
Customer Information System 
 Replacement Project

http://www.ci.austin.tx.us/water


• Replacement Project Overview

• Customer Benefits

• Business Benefits 
• System Transition Plan

Agenda
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Replacement Project Background
• Current Billing System

– Used to bill for all utilities, solid waste services, 
transportation and drainage

– Vendor prints and mails customer bills
– Provides Online Customer Care

• Reasons for Replacement
– 12+ year old legacy system
– New technology offers enhanced functionality
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Replacement Project Overview

• Cross-Departmental Team

• 2100+ requirements identified

• Requirements list compared to industry standard

• Goal was to have a flexible, configurable system
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Replacement Project Overview

• Selected Oracle’s Customer Care & Billing 
(CC&B) system (v 2.3.1)

• Vendor hosted, web-based solution

• Meets requirements, with off-the-shelf product

• Other CC&B Users

• IBM is the implementation vendor

PG&E, NICOR (Gas), Las Vegas Water, BG&E
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What will the new system provide?

Modernization of the City of Austin’s utility 
billing processes 

Increased Productivity

Compatibility with other City systems and 
seamless access to information

Scalability

Enhanced Customer Service 

Expanded internal business controls to 
ensure that the City complies with 
regulatory requirements
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What CC&B Offers Our Customers

Better customer service from the City Utilities

Enhanced Account Management Strategy

Easier Access to City Utility Services

More Timely Billing
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Transportation         $1.50

Sample Web Page 
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Sample Utility Bill
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Sample Utility Bill
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What CC&B Offers Our Business

Better customer account 
tracking

More timely revenue reporting

Automation of many currently 
manual tasks

Improved security

Supports new rate structures
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CC&B Functionality

New functionality at go-live includes:

–Integration with IVR and outbound dialer

– Enhanced customer self-service options through 
integration with the IVR and Website

–Redesigned Customer Care Website

–Automatic bank drafting payment plans

–Flexible payment plans

Additional functionality planned for 
after go-live
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Key project milestones

Deployment Phase Activities
–Internal and external communications
–Final end user acceptance testing
–Dress rehearsals
–Proactive Risk Assessment
–Outcomes measured against go-no-go criteria
–Executive approval for “Go-Live”

Configuration
June 2009 – December 2010

Stabilization
+/- 6 months

Deployment
January 2011 – Late 

Summer 2011
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Question and Answer
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Billing Functions Included in CIS

Net Metering

Pre-pay Meters

Customer Selected Due Date

Rebate & Incentive Program

Water Conservation Products

Merchandise

Alternative Water Sources

Chilled Water

Distributed Energy (Steam)

Infrastructure Rental

Real-time or Dynamic Billing

Time-of-Use Billing

Group Billing

Electric

Water

Wastewater

Solid Waste

Recycling

Transportation User Fee

Drainage Fee

Reclaimed Water

Evaporative Loss

Green Choice Program

Automatic Bank Draft Payment Plans

On-line Customer Care

Electronic Bill 
Presentment & Payment

Landlord Continuous Service

Levelized Payment Plans

Deferred Payment Plans

Time-of-Use Billing (Limited)

TODAY FUTURE
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Project Status Summary

Key Phase Milestones Plan 
End Date Status and MitigationProject Goal

Few/No Issues Issues of Which
to Be Aware

Issues Requiring 
Immediate AttentionG Y R

Improving Stable Worsening

Status Highlights – Overall 

Project 
Governance: Resources:

Team Morale:

Architecture:

Schedule:

Scope:

Transition 
Readiness:

Change 
Management:

Hosting 
Stability:

Build:

Conversion:

Testing:G

CIS Replacement implementation by April 4, 2011
* Print and Mail  Bills                 * Get reads into CC&B and book 
revenue
* Provide CSR tools needed     * Provide Web tools for external 
customers

* Provide a foundation for the future

G

G

Design, Build Phase MAW 02/04/10 - Complete

Converted Data Delivery 09/20/10 - Complete

System Testing Complete 08/25/10 - Complete

Wave 1 and 2 Interfaces Complete 11/08/10 01/31/11 Build and testing in 
progress 

Integration Testing Complete 12/03/10 03/06/11 Testing in progress 

Training and Support Materials 11/30/10 - Complete

Design Build and Test Complete 12/03/10 02/07/11 In progress

UAT Begins 12/10/10 03/07/11 Not started

Wave 3 Interfaces Complete 12/10/10 01/31/11 Build and testing in 
progress 

Portal development Complete 02/15/11 02/15/11 On track

CC&B UAT Complete 02/28/11 03/18/11 Not started

Portal UAT Complete 03/16/11 03/16/11 Not started

Dress Rehearsal #1 01/31/11 02/14/11 Not started

Dress Rehearsal #2 02/28/11 03/07/11 Not started

Go-Live 04/04/11 04/04/11 At risk, Mitigate Issues

Budget Status 
Services and Software through 

December is $24,764,316
Expenses through November 

travel are $1,468,421 ($2,745,785 
budgeted through November)

Amounts paid to MBE/WBE 
through December – $8,949,434

Key Activities/Issues/Risks

G

R

Y

R

R

R

Scope shown as worsening to provide 
awareness of several new PCRs in work and the 
expectation of being available at go-live.  SRB 
action requested: none

Resources are still a concern; all known 
resource needs have been filled; additional needs 
are dependent on findings within current work 
underway. City audit reducing available 
resources. SRB action:  none

Architecture Yellow: recent PCR for Dev/Test 
environment changes.  Work not complete.  SRB 
action: none

Schedule Red: no margin for error or delay.  High 
number of remaining activities, primarily in area of 
interfaces with CC&B. SRB action:  acute awareness to 
help mitigate teams potential barriers/challenges

Build Red: interface effort and testing with CC&B; 
unknown levels of effort/dates.  SRB action: same as 
above

Conversion changed Green to Yellow:  multiple Test 
Problem Reports (TPRs)—software defects—occurred.  
SRB action:  none.

Testing Red:  compressed timeline due to project 
delays.  Testing approach has to be revisited. SRB 
action: review plan and dates

New 
End Date

G

G

Y

Y
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Go Live Communications Plan - DRAFT

SAMPLE CUSTOMER COMMS PLAN
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