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RECOMMENDATION 

Adoption of a resolution approving the Third Amendment to the Agreement for Consulting 
Services between the City of San Jose and Langham Consulting Services, Inc., extending the 
term of the Agreement from November 30,2006 to September 30,2007 and increasing total 
compensation by $126,000 to a not-to-exceed amount of $315,000 in order to provide Quality 
Assurance services for the Integrated Billing System (IBS) (formerly known as C-UBS) through 
the end of Phases 1.1, 1.2 and 2.1, plus continued additional services related to developing a 
strategy for improving Customer Contact Center performance. 

OUTCOME 

Extension of the Langham Consulting Services, Inc. contract will provide Quality Assurance for 
the Integrated Billing System project through the end of Phases 1.1, 1.2 and 2.1, as approved by 
City Council on October 24,2006 plus additional services to develop a strategy for improving 
Customer Contact Center performance. 

BACKGROUND 

In support of the initial Consolidated Utility Billing Project and pursuant to the City Manager's 
contract authority, the City entered into a consulting agreement with Langham Consulting 
Services, Inc. to perform Project Quality Assurance services, in an amount not to exceed $99,000 
for the period from July 28,2005 through June 30,2006 inclusive. Execution of this agreement 
was communicated to the Mayor and City Council in an Information memo forwarded to Council 
on August 8,2005. 
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On September 27,2005, Council approved a contract amendment with Bearingpoint, Inc. to add 
services to implement limited Customer Relationship Management, Change Management, and 
Hauler integration for IBS. This action extended the project schedule to accommodate the 
additional work, with a revised go-live date of late Junelearly July and an extended stabilization 
period ending in late October, 2006. 

On June 20,2006, the City Council approved the First Amendment to the Agreement for 
Consulting Services between the City of San Jose and Langham Consulting Services, Inc., 
extending the term of the Agreement from June 30,2006 to September 30,2006 and increasing 
total compensation by $44,000 to a not-to-exceed amount of $143,000 in order to provide 
Quality Assurance services for the Consolidated Utility Billing System (133s) project through the 
end of project stabilization period. 

On October 17,2006, the City Council approved the Second Amendment to the Agreement for 
Consulting Services between the City of San Jose and Langham Consulting Services, Inc., 
extending the term of the Agreement from September 30,2006 to November 30,2006 and 
increasing total compensation by $46,000 to a not-to-exceed amount of $189,000 in order to 
provide additional services related to developing a strategy for improving Customer Contact 
Center performance. 

ANALYSIS 

Due to the approval of project phases 1.1, 1.2, and 2.1 by the City Council on October 24,2006, 
associated increase in project scope and corresponding increase in the project schedule, there is a 
need for Quality Assurance (QA) services to also be extended through the City's current 
agreement with Langham Consulting. 

After the Integrated Billing System became operational on July 12,2006, it became apparent that 
the City's Customer Contact Center staff was not sufficiently prepared for interacting with the 
system. Under the second amendment, Langham Consulting Services, Inc. has assisted the City 
in beginning to develop a strategy for improving the performance of the Customer Contact 
Center, but additional work needs to be accomplished in order to be adequately prepared for the 
hauler change in July 2007. An amendment to the existing agreement is being recommended to 
continue to address the operational issues of the Customer Contact, and to support the current 
phases of the IBS project, including a 'go-live' of system reconfigurations to support new 
haulers. The new integrated Customer Contact Center presents opportunities to significantly 
enhance the customer's experience, reduce wait times, and improve business practices. The 
system reconfiguration related to new haulers is also a significant effort that will benefit from 
QA oversight. 
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The recommended amendment of the agreement with Langham is summarized below. 

Quality Assurance Services 

The services provided by the Quality Assurance consultant are essential to the delivery and 
stabilization of a quality IBS system. The current Agreement includes services whereby the QA 
consultant conducts a monthly Quality Assurance and Risk Mitigation review and provides a 
status report with risk mitigation recommendations. The QA consultant attends and participates 
in project meetings, either on site or via conference call, where decisions are made or subjects 
are discussed that relate to evaluation of project activities. 

Customer Contact Center Services 

The additional scope of services included in the Third Amendment provides assistance to the 
City in development of a strategy for improving the City's Customer Contact Center 
performance. These services include: 

Assisting in the production of a short and medium term plans of action to implement the 
defined strategy. 

Assisting with the management of modifications to the Interactive Voice Response (IVR) 
system. 

Performing analysis of Customer Contact Center reports and statistical information in 
order to identify areas of strength and weakness. 

0 Recommending mitigation plans to address weaknesses and day-to-day operational issues 
as they arise. 

The additional compensation of $126,000 will provide nine months of additional quality 
assurance and risk mitigation services totaling $63,000, and an additional nine months, totaling 
$63,000, for support to the City in meeting the objective of improving the City's Customer 
Contact Center performance. 

POLICY ALTERNATIVES 

Not applicable. 
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PUBLIC OUTREACHIINTEREST 

This item does not meet any of the criteria listed below 

Criteria 1: Requires Council action on the use of public funds equal to $1 million or 
greater. (Required: Website Posting) 

0 criteria 2: Adoption of a new or revised policy that may have implications for public 
health, safety, quality of life, or financial/economic vitality of the City. (Required: E- 
mail and Website Posting) 

0 Criteria 3: Consideration of proposed changes to service delivery, programs, staffing that 
may have impacts to community services and have been identified by staff, Council or a 
Community group that requires special outreach. (Required: E-mail, Website Posting, 
Community Meetings, Notice in appropriate newspapers) 

COORDINATION 

This memorandum has been coordinated with the Departments of Finance, Information 
Technology and Environmental Services, and the Offices of the City Manager and the City 
Attorney. 

FISCALJPOLICY ALIGNMENT 

The recommended Amendment to the Agreement with Langham Consulting is consistent with 
the Council approved 2006-2007 Budget Balancing Strategy Principles which directed a focus 
on satisfied customers through a focus on improving employee productivity and continuously 
improving business practices, including streamlining, innovating, and simplifying City 
operations so that services can be delivered at a high quality level, with better flexibility, and at a 
lower cost. 

COST SUMMARYIIMPLICATIONS 

1. AMOUNT OF RECOh4MENDATIONlCOST OF PROECT(S): 

Langham Consultinn Services: $126,000 for additional compensation; total 
maximum compensation not to exceed $3 15,000. 
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2. SOURCE OF FUNDING: The costs will be charged as follows: 

Langham Consulting Services: Lanpham Consulting Services: $1 11,720 will be 
charged to 423-76-500590-4052 and $14,280 will be charged to 515-76-500590- 
4052. 

3. FISCAL IMPACT: These contract amendments are one-time FY 2006-2007 
expenditures with carryover to FY 2007-2008. 

BUDGET REFERENCE 

CEQA 

Not a project. 

SCOTT P. J&D&ON 
Director, Finance 

For questions, please contact Scott P. Johnson, Finance Director, at (408) 535-7000. 
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Budget 
Page 
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Langham Consulting Services 

Amt. for 
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10/17/06 
Ord. No. 27888 
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Ord. No. 27888 
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16,305,444 
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Non- 
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515 

11 1,720 
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0762 




