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Association of Metropolitan Water Agencies

Platinum Awards for Utility Excellence
Application

Deadline: July 2, 2012

(Applications received after this deadline will be considered in the 2013 awards process.)

The Platinum Awards criteria are based on the Ten Attributes of Effectively Managed Water Sector Utilities and the Keys to Management Success, which were developed by a blue ribbon committee of water industry executives at the request of U.S. EPA, AMWA and other water organizations.   More information about the attributes can be found on AMWA’s website at www.amwa.net/cs/ceo_resources/eum.

· To apply, please answer the following questions in a memo to the AMWA Platinum Awards Committee.  
· Each application should be limited to 15 pages, plus your mission, vision and/or values  statement (Question 1).  If the Committee requires any additional information, it will contact the applicant directly.

· The questions following each attribute or key to management success are provided as guides for responding.  Answers should include elements responding to these questions.

· Wherever possible, please include quantifiable information.

Eligibility:  Any AMWA member utility that won a Gold Award in 2009 or earlier or a Platinum Award for Sustained Competitiveness Achievement in any year is eligible to apply.  Past winners of the Platinum Award for Utility Excellence should not apply again.  Questions about eligibility should be directed to Carolyn Peterson (202-331-2820 or peterson@ amwa.net).
Submitting Application:  E-mail your application in pdf format, along with the summary and checklist, to peterson@amwa.net.  If you do not receive an e-mail confirmation of receipt within three days, please contact Carolyn Peterson.

1.
Please provide your utility Mission, Vision and/or Values Statement.  
2.
Key to Management Success:  Strategic Business Planning                        

Document how you have sustained/expanded an ongoing strategic business planning effort that guides your organization’s operations and infrastructure investments since receiving the AMWA Gold Award.  Describe your strategic business planning process and how it has improved your organization’s effectiveness and competitiveness over time.
3.
Key to Management Success:  Measurement                                                               
Describe how your measures, particularly performance measures, are used in your organization’s decision-making process. 

Describe how you keep your measurement system current with internal and external changes.

4.
Key to Management Success:  Continual Improvement Management Framework     

Your answer should include elements of the following:      
What are the elements of your continual improvement management framework?  Describe how they are made a part of your work processes.

How does your strategic planning align work process and learning initiatives with your organization’s strategic directions, thereby ensuring improvement and learning?  Describe how you have determined appropriate measures to determine progress in achieving your strategy and plans.

Describe how you track key processes and operational improvement.  Describe what third-party assessment results you use in your framework.

Describe how data and information are used to determine how your organization performs now and how it is changing.

Describe how your organization has changed based on cycles of evaluation and improvement/innovation.

       
5.
Attribute – Product Quality:

Produces potable water, treated effluent, and process residuals in full compliance with regulatory and reliability requirements and consistent with customer, public health, and ecological needs.
Describe any changes in standards for product quality over the last three years, and identify what changes were self initiated, not the result of rule-making revisions.

What outreach to community or governing body has your utility undertaken to identify/recalibrate product quality standards?

Describe how the concept of product quality has become part of the culture of your organization.  How are the measured standards for product quality communicated to your employees?

6.
Attribute – Customer Satisfaction:

· Provides reliable, responsive, and affordable services in line with explicit, customer-accepted service levels.  

· Solicits timely customer feedback to maintain responsiveness to customer needs and emergencies.
Describe how you solicit customer feedback.
Describe how your corrective action plan for responding to customer complaints has improved customer service.
How do you use your customer satisfaction performance measure results to modify your operational, financial and other business plans?  With what frequency are these plans modified?
7.
Attribute – Employee & Leadership Development:

· Recruits and retains a workforce that is competent, motivated, adaptive, and safe-working.  

· Establishes a participatory, collaborative organization dedicated to continual learning and improvement.  

· Ensures employee institutional knowledge is retained and improved upon over time.  

· Provides a focus on and emphasizes opportunities for professional and leadership development and strives to create an integrated and well-coordinated senior leadership team.  
Describe any workforce initiatives dedicated to continual learning and improvement.

What steps are taken to retain and improve employee institutional knowledge?

What opportunities are available for professional and leadership development?

8.
Attribute – Operational Optimization:

· Ensures on-going, timely, cost-effective, reliable and sustainable performance improvements in all facets of its operations.   

· Minimizes resource use, loss, and impacts from day-to-day operations.  

· Maintains awareness of information and operational technology developments to anticipate and support timely adoption of improvements.                                         
Your answer should include elements of the following:      
Since receiving the AMWA Gold Award, what have been the results of your agency’s optimization of operations in terms of customers, employees and financials?
Have you developed a comprehensive operations plan that can provide guidance to current and future staff and management?  Please describe.
Have you implemented performance-based pay or gain-sharing programs?  Please describe.
Have you sought to link your operations planning and activities with the capital and financial planning that goes on in your agency?  Please explain.
9.
Attribute – Financial Viability:

· Understands the full life-cycle cost of utility and establishes and maintains an effective balance between long-term debt, asset values, operations and maintenance expenditures, and operating revenues.  

· Establishes predictable rates—consistent with community expectations and acceptability—adequate to recover costs, provide for reserves, maintain support from bond rating agencies, and plan and invest for future needs.        
Since receiving the AMWA Gold Award:

What specific actions have you taken that have influenced, or may influence, your bond rating?

Please list improvements to your planning process, especially with regard to (a) customer participation and communications, and (b) asset management, for each of the following:

· Long-range (20 – 50 year) plans

· Medium-range (10-15 year) capital planning

· Short-range (5 year) financial planning

· Annual rate-setting

Graphically present the trends for three measures that demonstrate continued exemplary financial or operational management. 
10.
Attribute – Infrastructure Stability:

· Understands the condition of and costs associated with critical infrastructure assets.  

