
 

 

  

City of Clearwater 
RFP #20-24 

Cayenta UMS Database & Report Migration Services 
 

February 21, 2024 
 

 



RFP 20-24  

©2024 Whitlock Consulting Group | Subject to Contract Page 2 of 31 

Contents 
TAB 1 – Letter of Transmittal ......................................................................................................................... 3 

TAB 2 – Quality/Range of Experience and Services ................................................................................... 4 

TAB 3 – Program Description and Method of Approach ........................................................................ 14 

TAB 4 – References......................................................................................................................................... 21 

TAB 5 – Cost of Services and Schedule ....................................................................................................... 23 

TAB 6 – Long-Term Support and Maintenance Options ......................................................................... 25 

TAB 7 – Other Forms .................................................................................................................................... 26 

 

  



RFP 20-24  

©2024 Whitlock Consulting Group | Subject to Contract Page 3 of 31 

TAB 1 – Letter of Transmittal 
City of Clearwater 

Attn: Procurement Division 

100 S Myrtle Ave, 3rd Fl, Clearwater FL 33756-5520 

 

Whitlock Consulting Group, LLC (DBA: WCG Consulting) is pleased to offer our proposal to the 
City of Clearwater to provide Cayenta UMS Database and Report Migration Services with the 
anticipated timeline of May 2024 – April 2025. 

WCG is highly qualified and well-suited to serve the evolving needs of the City as you migrate your 
CIS database, harness efficiencies of a new reporting system, perform exhaustive testing to ensure a 
like-for-like upgrade, and enhance existing business processes. 

WCG employs senior-level industry leaders who have diverse and pertinent experience working as 
utility leaders, CIS and report end-users, software developers, report developers, system integrators, 
and now as technology management consultants. Our consultants have a wide variety of utility 
business, software vendor, and information technology experience and possess the ability to lead and 
the drive to achieve results for our clients. 

WCG’s proposed team consists of Dustin Keith (Project Manager), Sarah Warth (Business Analyst), 
Matt Barton (Technical Advisor), and Frances Nordin (Report Writer). This proposed team is made 
up of prior Cayenta end-users, a former utility CIO who led his utility through a very similar migration, 
and a previous Cayenta employee who worked in BI and developed reporting and analytic tools for a 
multitude of Cayenta customers. Therefore, we bring deep Cayenta-specific configuration and process 
expertise, a full understanding of technical environment best practices, and a proven approach for 
providing project management and guidance, facilitating discovery, eliciting and documenting 
requirements, and managing testing, training, and change management. 

WCG has developed a diverse client base of utilities varying in size (50k-750k accounts), services 
offered, business requirements, strategic initiatives, and culture. We take pride in our work and 
reputation, which is reflected in being 100% referenceable by our clients. 

As WCG’s Founding Partner, I have reviewed the solicitation and addenda and am authorized to 
negotiate and execute contracts, representing WCG as the primary contact regarding this proposal. I 
look forward to the City’s evaluation of our experience, project approach, references, and personnel. 
Please do not hesitate to contact me with questions or for additional information. 

 

Sincerely, 

 

Michael Whitlock, Founding Partner 

WCG Consulting | www.wcg-consulting.com 

  

http://www.wcg-consulting.com/
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TAB 2 – Quality/Range of Experience and Services 
1. A statement of qualifications, abilities, experience, and expertise in providing the requested 
services. 

a. A description of what qualifies your company, financial and otherwise, to provide the City 
with these services for the required period of time, provide appropriate staffing, provide 
necessary resources and show a history of demonstrated competence. 

Whitlock Consulting Group (WCG) was founded in 2013 in response to the industry’s need for a 
higher value-add consulting and advisory service firm that focuses on identifying, measuring, and 
delivering operational improvements and customer enhancements. WCG has been utility focused 
since our inception, providing a full-service offering including client advisory, software selection, 
implementation assistance, project management, change management, and process engineering. We 
have worked as technical consultants assessing, selecting, implementing, and supporting various 
systems, including but not limited to Customer Information System (CIS), Customer Self-Service 
(CSS), Customer Relationship Management (CRM), Enterprise Resource Planning (ERP), Financial 
Information System (FIS), Human Capital Management (HCM), Payroll, Time Keeping, Asset 
Management, Meter Data Management (MDM), and Mobile Work Management (MWM). 

Our expertise has been built through providing consulting and advisory services for needs assessment 
/ gap analysis, software selection and RFP leadership, implementation and upgrade assistance, project 
management / project quality assurance, organizational change management (including testing and 
training management), and process engineering, all with an eye toward continuous improvement. 
These projects are specifically molded around each client’s core processes, needs, business objectives, 
and strategic vision, enabling those clients to be intentional and strategic in their path forward. We 
apply decades of industry and software experience to identify and deliver optimal, client-specific 
solutions.  

WCG’s client engagements stretch across North America and range in size from $27 million to $3.4 
billion in annual revenue with populations ranging from 20,000 to 2.4 million. Our utility clients span 
municipalities, public utilities, investor-owned utilities, private boards, and co-operatives and cover all 
utility services—water, wastewater, stormwater, solid waste, gas, electric, and telecom/broadband. In 
particular, 22 of our last 27 clients are mid-market water utilities. 
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While WCG’s client experience is diverse in terms of size, service territory, services offered, 
technology / system environment, business requirements, strategic initiatives, and culture, one 
consistency is that each of our clients is 100% referenceable. WCG enables our clients to work smarter 
and interact with their customers more effectively. We develop strong relationships with our clients 
to understand their strategies, current challenges, and future initiatives. This relationship allows us to 
fully discern our client’s needs and operational requirements and consequently anticipate the 
appropriate aptitude and allocation of resources and responsibilities. 

