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Introduction 

The following information describes some of the experience of West Monroe Partners, LLC (WMP) 
relevant to the work being set forth in the Customer Services Improvement Project of the Kansas City 
Water Services Department (KC WSD).  WMP’s main areas of experience were selected to reflect work 
activities that are also contained in the KC WSD project.  Many times work performed for a specific 
client was crossed between six categories below, but an attempt was made to categorize experiences 
into the following main functions: 

 Contact Center Design and Customer Operation Project Experience 

 Customer Information System (CIS) Implementation Experience 

 Organizational and Process Redesign Experience 

 Customer Analytics/Reporting/KPI Design Experience 

 Large Project Management Experience 

 Telecommunication and System Integration Experience 

WMP has served over 500 clients across a variety of industries.  Many of WMP’s clients have requested 
that WMP not use their name without permission.  The list of Utility and Energy clients that follows 
includes clients do not prohibit WMP from using their name in a client list. Many of these clients are 
municipal utilities. This is a subset of our utility customer base, as many of our clients have not given 
WMP permission to disclose that they are our clients or the work we have done for them without their 
approval. 

Additional information about WMP and our client base can be found on our public facing website 
including: 

- WMP Client Success Stories across industries 
(http://www.westmonroepartners.com/en/insights/client-success-stories )  

- WMP Solution Briefs describing our offerings 
(http://www.westmonroepartners.com/en/insights/solution-briefs ) 

- WMP Industry Awards  (http://www.westmonroepartners.com/en/about-us/awards ) 
 

WMP and its four subcontractors are offering KC WSD a very unique solution.  Here are some of the key 
aspects of our team and the value proposition to KC WSD. 

1. WMP has direct experience at KC WSD through the extensive assessment on their people, 
processes, and technology for customer operations. 

2. WMP’s cross-industry experience enables best practices in other industries to be leveraged in 
work performed at KC WSD. 

3. WMP’s team includes four sub-contractors (three local MBE/WBE businesses, and Ventyx 
professional services). 

4. Ventyx Professional Service will be doing the CIS upgrade design and data conversion.  Note 
Ventyx is the company who owns the Banner CIS software.  

5. WMP has the direct experience in managing and implementing this complex project, which is 
made up of 21 initiatives involving technology, business process design/optimization, along with 
extensive KC WSD training.  WMP’s focus is transformative projects that require changes to its 
core business operating model and technology platform. 

http://www.westmonroepartners.com/en/insights/client-success-stories
http://www.westmonroepartners.com/en/insights/solution-briefs
http://www.westmonroepartners.com/en/about-us/awards
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The table below provides a representative list of utilities at which WMP has performed work that 
improved their field and/or customer operations, established strategic direction, and/or provided 
information technology improvements.  

 

UTILITY NAME STATE 

American Municipal Power OH, VA, WV, PA, KY  

Benton Public Utility District Washington 

City of Edmond (Edmond Public Utility Works) Oklahoma 

City of Georgetown Texas 

City of Naperville Illinois 

City of Quincy Illinois 

City of Wadsworth Ohio 

Cowlitz County Public Utilities Department Washington 

Dayton Power and Light Ohio 

First Electric Cooperative Arkansas 

Floresville Electric Light & Power Texas 

Knoxville Utilities Board Tennessee 

Kansas City Power and Light KS, MO 

Newnan Utilities  Georgia 

Rappahannock Electric Cooperative West Virginia 

Seattle City Light Washington 

Shakopee Public Utilities Minnesota 

South Mississippi Electric Power Association Mississippi 

Southwest Transmission Coop Arizona 

Twin Valleys Public Power District Nebraska 

Utility District of Western Indiana REMC Indiana 
Table 1: List of Representative Utility Experience 
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Contact Center Design and Customer Operation Project Experience  

The following is a sample of projects in this area across utility and other industry clients.  WMP brings 
best practices from other utilities and other industries to our projects. 

