S.C.I.P. Into the Future!



years
serving the
utility industry

consultants
focused on utility finance/
organization/technology

Raftelis bas provided financial/
organizational assistance for

water/wastewater/
1 + stormwater
, utilities

including the utilities serving

33 so of the nation’s
50 largest cities.

Who s
Raftelis

Largest & most experienced
utility financial/management
consulting practice in the nation




Industry
Trajectory

Pre- 1960s Last 40 — 50 yrs. Today Future



POPULATION

INCREASED RISK THE POLITICAL
PROFILE ENVIRONMENT

ENERGY
AND THE
ENVIRONMENT

custones 10 TRENDS wosssorce

ISSUES

UTILITY
FINANCIAL

CONSTRAINTS

TOTAL WATER
MANAGEMENT



10 TRENDS

Population

Variable and shifting
Going vertical
Income gaps
growing

Planning for growth
Geographic
expansion

The Political
Environment

Getting more complex
Interests are competing
The “Politics of Water” are
more visible

Need to engage and
inform — skyrocketing!
Collaboration is key



Regulations

Unfunded mandates
increasing

Increased resource
requirements...
“investments”
National changes
impact state and local
levels

Engage and
influence
Invest

Workforce
Issuecs

Different values and
expectations
Decreasing talent pools
Increasing competition
for talent

Proactive recruitment
and retention

Culture and
engagement matters
Inspirational
leadership

Technology

Enabling increased
efficiency and
effectiveness

Impacts everything and
everyone

Increasing the velocity
of information transfer

Leveraging for
decision support
Seen as a key to
success

Some are better than
others... adoption
leaders



One Water
Management

One water, basin
approach “still”
evolving

Often a regional issue
Multi-jurisdictions
present challenges
Increased emphasis on
stormwater

Drives collaboration
Advancing green
infrastructure and
sustainability planning

Customer
Expectations

* Increasing expectations
* Increasing Awareness
« “Thirst” for information

* Huge increase in
communication and
outreach

* Focus on more
listening & learning
what customers want

Utility Financial
Constraints

Rates and fees
increasing

Per capita use is
decreasing

Costs expected to
continue to rise

Increased focus on
demonstrating value
and efficiency when
seeking stakeholder
support

Affordability programs
emerging



Energy/
Reuse

« Energy represents a

big % of costs

« Big opportunity to
gain efficiency

« Lower carbon
footprint

« Target area for
innovation

» Transitioning from
energy user to
resource recovery

Increased
Risk Profile

Climate change impacts
being felt

Increased awareness and
vigilance remains
compelling

Cyber security concerns
growing rapidly

Emergency
preparedness
increasing focus
Safety as a culture
growing



OBJECTIVE

What is..."S.C.I.P" ?

Strategy...
Change...
|nnovation...

Performance...



OBJECTIVES

Consider S.C.I.P Organizational Approaches

» Drivers — Why?
» Structure —How Many?
» Services — Needs, Staff Skills?

» Roles— Who Does What?
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S.C.I.P-PRACTICES

The 500 City Utility

dcé

water is life

C g

Antonio
Water
System

Wb

y/
innovation
city ef san antonio
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S.C..RDRIVERS

The 500 Utility

@ Allstat "‘ o watercism‘c
© Allstate. " 5,&
Chevron P% o ,M . symm
DENYER LY LML
= L@ oI
_ Drives _ Drivers _ Drivers
* Profit * Political * Political
* Improvement * Transparency * Leadership
* Optimization * |Improvement * Support
* Succession * Change * Understanding
* Optimization * Optimization
* Training
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# Staff

>75

8-15

1-5

S.C.I.P- STAFF

@ Allistate.

You're in good hands.

Chevron

=

dcé P

water is life »
DENVER

g:{'onio

Il &5y innovation

nnw

Size of Organization
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CURRENT & EMERGING

BEST PRACTICES

Organizational Approach— Staff

S.C.I.P Skills/Experience/Competencies
Groups

i * Ph.Ds., MBAs, Business Management

Q9 Allstate. ’ ’ >

& You'eingood hands The 500 * Most worked at big 5 firms >0
. * MBAs, O.Ds, IT Analytics, Finance,
é City Political Science 10-15

DENVER * PMPs, CMP, Six Sigma

YYYYYYYYYYYYYY * PMPs, LEAN/Six Sigma
B}“W Utility * Finance 5
e e e Nota |Ot Of En gineers
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CURRENT & EMERGING

