 
> Reduced taste and odor complaints from 501 i n ,  

zoo1 to  26 in 2004. 

> Produced a record 51.9 billion gallons of water in 
2004. 

> Performed 172,780 laboratory tests on 32,318 
water samples to  confirm the water quality, 

? Improved relationships with advocates and 
agencies. 

> $250,000 annual  investment  in Ind iana 
University Purdue University Indianapolis (IUPUI) 
research partnership 

I ' 1 
b and engineers repre- 
Ikhidries, environmen- 



Continuous employee training has assisted in reducing the number of 
incidents. VWI has reduced the recordable incident rate an average o f  
7.7% over a to-year history 
compared wi th  the  water 
supply industry rate reduction 
o f  4.1% per year over the same 
t ime period. 

We reduced the recordable 
incident rate 22% in 2003 and 
18% in 2004 when compared 
with the year previous. The recordable incident rate o f  7.07 for zoo4 was 
an all-time low for VWI. 

We delivered over 50 training sessions and classes on a variety o f  top- 

Key Highlights 
> The recordable incident rate af 7.07 

for zoo4 was the a l l - t ime best  
safety record for the utility in the 
past lo years. 

ics including confined space, asbestos awareness, vehicle safety and oth- 
ers. Four new guidance policies were developed and implemented and 
the first-ever employee evacuation drill was conducted. 



I Partnership Highlights 

<ey Highlights Jnder pmious management 
> Caps in the system were closed &'wcs~ka' ~ ~ ~ ~ ~ ~ p ~ ~ -  

using proactive capital projects. 1 odtlred d l f f l reng  VWI har 

> Capital projects reduced main numeKlvs Pr*' 
breaks and other service interrup- vhkh lrnprore wrn9 
tions. :ffklency a d  reliability and 

>System re l iab i l i t y  has been nKt future water quaMy rcg- 
improved, in large part, because o f  ulirWns. Typkalt)r t k e  p j -  
capital projects completed under ed5 Impme the rcdundmq 
VWl's management. and flertibRlty uf the *em. 

Out proj&t3 primitles an faused an itlframctum and 
projects in 2004. water quaJIty A51 r n ~ l t t ~  

p-cb Impme the system% 
operating effectiveness, long term rel~abllity and Improve customer rela- 
tlons Examples ~nclude: 

30 projects totaling approxlmately 30 miles o f  main were identified 
and approved for constructlon.These prajects close gaps in the system, 
improve the hydraulic efficiency o f  the system and reduce the number 
o f  dead-ends that can potentially contribute t o  water quality issues. 
Over the past two years, a2 ptojects have been identified and con- 
structed that replace those segments uf maln wkh the highest number 
o f  main failures.These failures result in seruice interruption,damage to 
Clty lnfrastructun wch as ~ Idewa l l r~  and soads and loss of water. In 
the  pasf these prajects had not k n  a priority. Wl has ldcntifkd a 
number dlocat ions that, wlth cwd ina t i on  with the Indldnaq~lis 
Departmeot of Pubk Wor&wlll a lhw an  ewtendld Ilk to thdr public 
~mprovements. 
Four,one-million-gallon elevated storage tanksare beingcanrtructed 
to improve system rellabillty and allow the existing infrastructure to  
meet peak system demands. 
Improvements are being made to the existing filters at the White River 
and Fall Creek treatment plants that will reduce the requirements for 
backwash water and increase the available supply. 

P i n  expansion is underway at Ceist Statlon to  Increase this plant's 
capacity by 4 mill~on gallons per day. 

Signi f icant improvements have been identified at the Wh~ te  River 
Tmtmtn t  Plant. The irnpmvcmnts address infrastructure that will be 
unabktomeet upcoming water quality regulations and significantly 
Improve the reliabil~ty of  this source of supply. The Improvements 
Include the construction o f  a new water intakestructurefkr t h~s  faclll- 
ty, d u c ~ n g  the dependency on the canal as a source of supply and 
upgrading the sedimentation/flocculation basins to insure adequate 
water quality prior to filtration. 
A new residuals handling facility war created to eliminate water treat 
ment plant disposal t o  the Indianapolis sewer system. 
Major pipeline con t r xa  I n ~ v i ~ g ~ ~ l g h h h ~  with carrtamlnated 
wells were completed,~peratFun with the M a h n  k n t j  Health and 
Hosp~ta l  as wel l  as the  Indiana Department of Environmental 
Management to  install water lines and new customer services and 
close mntaminated wells occurred t o  preverrt future access. 
An lnvestment in SCADAItechndogy improvements in 2003 enhanced 
chemlcal and power manageMent through better data collection, 
increased online monitoring and improved trend analyrls. 



- In order to assist the City in detcrrnlning their capital 
f~nancial needs and avoid unexpccteb c;lphl requests 
during the year, Wl has consistently identified crltical 
capital projects In the Capltal Pbn and has achieved both 
incentives in this category each year. 