 
Client: Leader in Diagnostic Medical Imaging Services 
WMP executed a comprehensive assessment of one of the nation’s largest diagnostic imaging 
company’s contact center, where WMP created a strategy for processes, technology, people and 
performance management improvements.  WMP then partnered with this client to develop and 
implement three transformative initiatives.  These initiatives focused on enabling high levels of 
performance and improved customer experience.  The scope included organization optimization, 
contact center management best practices, and performance management.   

Staffing optimization included restructuring the organization with additional levels of hierarchy and clear 
career paths, formal job descriptions and streamlining and standardizing job functions.  Contact center 
management best practices included implementing call recording and workforce management software, 
designing and implementing overflow tiers to meet service levels, enhancing and enforcing real-time 
monitoring, redesigning and setting expectations for aux usage, after call work and other call related 
procedures and improving menu options and skill-based routing.  Performance management included 
key performance indicators (KPIs) by job role, assessment of baseline date and KPI targets, individual 
performance records, dashboards and management level reports that promoted transparency and 
accountability, designing and implementing a comprehensive quality audit program and creating and 
implementing a quarterly incentive program driven by performance metrics.   

The results:   

 35%  improvement in calls answered within service level 

 35% reduction in agent aux time 

 81% improvement in average speed of answer 

 91% reduction in abandon rate 

 Meaningful reduction in operating costs 

 Improvement in customer satisfaction 

Client: National Dental and Vision Benefits Administrator  
In order to operate more efficiently Client needed to merge two distinct lines of dental business.  Client 
selected WMP to help guide them through this multi-year business transformation engagement. 

The client envisioned a foundation upon which it could design and build its future operating model and 
understood that having a unified claims processing system was the critical component necessary to 
achieve this goal.  Pursuing this approach enabled the client to drive toward the following key business 
objectives: 

 Improve operational portability 

 Expand and enhance electronic and self-service capabilities 

 Optimize business processes 

 Prepare effectively for healthcare reform and for capturing opportunities in a changing 
environment 

 Extend into new products and lines of business effectively 

 Improve business intelligence and analytics capabilities 
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 Enhance their brand 

 Position the enterprise for future growth via mergers, acquisitions, or new products and 
partnerships 

The net result was migration of 15M members to a new claims platform and encapsulated all change 
management, business processes, and technology work necessary to achieve this goal. 

The results:   

 Standardization of business processes across multiple lines of business 

 Successful call center consolidation onto a single platform supporting 15M members 

 Implement OCR across enterprise and leverage outsourcer for KFI 

 Operational headcount reduction of 14% across enterprise 

 Ability to de-commission 6 legacy systems 

 Auto adjudication trending up to ~90% 

Client: $2B Midwestern Utility 
A 500,000-meter Midwestern utility faced with a recent major outage and upcoming overhauls of the 
billing and customer care systems due to Smart Grid implementation asked WMP to help them 
determine the proper voice and contact center strategy and initiatives to best respond to upcoming 
changes in demand and execution.  WMP’s contact center and network infrastructure subject matter 
experts conducted a five-week assessment of the existing operations and telephony. This included a 
series of discovery sessions targeted at identifying the core pain points, constraints, and critical success 
factors for any future projects.   Based on the discovery findings and feedback from the client, WMP 
assembled a multi-option voice technology and contact center roadmap tailored to address the client’s 
current environment and future needs. The roadmap included time-specific, quantifiable and actionable 
work projects that would address the following KPIs: 

 Ensure public utility compliance measures 

 Minimal O&M outlay 

 Improve disaster recovery and business continuity planning 

 Increased call reliability 

 System scalability 

The results:   

 An articulated vision for the utility’s future voice and customer service strategy that would lead 
to lower O&M, call volume and call handle time.  

 A prioritized set of initiatives the utility can either implement for quick wins or as part of an 
overall firm-wide initiative. 

 A plan to address service reliability issues before the next major outage hits. 