BEST PRACTICES

Organizational Approach— Structure

@@ Alistate. e 500 * Finance

e C.E.O or Executive Leader

;% Cit * Mayor/City Manager
PEHYER Y * Finance
nw Utility  Commissioner of Public Works (Appointed)
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S.C.I.P - SERVICES

@ Alistate
> 10

Chevron

e

~) METRO WASTEWATER

RECLAMATION DFSTH‘ICPD

¥

5 + dc ‘ E.E.?.‘i.!‘.

water is life

S| ™ mnoganon
LS e,

# Services

2-3

Size of Organization
16



CURRENT & EMERGING

BEST PRACTICES

Organizational Approach— Services Offered

* Facilitation and * LEAN/Six Sigma e General Consulting
Coordination Training * Change Management

* Project Management * Change Management e Research

* Business Analytics * Project Management * Organizational

* Business Process Training Development
Mapping e Performance Reporting ¢ Business Analytics

* Performance Reporting * Training &
Development
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BEST PRACTICES

CURRENT & EMERGING

Strategy

Change

Innovations

Performance

Organizational Approach— Roles

m Utility (Support) City (Advise) The 500 (Own)

Coordinating Resource

Report progress
Support
Implementation

Training
LEAN/Six Sigma
Analysis

Assist, Coordinate,

Celebrate

Objective and KPI

Monitoring/Reporting

Drive City and
Departmental
Strategy

Development

Change
Management
Practitioners
(CMP)

Drive and
Advocate

Management
Program

Provide
Strategy
Consulting

Change
Management
Program
Management

They Fuel the
Machine!

Build and
Maintain
Culture 18



»

»

»

»

»

»

»

»

»

»

What SCIP Helps You Achieve

Improvement of image

Opportunity to redefine and create a new
culture

!dentify, redu_ce, and eliminate
Inconsistencies

Incorporation of best business practices
Effective utilization of resources

Achieve data driven decision making

Skill development and knowledge expansion
Develop a visible and attainable roadmap

|ldentify key strategies and objectives to
motivate

Understand and meet customer
expectations

The Laundry List

H—+—4
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Defining Excellence

Financial
Vlablllty

Learning Business
Organlzatlon ili

Enterprise 7/
TJ:L'Z,',!,'QX;,’L‘i) Excellen ce

Scalability )
/
/Ecxl;.‘:::(r::‘ecre /Rellablllty&
and Quality Predictability




Identifying Where to Begin

Step 1: Perform Selhudited assessment to identify
arcas of improvement that would add the most value

- SWOT Analysis
* Strategy used to help optimize performance

* Subjective input and judgments which ultimately lead
to the recommendations and deliverables

- Efficiency Assessment
* High levelor in-depth analysis
* Provides specific recommendations for improvement
> Short, Medium and Long Term

- What is most important right now? Where should we |tz
begm Our focus? Trivial Minor |Moderate| Major | Extreme

* Delivery and Planning of Capital Projects
* Process Improvement/Utilization

Rare Low Low Low Medium | Medium

Unlikely Low Low Medium | Medium | Medium

Moderate | Low Medium | Medium | Medium

Probability

Likely | Medium | Medium | Medium

* Competency Development

Very likely| Medium | Medium

21



Consider a Typical SWOT

Strengths Opportunities

Passionate Realignment to mission and vision

Put talent in the right places to
Talented add value

Knowledgeable Improve BBP

Refine LOS and Resource
Capable management with training

Implementation of Org Structure
Stewards that adds value

Increase pay and performance
Experienced with improvement

Improve public image and
relations

Identify overlapping
responsibilities

Coordination with other agencies




What Projects and Processes Should |

Improve First?

» Define your departmental core business model

- What role do you play in the value stream? What are you responsible
for? What is your purpose?

» Answering key questions will help to define model

» Begin core business process mapping
- Who are my customers?
- What are my deliverables?