Our company has developed a niche in the industry as a valued partner of utilities seeking to evaluate 
their current processes and systems, apply industry best practices, improve internal process efficiency, 
and enhance the end-user experience. These improvements are implemented by driving organizational 
alignment, optimizing business processes, identifying digital transformation opportunities, and 
ensuring the successful delivery of new technologies / systems. 

The following table represents WCG’s most recent and relevant project experience, including the 
extent of services we provided for each client. 

 

WCG hires industry leaders who have diverse and pertinent experience, including having worked 
directly for utilities, software companies, system integration companies, and professional service / 
advisory firms. They bring experience assessing, selecting, implementing, and supporting various 
systems and range from former executives, business analysts, solution architects, process engineers, 
and system integrators. 

WCG is an employer of choice that attracts and retains high-caliber employees. We are an equal-
opportunity employer that values and supports diversity and inclusion. It is our policy to provide equal 
employment opportunities without regard to race, color, religion, sex, national origin, age, disability, 
marital status, veteran status, sexual orientation, genetic information, or any other protected 
characteristic(s) under applicable law. WCG prides itself in an effective affirmative action program 
and supports the workforce absent of discrimination among protected characteristics. WCG respects 
all aspects of the EEOC policy applying to conditions of employment, including recruiting, hiring, 

WCG Client Water Utility

Needs 

Assessment &

Roadmap

RFP

Evaluation &

Selection

Implementation

Assistance

Project

Management

Organizational 

Change 

Management

Data Analytics

Anchorage Water & Wastewater Utility Yes X X X X

Burlington Electric Dept. No X X X X

Chugach Electric No X X X X

City of Clearwater Yes X

City of Eugene Yes X

City of Guelph Yes X

City of Idaho Falls Yes X X X X

City of Longmont Yes X X X

City of Orangeburg – Dept. of Public Utilities Yes X X X X X

City of Tampa Yes X X X X X

Clay County Utility Authority Yes X

Clayton County Water Authority Yes X X X

Concord Municipal Light Plant No X X

Conway Corporation Yes X X

El Paso Water Yes X

Eugene Water & Electric Board Yes X X X X X

Fayetteville Public Works Commission Yes X X X

Holland Board of Public Works Yes X

Macon Water Authority Yes X X X X

Manatee County Utilities Dept. Yes X X X X X

Mount Pleasant Waterworks Yes X X X X X

Oakland County Yes X

PNM Resources No X X X X

Rochester Public Utilities Yes X X X X

San Antonio Water System Yes X X X

Seminole County Yes X X X X X

Vermont Gas No X X X
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placement, promotion, leaves of absence, compensation, and training. WCG supports employees from 
different countries by observing international holidays, supporting all FMLA policies including paid 
parental leave, and is proactive in setting up succession plans to promote employee development. 

We have 12 team members and boast 100% employee retention. Employees at WCG represent three 
generations in the workforce along with other representations of protected classes. 45% of WCG’s 
employees are female as well as 45% of employees represent minority ethnicities. Our team of 
consulting experts is spread across the United States (Austin, TX; Charleston, SC; Eugene, OR; 
Lansing, MI; Phoenix, AZ) and Canada (Toronto, ON; Vancouver, BC). Our employees work 
remotely and travel to their respective client locations based on the client’s preferences and project 
tasks. 

WCG consultants have a wide variety of utility business, software vendor, and information technology 
experience and possess the ability to lead and the drive to achieve results for our clients. As an 
organization, we are relatively flat in our hierarchal structure, enabling us to be non-siloed and more 
collaborative in our ideas and our efforts. We strive to utilize those qualities to similarly execute our 
projects. 

 

b. An assessment of the proposer’s abilities to meet and satisfy the needs of the City, taking 
into consideration the requested services, additional services and/or expertise offered that 
exceed the requirements, or the vendor’s inability to meet some of the requirements of the 
specifications. 

Over the last five years, WCG has worked with nine Cayenta clients, providing a range of services 
including needs assessments, project management, implementation assistance, upgrade assistance, 
process improvement, system configuration, administration, report / portal statistic development, 
testing leadership, and training oversight. Our team includes many Cayenta experts, coming from 
utilities that utilized Cayenta, working as Cayenta consultants, and even working directly for Cayenta 
in app con and support roles. 

WCG has an extensive network within Cayenta at all levels (app cons to executives) to ask questions, 
escalate any issues, and ensure the City is receiving the appropriate resource dedication. We also 
believe in connecting our clients with other Cayenta users to share best practices, discuss approaches 
to issues, and learn from those in the same shoes as you. 

Our proposed Project Manager, Dustin Keith, has a proven successful history as a Project Manager 
in overseeing the project deliverables, advocating for the client, and acting as a trusted guide for project 
team members. He will be the primary contact for the City and will engage the necessary team 
members and vendor contacts as appropriate through a successful database and report migration 
project. He will work to ensure that the City’s best interests remain at the forefront and the project 
goals are achieved by working closely with the vendor(s), City, and WCG project team. He will also 
lead all aspects of the statement of work development with Cayenta. Dustin will maintain a detailed 
project plan and schedule, including the responsible party for each task, and provide open and frequent 
communication with all project team members and stakeholders. He has a talent for utilizing effective 
project management concepts, acting proactively to mitigate risks, and reacting positively to changes 
in project specifications, service problems, and people management at all levels. 

