> Damage Prevention
2012



Agenda

*VA811 Technologies

*ISO process

*Control of Records

*Training

*Quality Assurance

*Change Management

*Continuous System of Improvement
*Management Review




a 811 Technologies



Virginia 811 Technologies

 Location Enhanced Ticket Search (LETS)

« Utility Conflict Awareness Mapping System
(UCAMS)

« Excavator Work Order System (EWOS)

 Satellite Imagery

» Web Ticket Management System w/ mapping

 Electronic Manifest

 Electronic White lining

 Homeowner Ticket

« Update/Remark/Cancel




ISO Initiative

Overview

International Organization for Standardization




ISO Process




1SO 9001:2008

e A system to manage business with coordinated
activities to direct and control an organization using
quality as a driver.

— ISO Monitors Process Management
— Optimizes Company Tasks & Activities
e Instead of Just Inspecting the Final Product

) DigWith QOO



Benefits

* Improves Efficiencies and Productivities
* Facilitates Continual Improvement
* Improves Process Consistency and Stability

) DigWith QOO



Management Operating Process (Clause 4. 5 & 6)
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ek Product Realization) (Clause 7)
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I | | |
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Information Technology Information Technology (Clause 8) e
Callers Instmictions (Clause 8) (Claunse 6) (Clansze 6)
|
| |
I Operations l Cleared Notice of Excavation
- WebTE for Large Excavators {Clansze 7)
Statutory / Regulatory (Clause T
et I Preventive Action Program |
| | |
I (clause 8)
DPs Team Premier Customer Service
(Clause 3/6) Leaders HE/PAT Training (Clause 6) (Clanse 2)
(Clause 5/6) 1
|
|
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: Document / Record Control safety and bensfit of the
Generating Reports ty ne:
Call Center (Clause 4) (Clause 4) citizens within the
Commonwealth of Virgima
(Clan=e 81
] ! :
Mmg;lznl:.ts :{;)sonroes Finance / Accounting Reports (Clause 4)

Control of Nonconforming Product / Continmal Improvement (Clause 8)




VUPS Enhancement Databases

e Succession Plan Wizard

e Training Database

e Change Management

e Continuous System for Improvement (CSl)
e PolicyTech




Control of Records




Control of Records & Documents

PollcyTech

e Systematic Way of Document & Record Control
e Unique Identifier, Version Number, Effective Date,
Review Date
Collaboration, Review and Approval Process
Required Readers for Critical Documents
Quiz — Verify Reader Comprehension
Report Capability — Employee Sign Off on
Documents
Archive Old Documents
e Review Process of Documents
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VIRGINIA UTILITY PROTECTION SERVICE, INC. WVersion #: 2
Effective Date: 02/15/2011
Title: Quality Assurance Policy
Printed copies are for reference only. Please refer to the electronic copy for the latest version.

Policy: Tickets delivered to member utilities by VUPS will be sampled for quality. When critical errors
are found. the sample size will increase in accordance with the risk based provisions of the quality
assurance procedures. Any non-compliant ticket will result in additional training. termination of web
ticket entry privileges or progressive disciplinary action (for VUPS staff). as appropriate, to ensure
confinual improvement.

Scope: Operations Department, Damage Prevention Specialists, Public Awareness & Training
Coordinators, Web Ticket Entry Users

Definitions:

e Crtical Error — Failure to follow policies and procedures that results in under-notification of
utility members or in the failure to collect accurate data to complete the Notification
Requirements.

* Non-Compliant ticket — A ficket that does not comply with VUPS Policies and Procedures,
the Web Ticket Entry User Agreement, the notification requirements, or results in a critical
21TOr.

* Notification Requirements — As identified in Section 56-265.18 of the law. This data consists
of a portion of the required information for a ticket.

Required Information — The Newtin ticket entry fields that are labeled with a blue font.
Ticket — A notice of excavation as defined in Section 56-265.15 and 56-265.18 of the
Damage Prevention Act

Related Documents:
20VACS-300-90.C15 Training program for notification center's emplovees

Quality Assurance for DPS Procedure
Quality Assurance for Web User Procedure
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Status: Approved - Readers Create New Version & Mark a= Read (Optional) More Actions «
| Wiew Document | Properties Wizard | OwWerview

Properties | Document Higtory | Writers Status | Reviewers Status | Approvers Status | Readers Status | Links | Security Discussions (|
Properties (=

Current | Miew overview on approved date (08/26/2011)

Business Title

Virginia Utility Protection Semvice, Inc

Title Version Reference #
Emergency Ticket Procedure 2 200

Publication Next Review Review
Date Created Date Submitted Date Approved Date Date Interval
072842011 08/24/2011 08/26/2011 08/26/2011 08/26/2012 12 months

Document Owner

-Main Office--- Stern. Jackie (Manager of Operations)

Document Creator

-Main Office--- Stern. Jackie (Manager of Operations)

Writers

Mone

Reviewers

-Main Office--- Harris. Kari (DPS) Skipped
-Main Office--- Roop. Mina (Executive Assistant to the Skipped

President/CEO)

Approvers

-Main Office--- Price, Dave (Directar of Operations & Public Accepted (08/26/2011 3:29 PM)
Awareness)

--Main Office--- Pevarski. Rick (President/CEO) Accepted (08/26/2011 12:56 PN)
Categories

Operations

Procedures

Affected Department(s)
-Main Office--- Operations

Keywords

emergency, emergency ticket, processing emergency, taking a ticket, ticket taking, WA ticket type. Virginia ticket type. Emer, YEMER. processing a
ticket. emergency ticket procedure, processing an emergency ticket

URL
http://docs/docview/?docid=576




Training




Management Training

Core Curriculum

100 Series

e The "Respect” Relationship

e Communication —-The
Complete Circuit

e Training: Giving Clear
Knowledge

e (Coaching for Success

200 Series

e Whatit Meansto be a
Supervisor

e Understanding Individual
Employees

®* Communication - The Essence of
Respect

* Motivation

* Setting Goals & Organization

* Orientation & Training

300 Series

* Managing Conflict

* Team Building

* Performance Appraisals

« EEOandthe Law

* Time Management & Workplace
Protocol

) DigWith QOO



rez Rumiuly enpram wach

ulirg

vt |6 L doow
oo L o sk
Ptz -1l po brezane o wha e
Joka o]
Letdesbg [0

P Yoz 1o coch Tozem e =
oo Eniiz

Brimemidd o ou Tam' Wl

|

S5 bt e b
I o

Diefining Leaders hip

1| Al 3
T AT

As part
18500
Then a
Leader
to vou

define

By b dee f Bsrad b Pyl
ki sl o Ville]

Scott 4
negatn
weal

Hando

Remin
COMES
strips.