Client: 2M Meter Utility 
This client serves over 2 million total accounts across several states.  They learned that they would be 
required to reduce their operating budget for customer service by 12% over the course of three years. 
Unfortunately, call handling performance within the company’s centers was already under strain and 
customers were experiencing long hold times, highly unstable answer rates, and generally sub-standard 
customer service performance.  The project began with a thorough and comprehensive analysis of 
customer service operations which included an extensive contact analysis phase, detailed customer 
service system, application, and training evaluation and extensive interviews with customer service 
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supervisory, management, and support personnel. This analysis revealed inordinately long hold times 
and poor answer rates which were driven primarily by three factors: 

• Explicit training and staff development practices which drove staff to engage the customers in 
unnecessary and time-consuming conversations during the progress of the call.  

• Extensive post-call documentation which drove excessively high ACW driven largely by both real 
and perceived inadequacies in the customer’s existing customer service systems. 

• System performance issues which were the direct result of the customer’s existing customer 
service applications, many of which were driven by the manner in which they were used by 
Customer Service agents. 

The results: 

 The client was able to drive over $1M in near-immediate cost-savings by addressing call 
handling deficiencies through a combination of training and business process changes.  

 These savings were used to fund the purchase and implementation of a new CRM solution 
which drove additional operational savings while improving call handling performance. 

 The total savings produced were sufficient to recoup the costs of the CRM solution and our costs 
and still yielded the operational savings the company was required to achieve. 

Client: Canadian Provincial Utility  
This 500,000 customer utility was expecting a significant increase in forecasted demand in the next five 
to ten years, and an increasing trend of missed deadlines and overspent budgets.  They recognized the 
need to create a Project Management Office (PMO) dedicated to the management and oversight of 
large transmission capital projects.  WMP was selected to drive the project, and provide expertise in 
project management, process redesign, training and implementation of the PMO. 

The project consisted of four key phases – Project Initiation, Current State Assessment, Future State 
Design, and Implementation.   Elements of Change Management were applied throughout the course of 
the nine-month effort, focusing on maintaining stakeholder buy-in, and providing key process owners 
with open avenues of communication and input into the design of the future-state project management 
environment.  By working closely with client personnel and identifying pain points and opportunities for 
improvement, the WMP team was able to design effective project management tools, templates, and 
processes that enable the project managers within the office to effectively manage and monitor the 
projects they are responsible for.  Orientation training soon followed, as a key aspect of the final 
Implementation of the PMO. 

The results: 

 Client now has developed the in-house capability to manage projects, and the reporting 
infrastructure to escalate issues and effectively deploy resources for a speedy resolution.   

 The increased demand will create challenges, but with a fully-functional PMO, they are now 
equipped to meet those challenges head-on. 

Client: Regional US Bank 
Client has taken on significant acquisitions over the past few years and wished to provide a higher level 
of service to their most profitable customers to enable the cross and up sell opportunities, while serving 
their less profitable customers with a class of service that was acceptable to them. 

WMP provided project advisory and management services, including: 
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• Provided transformational guidance and expertise to not only the external change that this may 
have on customers, but also the internal job/responsibility changes this had on the organization. 

• Mobilized a steering committee to help drive the project through to completion. 
• Helped manage this project around the many account conversions going on for their recent 

acquisitions. 
• Help strategize a call center reorganization plan to accommodate the change in service model. 
• Identified risks, challenges and opportunities as a part of the first phase of implementation. 
• Advised senior management on change management strategies and implementation 

methodologies. 

The results: 

 Client was able to reduce their handle times as well as increase their up/cross sell conversions as 
a part of this initial pilot of customized treatments. 

Client: Medical Care Management Service Provider 
This project was a Call Center and Telecom Assessment.  Client made acquisitions in 2010 and merged 
with another firm in 2012.  WMP was brought in to assess the current operational processes, 
procedures and call center technologies of the three companies and recommend operational and 
technical changes along with training to improve efficiency and reduce the cost.      

WMP evaluated the Call Centers ACD call flow management and reporting as well as the networking. 
Once WMP completed the discovery process, West Monroe Partners created an assessment that 
identified strengths, weaknesses, and threats. Working together with the client’s IT team, WMP 
identified future initiatives to address each of these areas as part of the roadmap. WMP authored and 
assisted client’s IT with an telecommunication services RFP. 