Our proposed Business Analyst, Sarah Warth, has an advanced data and reporting skillset, including 
proficiency in SQL and Cognos Analytics. Prior to joining WCG, she worked in Information Services 
at Rochester Public Utilities during their Cayenta implementation. In support of the Cayenta 



RFP 20-24  

©2024 Whitlock Consulting Group | Subject to Contract Page 7 of 31 

implementation, she collaborated with stakeholders to identify requirements, prioritized reporting 
needs, and developed over 250 static and dynamic standard reports / portal stats in Cognos Analytics 
and SQL using billing and revenue, credit and collections, consumption, field services, and customer 
data. Since joining WCG, she has been involved in six of our nine Cayenta projects, including reporting 
and testing leadership at the City of Tampa and Clayton County Water Authority. She is equipped to 
facilitate Discovery sessions to elicit and document business requirements for report development and 
testing, develop and manage a Quality Assurance and Testing Strategy, develop a Training Plan, and 
assist with report generation and documentation as needed. 

Our proposed Technical Advisor, Matt Barton, is a former CIO of an electric and water utility. While 
he was there, he initiated and led an Oracle to SQL database migration project. As part of WCG, he 
has held roles in multiple Cayenta upgrade and implementation projects in both Project Manager and 
Technical Lead positions, including the City of Tampa and Chugach Electric. He brings a wealth of 
technical system thought leadership and guidance with industry best practices. 

Our proposed Report Writer, Frances Nordin, previously worked for Cayenta as an Application 
Consultant and Business Analyst where she led requirement and gap analysis, developed 
documentation and solution designs, and configured application and BI solutions to meet business 
requirements on near identical projects. She has extensive knowledge in business requirement 
development, data analysis, SQL development, report generation, quality assurance / testing, process 
improvement, solution design, and system implementation and integration. As part of the WCG team, 
she has managed testing during Cayenta UMS upgrades, imparted her knowledge to end users via 
training sessions, and taken a lead role in scoping and delivering improvement opportunities, including 
developing database views, portal stats, and analytic tools. As part of this project, she will be available 
on a T&M basis to partner with Sarah in report generation and documentation. 

 

c. A detailed description of migrating databases with emphasis on Actuate report design, 
Cognos report design, SQL servers, troubleshooting, etc. 

An integral piece for a successful Cayenta UMS database migration from Oracle to SQL Server and 
report migration from Actuate to Cognos is a close partnership between the City and Cayenta BI 
developers, which is an area where our Project Manager and Business Analyst will facilitate and 
provide oversight. As a group, we will need to review and inventory the existing structures and 
dependencies of every database view, framework model, custom report, portal statistic, system 
configuration (e.g., Cayenta Report Controls), and integration/interface to determine what and how 
much will be impacted to identify technical requirements. 

On the functional side, we also need to validate and prioritize the existing reports to understand their 
use. While we want to keep the migration a like-for-like as much as possible for testing/validation 
purposes, there may be opportunities to improve reporting logic or presentation to streamline 
reporting and reduce inefficiencies. WCG will facilitate a structured Discovery process to gather 
business requirements and exhaustive end-to-end test scenarios to ensure Cayenta UMS continues to 
work as expected across all functional areas and there are no negative downstream effects from the 
data and report conversion. 

The technical and functional requirements will feed into a Statement of Work with Cayenta, including 
the detailed scope and estimate of effort hours. 
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2. Identification of senior and technical staff to be assigned to the City. Staff named in the 
proposal may not be substituted without permission from the City. Resumes, including 
relevant experience, may be included. 

WCG’s proposed project team is highly experienced and has a strong capacity to deliver. Nothing 
distinguishes WCG more than the quality of our consultants and the experience they share. This 
project will be staffed with individuals who bring successful and proven project and Cayenta 
experience along with utility software process and procedure expertise to your team. We also believe 
that a consultant’s interpersonal skills need to be equivalent to their process and technical skills. We 
take considerable pride in this characteristic, as it enables our consultants to effectively integrate with 
your team, reduce communication barriers, and drive positive change. 

The proposed team members are dedicated to the success of the City and will be available as needed 
for the duration of the project. Our firm guarantees that all project staff will remain committed, 
consistent, and available, as we believe that resource consistency is integral for maximum project 
efficiency. We have already tentatively reserved the future bandwidth of those named in this proposal 
to ensure they will be available as needed during all project tasks. 

WCG will remain flexible with the City throughout the project regarding the balance of work 
completed onsite and work completed remotely. WCG has invested in critical tools, technology, and 
training that allow for a highly effective approach to working remotely by using video conferencing 
solutions, online collaboration and productivity tools, adjusting our technique, and providing 
increased client support. That said, given the nature of this project, we are willing and able to be onsite 
as much as the City prefers, especially during critical project tasks. 

We are proposing the following project team for the City’s Cayenta UMS Database and Report 
Migration project: 

❖ Dustin Keith, Project Manager 

❖ Sarah Warth, Business Analyst 

❖ Matt Barton, Technical Advisor 

❖ Frances Nordin, Report Writer 

Relevant benefits provided to the City by employing the above team of experts include: 

❖ Diversified resources with decades of combined utility experience, including multiple Cayenta 
implementation and upgrade projects. 

❖ Project Manager serving as the main point of contact who will provide consistent end-to-end 
oversight for this project. 

❖ Experienced business intelligence / data analytics and change management professional with 
a cross-functional application and process understanding to effectively bridge the gap as a 
business and technical liaison across all departments and stakeholders. 