Ak th
explam
Empow
gxplam
EmpOw
premie]

PPzA

e &
Good Merning!

Askth
of the
Histor]
Howv
Leadet
streng]

Howd
seces
Profes

Management Training

Leadership: What it means to be a Team
Leader/Supervisor Training Syllabus

Administrative Data:

‘ Preparation time:

‘ 2 Hours

‘ Time of instruction:

‘ 2 Hours

Media

PowerPoint on CD, LCD Projector, White Board, Dry Erase
Markers, Flip Chart

Method of Instruction

1. Lesson Plan
2. Power Point Presentation
3. Handouts

Participant’s
Resources:

1. Participant'’s Resource Manual
2. John Maxwell's book, Leadership 101

Learning Objective:

Leadership builds a foundation that enables a Team
Leader/Supervisor to lead his/her team toward a shared goal:
achieving VUPS Mission Statement.  This session will focus on the
skills needed to build respect between you and those you lead.

Outline

Prerequisites

Read John Maxwell's book, Leadership 101

Each participant will write a paragraph explaining what it means to
be a Team Leader/Supervisor.

1. Welcome

2. Distribute participant's resource manual material

3. Have each participant read their paragraph and explain why
they are attending this session.

Course Content

1. Would Thomas Jefferson be successful as a VUPS Team
Leader/Supervisor?

2. Defining Leadership

3. Leadership: Key Concepts-Influence, Empowerment, and
Respect.

4. “Leadership Key Points” comparison with Mr. Maxwell's four
phases of Leadership.

5 Building a Leadership Legacy.

6. Summary: Answering the Leadership Question.




Training - DPS

* New Hire Training
e Continuous Training
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DPS Training Schedule

e 10 Days of Initial Classroom Training
e 4 Days of Parallel Training (OJT)

e Continuous Training

e Individual Training Plans




New Hire Training Syllabus

DAY 1
e Meet and Greet - Social Committee

e Orientation and On-boarding - Bruce Wood
— Human Resources
e VUPS Culture
e Distribute DPS Trainee Information
e Employee Handbook — Policytech
— President & CEO Address — Rick Pevarski
e Welcome
e History
* Training Orientation - Susan Painter
— SCCVideo
— Locating Video
e Preview of Systems and Resources
— Resources
e DPS Trainee Manual
e Professional Excavator Manual
e Virginia Marking Standards
— Systems
e Introduction to Newtin Ticket Entry
e Using Policytech
e Parallel Partnership
— Initial observation of the ticket taking process

va 811.com
\ ' DigWith QOO



Training Schedule

| Time | buration | Location |  Trainer | Subject

730 _ 500 a0 VUPS Culture & Door Pass (enter with a

Training | Bruce Wood Positive Mental Attitude)
. . Room Introduction to Employee Handbook / Initial

5-00-9:00 o0 (TR) Paperwork
| 9:00-10:00 | GO | Rick Pevarski | Welcome and History
| 10:00-10:15 | 15 | | Break
| 10:15-10:40 | 25 | Introductions: Exerdse

10:40 -11:00 20 : Agenda / Working Agreement
L 10: 00 | TR | SusanPaiter |2 Jo0 e .
| 11:00-11:45 | 45 | The Seven Keys to a Positive Mental Attitude
| 11:45-12:00 | 15 | Tour of the Center
112.00-100 | 60 | | Lunch
1:00-1:15 | 15 | Log In System: Windows & Newtin
|1:15-1:45 | 30 TR Susan Painter | Discover On-Line Resources
|1:45-2:00 | 15 | Life of aticket
|200-2:115 | 15 | | Break
|2:15-2:45 | 30 | TR | SusanPainter | Introduction to Parallel Partnership

. . Call Farallel Introduction to Ticket Entry via Parallel

e DR Ll Floor Fartner FPartnership
|3:45-350 | 5 | Returnto Training Room

350 _ 4-95 35 R Susan Painter ::rg;c:ccéuctmn to Locating: Other Side of the
| 4:25-4:30 s | Log out of System




Lesson Plan: Life Cyc
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Lesson Plan: Normal Ticket
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Training Database

rj@mp:sll:::\)ﬂee
(ecords
Qortal

L in
a 3;' IHGL'.'IE“':*

Current Location --=

Mo iwhat's DElOW,
Call bafare youdig

Welcome - Susan B. Painter

Create Class List Classes Add Subject to Class

~Add Class
Year: 2011
Title:
IDF‘S Trainee - Day 1
Overview:
9o B I U aelx,x vwlw T2l o] [¥ 2] Font [deraut ] size [getaut ¥] & B B
Bl EE FEEEEE EIE =R




Training Database

Select Employee: |Brendan Dalglish |

SelectClass:

|—EE|EDt Class- -

Find Record= | Clear |

Class Title Delivery Method | Trainer Name Daie Compleied

Team Huddles

Delete| Brendan Dalghish Tune Team Huddles

Delete Brendan Dialghsh Columbia Gas Pipeline Safetv Trammg
Delete Brendan Dalglish February Team Huddles

Delete Brendan Dalglish DDPS Trainee - Enhancement Training
Delete| Brendan Dalglish DPS Trainee - 3HR Notice /Damaged Line Review
Delete Brendan Dalglish DPS Trainee - Dav4

Delete Brendan Dalglish TDPS Trainee - Day 6

Delete Brendan Dalghsh DPS Tramnee - Dav 1

Delete Brendan Dialglish TDPS Trainee - Day 2

Delete Brendan Dalglish TVPS Trainee - Day 3

Delete| Brendan Dalglish TVPS Trainee - Day 5

Delete Brendan Dalghsh TVPS Tramee - Day 7

Delete Brendan Dalglish DPS Trainee-Dav 8

Delete Brendan Dalglish TVPS Trainee - Day @

Delete Brendan Dalglish DPS Trainee - Day 10

Delete Brendan Dalglish DPS Trainee-Dav 11

Class Room
Class Foom
Class Room
Clazs Room
Class Foom
Class Room
Class Room
Class Room
Class Room
Class Room
Class Room
Class Foom
Class Room
Class Room
One-on-One