» Use visual tools to help identify key processes
- Process Hierarchy/Swim Lanes

» Determine which processes impact success
- Where are time, budget and resources focused?
- What is the level of customer satisfaction?
- Which processes will have the strongest ROI?
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Identifying Core Functions

» Helps to focus efforts on processes that have
va lu c Definitions

State of Readiness

» Proces

2- Reactive! Some Data/Rough Workflow Procedure

O rg a n 1 3- B0%: Reactive/ProactiveM to 2 years worth of Data/Draft Guideline/Vorkflow/Procedure
4- 25% Reactive/T6%Proactive/2 or more years of datal Final GuidelineMorkflow/Procedure

» Wentif R —
delivet = |

)) Irnp O rt 2- Minimal business impact, some resource commitment

rO C e S 3- Medium business impact, media potential, 10% to 25% resource
p commitment

4 - Important, High Media Impact, 25% resource commitment

R —————

MmosSt rcouvuive o
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Utilizing EUM Tools

Core Process Hierarchy Conceptual Guide

Front Line Worker
| Implementation of Waork

Level of Det=il s O :
wnershi
Users i B
= | % wWw Treateq Wastewater o LU Utility ] )
B Collected | Manager [iN Owner/Director
= 50 DRt Business Processes
b Infrastructure _ Bt Facility
BPMVSCM o ntained aal Manager
— High i Owner/Manager
g Overall — Work Order L :!__] * Team sses/Sub-Process Owners
R Completed ﬁ =] Leader
“ 5o Dt -
ﬁ Breakdown JE
—
= 2 u % Equp Avall e ERE e U Owner/Manager
E E ] in-Routine/Specialized
Performance Measurement System
SCADA LIMS | WMS I FIS | CIS| GIS
Operational Data | Nanager/Coordinator
Medium r —to — Day
Ex. of Drill-Down Measures Rolled Up to High-Level
E ] Analytics Usina the "So That” Chain
o ] —
o | = Team Leader
41 . 3 Day — to — Day
(=] I (] I
£ i S~ |
Detailed | Process l
i Automation
I




LEAN Practices Will Lead the Way

» Map & Explore & Define & Implement & Monitor &
Measure Evaluate Describe Improve Modify
)
Document Identity waste Design Create Monitor
» process “as is” improvernents implementation improvements
plan for sustainability
)
)

Yyudalily 1Vl LIC GUOSLVIITICI
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Processes Tend To Be Invisible

Point A: Project Initiation ‘/

0 O
<@

Point B: Project Delivery

27



Creating a SCIP Culture

» Culture is an idea arising from experience

» Starts with our Leader’s behavior ﬁfé? gtxfie wurk

» Develop specific expectations & routine c@mpaﬁg’,
practices mﬁminj yEES“*

» Reduce waste to achieve efficiency Sl uwﬁ“;;:f

» Understand the value stream and core HBEhL‘;iEm
processes R

» Utilize process performance measurements
and LOS as a compass

» Improve work habits, daily routines, and the
way we think about problems

— Reinforces accountability

— “Take care of your process and the process will
take care of you.”

» Culture is a result of the management system

28



Customer Focus

“Whenever there is a
product or service for a
customer, there is a value

Value Stream vs. Traditional View stream.”

“The challenge lies in
Customer View s
of the Value Stream g U

-Learning to See

Jim Womack

~
~
~
~
~
~
~
~
~
~
~
~
~
~
~o

End to End Process
Sub Process

~
~

Value stream is identified by analyzing the
current state and designing a future state for ’ Our

Traditional View

the series of events that take a product or
service from its beginning through to the
customer.

29



Consistency through Standardization

» Customer always get the same answer no matter who
they ask regardless of the time of day

» Customer must always get on-time, complete, and
accurate information

» Qperations are most efficiently and safely completed after
identifying all tasks involved

» Uses the most effective combination of resources
» Provides data and metrics that are accurate and valuable

» Reduces the time required to identify and fix inefficiencies
and errors

30



Use a Root Cause Analysis

» A method that separates the symptoms from the true
cause ofthe issue or problem

» 5- Why Analysis:

- The 5 Whys can be used individually or as a part of the
fishbone diagram.

- Once all nputs are established on the fishbone, you can
use the 5 Whys technique to drill down to the root
causes.

» When to use 5-Whys

- Problems involve human factors or interactions
- In day-to-day business life

31



Avoid Sub-Optimization

Sub-Optimization is improving one process at the

expense of another

* Improvement projects are interrelated with other
processes o °
Only sub-optimize if agreed upon "J’;
Communication

Entry points and customer identification in SIPOC is key
Sub-processes may be processes for someone else

Creating a change in an existing process
without upstream and downstream customers
in mind may result in more waste created.