❖ Former CIO of an electric and water utility who supported an Oracle to SQL database 
migration project in his prior role, along with multiple Cayenta upgrade and implementation 
projects in both Project Manager and Technical roles since joining WCG. 

❖ Former Cayenta App Con who has worked on near identical projects and is highly qualified 
to provide report generation and documentation as needed. 
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To fulfill the scope of services detailed in the RFP, we propose the following breakdown of 
responsibilities (lead vs. support): 

 

 

Resumes of each proposed project team member highlighting qualifications, key areas of expertise, 
relevant experience from similar projects, and detailed descriptions of how they will support the 
project are included beginning on the next page. 

  

Lead Support

Scope of Services
Project 

Manager

Business 

Analyst

Technical 

Advisor

Report 

Writer

a. Manage a project team with approximately twenty (20) participants. L

b. Develop and finalize a project scope featuring database and report 

migration.
L L S

c. Work with Cayenta to develop a statement of work and quote for 

project services.
L S

d. Develop a strategic roadmap of future enhancements not currently 

within scope of migration project.
L L

e. Project management for SQL migration as well as report 

migration/development.
L

f. Provide an optimized assessment in developing reports. L

g. Provide time and material costs to develop and test reports. L L

h. Develop, manage, and execute a detailed project plan and schedule. L

i. Develop and manage the test plan, including coordination of testing 

activities.
L

j. Coordinate regular and appropriate project status meetings with 

project team, including documentation of meeting minutes.
L

k. Produce monthly and ad hoc project status reports. L

l. Work with stakeholders to develop and document business 

processes impacted by database and report upgrades.
L

m. Provide incident management plan; work with stakeholders to find 

resolution.
L S

n. Provide change management plan; work with stakeholders in 

implementation.
L S

o. Conduct mock go-live sessions. L L

p. Ensure product stability following go live. L L
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DUSTIN KEITH 

Senior Project Manager 

PROFILE 

Dustin started his career in financial auditing 
and corporate compliance and then 
developed into project management and 
vendor oversight. He has 10+ years of 
experience in project management, vendor 
management and oversight, and contract 
and statement of work development and 
evaluation. 

Before joining WCG, Dustin built a career 
in the corporate world working as a Project 
Manager and Auditor for several 
multinational companies and state agencies 
in Germany, France, and the United States. 
As an auditor, Dustin led financial audits and 
compliance engagements, documented and 
reviewed business processes which he 
evaluated for internal control weaknesses, 
and then provided optimization 
recommendations. He has experience across 
various industries, including the public 
sector, energy, infrastructure, automotive, 
and industrial machinery.  

CONTACT 

OFFICE: Phoenix, AZ 

EMAIL: dkeith@wcg-consulting.com 

ABOUT ME 

Dustin enjoys spending time with family and 
friends and staying active by cycling, 
running, and golfing. 

 EDUCATION 

Bachelor of Science in Accounting & Computer Science 

University of South Carolina 

RELEVANT PROJECT EXPERIENCE 

Dustin has provided project management services, conducted needs 
assessments, and developed requirements for the following WCG clients: 

▪ Public Service Company of New Mexico 

▪ City of Idaho Falls 

▪ City of Eugene 

▪ Holland Board of Public Works 

▪ Burlington Electric Department 

PROPOSED ROLE 

Project Manager 

Dustin will provide project management services to manage the tasks, activities, 
and schedule for the project. He has a talent for utilizing effective project 
management concepts and reacting positively to changes in project 
specifications, service problems, and people management at all levels – on both 
the City and vendor side. 
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SARAH WARTH (MBAn) 

BI & OCM Lead 

PROFILE 

Sarah is an experienced business intelligence 
and change management professional with a 
cross-functional understanding. She has a 
passion for innovative problem solving, 
process improvement, testing management, 
training administration, generating analytic 
insights, and strategy and thought 
leadership. Sarah possesses a rare 
combination of business acumen, domain 
and technical knowledge, data analytics, and 
interpersonal skills that enable the ability to 
effectively bridge the gap as a business and 
technical liaison and change practitioner. 

Before WCG, Sarah worked for a municipal 
electric and water utility assisting with an 
end-to-end implementation of Cayenta CIS, 
Cognos Analytics, Utilitec, Paymentus, and 
Smart Energy Water customer portal. Sarah 
also developed over 250 Cognos reports and 
SQL-based portal statistics using billing and 
revenue, credit and collections, 
consumption, field services, and customer 
data. 

CONTACT 

OFFICE: East Lansing, MI 

EMAIL: swarth@wcg-consulting.com 

ABOUT ME 

Sarah loves tackling challenges and meeting 
new people. In her free time, she enjoys 
baking, working out, and enjoying the 
outdoors. 

 EDUCATION 

Change Management Certification 

Prosci 

Graduate Certificate in Training & Development 

Winona State University 

Master of Business Analytics (MBAn) 

Iowa State University 

Bachelor of Arts in Economics & Mathematics 

St. Olaf College 

RELEVANT PROJECT EXPERIENCE 

In her 4 years with WCG, Sarah has led needs assessments, developed 
requirements, written test scripts, managed testing and end-user training, 
leveraged data analytics and reporting, and incorporated organizational change 
management at the following relevant WCG projects: 

▪ City of Tampa 

▪ Rochester Public Utilities 

▪ Clayton County Water Authority 

▪ City of Clearwater 

▪ Manatee County Utilities Department 

PROPOSED ROLE 

Business Analyst 

Sarah will bring a wealth of Cayenta, SQL, and Cognos Analytics knowledge to 
the project. She will lead a structured Discovery process prior to the database 
and report migration to gather requirements for both report development as well 
as manage comprehensive quality assurance testing across all functions. Sarah 
will also develop and facilitate a Test Plan and Training Plan. 
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MATT BARTON (MBA, PMP) 

Senior Partner 

PROFILE 

Matt is a recognized leader in the private and 
public sectors with over 20 years of 
experience as an IT professional in 
leadership, business analysis, strategic 
planning, project management, 
cybersecurity, product development, 
product lifecycle management, enterprise 
architecture, system integration, and 
procurement. 