-Multiple Tramers- 63022011
-Multiple Trainers- 6/9/2011

-Multiple Trainers- 44,2011

442011

Susan Painter 6/1/2011

-Multiple Trainers- 2/11/2011
-Multiple Tramers- 2112011
-Multiple Trainers- 2/11/2011
-Multiple Tramers- 2112011
-Multiple Trainers- 2/11,/2011
-Multiple Tramers- 2112011
-Multiple Trainers- 2/11,/2011
-Multiple Trainers- 2/11/2011
-Multiple Trainers- 2/11/2011
-Multiple Tramers- 2/112011
-Multiple Trainers- 2/17/2011

Susan Painter




Individual Training Records

Home ! My Subscriptions | Help

S0L Server Reporting Services
Home = Training = Search for: | ﬂ

=i

Year-Employee-Class

VU Properties Subseriptions
i“i New Subscription o~
14 4 )1 of 1 [ Fl Il[l[l% j | Find | Mext |5E|EC1:E'FIZIFITIEt j Export =

F

Folicytech Functionality 8/24/2010 8/24/2010
I O ™ A N A
CuickMap - 9 - Ortho 8/24/2010 8/24/2010
Tabs
I O 2 N A B
Software Message 8/24/2010 8/24/2010 J
Center Flus
T ety | L
Ticket Types Suspend 8/24/2010 8/24/2010
Guidelines Suspend 8/24/2010 8/24/2010

Ticket j




Regular Team Huddles

Septemhber Team Huddle

Month / Year: Effective Date:
September 2011 September 1, 2011
Audience:

All DPS staff
Objective:

o At the conclusion of traimning DPS will understand how to respond to a caller who has selected
“unmarked utility” from the pre-announcer and how to verify the ticket before processing the 3HE
Notice., Remark or Update.

. 3HE Notice (unmarked utility)
Listen for the whasper, “unmarked utility” and then ask: “T understand you have an

o
unmarked utility, mav [ have yvour ticket number please?”
o Ask for the Citv/County and Dig site address
o It 15 no longer necessary to restate the Work Tvpe. Cross Streets and Excavation
Areas as part of verification.
. Eemark and Updats

o Asking the caller for County/City and Dig Site address 1s consistent when processing
3HE Notices, Updates and Eemarks
o It 13 no longer necessary to restate information from the Work Type to the Excavation

Area field.




Learning Accountability

1. Questions & Answers

@ You can make comments about the quiz in the discussion area.

Objective 1: To understand the updated procedure for verifying 3HR Notices, Remarks and Updates, how to respond to a customer
who has selected "unmarked utility from the pre-announcer and how to correct an error made on a 3HR Notice.

1. What information must the caller provide before you begin processing a Three Hour Notice, Update or Remark?

Mame and Company, County / City and Dig Site address
@ County / City and Dig Site Address
All data from Work Type through Excavation Area fields

2. What statement should you make when you hear the whisper, "Unmarked Utility"?

"How can | help you today?"
"May | have your ticket number please?”
@ "l understand you have an unmarked utility, may | have your ticket number please?”

3. What steps must you take to correct a mistake on a JHR Notice?

Cancel the 3HR Motice and process a new 3HR Notice
Process a new ticket and send an email to your Team Leader
@ Process another 3HR Notice explaining the reason for the correction




Quality Assurance




Quality Assurance Audits

e Gathering Departmental Metrics and
Audits

— Human Resources
— Information Technology
— Accounting
— Public Awareness & Training
— Operations

e Results of audits become part of the Management
Review

- #) DigWith QOO



New Hire Trainee QA

Audits and Call Reviews

100 % audit of ticket for the first 30 Days of
employment

Monthly random audits

Assign continuous training on an as-needed
basis

2 Initial call reviews

Completion of Level T (Training) within first
9o Days




DPS - QA & Call Reviews

e Coach Audits — minimum 10 random tickets per DPS

per month =720
e Team Leader Review — 6 calls per month per DPS =

360 calls per month
— 3 Calls - Silent Monitor: Consistency
— 2 Calls —Interactive Call Reviews: Identify successes and
opportunities for improvement
— 1 Call - Side-by-Side: Personal coaching

e Risk-Based Audits — on as needed basis

[#) DigWith QOO



Quality Monitoring

BEA evaluation

-rHeader

DFS: Clark, Stacey Team Leader: Karen —
Ticket Type: e Tic ket - Total Score:

Contact : 20110816wF001... | - Ticket #:

Contact Date: August 16, 2011 FReview Date:

Frofessionalism Error Scoring wWIIPS Procedure Error

FPerformance Standards Fremier Customer Sermvice
Educating the Caller General Information mMapping Eficienc motification Reguirements
AccuUracy Error Comiments Critical Errar Customer Service Expectations

5 - Werified Company # - Field Contact

5 - Werified Dig Site address

5 - Stated: Locator needs access to meters
H - Educated: reason for mapping

5 - werified Work Type - Excavation Area

SRR RS

5 - Asked for additions or changes

Total Score: 100




QM — Notification Requirements

Professionalism Efrar | Scoring | VUPS Procedure Errar

Ferformance Standards Fremier Customer Serice
Educating the Caller | General Infarmation Mapping Efficiency Motification Heguirerments
ALCUFACY Efrar Comments Critical Errar Customer Semice Expectations

A - Obtained Company # - Field Contact (3)
A - Obtained Work Type - White Paint
14 - Entered specific location (avoided entire)

A - Pravided Motification Guidelines

Total rore; 0




QM — Performance Standards

Frofessionalism Efrar | Scoring | YUIPS Procedure Error

FPerformance Standaris Fremier Customer Service
Educating the Caller General Information Wapping Efciency Motification Requirements
ACcUracy Error Comments Critical Errar Customer Senice Expectations

- Werifled Company # - Field Contact

- Werified Dig Site address

- ofated: Locator needs access to meters
- Educated: reason for mapping

- Verified Work Type - Excavation Area

m ©m M h M

- Asked for additions ar changes

Total Score: I



OM — Premier Customer Service

Frofessionalism Error | Scoring YIIPS Procedure Errar

Ferfarmance Standards Fremier Customer Service
Educating the Caller General Information Mapping Efficiency Motification Reguirements
Accuracy Error Comiments Critical Errar Customer Service Expectations

Displayed a "can do" attitude r avoided "hawve to" ar "need to"

kept Caller on track § matched Caller's pace I minimized dead air space
Was respectful and for used empathy (focused on need ar safety)

wWas attentive and listened to Caller

Was expressive and used voice inflection

Engaded Caller f asked probing guestions

Conducted professional conversation and § or educated the Caller




DPS Training Levels

Skill Base Training
— Level T (Training)
—Levell
— Level 2
— Level3
— Level 4

Detailed Training
Manuals are designed
for each level

| P Piawith QOO0



Risk — Based Audits

e Critical Error — Failure to follow policies and procedures that
results in under-notification of utility members or in the failure to
collect accurate data to complete the Notification Requirements.

