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Indianapolis Water Partnership 
Produces Big Results 

Executive Summary 
In 2002, the City of  Ind~anapolis acquired the assets of  the waterworks and selected 
Veolia Water North America to  operate and manage the entire Indianapolis Water 
(IW) system, including its subsidiaries.This marked the start of  the largest public-pri- 
vate water partnership in North America. 

With the creation of VWI, the City ensured that the waterworks system would 
receive the global expertise of Veolia Water while maintaining local control and over- 
sight. VWI has made great strides in just two years t o  prove itself as a worthy and 
trusted partner in the community. 

The 20-year contract allows both the City and VWI to  make investments in the 
waterworks infrastructure, technology, people and the community. With a unique fee 
structure, including performance-based incentives, continual improvement is in 
everyone's best interest. 

Partnership Incentives 
The City included 37 incentive criteria as part of the management agreement to pro- 
vide outstanding service to i t s  customers. VWI is responsible for operating towards 
achievement of those established criteria, identified in the following areas: 

> Customer Service >Technical, Operations and Maintenance ( 0  & M) 
>Water Quality > Caring for the Community 
> Capital Projects 



Key Highlights When VWI began prov~d~ng the 
full range of customer services from The Customer Service depart- > Overall customer satisfaction n o w  exceeds bill creation, call center, remittance ment has worked hard to  pro- 

the national average for utilities.The 2004survey processing and collections for IW In v~de  quality service t o  cus- 
tomers and cl~ents by prov~d- results showed a 10 point increase over 2002 2o02,we began implementing tech- 
Ing outstand~ng service to a results (83% in  zoo4,73;% in 2002). nology and management tools to 
diverse set of constituents system imprOvementsl better manage the customer 
Overall customer satrsfact~on management processes! 2417 access~trainlng processes, Pr~or to this t ~ m e ,  most of 
IS now above the nat~onal aver- and many additional measures have created a the customer service processes were 
age for u t ~ l ~ t ~ e s ,  accord~ng to complete customer care culture. manual, d ~ f f ~ c u l t  t o  quant~fy and 
the annual customer sat~sfac- > B i l l  accu racy ,  n e w  p a y m e n t  m e t h o d s ,  measure, w ~ t h  l ~ m ~ t e d  technology 
t ~ o n  survey conducted by an improved reporting and accurate meter reading deployed The most s~gn~ f~can t  tech- 
~ndependent f ~ r m .  The 2004 has been delivered through quality-assurance nology enhancements developed 
survey showed an increase in measures. and implemented slnce May 2002, 
overall customer satisfaction that have had the most s~gn~ f~can t  
from the previous two years - posit~ve ~mpac t  on VWl's perform- 
83% in 2 0 0 4 , 7 6 %  i n  2003 and 73% in 2 0 0 2 .  ance ~nclude. 

The most s~gnif~cant management processes that led to  Automat ion o f  t he  customer bi l l  payment research 
the Improved customer satisfact~on rating Included function, ~mplemented by u t i l~z ing  our rem~ttance pro- - Call center management reports developed and ~ m p l e -  cesslng partner's technology which resulted in streamlin- 

mented for call center agents, includ~ng Ing t h ~ s  task f rom hours t o  minutes, resul t~ng In faster 
product~v~ty report response t ~ m e  t o  customer ~nqu~r ies 
questron and answer monitor~ngform Help desk function improvements add~ng  the capabill- 
coaching form t y  t o  t rack t roub le  t ickets and bet te r  manage the  