With the leadership of WMP subject matter experts, OCM has planned and managed the deployment of 
new redundant colocations, MPLS with VPN backup, and dual SIP trunks. It included an actionable 
roadmap to an enterprise wide IP multiple channel contact center with phone, web chat, email, SMS 
(text), and phone appointment and alerting integration. 

Client: Motorcoach Transportation Company 
The project was a Contact Center and Telecom Assessment.  Client was in the midst of a multi-year turn 
around.  A strategic initiative was required to evaluate the customer interaction centers across the 
enterprise. The initiative focused on technology and cultural collaboration to ensure the customer 
experience was exceeding expectations and that the business units were leveraging call center 
processes and technology effectively and efficiently.  Currently, client has nine different call centers with 
approximately 1,200 to 1,500 agents, and the number of call center seats is expected to grow 
dramatically.  Client recognized that processes and organizational barriers, more than technology, may 
have been causing less than efficient use of capital and operating funds. 

WMP brought our Enterprise and Customer Solutions teams together to work with the client to develop 
an Assessment and Roadmap to achieve operational excellence in their call center solutions.  WMP 
evaluated everything from their Strategy, Technology, People, and Processes to develop a 
recommendation for the client.  WMP interviewed over 35 people, visited six call centers, two data 
centers and monitored calls coming into client over a three-month period. 

WMP helped the client achieve over $40M in cost avoidance over the next five years that included 
significant technology savings. WMP implemented Governance across the IT and Call Center Operations 
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businesses, and successfully brought together business units to begin leveraging each other’s 
capabilities (Call Centers are the tip of the iceberg). The project added new capabilities in IP telephony, 
customer-centric processes, and strategic best in class thinking across the business. 

Client: A US Based Casino Holding Company 
This project was a Contact Center and Telecom Assessment.  Client maintained independent contact 
centers for each of its properties—with each center managing its own local reservations and inquiries. 

As the company considered its expansion, including the need for a new contact center to support a new 
property, it recognized a number of issues: distributed customer interaction and a varying customer 
experience across properties, local decision making, redundant infrastructure, inconsistent practices, 
processes, procedures, and training. In addition to affecting customer experience and efficiency, given 
its increasingly competitive landscape and heightened customer expectations, Client sought to create a 
consistent high-quality customer experience that it could sustain across locations and monitor from its 
headquarters.  To accomplish this, it would need to build a platform that would support planned growth 
and create a “customer-centric” rather than “property-centric” culture. 

West Monroe Partners prepared key design deliverables over a 10-week period to support the 
company’s new call center strategy.  The deliverables included: 

 A detailed project plan for the design phase and six-month implementation phase. 
 A program budget draft, including costs associated with the “to be” contact center design and 

ongoing operational costs. 
 A technical design draft, including a list of all technical requirements needed for a fully functional 

agent desktop. 
 Initial customer contact business requirements, including office space selection and layout, future 

state process requirements, and job descriptions with roles and responsibilities. 
 A communications plan and organizational change overview, including the recommended 

communication approach for ensuring that the project met its goals. 
 A telephony vendor requirements gathering, solution evaluation and technology vendor 

selection. 
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Customer Information System (CIS) Implementation Experience  

This section has credentials of WMP and ABB Ventyx.  Ventyx is the company that develops KC WSD’s 
CIS, also known as the Banner system.  Ventyx professional services is one of WMP’s key subcontractors 
for this project and will be executing some of the data conversion and integration work stream 
associated with the Banner system CIS upgrade.   WMP will manage the work of Venytx professional 
services as well as the additional MBE/WBE subcontractors as part of the integrated project. 

ABB Ventyx Credentials 

ABB is a multi-Billion dollar company offering hardware and software solutions to critical industries 
including municipalities, utilities, and energy and natural resource companies across the globe.  Ventyx 
is a division of ABB that owns many different software solutions including the Banner CIS system that 
KCMO currently uses for Billing and Customer Care functions.   Ventyx professional services will be a 
subcontractor to WMP as part of this project. 