— Audit 100 % of tickets — minimum 5o tickets
e Nonconformity - Non-fulfillment of processes; needs,
expectations, or obligations; which may be stated or implied by an

organization, its customers, or its stakeholders.

— Audit 5o% of tickets — minimum 25 tickets

) DigWith QOO



Individual Training Plan

Virginia Utility Protection Service

Job Performance § Skills Development Plan

EMPLOYEE

Employee Mame: DPS

Rewview Period: 8/30/2011

Department: Operations

Supervisor: Susan Painter
Coach:

Performance / Skill

Description: Processing accurate tickets (awvoiding Critical and Accuracy Errors)

Training Goals

At the conclusion of training, DPS will have a clear understanding of errors she made during the period of
8/12 — 8/29 that has resulted in Risked-based audit of all tickets.
*  DPS must be able to process accurate tickets without assistance

*  The audit of DPS tickets must return to random status (rme fonger in Risked-based sudit siatus)

Learning Objectives

street or landmarks

Following the review of tickets that contain Critical or Accuracy errors, DPS should be able to:
¥ Match the map by using 5t, C1 8 C2
*  Match the Excavation Area with the Dig Site Polygon

*  When no address is listed on the ticket, define the area of excavation by using an additional cross

+  Define excavation area when caller provides Latitude and Longitude point

" When referencing an intersection, streets must intersect




Quality Assurance
Web Ticket Entry




Web Ticket Entry - QA

e New WebTE users have 100% of
tickets audited for the first 30 days.

e 1 Ticket per unique WTE user on the
same business day

e Goal of at least 10 % of tickets by
every WTE user

e Average of 40% - 5o% overall




Notification Requirements

IZj TicketEntry (1.0.153.0) oy ] |
Inguire I Moarmal I Ermergency I I eeting I Designer I Special Project I I Unsuspend I Full I Audit I Clock I
Ticket [E122500223 Rew [00E Frev [B122300229 Normal Work Type [ELECTRIC SECONDARY - INSTALL =]
Taken [08/17/11 08:34:53 &M Oper [wBwISEMAN Chan [wEE DoneFar  [DOMINION VIRGINL: POWER Permit # |
Compary # [703661-4250 | Caller [E0E wISERAN Type [EomT = | | Sreevaterswe | _
Direct Line [705 6614250 | Est | LicsmseMo. [ State |4 County/City [FalRFa | Plaes | I~
E il Ibwisem Enudit _I—I- i il —I
Company ﬁ
RTE accaunts far 84172011 Tktz for WEWISERMAM
el Kl August. 2011 N — — : :
i Account | Tu:utall "v"erlfleu:ll 7 Werifie = | | Ticket | Fiew | Time | Type | Verified
Zp [E0EE | Sun Mon Tue'wed Thu Fi Sat  [yagisoNz 1 0 B122900229 OO 0834 HEW
Field Contect [od = | 2 3 4 3 B IEET I | | cio00233 OOB 083 MEW
foo8 3 10 1 12 13 wiIMINOR 1 0 Feedback
Members 14 15 16 &b 15 13 20 WwKWILEY 1 a B =
Code 21 22 23 24 Xk’ X% XF WESDIOMM... 1 0 ; F ROMA PL -
COxE09 28 29 30 A 1 2 3 Sl bADILLOM 1 1] Corection
DLMAND 4 B B 7 B 9 10 WihAMCDAN. .. 1 0
FCw302 = Today: 871772011 WwMOYER 1 0
FACIET W TGEIBSOM 1 1] -
FFME0Z2 7 : : Euit id
NI 04 DPS | RTE | Report | . | > i
WwGLI04
»OCa03 Y <]
| =
Grids Get Map
3EE04FF21C-11 385047721012 305047721013 305047721 C-21 308047 7210-22 =1 —I
385047721023 o Giethitrs. | Locate By / Due By [05/22/11 07.00.00 5 Abot |
In-hiouze Comments FAbr [nfo I Update By I':'El-"":'E;-"'-l-I 11:55:59 P Suspend |
E - Expi 00
EHEngESSLS%%XBDS>UTIL1 3. DOMA400> JTILT 3, FOWwa02: DHLOOT, WZR1 045 5ML221, | e | #pires [03/09/11 07:00:00 AM Lo |
LI | Cookie will be on call TL 8411411 thru 841811 & 353-6123
| | B




WTE Audit Guidelines

VERIFIED

FEEDBACK

CORRECTION

Ticket 15 aceurate — no action
neaded.

Ome or more areas of concern have bean 1denfified but the ticket
does not present a safety hazard.

Cme or more 13sues exst requiring immediate action.

ha text <IONE= automatically

populates 1n the Commment text oo

Exnter specifc comments in the Comment text box dasenbing the
1dent:fied areals) of concerm,

Enter specific comments in the Commmment text box descnbmg the
identifiad arsals) of concem

Eaview the followmeg:

Dz Site Informmation
Excavation Area Fiald
Instructions Fiald
Mapping

o 4 4

Address/Streat felds:

¢ Mhsspelling of shreet name, incomrect prefis or suffix, and'or
does not mateh the map.
* o Cross Saest

Excavation Arez field:

¢ Weok ope and description of propossd excavation arez do
ot mateh,

¢#  Varue deseription of where excavation will fake place.

nstwchons Fiald:
*  Contaims informmation that should be in the Exeavation
Area fiald,
*  Contaims data that should not be displaved on revizion
ftickats {reference to previcnsly ssued 3HE Motice)

Mappims:

¢ Dz site polyegon doss not meluds the complete excavation
araa descnibed but the correct uiilities were notified.