These ~nd iv~dua l  reports, along w ~ t h  add~ t~ona l  ~nforma- process, thus lead~ng t o  less down t ~ m e  for the call center 
t ~ o n ,  are compiled ~ n t o  a contact center report which agents. 
allows management t o  see dally performance and track Conversion t o  Smart Suite bill ing system that el~minated 
trends affect~ng customer servlce most paper processes and allowed for more t~me ly  access 
We invested in employees by prov1d1ngi60 hours of tra~ning to  c r~ t~ca l  informat~on,such as status offield and distr~bu- 
for each new agent and on-golng t r a ~ n ~ n g  for e x ~ s t ~ n g  t ~ o n  work orders and bad debt ~n fo rma t~on  read~ly ava~l- 
agents, ~ n c l u d ~ n g  refresher training for seasonal ~ n f o r -  able on a shared drive for employee access Also enabled a 
mat~on. In add~t~on, a t r a ~ n ~ n g  manual has been deveoped more user-friendly blII format t o  be ~mplemented w ~ t h  
and Implemented t o  ensure consistency among the  more opt~ons for customer messaging 
contact center staff Development of  the expertise t o  produce, refine and cus- 

tomize reports that enable us t o  be responsive to  cl~ent's 
The customer servlce lobby closure was successfully com- chang~ng needs for data 

pleted with few d~sruptions or compla~nts. New and more con- - Improved customer access Into the call center by increasing 
venient ways for customers to  pay the~ r  b~l ls  have been estab- the number of l~nes and capacrty by upgrading the phone 
Itshed through electron~c methods such as pay by phone and sw~ tch  technology lnstal lat~on o f  the Interactwe Voice 
~nternet payments. Other new payment opt~ons include Un~on Response system now enables customers to  access some 
Federal Bank locat~ons as well as ACE Check Express All of account data 24 hours a day, seven days a week, w ~ t h o u t  
these payment optlons are expla~ned ~n a newly developed ta lk~ng to  a l~ve agent.The upgrade also prov~des manage 
brochure called "12 Easy Ways to Pay". ment the ab111ty t o  change messages at any time 

To ensure better b ~ l l ~ n a  accuracv,a aualitv assurance arouo 
2 .  8 , L, 8 

was established. ~eters-are now being read two days ahead 
of the bill date.This has heloed to  eliminate recordable meter 
reading errors by giving mbre time to  research and resolve 
issues. 

> Exceeded zoo4 goal for incoming ca lk  answered 
wi th in 30 seconds. Goal: 82% Achieved: 82.7%. 

> This goal was achieved while answering a tota l  o f  
616,092 incoming calls for all clients in 2004. 



Our call center reporting software, Symposium, offers the 
ability t o  better analyze workload, providing more flexibility 
in scheduling employees, adding skill-based routing func- 
tionality and minute-by-minute incoming call center data 
displayed on the call center floor. 
Utilizing technology from Experian has allowed for improved 
credit checking and positive identification o f  customers, 
thereby increasing billing accuracy. 
By using internet technology, customer service agents are 
able t o  more  rapid ly respond t o  customer inquir ies.  
Customers are able t o  enter account information into the 
system prior t o  speaking wi th an agent,thus reducing call 
time. 
New network management has been installed that provides 
our Informat ion Technology department t h e  abil i ty t o  
remotely monitor all activity and traffic on the system in 
order to proactively detect and prevent possible problems. 
A backup facility generator was installed at the call center 
t o  provide uninterrupted delivery o f  power t o  the call cen- 
ter and data center in the event of local power outage. 

WATER QUALI 

VWI accepted the challenge of  resolving significant taste and 
odor problems related to  algae growth in the drinking water sup- 
ply reservoirs. In 2002,  VWI implemented several initiatives to  
mitigate objectionable taste and odor events caused by the 
growth of nuisance algae in the water supply reservoirs. An 
extensive reservoir monitoring program was initiated to monitor 
conditions on the supply reser- 
voirs. This was coupled with a 
proactive algaecide treatment 
program to  mitigate nuisance 
algal growth before develop- 
ment of  severe blooms. In addi- 
tion, extensive testing was con- 
ducted t o  evaluate the most 
effective powdered activated 
carbons for removal of taste and 
odor causing compounds within 
the treatment facilities. These 
tests resulted in changes in the 
type o f  carbon used at the facili- 

Algal Related Taste and Odor Customer Complaint Calls 
lndianapolis Water I 800 1 1 

Start of VWNA Contract 
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t ~ e s  VWI continues to seek ~mprovements In its reservoir mon- 
ltorrng and treatment program through ~ t s  long-term research 
partnershlp wlth IUPUl Through t h ~ s  Integrated approach to  
monitoring, evaluating, treatlng and cont~nually improwng, 
VWI has slgnlficantly reduced the number of taste and odor 
related customer compla~nts. 