As part of the KC WSD Customer Service Improve Project the Banner CIS will be upgraded to a newer 
and more feature rich version.  These new capabilities in the new CIS are key enablers to the customer 
improvement strategy.  A significant part of the cost for this project will go to Ventyx professional 
services, as a subcontractor to WMP.  

Ventyx will lead the data conversion and integration of the new version of the Banner CIS.  The Ventyx 
team is best suited to execute the technical data conversions and system integration support of the new 
Banner CIS solution.  The Ventyx professional services team supports hundreds of Ventyx software 
installations across the globe and is uniquely qualified to deliver their portion of this CIS upgrade 
initiative as part of this KC WSD Customer Service Improvement Project. 

The following are examples of experience by the WMP Lead for the CIS Upgrade initiative.  In addition to 
these examples WMP has executed over 100 CIS/ERP system selections and upgrades in multiple 
industries.  

Client: Medium Size Municipal Utility in Washington State  
John Leatherwood, WMP lead for CIS Upgrade, has led projects for the implementation of back end IT 
systems including asset management, work management and CIS, as well as applications integration 
with other utility and municipal systems and business process change for office and field personnel.  

This municipality shared county IT infrastructure and some related application across other city (non-
utility) departments, such as point-of-sale facilities, enabling representatives to accommodate citizen 
payments across city departments.  

John’s responsibilities included: 

 Overall plan administration, budget development, performance monitoring/reporting, and 
project communications. 

 Managed vendor relationship. 

 Coordinated business transition for operational (e.g. training, process re-engineering) and 
technical change. 
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 Led subsequent projects to select and implement IVR and Web customer self-service payment 
applications. 

 Led projects to leverage the Infor asset management system in support of the city’s street 
management department. 

Client: Large West Coast Municipal Utility  
John Leatherwood, WMP lead for CIS Upgrade, led the planning and implementation of a replacement 
CIS, established new server hardware environment, plus, with city staff, defined and deployed 
application configuration, system interfacing and business process change. 
 
John’s responsibilities included: 

 Overall planning, administration, budget development, performance monitoring/reporting, and 
project communications. 

 Led needs analysis and integration design across all functional areas (e.g. billing, rates, 
payments, collections, metering, work management). 

 Led business transition for operational (e.g. training, process re-engineering) and technical 
change. 

 Led the design and facilitated development and delivery of quality assurance and control 
measures.. 

Client: Eastern Subsidiary of Investor Owned Utility 
John Leatherwood, WMP lead for CIS Upgrade, led deployment of a customer relations system 
(Clarify/CRM) and integration with the Banner/CIS (now ABB Ventyx) Customer Information System for a 
start-up venture utility marketing company to pursue and manage deregulated energy sales throughout 
the US. 

 Performed system solution integration design. 

 Led application development technicians in integration with other systems. 

 Coordinated testing, training and production transition. 

Client: Medium Size West Coast Utility 
John Leatherwood, WMP lead for CIS Upgrade, oversaw all technical aspects of PeopleSoft CIS project, 
performing as technical liaison with Vendor and City technical staff. 

 Schedule and budget preparation, executive presentations to city council. 
 Directed technical package integration, data conversion, and applications interfacing to both city 

and external organizations for systems interchange such as G/L, work management, GIS, data 
collection, WEB, credit validation, third-party payment services, taxation, permits and other 
municipal customer service programs. 

 Led project infrastructure and facilities setup including servers, systems software, workstations, 
network connectivity and team workspace facilities. 

Client: Medium Size Texas Municipal Utility 
John Leatherwood, WMP lead for CIS Upgrade, was lead analyst in charge of water and waste water 
systems operations, support and development, with responsibilities including:  

 Performed system solution design and development to support utility business needs. 

 Provided quality control over water daily billing, payment processes, customer services and 
other operations support applications and data. 
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 Maintained waste water support systems and managed water sample and waste plant chemical 
test databases. 