Before WCG, Matt served as the Chief 
Information Officer (CIO) for Oregon’s 
largest publicly owned water and electric 
utility. During his time as CIO, Matt was the 
project co-sponsor for CIS replacement, 
ERP implementation, Customer Experience 
Enhancement, Work and Asset 
Management System stabilization, and 
AMI/MDMS implementation projects. 

CONTACT 
OFFICE: Eugene, OR 

EMAIL: mbarton@wcg-consulting.com 

ABOUT ME 

Matt enjoys cooking, traveling, and 
volunteering with Court Appointed Special 
Advocates advocating for children in foster 
care. Matt is also the President of the 
Eugene Chapter of the Project Management 
Institute. 

 EDUCATION 

Project Management Professional Certification (PMP) 

Project Management Institute 

Master of Business Administration & Management (MBA) 

Bushnell University 

RELEVANT PROJECT EXPERIENCE 

Matt has led process design, technical requirements, architecture development, 
integration oversight, and project management at the following relevant WCG 
projects: 

▪ City of Tampa 

▪ Chugach Electric 

▪ City of Idaho Falls 

▪ Holland Board of Public Works 

▪ Seminole County 

▪ Mount Pleasant Waterworks 

▪ Manatee County Utilities Department 

PROPOSED ROLE 

Technical Advisor 

Matt will collaborate and advise on the technical aspects of the project, 
leveraging his database experience, including a past Oracle to SQL migration 
project. If desired and to the level that is needed, he is equipped to lead a 
comprehensive analysis and detailed assessment of the utility’s technology 
systems/integrations, provide technical system thought leadership and guidance 
to align technical requirements/improvements with industry best practices, and 
work to integrate and vet considerations for security and resiliency needs, 
environment management, and data conversion. 
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FRANCES NORDIN 

Senior Consultant 

PROFILE 

Frances has nearly two decades of 
experience as an IT consultant and business 
analyst in a solution and results-driven 
environment. She is skilled in leading 
business process gathering and identifying 
opportunities for operational and technical 
improvements. She is well-versed and 
experienced with reporting and interface 
requirements, documenting key values that 
are translated into requirements, and 
planning the design and solutions to meet 
these requirements.  

Frances is a valuable liaison to project 
stakeholders as she encourages 
collaboration and ensures the completion of 
the project scope. Specific project tasks have 
included system configuration, optimizing 
solutions to incorporate business needs, 
delivering business intelligence solutions, 
leading system testing and issue resolution, 
and conducting organizational change 
management and end-user training. 

CONTACT 

OFFICE: Toronto, ON 

EMAIL: fnordin@wcg-consulting.com 

ABOUT ME 

Frances likes solving puzzles, looking for 
solutions, and improving processes. She 
loves going to the beach, hiking, and 
camping with her family. 

 EDUCATION 

Change Management Certification 

Prosci 

Bachelor of Science in Computer Science 

University of the Philippines 

RELEVANT PROJECT EXPERIENCE 

Frances has provided requirement development, configuration oversight, testing 
leadership, end-user training leadership, organizational change management 
services, report development, and project support at the following relevant 
WCG projects: 

▪ City of Tampa 

▪ Orangeburg Department of Public Utilities 

▪ City of Longmont 

▪ Macon Water Authority 
 
Previous Cayenta Clients: 

▪ City of Lexington 

▪ Orangeburg Department of Public Utilities 

▪ Bermuda Electric Company 

▪ Easter Municipal Water District 

▪ Riviera Utilities  

PROPOSED ROLE 

Report Writer 

Frances will leverage her Cayenta expertise to provide report generation, 
optimization, quality assurance testing, and documentation on a time and 
material cost basis to the level desired by the City. 
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TAB 3 – Program Description and Method of 

Approach 
Clearly define the program offered and your method of approach including, but not limited 
to the following elements: 

1. Project Plan/Approach 

WCG’s fresh, client-centric project approach increases efficiency, mitigates risk, promotes stakeholder 
engagement, and drives strategic alignment and successful outcomes during all phases of the project 
lifecycle. The largest factor that drives our projects to success, and distinguishes us from other 
consulting service firms, is WCG’s innovative process-driven project approach that is used to identify 
and synthesize each department’s needs, improvement opportunities, and value drivers. 

We tailor these upgrade/migration projects around identifying requirements through Discovery 
sessions, maximizing functionality and efficiency, bridging the gap between day-to-day process 
requirements and technical/report configuration, developing test scenarios for quality assurance, and 
delivering effective project management and organizational change management. Above all, we seek 
to protect the City’s best interests and empower stakeholders to make educated and strategic project 
decisions. 

Throughout all the tasks, but especially concerning project management and vendor oversight, we will 
serve as a trusted and knowledgeable advisor, providing a verified and steady project plan / approach. 
Our goal is to help the City confidently understand all aspects of the project and successfully guide 
them through the process. 