The IUPUl partnershlp IS proving to  be a huge success, not 
only In provldlng technical expert~se to  develop watershed 
management strategies, but In leveraging other fundlng 
sources for Improving Indianapohs source water quality and In 
developing a techn~cal center of expertise at the unlverslty. In 
2004, the unlverslty added three new faculty pos~tlons In the 
water resource management area largely due to  the stability 

offered by VWl's long-term commit- 
ment. The research and development Key Highlights 

> Reduced taste and odor compla~nts from 501 In 
2001 t o  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 w i t h  advocates and 
agencies. 

> S250,ooo annua l  i nves tmen t  In  Ind iana 
University Purdue University lndianapolis (IUPUI) 
research partnership 

activities currently undertaken 'by the 
partnership are associated wi th 
understanding, modeling and predict- 
ing reservoir water quality and how 
the water quality may be impacted by 
various management practices. 

VWI has worked closely with the 
Technical Advisory Group (TAG) on a 
variety of complex operational and 
water quality issues.The TAG is made 
up of scientists and engineers repre- 
senting local industries, environmen- 



tal organizations and universities, who provide a forum for discussion 
and evaluation of technical and policy issues.TheTAG has taken up top- 
ics ranging from long-term capital planning to comply with futurewater 
quality regulations, t o  reservoir management to minimize taste and 
odor issues, t o  proper response procedures in the event of certain water 
quality questions or concerns. VWI has included international Veolia 
Water experts as well as outside experts and regulatory personnel in 
meetings on specific topic areas where their involvement proved to  be 
beneficial. The TAG discussions have resulted in improved relationships 
wi th local community environmental advocates and wi th regulatory 
agencies. 

SAFETY 

Continuous employee t r a ~ n ~ n g  has assisted in reducing the number of 
Incidents. VWI has reduced the recordable Incident rate an average of 
77% over a lo-year hlstory 
compared w l th  the water K,~ Highlights 

Industry rate reduction > The recordable incident rate o f  7.07 
of  4 1% peryear over the same for  zoo4 was the al l - t ime best 
tlme perlod safety record for the util ity in the 

We reduced the recordable past lo years. 
incldent rate 22% In 2003 and 
18% in zoo4 when compared 
wlth theyear prevlous The recordable ~ncldent rate of 707 for 2004 was 
an all-time low for VWI 

We delivered over so tralnlng sesslons and classes on a varlety of top- 
ics including conflned space,asbestos awareness,vehlcle safety and oth- 
ers Four new guldance pollcles were developed and Implemented and 
the first-ever employee evacuation d r~ l l  was conducted 

2001 10.4 
2002 9.82 
2003 8.64 6.6 
2004 7.07 not available not available 



CAPITAL PROJECTS AND IN 

Key Highlights Under previous management 
> Caps in the system were closed of IWlca~l ta I  projects were prl- 

using proactive capita] projects. ~ ' i t ized differently. VWI has 
> Capital projects reduced main identified projects 

breaks and other service interrup- whlch lmprove the system's 

tions. efficiency and reliablllty and 

>sys tem re l iab i l i ty  has  been "eetfuturewater quality reg- 

improved, in large part, because of ulatlons. Typ~cally these proj- 

capital projects completed under 
ects lmprove the redundancy 

VWl's management. and flex~b~llty of the system. 
Our project's prlorltles are 

> Executed $46.2 million of capital focused on and 
projects in 2004. water qual~ty. As a result,these 

projects lmprove the system's 
operating effectiveness, long term rellab~llty and Improve customer rela- 
tlons Examples include: 

