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Process Description

The original Request for Proposal for a Customer Care and Billing System was sent to five vendors based on discussions with
and the desires of the [Your Company Name] management team and based on my past experiences with various vendors
relating to billing system due diligence. There were three vendors who responded to the requests sent out. These responding
vendors were:

1. Vendor 1 — System Nmae
2. Vendor 2 — System Name
3. Vendor 3 - System Name

The following vendors were contacted but either failed to respond or chose not to participate in the process:

1. Vendor 4 — System Name

2. Vendor 5 -

In the followinf§ >ages, | have pr i ‘ e irements, the Minimum
Requirements @8 cription, three type i ‘ Jyvided by the three® :ndors responding to the
RFP, and my res® mmendations base

In the vendor ¢ parisons, | have first snown each vendor’s Iess than affirmative” responses tg8® r specific list of desired

functions for a c
categories:
Cannot perform function

Limited abilities

Requires add-on module or Application Program Interface (API) to an out-board or third-party system
Planned future enhancement

Response unclear, incomplete, or not enough information for vendor to answer

s one of the five following

> ahrwONE

summary of each vendor’s negative responses is provided at the end of the Detailed List of Desired Functionality section.

The second section of information compares the vendors’ written responses to miscellaneous questions posed in the RFP. The
third vendor comparison is of the pricing proposed by the various respondents to the RFP.

My recommendation is the last section of this document.
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Proposed Solution Requirements
(Part of original document — provided only for information purposes)

[Your Company Name] is interested in an open, modular subscriber management solution that allows the integration with other
functions and applications. The proposed solution should allow for the delivery, combination, and billing for services in an
effective and agile manner. It should also facilitate the use of customer and billing data in non-billing applications via some
manner of data warehousing or similar functionality. The ability to interface with a third-party customer care front-end may be a
requirement.

The proposed solution must be scaleable in an efficient and cost effective manner. Growth expectations call for the expansion of
[Your Company Name] from an initial single market to with over cable and telephony subscribers within
10 years. During the initial phases of construction it is expected th be operated in a service bureau
environme

The prog™ 2d solution shoul
environmi® |, including the flexi
on-demar services. The succ
residentia®| 'd small business

' !".ervices and billinB8 1 both an analog and digital

2rvice packages, di transport services, and digital
ate business requireif¥ 1ts pertaining to the delivery of
in the previous sectio

The applighy , : i : o onents, and it must effectively
mediate the e eppeewaunio wniuvwiu piuviue auutuutial ciivice and flexibility by using application
program interfaces (APIs) to faC|I|tate data exchange and interoperability with other system components and/or new systems to
extend the system’s productivity and useful life.

The proposed solution should address the following general areas:

Unified Customer management

Subscriber Billing

Converter Addressability

Work Order Management (scheduling, routing)

Interface to financial accounting software

Automation of all systems’ activation processes

Ability to interface with third-party dispatch systems

Sufficient reporting module capabilities to meet marketing and operations needs
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Minimum Requirements
(Part of original document — provided only for information purposes)

Your response to this RFP should briefly describe how your proposed solution meets the following minimum requirements:

The proposed solution must be able to work in a client-server environment and be available 24 hours per day, 7 days a week. It
must provide for centralized control of the databases but with real-time distributed access.

The applicatig ing future needs in terms of:

» growth B ne business (volumes and services)

 evolutid® >f the business en t SS) " ‘
The proposep ackages should b f t 01 ni 4 th [ | operational.

Real-time orf\ = multi-user accesses (with appropriate security to preserve data inteqrit 'r with a batch processing
capability.

Maintainability and stability of any recommended core technologies are important and will be a key consideration.

The proposed application/system must be fault-tolerant (i.e. it must be designed to ensure maximum availability).
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Detailed List of Desired Functionality

The numbers in the columns under each vendor’'s name correspond to the response categories shown under “Notes” at the
bottom of each page. The total number of responses in each category are given at the end of this section

Descrlptlon Of functlon/feature VENDOR | Vendor 7 Vendor 3 | Vendor | VEND
6 2 OR 1

1 - Customer care management (1) :

» Ability to tailor billing strategies to a wide variety of customer structures (single service or multiple service
customers)

» Multiple customer types (individual, corporate, bulk, hotel)

» Customer information distinct from account (address) information

» Flexible customer set-up options 2

* The relationship between a service and the customer can be a billing relationship and/or a service
relationship (e.g. a service used by one customer mav be billed to anathe

All informatig

ices orders

- trouble tic]

>

- billing infgd 8§ 1tion such as rate packs

- collection information

- tracking by operator of adjustments or refunds

- notes attached to a customer

- billed and un-billed services details

- current and historical equipment and rate details

- current and historical customer bills

- credit history (past due, NSF, disconnect notices, disconnect non-pay, adjustments processed — this
year and last year).