¢  Dhgsite polvegon covers a mouch larger area than deseribead
and whlities wers notifed mneceszarly.

Addres='Sireet fields:
¢ Toumencal portion of address s meorract
#  Thers 1= a discrepancy between the address in the
address field and the address m the excavation arsa.

Excavation Area fisld:

*  [loes not provide a desenpiion of the speoific location of the
proposed work or 15 written in 2 manner that the locatons)
may nusinterpret where the excavation will take place.

Mappins

*#  Thz =ite polyzon does not match the excavation area and
address fields,

*  TTality members were mot notified.




Instant Communication

Newtin - A (Roanoke, VA

Message Center + Restricted

Exit |

User WSPAINTER
You Have 3 Messages Waiting.
Last Checked on 08/31/11 09:51:04

Check Messages |

Inbox ( 5) From |Date Subject |

' Unread (3) DPRICE [08/16/11 15:07:28 | NEW FEATURES IN QUICKMAP FOR WEB TE  DELETE

Sent Items ( 0) o .

Sent Items (0 DPRICE‘GB/OI[II 15:43:58 H%IEEJ “E(I;ITTI_FIth“CROSS STREETS AND WORK |-\ -
SLIGHT [06/17/11 08:19:22 |VA811.COM WEBSITE DELETE
SLIGHT [04/12/11 11:43:54 NEW WEB TICKET ENTRY FEATURE DELETE
DPRICE [09/09/10 13:57:30 'MESSAGE CENTER PLUS DELETE
\ <<First <Prev Next> Last>>
| (Results 1-5 of about 5)

com
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The Message:

|::c:

[Date: 08/16/11 15:07:28

Subject Mew Feature=s in QuickMap for Web TE

Message:

FFFSPECIAL NOTICE OF MEW FEATURE IN QUICKMAP FOR WEEB TICKETS*+*

VPSS i= pleased to announce that TAB 0 - LAYERS has been added to QuickMap for Web Ticlet
Entry Users. This feature was added a few month=s ago and it provides additional search tools. It
can provide the ability to =ee data that ha=s been added to the map by municipalities that cannot
be easily displayed in vizual format

Examples:

MILEFOST MARKERS - Interstate highway mile post data has been stored in QuickMap and the
individual mile post markers can be located by number.

- To use, open Tab 0O-Layers and =elect the "Get Layers" command button

- Select "mpm™ in the Layer Column if it is available for that county/city

- Select "Mile_Fo=t" in the Column Mame column

- Zelect the "Show" command button

- To search for a Mile Post, enter the Mile Post number in the "Search” field
- Select the "Search” command button

- The milepost marker will highlight with a flashing wvellow circle

- Select the "Show" command button to display the marker and number

ADDRESS LAYER. - Parcel Data i=s not awvailable for all counties and cities in VWirginia. Some
municipalities hawve street names=s and point address information for new =treet= that i=s stored in
the SIS but not readily viewable a=s normal "road centerlines" and street name data.

- To use, =elect "addr” from the Layer Mame column

- Select ADDE from the Column Name column to view the addres=s number=s
- Select FULLMAME from the Column Mame column to view the street names
- Select the "Show" command button to display the addres= or fullname

- Select the "Search" command button to find one




Scope of Work

EE [) ap
— Lookup
State [va | County [FalRFax c|
Flace I
Address |00 Mot Found [~

Strest |LEE Hw'Y

Cross 1 IHDN.-‘l'-. PL ﬂl
Crogs 2 I = Wap |

'I-Findl 2-Search| 3-Intersectiu:un| 4-Grids| E-F'Iacel E-Lat.-"Lu:ungI
7-Area I B-Mbrsl S-Drthnl D-La_l,lersl F'-F'aru:ell Flags I Mear I

INSTALLIMG STREET LIGHTS - LOC S0OUTH SIDE OF LEE_Aé
Hw SERWICE RD TO 10FT BEYOMD ROADW Y FROM
B0FT EAST OF ROMA PLWEST TO 250FT WEST OF
ROMA PL - REQUEST aLL LOCATORS MaRK WITH ;
PAIMT AMD FLAGS
=
Inztructions 8038
CalLER MAF REF: B5643CH ;I
Ansar] w
[y Robe
L e 0N Fam,  Cir
o
a
LI =
=
In-House Comments % r?
RULE MBRS: COXEOS:-UTILTZ, DOM400:UTILT 3, ;I o




Change Management




Change Management

Why have a policy and procedure for
changes?

To standardize all changes of current business processes to

a formal procedure
— Using a managed and orderly method, changes are requested and
communicated prior to implementation (when possible) then;
e Reviewed
e Approved
e Logged
e Tested

Goal: Minimize risk and impact to the business.

[#) DigWith QOO



Find Record
Change ID: 77
Lasue ID: NA
Requestad Date: |
Requestad
[mplemenation Date; |
Actual Implementation
Date: |
Title: |
Requested By: ‘ -Bzlect Requestor- v‘
Department: ‘-Select Department- V‘
Function: ‘,sem Function- v‘
Status; -Belect Satus- v

Analysis Completed: [
ActRule Affected: O
Nofification sent to SCC; [

| [Browsz... |

FiPah

Changs Summary:




Unique ldentifier [/ Links to CSI

Clck ete o collpse e

W
. Bllo I"' }

b

Yoo Bl
il

Coment Location - VUPS Cental > Change Masement

Weleoms : Deborah G Hofbaer

Pogested | Acfual
| Implementation| Implementation Tile RequestBy Department Name| Function Name| Stafus name Change Summary

Changs the defimtion of an emervency and fhe

Debogah G. Information - :

Changes to Pre-amnoumer Call Switch
Hofbaver  Technology

Analysis Completed| AcfRule Atfected SCC Notification|

Approved | calBow ofthe premnouncet for torml and
afe hour opeafons

TTTO0 prnnirend n Inbbne me Todes V56 611



Change Management Review

e Regular executive staff meetings
e Emergency meetings - as needed




VUPS Analysis Process

VIEGINIAUTILITY PREOTECTION SERVICE

VUPS Analysis/Proposal

Office 365 Hosted Email

R Hogan
7/12/2011




Analysis

VUPS Proposal / Analvsis Feport
Table of Contents

I. Contents
Table of Contents 2
I, Executive SUmMmMIary: oo 3
1I. Description — Process Change or Purchase: .. 3
III.  Detailed Solutions ©.... o 3
By T 3
b, Rationale oo n e ennn e e 4
o, Cost Analvsis: 6
IV,  Implementation Schedule: 6
Site Preparation: .. .o 6
b, Training (if needed ) 3]
N APPENIE A e 8
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I. Executive Summary:

The current VUPS email svstem resides on a single Microsoft Exchange server located at
Blue Hills. With this single server configuration, this system represents a single point of
failure for email. Due to the critical nature of email at VUPS, it is proposed that we
transition to the cloud based Microsoft Office 365 solution. Office 365 gives VUPS email
with globally redundant reliability using multiple locations and automatic failover
capabilities. The service is financiallv backed with a 99 9% uptime guarantee. Other
benefits of this cloud offering include software and hardware upgrades performed as
needed with no additional cost to VUPS. The maintenance of this svstem bv VUPSis
minimal as all updates and server maintenance procedures are performed bv Microsoft
subject matter experts. Office 365 also provides online meeting features as well as team
collaboration software and web based office applications. Along with this solution,
VUPS will also benefit bv consolidating licensing costs for Microsoft Exchange and
Office products which are billed monthlv, rather than a vearlv expense with the current
solutions. Long terms costs for the Office 365 solution exhibit a significant cost savings
in comparison to a redundant on premises email solution. The cost over 6 yvears for the
Office 365 solution would be 585 860, saving VUPS 580 440 when compared to an on

premises redundant email svstem.

II. Description - Process Change or Purchase:

Currentlvy VUPS hosts a Microsoft Exchange 2007 server on premises to handle email for
the companv. An external filtering service is also in place to handle spam and virus
filtering before email arrives at the server. We propose that this system be replaced with a
hosted solution utilizing Microsoft Office 36>, Office 365 is a hosted application solution
that not onlv provides VUPS with email functionality, but also includes the integration of
Microsoft Lvnc (similar to GoToMeeting or Webex), and SharePoint (a team / project
collaboration platform). Along with these features, Office 362 also includes license
options that allow us to consolidate our Microsoft Office licensing as well.

III. Detailed Solutions:



VUPS Proposal / Analvsis Report

V. Appendix A: Cost Comparison

Exchange & Office On Premises Com > ared To Office365

Current On Premises e 3 ()f Sclution
Initnial CostMonthly Ye _ulv utis ~ost Mo 4 onthly Yearly

Exchange Server Licensing

Exchange Hardware

Office Licensing

Antiviros/Spam Filtering

Online Meeting Software

Sharepoint Licensing

Sharepoint Hardware

Officeldss $1,190.00

Totals P : . Y . L : X . . $0.00 $1,.190.00

>lation

Year 1 Total K 340 18385
Year 2 Total . $64.267.70
Year 3 Total $88.351 55
Year 4 Total : $109,635 40
Year S Total X $130,919.25

Year 6 Total . $166.303.10

*Current on premises solution (year 1) factors in licensing needed 10 bring Exchange to the latest version and the
addition of Sharepoint licensing and hardware

*Current on premises sclution (year 6) factors in hardware costs to replace servers to meet typical additional
Tequirements on NOw Versions

v *Redundant on premises solution (year 6) factors in hardware costs to replace servers 10 meet typical additional
requirements on New version

$180,000.00

~#—Exchange On Premises (Current) /‘
~— Office365
—r— Exchange On Premises (Redundant)

$160,000.00

$140,000.00 +

$120,000.00

R —



Continuous System of Improvement
CSI
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CSlat VUPS

e A combination of process and database
— Involves management review
— Provides opportunities for continual improvement

) DigWith QOO



How It Works

* Anevent or activity occurs
— Is there conformity or nonconformity?
e Relating to our processes/procedures
— Did our process/procedure cause the issue?

) DigWith QOO



Investigation

Collect data

Analyze information

Determine root cause

Set objectives

Implement corrective and preventative actions

A DigWithQQQO



Corrective Action

e Qutline steps to be taken to prevent recurrence
e Does our process/procedure need to change?




Preventive Action

e Proactively identify potential nonconformities in

order to prevent their occurrence
— Help Desk
— Surveys

e Caller survey

e Membership Meeting surveys

* Training surveys

) DigWith QOO
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12 Operations

|

|

Operations

LA T i PPN

Ted Woolard

Barbara Gleason Victoria L. Setile

T dern TETallmam

‘CSI Database

Mildred T. Rader 8/8/2011

Human Resources Dorothy Smith  Nina Roop

8/5/2011

8/2/2011

Coolae Kader. "Approx 22101
received a call from Michael
Murphv a homeowner, needing
assistanc

Red and organe paint cans were
tossed into Mr Ted Woolard's
field.

Improve on efficiencies for
handing out pavroll bivweekly.
Mowve the 13 emplovees who
currently receive "live” checks to
direct deposit. Elimate the paper
check stub by accessing all
information online.

Barbara Gleason with D & E
landscape is complaining that we
should not be asking her all these
questions. That she should not
have to provide the county she is
working in as all she has is
Midlothian.

Home Owner, Sandra Wallace,

st s ] am vvamame ma ] e  mam m

Create Change Record

Create Change Fecord

Create Change Fecord

Tt T nminmm TV mmmae A



Click here to collapse memu

va §1{.com

Dig Wilh (DM

Current Location - VUPS Central = CSI

TS Cairl 8

Welcome : Steven W. Light

Find Record

Insert Record ‘Rgggt Form

Record Loaded Successfully

D:4

VUPS Department:
[ssue Entered By:
Emplovee DPS:
Ticketz

Change DB ID:

Human Resaurces v | Issue Source: Dorothy Smith
Nina Roap v | Issue Date: 08/05/2011
-Select Emplayee- v| Team Leader -Select Team Lead- v




Matter of Concern

Customer Semvice '

Improve on efficiencies for handing out payroll biweekly. Move the 13
Mliwve" checks to direct deposit.

enployvees who currently receive
Elimate the paper check stub by accessing all information online.

Moving to a web based application so payvroll can be processed for any

computer.

Discussed the changes necessary wWwith the =ale rep for ADP.