30 projects totaling approximately 30 miles of main were ldentlfled 
and approved for constructlon These projects close gaps in the system, 
Improve the hydraulic efflclency of the system and reduce the number 
of dead-ends that can potentially contribute to water quallty issues. 
Over the past two years, 22 projects have been identified and con- 
structed that replace those segments of main with the highest number 
of mainfailures.These fa~lures result In servlce ~nterruption,damage to 
Clty Infrastructure such as sidewalks and roads, and loss of water In 
the past, these projects had not been a priorlty VWI has Identified a 
number of locations that, wl th coordination wlth the lndlanapolls 
Department of Public Works, will allow an extended Ilfe to thelr publ~c 
lmprovements. 
Four, one-m~lllon-gallon elevated storage tanks are being constructed 
to  improve system reliability and allow the existlng Infrastructure to  
meet peak system demands 
lmprovements are being made to  the existing filters a t  the Whlte Rlver 
and Fall Creek treatment plants that will reduce the requirements for 
backwash water and Increase the available supply. 
An expansion IS underway at Gelst Statron to  increase this plant's 
capacity by 4 mlllron gallons per day 
Slgnlflcant lmprovements have been Identifled at the White R~ver 
Treatment Plant The improvements address infrastructure that will be 
unable to  meet upcomlng water quallty regulations and slgn~flcantly 
Improve the rellablllty of thls source of supply The lmprovements 
~nclude the constructlon of a new water Intake structure for this faclll- 
ty, reducing the dependency on the canal as a source of supply and 
upgrading the sedirnentationlflocculation basins to  insure adequate 
water quality prior to filtration. 
A new residuals handling facility was created to eliminate water treat 
ment plant disposal to the Indianapolis sewer system. 
Major pipeline contracts involving neighborhoods with contaminated 
wells were completed. Cooperation with the Marion County Health and 
Hospital as well as the Indiana Department of  Environmental 
Management to  install water lines and new customer services and 
close contaminated wells occurred to prevent future access. 
An investment in SCADAItechnology improvements in zoo3 enhanced 
chemical and power management through better data collection, 
increased online monitoring and improved trend analysis. 



In order t o  asslst the C ~ t y  In d e t e r m ~ n ~ n g  t h e ~ r  cap~tal  to assess potentla1 waterqual~ty degradatron w l th~n  the d~st r~bu-  
f~nanclal needs and avo~d unexpected cap~tal requests tion system A new control room was constructed at the Whlte 
d u r ~ n g  the year, VWI has consistently identified critical Rlver Treatment Plant to  upgrade the control and rel iab~l~ty of the 
capital projects in the Capital Plan and has ach~eved both treatment process. In add~tion,thecontrol room included an oper- 

ator Interface for controlhng pumps and valves throughout the 
d~s t r~bu t~on  system to prov~de an alternative locat~on for these 
operat~ons. 

TECHNICAL OPERATIONS & MAINTENANCE VWI successfully implemented Synergen in September 2003 

Synergen IS an Enterpr~se Asset and Work Management system 

VWI has Implemented operational and distr~but~on system (EAM) Computerized Maintenance Management System 

mod~f~cat~ons to  improve water pressure to  areas of the IW (CMMS) that allows comPanles to optlmlze asset performance 

system prone to  experlenclng low pressure Using pressure and reliability. Through the use of the CMMS, mafntenance Pro- 

mon~tors installed grams are streaml~ned and the full l ~ f e  cycle of the asset IS 

w ~ t h i n  the distri- Key Highlights taken rnto consideration. Synergen IS a web-structured pro- 

b u t ~ o n  network, gram that allows projects to  share Information to improve 
> VWI has increased efficiency in the system efflclency, VWI cont~nua l ly  

mon~tors pressures through the use of technology. Ma~ntenance costs were more accurately captured and 

at key locations. > Water quality has been in~reased with the reporting t o  the d e n t  was greatly Improved Preventwe 