- customer demographics

- user-defined fields

NOTES: 3. =Requires add-on module or Application Program Interface (API) to an out-board or third-party system
1. = Cannot perform function 4. = Planned future enhancement
2. = Limited abilities 5. =Response unclear, incomplete, or not enough information for vendor to answer
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Description of function/feature

VENDOR
6

Vendor 7

Vendor 3

Vendor
2

VEND
OR1

1 - Customer care management (2) :

» Contact logging available for tracking customer inquiries and problems and documenting actions taken,
along with date and time, and initiate follow-up dates for further action if necessary. System should
automatically log user ID for all transactions.

* Credit information recording and tracking

H

» Ability to interface with credit information services

[ERN

* The ability to update customer and account details without the need to create a service order

* A user can quickly locate a customer by any one of :

- customer name

- master account name

- multiple addresses (ex : residential, location, billing)
- customer g

N(W|&~

- account Si1, Hastel accourt numper

- social se

- drivers li

- converte

ty number
se number ! ' ‘
rial number ‘
er of either the service | AC t [
* The followi

- account narnic ciiwiiye

- account transfer

- converter box control (parental control channel lock-out)

- change bill cycle to meet customer wishes

- service transfer

- equipment transfer

» The following customer on-line data are available :

- contact for billing, credit, and other account contact information

- customer status

- multiple phone numbers and addresses

- summary of account history by service change by service code description

- account memo details

* The ability for the customer to request a bill by one or more of the following ways :
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Summary of Vendors’ Negative Responses

i VENDOR | Vendor7 | Vendor 3 | Vendo | VEN

Category for Negative Responses 5 0| DoR
1

« Cannot perform function 55 105 39 84 | 22
+ Limited abilities 22 1 36 | 3
* Requires add-on module or Application Program Interface (API) to an out-board or third-party system 56 1 31 2
* Planned future enhancement 4 1 13 4
» Response unclear, incomplete, or not enough information for vendor to answer 26 34 0
TOTAL 4 105 68 198 | 31
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Additional Questions and Vendor Responses

Additional services

Which plant status-monitoring packages does the proposed system support?

Vendor 3 Response :
does not currently support a plant status-monitoring package, however, we recognize the business requirements of [Your Company Name]. - would offer the
option of an interface to a third party package which would offer plant status-monitoring.

Vendor 2 Response :

I Ot age Modul e provides a means by which potential tel ephony and cable plant outages can be
autonmatically detected and reported. Detection is based on the receipt of a specified nunber of designated "no
service" trouble calls over a specified period of tinme. Systemlevel paraneters allow the user to custom ze the
criteria to neet the needs of their plant. Mechanisns are included that allow the systemto nanage outage
conditions manual ly. This includes applications to manually set an outage, clear an outage, display outages,

di splay anplifier information, and reset call totals.

In addition, the I offers o I

and assign plant mai ntenance work th3 nQ ol at od_t o

scherre_ which allows the end user the ability to schedul e

is provided in conjunction with par
sys

i cati K
' provi de
k tec
nt Nra
Al t hough p ~ 48 I ' oduct

‘m

y s and to access USi
ircuit Managenent

offering, VEiw.usy + w1t we auuiny s runctionality to the product in the near-term This functionality is

currently planned for the second quarter of 1999.

r I e I
is transacti on managenent
operators with the
data for accurate
orts, and tel ephony

provides t
and the

capabi lit
necessary rvices to nanage
accounti n@ nd custoner bill

Cabi net DI nosti cs.

VENDOR 1 onse

Does the proposed solution currently interface with Scientific Atlanta’s analog head-end controller and digital
network control system? If not, what interfaces are supported?

Vendor 3 Response :
supports various interfaces for each client’s specific billing requirements. - welcomes the opportunity to discuss your interface requirements and timelines for
future implementation.

Vendor 2 Response:
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Financial Proposal
(See attached Excel spreadsheet)

An attachment is provided summarizing the pricing for the three vendors who responded to the Billing System Request for
Proposal. In this attachment, | have tried to create an “apples-to-apples” comparison by using a common set of forecast
subscriber numbers over a five year period and applying the various vendors’ pricing structures over that period.

There are substantial differences in how the various vendors price their products. Some have heavy license fees up front, one

charges license fees as a part of the monthly maintenance charge per subscnber and another charges for many miscellaneous
transaction fees each month. Hopefully, the five-year total cost compa ese drastic differences in pricing

T bprAFT
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