 Assisted other municipal application areas as designer/developer. 
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Organizational and Process Redesign Experience 

The following is a sample of projects in this are across utility and other industry clients.  WMP brings 
best practices from other utilities and other industries to our projects. 

Client: Large Midwestern Utility 
WMP led the engagement with the CIO and other SVPs to shape a new IT Smart Grid organizational 
strategy. WMP worked with the CIO and his team to create a new IT organizational structure and change 
management approach.  WMP also led the strategic planning process for new customer-facing IT 
projects.  

WMP created a comprehensive assessment of existing people, process, technology, and metric 
capabilities to improve the client customer and broader stakeholder experience. 

WMP identified multiple customer relationship applications, processes, and teams that were not 
effectively sharing key stakeholder data.  Made a comprehensive recommendation to integrate existing 
capabilities while changing the client culture towards a more positive customer experience 

Client: South Eastern Municipal Utility  
WMP led the engagement with the COO and other EVPs to assess the current IT department on: 

 Leadership alignment 

 Structure 

 Decision-rights 

 Information flow 

 Teamwork 

 Culture 

WMP also benchmarked the IT Department which resulted in a recommendation to double in size. WMP 
also led a team to develop new IT/business processes.  

Client: Large Wireline and Wireless Telecom Company  
Perry Buffett, WMP Customer Operations Training Lead, led a project to improve their Call Center, sales 
culture, organizational dynamics and improved employee training.  Perry’s responsibilities included:  

 Responsible for all client Wireless call center and sales training for North American employees. 

 Started with a complete revamp of all consumer and business sales training – including solution 
selling.  

 Re-engineered all new hire call center training.  New hire training was shortened from 12 weeks to 8 
weeks, with a 40% improvement in performance results using complex call center metrics.  This 
program had a direct impact on company culture. 

 Managed the creation of approximately 50 customer experience courses. 

 Used selling and customer feedback metrics to improve solution selling and call center performance 
metrics. 
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Customer Analytics/Reporting/KPI Design Experience 

The following is a sample of projects in this are across utility and other industry clients.  WMP brings 
best practices from other utilities and other industries to our projects. 

Client: West Coast Based Insurance Company   
Coupled with the pending and enterprise wide implementation of a new web analytics tool, Client 
needed effective and useful framework for analyzing policyholder and agent activity online in order to 
bolster online customer experience, KPI accomplishment, agent communication and management and 
beyond.  Client Insurance engaged WMP to assist them in the development of an effective governance 
of its web analytics processes and an Analytics Center of Excellence. 

Client: Chicago Investment Firm  
WMP lead a project in which an Investment firm was looking to develop a holistic metrics and reporting 
strategy for the Phones and Branches Channels to ensure current reporting was aligned to strategy for 
both manager and rep reporting and channel level down management reporting and analysis. The 
strategy was designed to provide distribution management with transparency into performance against 
goals and the insight/analysis to help inform business decisions.  

Client: Global Investment Management Firm 
Client’s vision was to increase its global business and maintain its status as a top choice for individual 
and institutional investors.  WMP led an assessment and the development of a comprehensive three 
year plan that positioned client for growth that included: establishment of a BI and Data Management 
Center of Excellence, the establishment of cross business unit data governance structures and processes 
and the streamlining of KPIs, metrics and reporting based on aligning reporting strategies to corporate 
strategies and the elimination of redundant efforts. 

Client: Car Rental Company  
Client’s vision was to increase its global business and maintain its status as a top choice for individual 
and institutional investors.  WMP led an assessment and the development of a comprehensive three 
year plan that positioned client for growth that included: establishment of a BI and Data. Client 
subsidiary desired to create an integrated customer care organization which realized economies of 
scale, improved accountability and better resource utilization that could deliver better customer support 
at a significantly lower cost.  WMP served as a Subject Matter Specialist on a team that helped simplify 
and consolidate customer facing centers into a more integrated, cost effective organizational structure, 
reconfigure and balance current telephony infrastructure, select and implement new IVR technology to 
increase volume of interactions supported through self-service, optimize use of email management 
technology to provide faster turnaround to customer inquiries, and develop and implement KPIs to 
measure results. 
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Large Project Management Experience 

The following is a sample of projects in this are across utility and other industry clients.  WMP brings 
best practices from other utilities and other industries to our projects. 