32



Build the Foundation First!

RESULTS

PERFORMANCE

QOO

BUSINESS STRATEGY
AND OBJECTIVES

Qb

PEOPLE PROCESS :  TECHNOLOGY

STRATEGY

CAPABILITIES



It's Difficult to Manage Chaos




Consider the SCIP Concept

» Utilize technology and more of it!

» Consistent O&M Processes

» Better Scheduling and Procedures
- Planned vs. Reactive
- Risk Management

» Transparency and Fiscal
Responsibility

» Better Utihzation of Resources

» Operational Checks and Balance

» Customer Impact

VIsI
VALUES

35



Asset
Planning

Quality of Condition
Assessments and
System Data

Quality of Project
Scope / Schedule
Corrective Action

Renewed Asset / Improved
Functioniality

Maintenance -

DELIVERABLE

Quality of Renewed Asset
and Ease of Maintenance




Customer Impact

» How does our management of operations impact the
customer?

» Consider internal and external customers

» Difference between private and public w .
— Public profit in the form of efficiency ;

» Understanding oflevel of service \._./ \i
» Program limitations will affect customerp‘ ‘ ‘ N

» Meeting customer expectations
Vse r\,-‘ce |
| C\!S‘omer 4

excellent

37



Identifying Key Initiatives

» “The power or opportunity to act or take charge
before others do.”

- EXx. "we don’t want to lose theinitiative and allow our
opponents to dictate the subject”

» How does this relate to you?
» SBP givesus a destination but not a road mapg?

» How do we see ourselves running our business Iin
the future?

- SBP doesn’t provide a level of service? We define the
LOS.

38



How is the
, Industry
Reacting to

the Forces of
C Change?




Strategy

blue horizon 2020

DC WATER
STRATEGIC
PLAN

Effective Utility
Management

A Primer for Water and Wastewater Utilities

Co‘} - A2H8 N\  NACWVA @ NAWC =

STRATEGIC FRAMEWORK

Product Quality

Customer Satisfaction
Employee/Leadership Development
Operational Optimization

Financial Viability

Infrastructure Stability

Operational Resiliency

Community Sustainability

Water Resource Adequacy

Stakeholder Understanding/Support 40



Jitha
t P

LEADING
CHANGE

S

JOHN P,
Maturity K OTTE R

SUCCESS
\S

TIME
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Beginning
Initial Decline



O Winner!

G Victim
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REATING A CULTURE

NNOWMWN%

mnovatlon

city of san antonio

5 PEAK
Yoty

millions of dollars, boosting morale
and just maybe changing the world.

SUMMIT ON GOVERNMENT GOVERNING

PERFORMANCE
INNOVATION

By Brian Eims =
m"‘:."i wibh LB Wogan 2N
i e d
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Performance

léo HOME DOCUMENTS FEEDBACK REPORTS HELP ABOUT LOGIN

Goals / Enviranment

Total Number of Lead Service Line Replacements (PWSA Side)

&HEAD

HAO Fec  WaP AT oG

Pittsburgh Water and Sewer Authority Performance Management Dashboard ©

ORGANIZATIONAL GOALS

o W
Qo § P
o |0 [~ o
! U o ‘Hr I ENSURE CUSTOMER AND STAKEHOLDER SATISFACTION
Protect Public Health Maitaina B an Effcent and ~
endthe Environment oo g Sokeroider Reliabity Effective Organization Respond to Customers and Stakeholders in a Timely Manner ©
’ Average Speed of Answer Average S swer Call Handling Rate, Contact Call Handling Rate, Dispatch
Contact Center \ Center
O, O,
1.63 0.35 89.10% 93.20%
DEPARTMENT VIEWS
e S ] &
=S \3 <2,
e 8 e (1]
Commurications Customer Service Engincering Excutive Fild Operations

Emails 10 infoap,
Processed Wihin

ot G 100.00% 12,973 1,988

Finance Human Resources Management Water
Information Systems Treatment Plant

Numi

]

2208  Dovolped by et
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If | was in your shoes........

» Look for innovators
» Mine strategic plans
» Offer to perform jomt experments “mnovations”
» Develop a go to market strategy that aligns with

Srategy Gﬂ ge [movation Hformamce

46



Thank You!!

Contact

Rich McGillis
513 673 9354
rmcgillis@raftelis.com
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