Root Cause

Conformity

Preventive Action

4
Meither '
>
4

4 2.3 Control of documents




1ISO

VUPS Conformity: Conformity 4
Audit Type: Neither v
Action Type: Preventive Action v
Criteria- 4.2 3 Control of documents |+

[]a) to approve documents for adequacy prior to issue,

[1b) to review and update as necessary and re-approve documents,

[|c) to ensure that changes and the current revision status of documents are identified,
[]d) to ensure that relevant versions of applicable documents are available at points of use,
[]e) to ensure that documents remain legible and readily identifiable,

f) to ensure that documents of external origin determined by the organization to be necessary for the planning and operation of the quality management
system are identified and their distribution controlled, and
[]g) to prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are retained for any purpose.
Evidence:
ADP i=s offering a web based application that giwves VUPS a back up for
proceszsing payroll. Currently, the HR Assistant must always be in the
office the Tuesday prior to pay day to approve the time cards / Hours.



Action Plan / Follow-up

v
L]
Follow-up Notes: |
Follow-up Date: |
Effective: [




Master List of Documents




Master List of Records

Human Resources

- Storage Retention Time Disposition ;‘:::::;
3 82094 401k Election/Change of Beneficiary Form n/fa HR File room Name At least 6 yr after term Shredded External
4 (143710 401k Participant Deferral Contribution Change Form n/a HR File room Name At least 6 yr after term Shredded External
5 149385 401k Employee Data Change Request n/a HR File room Name At least 6 yr after term Shredded External
6 |12725MUMEN |Anthem Life Short Term Disability Claim Form 3/10 HR File room Name & w/Anthem Life |Atleast 3 years after term Shredded External
7 |12730MUMEN |Anthem Life Long Term Disability Claim Form 3/10 HR File room Name & w/Anthem Life |Atleast 3 years after term Shredded External
2 |14458AMEENLBS| Anthem Life Beneficiary Designation Form n/a HR File room Name Atleast 3 years after term Shredded External
9 AL-2114 anthem Life Insurance Claim Form n/fa HR File room Name & w/Anthem Life |Atleast 3 years after term Shredded External
10 |HR-4001 Account Deactivation Checklist ([completed at termination) 3 HR File room EE File by name At least 3 years after term Shredded niernal
11 |HR-4002 Applicant Interview Summary 2 HR File room EE File by name At least 3 years after term Shredded nternal
12 |HR-4004 Applicant Testing Form 1 HR File room EE File by name At least 3 years after term Shredded nternal
13 |HR-1006 Background Check Release Authorization Form 3 HR File room EE File by name At least 3 years after term Shredded nternal
14 |HR-4008 Code of Business Conduct Agreement 1 HR File room EE File by name At least 3 years after term Shredded nternal
15 |HR-4010 Consent for On-The-Joh Injury Treatment Form 3 HR File Room EE file Narme At least 3 years after term Shredded nternal
16 |HR-4012 Departure Checklist Form 3 HR File room Name At least 3 years after term Shredded nternal
17 |HR-4014 Departure Questionairre Form 3 freturned, EE file EE Term file [Name At least 3 years after term Shredded nternal
18 HR-4016 Departure Review Form 2 HR File room Name At least 3 years after term Shredded nternal
15 HR-1018 Direct Deposit Authorization / Cancellation Form 3 HR File Room EE File by name At least 3 years after term Shredded nternal
20 |HR-4020 Disciplinary Action Form 3 HR File Room EE File by name At least 3 years after term Shredded nternal
21 |HR-4022 DPS New Hire Interview Questions 1 HR File Room Hired: EE File by name At least 3 years after term, Shredded nternal
22 |HR-4023 DPS Performance Review Form 1 HR File Room, EE file Name At lease 3 years after term Shredded nternal
23 |HR-4024 Drug / Alcohol Use Agreement Form 3 HR File Room EE File by name At least 3 years after term Shredded nternal
24 |HR-4026 Drug Test Appointment Form 3 Given to EE at time of N/A N/A N/A nternal
25 |HR-4027 Employee Information Form 1 HR File Room EE File by name At least 3 years after term Shredded nternal
26 |HR-4030 Exempt Employee Annual Performance Evaluation Form 2 HR File Room EE File by name At least 3 years after term Shredded nternal
27 |HR-4032 Exempt Paid Time Off Request Form 7 HR Coordinater Office File By name, hy year at least 1 year Shredded nternal
28 |HR-4034 Handkook Acknowledgement Form 2 HR File Room Narme At least 3 years after term Shredded nternal
29 |HR-4036 Human Resources Confidential Fax Cover Sheet 1 NfA N/A MN/A NfA nternal
30 HR-4038 nsurance for Open Enrollment Election / Waiver Form 2 HR File Room Name At least 3 years after term Shredded nternal
31 HR-403% nsurance Premium Repayment Agreement Form 1 Bi-weekly payroll folder By pay period Permangnt N/A nternal
32 |HR-4040 nternal Posting Announcement Form 3 HR File Room Date at least 1 year Shredded nternal
33 HR-4042 Jok Requisition Form 2 HR File Room Date Atleast 1year Shredded nternal
34 |HR-4044 Mentoring Agreement Form 2 HR File Room Name Atleast 3 years after term Shredded nternal
35 |HR-1046 Meonitoring and Recording of Telephone Communiations Form 2 HR File Room Name At least 3 years after term Shredded nternal
36 HR-4048 Pay /PTO Adjustment Form 4 Bi-Weekly Payroll Folder By pay period Permanent N/A nternal
37 |HR-4050 Pay Advance Request Form 2 HR File room, EE file Name At least 3 years Shredded nternal
38 HR-4052 Personal Information Form 3 HR File room Name At least 3 years after term Shredded nternal

M 4 » v PEOEEEGOREAGY Human Resources

" Information Technology ~ Operations  Public Awareness Quality Assurance
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Master List of Documents