Client: Medium Size Midwestern Municipal Utility  
Program manager and System Integrator of Smart Grid Initiative 
WMP led the >$20M Smart Grid Initiative for a municipal utility. WMP implemented a Project 
Management Office that managed a cross-functional team that included client utility experts, financial, 
systems and infrastructure personnel to implement an Advanced Metering Infrastructure along with the 
change out of the residential and commercial meters and associated systems.  

Client is recognized both as an “early Smart Grid pioneer” and one of the most advanced in terms of 
AMI/Smart Grid deployments at a municipal utility. The project also upgrades the city’s electric network 
to provide more efficient, cost-effective and reliable service to its customers by expansion of 
distribution automation capabilities, including circuit switches, remote fault indicators, and smart relays. 
85% of utility’s feeders are now automated and 100% of its substations are digitally enabled with high 
speed fiber. WMP led the implementation of the multi-year Smart Grid program for the municipal.  

Program work tracks included AMI Deployment, Business Process Optimization, Systems Integration, 
Change Management, Infrastructure/Cyber Security, Customer Education, Vendor 
Selection/Management, Quality Assurance, CIS Upgrade, and the Program PMO.  

WMP provided the overall project management and coordination of this program and provided the 
Subject Matter Expertise in the areas of Business Process Redesign/Optimization, Change Management, 
Telecommunications, cyber security, IT infrastructure, system integration, enterprise service bus, and 
Meter Deployment.  

Client: Large Mid-Atlantic Utility   
Program Manager of Smart Grid Initiative 
WMP established and led the PMO for the greater than $30M Smart Grid Initiative.  WMP put together 
the Project Management Office that managed a cross-functional team that included client utility 
experts, financial, systems and infrastructure personnel to implement an Advanced Metering 
Infrastructure along with the change out of residential and commercial meters and associated systems.   

WMP also put in place a special reporting solution that tracked the KPI’s of the project to better aid the 
PMO and steering committee to determine if the project is on track and delivering the expected 
company benefits. 

Client: Restaurant Holding Company 
Program Manager – Credit Card Implementation 
WMP directed the implementation of Credit Card Processing for an internationally known restaurant 
holding company.  Developed and managed cross-functional team that included Accounting, 
Communications, Marketing, Operations, Finance, and Technology.  Managed the RFP process (design, 
distribute, consolidate and analyze responses), and selected vendor relationships with participating 
banks and credit card companies. Project budget was $4.1M, which was completed on time and under 
budget and resulted in $20 million dollars of increased revenue annually. 
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Client: Industry Leading PBM Healthcare and Services Vendor 
Program Manager – Implementation Methodology 
WMP managed a major health insurance claims software and Pharmacy Benefits Management (PBM) 

services implementation for a key health benefits management and mail-order pharmacy client.  WMP 

developed standards for the vendor’s client-services PMO and mentored project managers in standard 

operating procedures and best practices related to implementations of vendor’s licensed software, 

Software as a Service (SaaS), and application customization offerings. 

  



July 26, 2013 WEST MONROE PARTNERS, LLC EXPERIENCE 

 

We are a team of business and technical experts consulting in industries undergoing profound change. Page 16 

Utility Telecommunication and System Integration Experience 

Client: 4M Meter Utility 
Smart Meter, Smart Grid IT, and Telecom Planning and Execution 
WMP delivered the following items during Phase 1 of this engagement: 

 Legislative Requirements Traceability Matrix – gathered comprehensive list of requirements 
including relevant information such as penalties, due dates, and responsible organization. 