TECHNICAL OPERATIONS & MAINTENANCE 

VWI has implemented operational and distribution system 
modifications to improve water pressure to areas of the IW 
system prone to experiencing low pressure. Using pressure 

to assess potenti$ wat datIon within the dirtrlbu- 
t ~ o n  system. A new co cortstructcd at the White 
River Treatment Rlant t trol and rellabllrty of the 
treatment proces. In a I room IncluW an ~pcr-  
ator interface f o i  cont valves throughout the 
distribution syswm to ive loration fot these 
operations. 

VWI succesrfi?lly imple nergen in kphrnber 2003. 
Synergcrl i s  an khtcrprise Work Management system 
(EAM] 1 ~amp~tt r ized anagement System 
(CMM5) thtt dm e asret performance 
and re l l sb i l~ .  T b u  S, maintenance pro- 

he full life wck of the asset is monitors installed 
w~th in  the distri- ergen is a Gb-structumi pro- 

sham Information ta Improve 
bution network' VWI continually 
mon~tors pressures through the use of technology. Maintenance costs w curately captured and 
at key locations. reporting Q-, the client improved. Preventive 
The number c Maintenance (PM) tasks ed based off  calendar 
occurrences i date and/w run time. lni 

2003 and zoo4 i 
which the pre( .. 1 

the PM aqhanglng for 
KM is a o m s  used to de 

sure a t  any of 
these lautlons dropped below ja psi was recluced by an ww- 
age d o m  w% fmm the number occurring in the baseline 
year of zaoz.Thlr reduction was due to a camidnation of rec- 
ommending and implementing distributfon system Infra- 
structure impmmen ts  in ccftain critical areas, and ensuring 
that the pumping system k nperated in a manner to minlmlze 
wen momentary low prtssurc occurrences 

VWI has made p- adjustments in sevcral areas to pm- 
vide rnm Mdcnt o~eratlon and improvtd water quality. 
Modifications were made at the Fall Creei a d  Whlte Riwt 
trratment plants to p l d e  alternative locations In the sur- 
face watm treatment process to blend groudwater.The alter- 
nate blending ka t lons  pmi& additional flcxlbility to opti- 
mlw the coagulatton and Rltratldn processes at  the treatment 
facilities. In rddttian, VWI has rwltched f r m  the use of  low 
concentrations uf chlculne as a pre-oxidant durittg warm- 
weather periods ta the use of sodium permanganak. Thk 
change has reduced the formation of disinfection by-products 
in the treatment process, thus improving water quality deliv- 
ered to Indianapolis customers. 

VWI has irnptcrncnted w i a i  upgrader to i ts ran i twing 
and control system In b t h  the treatment plants and In the 
distribution syrtsrnr Smeral pmm rnonltoring Instrummb 
were installedanltne In the treatment pmccss to p r d d e  aWi- 
tional continuous, rea l4mt  mbnit~rlng. In additbn, unllnc 
water quality Instruments were in r ta l l d  at critkal locations 

tlesrhauld & doDe t o  an operates at the user's 
expectations thr~ughout seven separate activi- 
ties ta Identify &hat should properly maintain an 

processes throughout 
have been established 

The pmcess 6f contln 
the water system Global I 
rlnce VWI began, manage the system. The process has 
h a  otnamllneq by using ogy, improved project tracking 
~yrkrn and confrnitrne deadlines. Global 
Mikn Systems are b 



Partnership Highlights 
A 

VWI has one of the best MBEIWBE programs in Central 
Indiana.The pragram Mgages the  sewlck of macry local and 
national firms and aggre~sivety mwts MBE's and WBE's for 
ongoing projects With these firm now responsible for more 
than 3r% of subcontracted work fbr capital and 0 & M, VWI 
has well exceeded the city's stated requirements and levels 
reached by prior managers of the system. 

In 2004, we far exceeded p a l s  in the MBE/WBE proeram. 

I 
Key Highlights 

owners single outVWlfs MBEjWBE program as 
one of the best. 

> WVI has contributed more than $2 million to the 
community since signing the contract. 

> Community service and volunteerism is prac- 
ticed by VWI employees starting with senior 
management's commitment. 

With 31% o f  t&l t x p n d i b a s  ccrmlng from MBEjWBE m- 
dors, we almost doubled the goo) di6% %w theyeor.Wt were 
also able to ~uccessfully establish menbrlng reldtlonshlp 
wlth men1 MBEIWBE u c n h  leading tn a nomlnakn for 
the Mayor's CdcbratIwc of  D(vrmiQ Awards In 2004. One af 
the @IF of the rnerrtQrlng pmgam wlth our MBE and WSE 
m d m  kt0 thak hem h m  second Ucr to prim 
cnrrtr;artors and WE am proud ta that mr the past two 
ycamtw~ dwrrecond titr q n d m  have bwome pclme cm 
tracton, WM 16 also p m d  to ha* kcmsed the number of 
awtifled MBEtWBE's last p r .  