Our comprehensive project management services encompass people, process, technology, and 
business environment domains tailored to the City’s unique needs. Our project methodology is 
brought to life through our customizable project management toolset that helps drive standardized 
processes and provide project traceability. These tools and templates provide the structure for 
consistent delivery and tracking during all phases of the project, whether working onsite or remotely. 
In addition, this toolset can also be utilized directly by the City and/or Cayenta staff to the extent that 
best fits the team. 

In particular, WCG’s cloud-based project management tool will be utilized for detailed project 
schedule creation and task management and allows for deeper dives into each task to view all 
corresponding information, communication, documentation, activities, and subtasks/dependencies. 
It enables us to closely monitor and facilitate all project activities, such as deliverable sign-offs, 
payment milestone approvals, status reports, business requirement validation, technical requirement 
validation, interface agreements, project risk register, change orders, lessons learned, etc. 
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With that said, WCG does not aim to redefine the vendor’s standard methodology or tools. We will 
flex our approach and tools based on what the City and Cayenta prefer, as they typically use the 
following tools for a project of this nature: 

❖ Caystone for incident reporting/tracking and testing 

❖ Support Tickets for out-of-scope or ongoing issues 

❖ Smartsheet for project schedule 

❖ SharePoint for document sharing 

 

2. Ability to Respond/Scheduling 

The proposed team members are dedicated to the success of the City and will be available as needed 
for the duration of the project. As a result, they are quick to respond and have flexible schedules to 
adjust to the City’s and Cayenta’s staff/scheduling availability and ensure that the City remains a 
priority. 

As a company, WCG only takes on an additional 2-3 clients per year. As individuals, on average our 
consultants are dedicated to 1-2 projects at a time. WCG aims to achieve 100% customer satisfaction 
to uphold our 100% referenceable reputation and lay the groundwork for a strong continued 
relationship. 

 

3. Reporting (provide examples of forms and reports as applicable) 

WCG’s report writers have immense Cayenta, Cognos, and SQL expertise regarding optimization 
recommendations, code development, report generation, quality assurance testing, change 
management/tracking, and documentation. Given that expertise, we are prepared to assess the current 
state of the City’s reports and provide recommendations for updates, consolidation, and efficiency. 
We have developed countless reports and portal statistics for Cayenta projects, a small sampling of 
which you can find on the next two pages. 
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4. Quality Assurance Strategy 

To best support the City when migrating its database from Oracle to SQL Server and its reporting 
system from Actuate to Cognos, we will apply structure and strategy to the quality assurance and 
testing phase. 

During Discovery (expanded upon in Question #5), we will work with stakeholders to develop and 
document all business processes impacted by the database and report upgrade. As a result, we will 
identify supplemental test scenarios that will be paired with the ~500 existing test scenarios for general 
functions that the City has already documented and categorized during previous projects. Most 
importantly with the Oracle to SQL Server database migration, it is critical to perform “day-in-the-
life” or User Acceptance Testing (UAT) to ensure the existing Cayenta UMS functionality and data 
reconciliation has not changed without explanation. 

In addition to the comprehensive test scenarios, WCG will develop and manage a Quality Assurance 
and Testing Strategy (Test Plan) that outlines the testing approach, schedule, and roles and 
responsibilities. During the implementation of the database and report migration, we will coordinate 
all quality assurance testing activities, including organizing the processes and scenarios to be tested, 
test case assignment, resource management, testing management and guidance, comparative analysis 
to ensure the results match what is expected, incident reporting and tracking, status reports, 
conversion monitoring, and collaborating with the Project Manager to track against entry/exit criteria. 

The test scenarios will be formatted (most likely Caystone or Excel) to capture the navigation type / 
test details, functional description, notes, and test status / results confirming successful testing of 
scenarios. Any failed tests will be tied to an Incident in Caystone, then tracked and validated upon 
resolution. 

Finally, before signing off and pushing to production, we will coordinate mock go-live sessions, which 
are integral to mitigating issues in advance, determining go-live readiness, and ensuring quality control 
and product stability following go-live. 

 

5. Process and Requirements Discovery Plan 

Through a series of Discovery Sessions, we will collaborate with the City to determine the scope of 
work by eliciting and documenting all necessary business and technical requirements to successfully 
migrate the database and reports. The end results of this discovery will be requirements that not only 
feed into the Statement of Work with Cayenta, but also determine the final project scope. 

WCG utilizes a proven and methodical Discovery process to fully examine and document each 
functional area and all user requirements for report outputs. Our team will provide a well-organized 
structure of required Discovery sessions broken down by functional area (billing, call center, field 
services, etc.) while balancing the availability of stakeholders and subject matter experts. Through 
roundtable discussions and shadowing sessions, we experience first-hand how the City’s staff uses the 
database and reports, ensuring every stakeholder has been heard. We will also help stakeholders better 
understand both the available options and improvement opportunities as well as potential upstream 
and downstream impacts on current business processes. 

We will document the requirements and opportunities identified during Discovery to add a level of 
traceability for the project, which will be translated into supplemental test scenarios for quality 
assurance testing of functionality during the database and report migration. 
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6. Training Plan 

While this project focuses on database and report migration/conversion, it is ultimately the project 
team staff who carry the load for realizing the benefits of process efficiency and an enhanced business 
experience. At its core, change is about shaping culture—personal behaviors/attitudes and corporate 
policies/directives—not about the specific project or tasks at hand. WCG’s people-focused change 
management methodology focuses on the human and organizational factors associated with the 
project to ensure goals are met by developing an empowered culture that embraces change and 
innovation regardless of the size or complexity of the project. 