 IT Mobilization Readiness and Organizational Design Strategies – provided recommendations for 
how IT can become a leading organization and where to assign additional resources. 

 IT Risk Assessment – identified several IT related risks created by new regulations and suggested 
mitigation strategies. 

 Database of IT Enhancements for Grid Infrastructure, AMI Infrastructure, and Customer Education 
and Products – developed a database of technical requirements from multiple stakeholder 
departments to establish a list of future IT projects. 

 IT Platform Project Charters for Telecommunications, Data Management, Cyber Security, and 
System Test Planning – drafted project charters to initiate key IT led programs and build stakeholder 
awareness. 

 Smart Grid Conceptual IT Diagrams – designed current and future state diagrams that outlined the 
impact of Smart Grid applications on enterprise architecture. 

 Project Sourcing Strategy and 90-Day Work Plans – packaged technical requirements into “work 
bundles” and identified level of effort, timing, and procurement strategy for each project. 

WMP has been retained for a second phase to provide support for mobilization and execution of the 
tasks required of IT to support multiple business units in complying with the new legislation. WMP’s 
primary objective was to push forward the most critical IT initiatives and dive deeper into strategic 
planning.  Phase 2 deliverables included: 

 AMI IT Vendor RFP – gathered requirements and created an RFP to source a business process 
technical architect. 

 Cyber Security and Customer Information Privacy Plan – conducted a high level assessment of 
current state cyber security and customer information privacy processes, provided strategic 
recommendations for future project work. 

 IT Strategy and Organization Design – assisted with creating a compelling IT vision and effective 
organizational structure. 

 Customer Education & Marketing Project Charters – drafted project charters to identify the IT 
requirements of customer-related EIMA initiatives and build ownership amongst business 
stakeholders. 

 Data and Information Management Case Study – provided case studies for how new Smart Grid data 
can enable new operational capabilities for the utility and empower customers. 

 Grid Infrastructure Support – gathered lessons learned from previous technology deployments and 
facilitated stakeholder workshops for a Grid Infrastructure asset management enhancement 
initiative. 

 IT Project Management and Financial Support – developed project-level budgeting tools for use 
across the IT organization. 

 Development and Execution of DA Analog Replacements – working with IT/Telecom engineering to 
replace current analog backhaul with other wired and wireless solutions. 
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WMP has also been retained to assist in the design and planning of the replacement of Analog circuits 
for SCADA, DA communications, Substation communications, and Tele-protection for over 800 circuits 
throughout the territory. Another current project includes working as a liaison across companies within 
the utility to facilitate cross group networking support, Cyber Security, and IP/MPLS design, engineering 
and deployment. 

Client: 1M Meter Utility 
Smart Grid Communications Network (SGCN) Strategy, Design, and Business Case Development  
WMP performed an evaluation of Client’s Telecom NOC and built a roadmap to meet the requirements 
of the AMI and DA deployments while improving their NOC service levels to the business units. 

WMP worked with the client’s engineering team to identify the requirements of the 6 use cases, NIST, 
and NERC standards and develop the portfolio of solutions to cover the entire territory for Tier 2 
backhaul to AMI and DA devices. 

 WMP worked on developing the models, projected coverage, bandwidth models, Erlang 
calculations and master radio densities for the entire territory for MAS, 900 private licensed, 
3.65 GHz , SpeedNet, and cellular where applicable for non-control backhaul. 

 WMP developed the cyber security and network configurations based on standards from NERC 
CIP, NIST, IEEE and IEEC while meeting the new regulatory requirements to create a secure 
network architecture and Security gap mitigation plan and defense in depth deployment. 

 WMP evaluated the NOC and developed a gap analysis, equipment and software analysis, 
manpower projections and business process analysis with Roadmap for the expansion planning 
to be done in Q1 2013. 

The project team created the financial budgets and backup, technical requirements, and standards 
adherence models for each backhaul type needed for the 6 use cases, designed the next steps and 
budget for the NOC expansion, and estimates for a recommended pilot for licensed 900 and 3.65GHz to 
be run in 2013. 

 