) Human Resources

5 Docament # Name of Document Rev # Creation Date
3 |HR-4007 Anti Harassment Policy Internal Bruce Wood 3 9/19/2011
4 |HR-4225 Anti Harassment Procedure Internal Bruce Wood L} 9/19/2011
5 |HR-4009 Anti Mepotism Policy Internal Bruce Wood 2 8/25/2010
6 |HR-4011 Anti Mepotism Procedure Internal Bruce Wood 2 8/26/2010
7 |HR-4013 Anti WViolence in the Warkplace Policy Internal Bruce Wood 3 5/10/2011
2 |HR-4015 Anti wiolence in the Workplace Procedure Internal Bruce Wood 3 5/10/2011
9 |HR-4221 Bereavement Leave Policy Internal Bruce Wood 3 11/9/2011
10 HR-4002 Blood Donation Policy Internal Bruce Wood 2 1/26/2011
11 |HR-4003 Blood Donation Procedure Internal Bruce Wood 3 8/26/2010
12 |HR-4017 Compensation Policy Internal Bruce Wood 1 9/1/2010
12 HR-4404 Compensation Procedure Internal Bruce Wood 1 9/1/2010
14 |HR-4019 Confidentiality Policy Internal Bruce Wood 1 9/2/2010
15 HR-4021 Confidentiality Procedure Internal Bruce Wood 2 8/26/2010
16 [HR-4078 Conflict Of Interest Policy Internal Bruce Wood 2 8/25/2010
17 |HR-4031 Crime Victim and Witness Rights Policy Internal Bruce Wood 1 8/3/2011
18 |HR-4200 Crime Victim and Witness Rights Procedure Internal Bruce Wood 1 8/3/2011
19 |HR-4408 Damage Prevention Specialist / Accounting Assistant Job Description Internal Dorothy Smith 1 1/23/2012
20 |HR-4406 Damage Prevention Specialist / Coach Job Description Internal Dorothy Smith 1 1/23/2012
21 |HR-4405 Damage Prevention Specialist / Help Desk Job Description Internal Dorothy Smith 1 1/23/2012
22 |HR-4409 Damage Prevention Specialist / IT Liaison Internal Dorothy Smith 2 1/23/2012
23 |HR-4407 Damage Prevention Specialist / Web Ticket Coordinator Job Description Internal Dorothy Smith 1 1/23/2012
24 |HR-4403 Damage Prevention Specialist Job Description Internal Dorathy Smith 2 1/23/2012
25 |HR-4219 Document Destruction Policy Internal Bruce Wood 1 3/5/2012
26 |HR-4220 Document Destruction Procedure Internal Bruce Wood 1 3/5/2012
27 HR-4035 DPS Essential Communication Policy Internal Bruce Wood 1 8/30/2010
28 HR-4037 DPS Essential Communication Procedure Internal Bruce Wood 1 8/30/2010
29 |HR-4041 Dress Code Policy Internal Bruce Wood 2 8/25/2010
30 HR-4043 Dress Code Procedure Internal Bruce Wood 3 8/26/2011
31 |HR-4201 Drug / Alcohol Free Workplace Policy Internal Bruce Wood 3 8/25/2010
32 HR-4217 Drug / Alcohol Free Workplace Procedure Internal Bruce Wood 1 7/26/2010
33 |HR-4047 Employee Clasification Policy Internal Bruce Wood 2 8/25/2010
34 |HR-4029 Employee Classification Procedure Internal Bruce Wood 2 8/26/2010
35 |HR-4055 Employee Decisions Policy Internal Bruce Wood 2 8/25/2010
36 |HR-4805 Employee of the Quarter —Year Procedure Internal Bruce Wood 1 3/26/2012
M4+ v | EERREate O Acconntna®’. Help Desk | Human Resources JUIRformationilechnalaayy D eratoney  APuEie | 4



Outsourced Processes

Information Technology

M™orfield Data Products

Ticket Entrv, Web Ticket
Management Software. and

Phase I & ITI . Message
Center+ LOMNS

Commonwealth
Technology Group. Inc.

Website hosting of online
training module for WTE
Users

SBE. Inc.

MNewsletter editing and
lawvout

Wirginia Geographical
Information Network

Orthos. Foad Center Line

(F.CL} Updates

Cox Communications
Comecast

Assisting in Statewide
Campaign

Go Daddw

Website hosting

Premier Innovations

Customized Handout Items

MNicrosoft

Cffice 365

Chalaine’s

Embroidered Apparel

Professional Network
Services

MNetworking

Human Resources

WA State Police

Background Checlk

Avawva Call switch

CWTG Alert sever and archive
ticket search

ATET Internet,

telecommunications

Clint Morris

HE Legal Counsel

Cox Communications

Point to Point T1 Lines

MNational Testing
Association. Inc.

Fandom selection drug
testing

Level 3

Point to Point T1 Lines

Werizon Wireless

Cell Phone Service

Lumos

Local PEITI1 Line

Carilion Cecupational
Medicine

Drug testing

Finance

ADP Pavroll
Capital B etirement 401k
Anderson & Feed 401k Auditors

Brown_, Edwards &
Companwv

Financial auditing

Coventryv /| Southern Health

Health Insurance Provider

Enterprise

F.ental cars

Hunton & Williams

Corporate Legal Counsel

Anthem Life

ST/ LT/ Life Insurance
Provider

Operations

Diearbom MWational

Drental Insurance Provider

Omne Calls of America

Wision / Voluntarv Life
Trawvel Insurance Provider

Language Line

Foreign Language
Interpreter

Go To Meeting

WTE User Training

Public Awareness

Bowers Insurance Group

Ermrors & Omissions
Directors & Organization
Business Insurance Provider

Infinisource

COBFE.A Administration

Automated Mailing Monthlw, quarterlv mailings
to members and excavators
Marketing

Customer Satisfaction

Access Public Eelations
Joann Contracting

DigWith@Q QO

va 811.com
8'1




Management Review




Management Review

* Metrics
— Review & analyze

e Audit Findings
— Internal
— External

e CS| Database

— Corrective [ Preventive Actions
— Opportunity for Improvement

e Change Management

— Assess any risk prior to implementation
— Create an implementation plan

[#) DigWith QOO



System Improvements

DigWith QO



System Improvements

Independent consulting review of management
processes

Critical ASA Procedures

e Builtin delegation

All reports are evaluated on a periodic basis by the
CEO to determine the overall health of the
organization

Written processes has made jobs easier to replicate
Improved consistency in all areas and departments
One location for all information (Document control)

[#) DigWith QOO



VUPS Moving Forward

e |dentifying Opportunities for Improvements
* Training
— Root Cause Analysis
— Record & Document Control
e Ensure all documents are placed within PolicyTech
* Ensure consistency
e Annual review of documents
— Internal Audit Team
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Employee Feedback
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Q&A

Thank You