The MWWBf  Wtim Commlttce miat was &aMished 
IrnmecBately a&r WI was awarded the mntmt b ogcrate 
and manage the assets of IW k a key t e m n  that the Incen- 
tive goals have been met and exceeded for the past three 
years. The committee meets quarterly and reviews the 
progress af the MBEIWBE Local Sewices Plan. The plan was 
put in place as a road map to ru rass  fgr the pragtam 

The committee con4sts of  MBE and WBf burlnesswners 
and members of organlatlocls such a5 the Indiana Regional 
Minority Supplier bevdoprnent Cmuncll, Indiana State 
Hispan~c Chamber af Earnmeae, N a t l ~ ~ u l  Asmiatlon o f  
Women Bustnew O m r 5  a d  the CKyh Dtpartmcnt of 
Adminbtratkn. 

Keeping money loml was anbthtr Important fartor In the 
C i s  decision to purchase the waterwarh a%&.Wl is sen- 
sitive to this issue and rttlws to rm bml prwl&i6 vhenever 
possible. Ut~l~zation d lbcal provldtrs fur the purchase o f  
goods and services for all fa& d o p M  and WkM account- 
ed for 94% of the expenditure dollars for 2004. 

To provide adpice to V 

needs and dncerns o 
c u s t m r  se@ce and s 

The CAG is group, comprised of 

CAC survey is 

in Indianapdis. Since the 
m than $2 mlllbn tn1omI 

not-hpfdft ot@nizations. 
rnerlts to the wafld's largest 
Museum of Ind ina 
Achievement o f  tCe 

des a m)ar d u c a -  
r Boxes to all d the 

valuable resource. 



VWl's lo member senior management team, led by Tim 
Hewitt, president and operations manager, is also heavily 
involved in the community, serving on boards or volunteering 
with the following organizations: 

Little Red Door Cancer Agency 
Indianapolis Chamber of Commerce 
Crossroads o f  America Boy Scouts 
Grater Indianapolis YMCA - YWCA - National Coalition of loo Black Women 
Community Development Law Center 
lndiana Swimming Executive Committee 
lndiana Regional Minority Supplier Development Council 
lndlanapolls Urban League 
Purrlue University Science Bound 
St. Mary's Child Development Center 
Indianapolis Symphony Orchestra 
Lutheran High School 
lndiana Chamber Legislative Comrnittke 
Ronald McDonald House Resource Development Committee 
Ballet Internattonale 
Eieljorg Museum o f  American Indian and Western Art 
€305 Corn munity Deve?opment Corporation 
Big Brothers Big Sichers of Central lndiana - Junior Achievement of  Central lndiana - Flanner House 

CARING FOR E 

Employee Relations 
WI rccognlm that the 400 lndiv1duali~mp)b)ud wlth us arr the 
backbone and I l f e b l d  of dte Indlrnapolis project. Employees are 
enmuraged to  parttcrpate In wmmml t y  -w pmjecb thmuph 
the Wr e m p l ~ y c e d u n ~ r i s r n  p q n m  whkh recog~llzes employ 
em who give back to the rmmunlty.  hployees also hwe the 
opportunity to participate in communityevents such asThe Race for 
the Cure, the lndiana State Fair and the Race Against Prostate 
Cancer with fellow co-workers. 

playee activities. The activi- 
ittee made up of employees 

o f  VWI. Actlv~t~es include 
a bowling league, fishing 
s and more. Each year, 

employees and reti ited to a VWI rponsored 
health an@wellness k y  receive valuable med- 

glucose level checks at no 
and tetirees each sum- 

the grounds of the 

Training and development are key to ensuring the success of the 
workforce and VWI offers full tuition reimbursement to employees 
as well as opportunities for a variety of training courses. Employees 
are encouraged, through goal setting, to stretch their abilities and 
strive for constant learning. 



Who We Are 

Veolia Water North America is the leading provider of comprehensive water and waste ter services to municipal 
and industrial customers providing services to approximately 14 million people in more "X" t4 an 600 communities+We 
operate the nation's largest public-private partners hip fix water services in I ndlanapolis pnd the country's very first 
partnership, established in 1972 with Burlingame, Calif, an ongoing customer now for qore than 3oyears. 

Formerly known as Usfilter Operating Services, in early 2004, we prou&y adopted th name o f  our parent corn- 
pany.The company is part ofVeolia Water,the No. 1 water company in the world,sefving ore than no million cus- 
tomers. Veolia Water is a subsidiary of Veolia Environment, the largest environments services company in the 

1 
b 

world, with more than 295.000 employees in about 80 countries and annual revenues df mar; thaq $28.6 billion. 

1'1 . . 

ASSETS WE MANAGE 
Water treatment facilities and distribution systems 
Wastewater treatment facilities and collectio~ 
systems 
Reclamation and effluent reuseyficilities and 
distribution systems 
Residuals management (sludge/biosolids/comp~) 
and marketing 
Combined sewer and sanitary sewer systems 
Groundwater remediation sites 
All related aboveground and underground assets 
{piants, pumps, pipes, hydrants, meters, tanks, 
towers, reservoirs,welts, etc.) 

* t a l l  centers and customer service centers 

WHAT WE DO I I 
Operations and mainkpanre 1 
Design-build-operate 
Customer service 
Asset management an4 capital Improvements 
Technology and equipment 
Master planning I 
Environmental, safety afid security programs 
Industrial pretreatment programs 
Financing 

WATER 
P A R T N E R S H I P  
C O U N C I L  