The number o f  use of alternative treatments. Ma~ntenance (PM) tasks were generated based off calendar 
o c c u r r e n c e s I n  >Pr~Jectmanagementtechnolog~hasbeen dateand/orrunt~me.ln~tial lythePMweredevelopedfrom 

2003 and 2004 in streamlined for more effective tracking. past practice, but wlth the implementat~on of Reliability 
w h ~ c h  the pres- 
sure at any o f  
these locations dropped below 30 psi was reduced by an aver- 
age of over 40% from the number occurring in the baseline 
year of 2002. This reduction was due to  a combination of rec- 
ommending and implementing distribution system infra- 
structure improvements in certain critical areas, and ensuring 
that the pumping system is operated in a manner to  minimize 
even momentary low pressure occurrences. 

VWI has made process adjustments in several areas to  pro- 
vide more efficient operation and improved water quality. 
Modifications were made at the Fall Creek and White River 
treatment plants to  provide alternative locations in the sur- 
face water treatment process to  blend groundwater.The alter- 
nate blending locations provide additional flexibility to  opti- 
mize the coagulation and filtration processes at the treatment 
facilities. In addition, VWI has switched from the use of low 
concentrations of chlorine as a pre-oxidant during warm- 
weather periods to the use of sodium permanganate. This 
change has reduced the formation of disinfection by-products 
in the treatment process, thus improving water quality deliv- 
ered to Indianapolis customers. 

VWI has implemented several upgrades to its monitoring 
and control systems in both the treatment plants and in the 
distribution systems. Several process monitoring instruments 
were installed online in the treatment process to  provide addi- 
tional continuous, real-time monitoring. In addition, online 
water quality instruments were installed at critical locations 

centered Maintenance (RCM), the frequency and scope of 
the PM are changing for improved asset management. 

RCM is a process used to determine what maintenance activi- 
ties should be done to  an asset t o  ensure it operates at the user's 
expectations throughout its life. RCM uses seven separate activi- 
ties to  identify what should be done to  properly maintain an 
asset. VWI has analyzed over 20 separate processes throughout 
the overall system. Many predictive tasks have been established 
and the results have been favorable. 

The process of continually inputting facility information into 
the water system Global Information System (GIS) has improved 
since VWI began management of the system. The process has 
been streamlined by using technology, improved project tracking 
system and commitment to  ever decreasing deadlines. Global 
Position Systems are being used to  speed data entry as well as 
increase the accuracy of locating each fitting, valve, fitting and 
pipe. The project tracking system helps all know when projects 
are ready for the next step.Total number of projects added to  GIS 
between 2002 and 2004 was 2,090. 
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CARING F 

VWI has one of  the best MBEIWBE programs in Central 
1ndiana.The program engages the services of  many local and 
national firms and aggressively courts MBE's and WBE's for 
ongoing projects. With these firms now responsible for more 
than 31% of subcontracted work for 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 goals in the MBEIWBE program. 

Key Highlights 
> Central Lndiana minority and women business 

owners single outVWl's MBE/WBE program as 
one of the best. 

> VWI has contributed more than $2 mill~on to  the 
community since signing the contract. 

> Community service and volunteerism is prac- 
ticed by VWI employees starting w i th  senior 
manage ment 

With 31% of total expenditures coming from MBEIWBE ven- 
dors,we almost doubled the goal of 16%for the year.We were 
also able t o  successfully establish mentoringrelationships 
wi th several MBEIWBE vendors, leading to a nomination for 
the Mayor's Celebration of Diversity Awards in 2004. One of  
the goals of the mentoring program with our MBE and WBE 
vendors is t o  elevate them from second tier vendors t o  prime 
contractors and we are proud to  say that over the past two 
years, two of  our second tier vendors have become prime con- 
tractors. VWI is also proud to  have increased the number of  
certified MBEIWBE's last year. 

The MBEIWBE Review Committee that was established 
immediately after VWI was awarded the contract t o  operate 
and manage the assets of  IW is a key reason that the incen- 
tive goals have been met and exceeded for the past three 
yeari. The committee meets quarterly and reviews the 
progress of the MBEIWBE Local Services Plan. The plan was 
put in place as a road map to success for the program. 