· Maintains and enhances the condition of all assets over the long-term at the lowest possible life-cycle cost and acceptable risk consistent with customer, community, and regulator-supported service levels, and consistent with anticipated growth and system reliability.  

· Assures asset repair, rehabilitation, and replacement efforts are coordinated within the community to minimize disruptions and other negative consequences. 

Your answer should include elements of the following:      
Do you have an asset management plan in place?  Please describe the plan, how long it has been in place and how often it is reviewed.
Provide examples of measures your organization uses to optimize its asset management program.

Does your asset management program provide a framework for decision-making processes in your organization? If yes, explain how it impacts the decision-making process.

Do you have metrics or performance measures in place to assess the reliability of your infrastructure?  Provide examples.
11.
Attribute – Operational Resiliency:

· Ensures utility leadership and staff work together to anticipate and avoid problems. 

· Proactively identifies, assesses, establishes tolerance levels for, and effectively manages a full range of business risks (including legal, regulatory, financial, environmental, safety, security, and natural disaster-related) in a proactive way consistent with industry trends and system reliability goals.    

Your answer should include elements of the following:      
Describe your process to continually involve senior leadership and operational staff to cultivate and perpetuate a participatory organizational culture to constantly improve methods to identify ongoing and future risks (security, natural disasters, regulatory, environmental, financial, legal, etc.) to your organization’s operations and your methods to minimize these risks to insure long-term sustainability.
Have your key personnel received training in crisis communication or message mapping?

Have you developed a pandemic influenza preparedness/response continuity of operations plan?

Does your emergency response address the all-hazards threat?  Do you run exercises on it?  Have you reviewed it with critical suppliers?  Have you identified and coordinated with your critical interdependencies?

12.
Attribute – Community Sustainability:
· Is explicitly cognizant of and attentive to the impacts its decisions have on current and long-term future community and watershed health and welfare.  

· Manages operations, infrastructure, and investments to protect, restore, and enhance the natural environment; efficiently use water and energy resources; promote economic vitality; and engender overall community improvement.  

· Explicitly considers a variety of pollution prevention, watershed, and other source water protection approaches as part of an overall strategy to maintain and enhance ecological and community sustainability.  
                                        
Are improvement gains in your effectiveness and efficiency reinvested to enhance quality and customer satisfaction, control rates and charges, or used in other ways?  Please explain.

Please elaborate on your goals and strategies for enhancing community and watershed health and welfare over the next 5 years.  Specifically describe any consideration of a variety of pollution prevention, watershed, and other source water protection approaches as part of an overall strategy to maintain and enhance ecological and community sustainability.
13.
Attribute – Water Resource Adequacy:

· Ensures water availability consistent with current and future customer needs through long-term resource supply, conservation, and public education.   

· Explicitly considers its role in water availability and manages operations to provide for long-term aquifer and surface water sustainability and replenishment.   

                                   
Describe how your utility’s operations support and complement long-term source water sustainability.  Specifically, address long-term plans for supply, demand and availability plans; demand managements programs and plans; and organization policies concerning water availability. 

14.
Attribute – Stakeholder Understanding & Support:

· Engenders understanding and support from oversight bodies, community and watershed interests, and regulatory bodies for service levels, rate structures, operating budgets, capital improvement programs, and risk management decisions. 

· Actively involves stakeholders in the decisions that will affect them. 

Describe how the business goals you have set and the system of measures related to those goals align and balance the interests of key constituencies including (but not limited to) oversight bodies, community and watershed interests, customers and regulatory bodies for service levels, rate structures, operating budgets, capital improvement programs and risk management decisions. 

Discuss any initiatives to actively involve stakeholders in the decisions that will affect them.

15.
Who should AMWA contact if additional information or clarification is required for this application?  Provide name, title, phone number and e-mail address on the Application Checklist on the following page.
*******
Each application should also include the following materials for use in publicizing the award winners.  These are in addition to the application page limitation and should be e-mailed to Carolyn Peterson at peterson@amwa.net:  

· Press contact information (in the application checklist)
· A 250-word summary of the main achievements described in the application 

· A head and shoulders color photograph of the utility executive to be featured with the award in jpeg format

· Two or three high-resolution color photos of activities or facilities related to the main achievements, such as photos of activities, equipment, facilities or other evidence of achievement in jpg format (not embedded in a word or pdf file)

· Descriptive captions for all photos

Association of Metropolitan Water Agencies

2012 Platinum Awards for Utility Excellence
Application Checklist

Complete and Return with Application

____
Application contact

Name ____________________________________________________________________

Title ____________________________________________________________________

Organization ______________________________________________________________

Phone ____________________________________________________________________

E-mail ___________________________________________________________________

____  
E-mail the completed application in pdf format to peterson@amwa.net.
____
E-mail a 250-word summary of the main achievements described in the application to peterson@amwa.net.

____
Press contact name ________________________________________________________

Phone____________________________________________________________________

E-mail____________________________________________________________________

____    E-mail a high-resolution head and shoulders color photograph of the utility executive to be featured with the award, identified with name and title.*  

_____  E-mail two or three high-resolution, color photos of activities, personnel or facilities related to the main achievements, with descriptive captions.*

* Please send high-resolution, 300 dpi photos in jpg format to peterson@amwa.net. Please do not embed photos in word or pdf files.  Contact Carolyn Peterson (202-331-2820, peterson@amwa.net) if you have questions.
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