We treat organizational change management as an ongoing process tended to throughout the project, 
rather than a one-time event. From Day 1, WCG will integrate organizational change management 
(OCM) tactics into our approach to help your staff become engaged and aware of the future state and 
start building the desire and knowledge to change. This has been proven in our projects to result in a 
higher likelihood of project success and product stability following go-live due to greater project 
visibility, increased staff engagement, and quicker and more complete adoption of the implemented 
changes. 

Even a perfectly designed system is only as effective as the end-user’s capabilities and confidence level. 
WCG will partner with the City and Cayenta to support knowledge transfer efforts by developing a 
Training Strategy and documentation/inventory that details the Cognos report name, 
function/objective, user(s), notes, source code location, and frequency. Examples of prior reporting 
inventories are included on the following page. 

If desired, we can also provide specific training and/or documentation to the City on how to develop, 
modify, or run reports and portals in SQL, Cognos, and/or Cayenta. 
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TAB 4 – References 
A minimum of three (3) references, preferably from other public entities for which similar 
services have been provided within the past five (5) years are required. Include the name of 
entity, description of services provided, contact person’s name, phone number, e-mail 
address, mailing address, type of service provided, and dates the services were provided. 

Below we have highlighted four references from recent project experience similar to the scope of 
services outlined in the City’s request. We would like to stress the importance of reference checks so 
the City can hear first-hand the value that similar public entities put on our experience, service, and 
leadership on Cayenta projects. All of WCG’s client engagements are 100% referenceable. We would 
be happy to provide additional references apart from the ones we provided in this response to further 
demonstrate our qualifications and abilities. 

City of Tampa 

WCG has a long-term partnership with the City of Tampa which has entrusted WCG with several 
critical customer service and meter-to-cash projects, including the following: Cayenta CIS upgrade, 
SilverBlaze CSS portal integration and implementation, AMI implementation, customer energy portal 
integration, and internal business process improvements. WCG has consistently provided the City of 
Tampa with project strategy, project management, contract negotiations, vendor oversight and 
monitoring, and testing management. 

Most recently, WCG began delivering upon the improvement opportunities we identified as a result 
of the Discovery and Needs Assessment. These include updates to internal processes and 
documentation, Cayenta CIS system configuration, and Cognos reports and Cayenta portal statistics 
development and testing guidance. 

Dates of Service: 2020 – Present 

Client Reference: Rob Edwards, Technology and Innovation Project Leader 

813-274-7060 | rob.edwards@tampagov.net 

306 East Jackson Street, Tampa, Florida 33602 

 

Rochester Public Utilities 

WCG provided Project Management and Implementation Assistance to Rochester Public Utilities in 
the form of process design, configuration management, system and process testing, end-user training, 
and post go-live stabilization for a Cayenta CIS implementation. For Project Management, WCG 
provided vendor oversight, managed the project plan, led utility-team coordination, validated the 
delivery of all committed functional requirements, managed all project documentation (Business 
Requirement Documents, Technical Requirement Documents, Delivery Sign-Off, Change Orders, 
Close-Out Plans, etc.), delivered project status and executive reporting, coordinated all conversion 
and go-live / cutover activities, and oversaw all system integrations and third-party vendor interaction. 

For Implementation Assistance, WCG provided process optimization and re-engineering, led the 
utility team through system configuration decisions, applied Cayenta-specific functionality expertise 
to deliver process design and configuration options that avoided costly enhancements and best melded 

mailto:rob.edwards@tampagov.net
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with the various departments’ processes, developed an exhaustive test plan, built custom test scripts 
to account for utility-specific processes and interfaces, developed an exhaustive training plan, assisted 
with the development of end-user training guides, managed incident resolution in Caystone, acted as 
the liaison between utility end-users and Cayenta application consultants, and delivered hands-on 
cutover leadership and system stabilization through the post-go-live period. 

Dates of Service: 2018 – 2020 

Client Reference: Patty Hanson, Manager of Utility Programs & Services 

507-280-1615 | phanson@rpu.org 

4000 East River Road NE, Rochester, MN 55906 

 

Clayton County Water Authority 

WCG provided Project Management and Implementation Assistance services, including core team 
leadership and vendor oversight, for Clayton County Water Authority (CCWA) as they replaced their 
CIS and Utility Billing System with Cayenta CIS. Also, as part of this project, WCG helped CCWA 
integrate their existing Asset and Work Management application (CityWorks) and introduce a new 
Mobile Workforce Management solution (MWM by Cayenta). In addition, we provide training and 
documentation specific to Cognos Analytics reports and Cayenta portal stats development, as well as 
developed a number of requested reports / portals. 

Dates of Service: 2018 – 2020 

Client Reference: Rodney Perkins, Customer Accounts Director 

770-960-3610 | rodney.perkins@ccwa.us 

1600 Battle Creek Road, Morrow, GA 30260 

 

Macon Water Authority 

WCG provided Project Management and Implementation Assistance in the form of process design, 
configuration management, system and process testing, end-user training, and post po-live 
stabilization for Macon Water Authority (MWA) as they replaced their CIS, Utility Billing System, and 
Finance Management System (FMS) with Cayenta CIS & ERP. The extent of these services was 
identical to the services described above for Rochester Public Utilities. 

We recently began another engagement with MWA providing a Project Manager and two Business 
Analysts as they upgrade their Cayenta environment (CIS, FMS) to v9.2 and look to newly implement 
Mobile Work Management (MWM) and Work and Asset Management (WAM). 