The committee consists of MBE and WBE business owners 
and members of  organizations such as the lndiana Regional 
Minority Supplier Development Council, lndiana State 
Hispanic Chamber of  Commerce, Nat~onal Association of  
Women Business Owners and the City's Department of  
Admin~stration. 

Keeping money local was another important factor in the 
City's decision to purchase the waterworks assets.VWI is sen- 

Citizens Advisory Group 
The Citizens Advisory Croup ("CAC") is organized to: 

Establish a medium for communication and feedback on 
issues relating to  the services provided by VWI to customers 
of lW. 
To provide advice toVWI in the areas of  communication with 
customers, customer service, satisfaction, and water quality. 
To serve as a sounding board through which VWI'S manage- 
ment can communicate ideas, rationale, and explanations 
regarding VWl's policies and actions to  customers. 
To serve as a medium where customers can express their 
needs and concerns on the services o f  VWI in the areas o f  
customer service and satisfaction, and water quality. 

The CAC is an unincorporated volunteer group, comprised of 
twenty water customers with a direct stake in water quality and 
supply issues, plus two VWI employees. An annual CAC survey is 
performed to  assess the members and their satisfaction with the 
forum. 2004's survey resulted in a nearly 92% satisfaction rate. 

Community Involvement 
As part of i t s  contractual agreement with the City,VWI agreed to 
significant community involvement in Indianapolis. Since the 
contract began,VWI has contributed more than $2 million to local 
not-for-profit organizations. This includes multi-year commit- 
ments to the world's largest children's museum, The Children's 
Museum of Indianapolis as well as Martin University, Junior 
Achievement o f  Central lndiana and the Purdue University 
Science Bound program which is a program that provides oppor- 
tunities for Indianapolis Public School students t o  earn full schol- 
arships to study careers in the engineering, math, science and 
technology fields and to  promote diversity in these underrepre- 
sented academic areas. 

VWl's community involvement also includes a major educa- 
tional outreach component t o  provide Water Boxes to all of the 
schools in the IW service territory.The Water Box is an education- 
al tool for grades 4-6 designed to  be a hands-on student activity 
t o  teach students about water and the water cycle.The Water Box 
is a safe, simple way to teach all the fundamentals of water. There 
are currently more than 140 water boxes being used by schools in 
the IW service territory t o  teach students about the earth's most 
valuable resource. 

sitive to this issue and strives to use local providers whenever 
possible. Utilization of local providers for the purchase of 
goods and servicesfor all facets of capital and O&M account- 
ed for 94% of  the expenditure dollars for 2004. 



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: 

CARING FOR E 

Employee Relations 
VWI recognizes that the 400 individuals employed with us are the 
backbone and lifeblood of  the Indianapolis project. Employees are 
encouraged t o  participate in community service projects through 
the VWI employee volunteerism program which recognizes employ- 
ees who give back to  the community. Employees also have the 
opportunity t o  participate in community events such asThe Race for 
the Cure, the Indiana State Fair and the Race Against Prostate 
Cancer with fellow co-workers. 

VWI also supports various employee activities.The activi- 
ties are determined by a committee made up of employees 
representing the departments of VWI. Activities include 
golf tournaments and leagues, a bowling league, fishing 
tournaments, softball leagues and more. Each year, 
employees and retirees are invited to  a VWI sponsored 
health and wellnessfair where they receive valuable med- 
ical tests such as cholesterol and glucose level checks at no 
cost. VWI also gathers employees and retirees each sum- 
mer for a fun-filled cookout on the grounds of  the 
Indianapolis Water General Office. 

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



Veolia Water Indianapolis, LLC ' 
1220 Waterway Boulevard 
Indianapolis, Indiana 46206 
317.631.1431 
www.indianapoliswater.com I 

W A l  i H  
P A R I N E K S i l l P  
C O U N C I L  