Dates of Service: 2019 – Present 

Client Reference: Harold Blevins, Director of Information Technologies 

478-464-5625 | hblevins@maconwater.org 

790 Second St, Macon, GA 31202 

  

mailto:phanson@rpu.org
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TAB 5 – Cost of Services and Schedule 
1. Total cost to manage the project and complete the services as outlined in this RFP, to 
include training. 

Based on the anticipated level of effort required for each project task and associated deliverables, 
WCG recommends both our Project Manager and Business Analyst to be involved for the life of the 
project (12 months) at 0.5 FTE each to manage the project and complete the services as outlined in 
the RFP. 

These estimations are based on WCG’s extensive experience working with utilities to provide Cayenta 
upgrade assistance. While we believe these estimations are highly accurate and cost-effective, we are 
open to reviewing each deliverable in detail with the City, and we remain flexible in our project 
approach based on the City’s preferences and core team composition. 

Utilizing WCG’s flat hourly labor rate of $160 per hour for all fixed consulting resources, the monthly 
value per resource results in the following: 

 

 

 

Extrapolating this effort for the life of the 12-month project, the total consulting value results in the 
following (not inclusive of travel): 

 

 

 

The only additional costs for these resources will come from any required travel expenses (lodging, 
meals, and travel). The travel estimates included here are in-line with previous project experiences as 
a means of developing a not-to-exceed amount for the contract. WCG will remain flexible throughout 
the project regarding the balance of work being completed onsite and work being completed remotely. 

 

  

Project Role FTE Hourly Rate Monthly Value

Project Manager 0.5 FTE $160 $13,864

Business Analyst 0.5 FTE $160 $13,864

Project Role Monthly Value # of Months Total Value

Project Manager $13,864 12 $166,368

Business Analyst $13,864 12 $166,368

TOTAL CONSULTING VALUE: $332,736

Average Cost / Week

Flight $600

Rental Car $300

Hotel $800

Per Diem $375

Total Weekly Cost: $2,075
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2. Any additional costs not stated to complete the services as outlined. 

WCG’s time and material costs to develop and test custom reports or provide any other services 
beyond the scope of this RFP is $185 per hour, not inclusive of travel expenses. 

 

3. Hourly cost and anticipated time frame to complete estimated services. 

WCG uses a flat hourly cost per FTE of $160 per hour, not inclusive of travel expenses. 

The City’s anticipated project term of May 2024 – April 2025 (12 months) is realistic and aligns with 
our experience on similar projects. 

 

4. Support and maintenance for initial three (3) years following migration/implementation, if 
applicable. 

As explained further in TAB 6 – Question #2, WCG offers a variety of long-term support and 
maintenance services. Depending on the scope agreed upon for support and maintenance for the 
initial three years following migration/implementation, WCG would utilize our standard hourly rate 
of $160-165 for deliverables and $185 for separate T&M requests, plus any required travel expenses. 
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TAB 6 – Long-Term Support and Maintenance 

Options 
1. Warranty Information, if applicable. 

Warranty information is not applicable to this proposal/project. 

 

2. A detailed description of support and maintenance services. 

WCG is pleased to offer long-term support and maintenance services specific to utilities using Cayenta 
software solutions. Through these services, utilities are able to leverage our Cayenta knowledge experts 
to extend the useful life of their current systems and deliver an ongoing continuous improvement 
mindset where efficiency gains are delivered through enhanced core configuration and process design. 
Such improvement opportunities include streamlined processes for a reduced burden on the City’s 
staff, modernization via updated configuration and third-party interfaces, and improved customer 
satisfaction. At a high level, these service options include the following: 

❖ Initial Health Check / Needs Assessment 
o Discuss and review any pain points / desires for improvement with subject matter 

experts and end-users. 
o Identify opportunities for internal process improvement. 
o Review Cayenta system configuration and integrations to identify potential 

improvements. 

❖ Strategic & Technology Roadmap 
o Apply a data-driven approach that allows for a defensible strategic and technology 

roadmap to be developed that combines functional priorities with logically sequenced 
technical integrations and helps make grey area decisions more black-and-white. 

❖ Deliver Improvement Opportunities 
o Leverage WCG’s system experts to update Cayenta configuration (e.g. service orders, 

collections, credit events, deposits, account types, batch jobs, etc.), integrate best 
practices and new offerings, integrate with other third-party systems (payment 
processing, customer portal, MWM, MDM, IVR, etc.), build custom reports / portal 
statistics, and test new processes. 

❖ Upgrade & Release Management / Advisory Services 
o Review and vet what is included with the proposed software Upgrade / Release. 
o Provide City decision-makers with an explanation of what is included in the Upgrade 

/ Release while drawing specific impact / benefit to the City and its processes. 
o Provide recommendations on if or when to apply the Upgrade / Release. 

❖ Full-Service Testing Services 
o Perform exhaustive testing of new functionality related to the Upgrade / Release, 

including regression testing of all downstream functions. 
o Identify and document bugs / incidents, then work with Cayenta Support to solution 

the issues. 
o Conduct final validation testing. 
o Provide test summary reports to the City for sign-off, change management tracking, 

and promotion to Production.  
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TAB 7 – Other Forms 
1. Exceptions/Additional Materials/Addenda form 
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2. Vendor Information form 
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3. Vendor Certification of Proposal form 

 

  



RFP 20-24  

©2024 Whitlock Consulting Group | Subject to Contract Page 29 of 31 

4. Scrutinized Companies form(s) as required 
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5. E-Verify Eligibility form 
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6. W-9 form 

 


