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DIRECTOR’S MESSAGE TO THE BOARD

 Fifty-eight (58) percent of all customer billing transactions are through the
use of technology. 
o The technology includes pay-by-phone (IVR), the Customer Care Web Portal 

(www.detroitmi.gov/paymywaterbill), and DivDat kiosks.
o More than 45,000 transactions are online through the portal.
o The kiosk network now has more than 70 units located in and around Detroit,

with close to 50 of the kiosks within the city of Detroit.

 The collaboration between the Detroit Fire Department (inspections) and
DWSD (repairs) through the use of mobile technology and data sharing
has resulted in far less than one percent of the fire hydrants in
need of repair.
o Firefighters inspect hydrants using a mobile collector app which

synchs with DWSD to implement a work order.
o The public can report fire hydrants in need of repair using the

Improve Detroit mobile app.

 Since the launch of the program two years ago, 22,138 catch
basins have been inspected and cleaned.
o The three-year goal is 30,000.
o Field Service Technicians verify the work and location on a

Geographic Information System (GIS) map using a tablet device.

 The Revenue Recovery Unit has identified nearly $12 million in
past due bills, back bills and water loss since the investigators
were hired in August 2017.

http://www.detroitmi.gov/paymywaterbill
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Customer Care
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CUSTOMER CARE: Number of Active Accounts

Vacant parcels, parking lots and other properties with no need for water 
service, receive stormwater charges only (drainage).

28,668

15,200

Water/Sewerage/Drainage Drainage Only (no water service)

208,789

17,231

Water/Sewerage/Drainage Drainage Only (no water service)

Active Residential Accounts                                          Active Non-Residential Accounts



detroitmi.gov/dwsdDirector’s Report September 18, 2019 6

N
um

be
r o

f T
ra

ns
ac

tio
ns

17,422
19,461

20,210
19,920

20,601
22,608

40,042

46,107
43,448

17,329

18,831 19,965

43,544
40,117

43,947

0
5,000

10,000
15,000
20,000
25,000
30,000
35,000
40,000
45,000
50,000

June July August

Payment Transactions by Platform Type

In-Person Kiosks Mail Phone Web

$4.5 $4.0 $3.8

$2.2 $2.3 $2.5

$12.2
$13.5

$15.4

$2.1 $2.4 $2.5

$7.0 $6.5 $7.5

$0.00

$4.00

$8.00

$12.00

$16.00

$20.00

June July August

Revenue Collected by Platform Type

In-Person Kiosks Mail Phone Web

CUSTOMER CARE: Transactions

M
ill

io
ns

 o
f D

ol
la

rs

DWSD is presenting this payment 
transaction data in a three-month 
series to show trends.
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Field Services
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FIELD SERVICES: Fire Hydrant Maintenance

 Operating Fire Hydrants     Operating Hydrants with Issues  Non-Operating Hydrants

As of August 31, 99.8% of the fire hydrants are working.
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FIELD SERVICES: Running Water

193

148
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DWSD had a decrease in running water reports in August, after the outdoor temperatures 
declined from 90 degrees and higher in July to an average of 80 degrees. 

 Reported by Customers                Resolved within Two Days
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FIELD SERVICES: Water Main Breaks

49

90
96

45

77
83

25

50

75

100

125

June July August

When there is dramatic change in temperature --- hot or cold – the ground can shift and cause tension on the pipes 
potentially resulting in water main breaks.

 Reported by Customers                Resolved within Four Days 
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FIELD SERVICES: Catch Basin Inspection & Cleaning

Since the catch basin inspection and cleaning program launched in 2017, crews have touched 22,138 of the estimated 
90,000 catch basins. The goal is 30,000 in three years and DWSD is close to reaching that objective.

10,000
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8,575

6,084

22,138
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Program Launch
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Finance
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FINANCE: Bill Collection Rate

During the winter months, the collection rate historically decreases as households choose to pay their heating bills and 
catch up later with water bills in the spring, even moreso this past winter due to the temperatures falling well below zero 
for several days. Every percentage increase in the collection rate above 80 percent is an additional $3.5 million which 
can be applied to the maintenance of and upgrades to the water and sewer systems.
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85%
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110%

3 Month 12 Month Target
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FINANCE: Bill Collection Rate
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Prior to 2016 and the bifurcation with the Great Lakes Water Authority, the bill collection rate was 77 percent. Since
the current leadership began at DWSD – changing the business practices, improving technology, customer service and 
outreach – the collection rate has remained above 90 percent the last three years.

12-Month Rolling Average Collection Rate
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FINANCE: Cash Balance

As of June 30, 2019, DWSD had 161 days of cash on hand. The target is 120 days.

$94,954,044
Water cash balance as of

June 30, 2019

$155,023,892
Sewer cash balance as of

June 30, 2019
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Legal Services
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LEGAL: Claims, Hearings and Cases

0
Property damage claims

10
Basement backup

damage claims appeals

$0
Amount in property

damage claims

$494,701
Basement backup damage 

claim appeals

$2,150
Total claims recommended 

to be paid

18
Dispute hearings

9
Number of cases
DWSD prevailed

$14,468
Amount in dispute

$8,102
Credited to customers 

based on hearing outcomes

$6,366
Owed to DWSD after 

hearings 

18
Cases handled by

in-house staff

10
Cases handled by
outside counsel

2
Lawsuits dismissed

DWSD uses a mix of in-house and 
contracted legal counsel to handle damage 
claims, civil action for commercial 
delinquencies and lawsuits filed against the 
department.

Customers who have bill disputes may 
request a hearing at the City of Detroit 
Department of Appeals and Hearings.
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Investigations
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215
[108 per month, on average]
Parcels investigated for 

delinquency, possible meter 
tampering and no meter 

since July 1, 2019

The DWSD Revenue Recovery Unit, in collaboration with customer service/billing, has identified nearly $12 million in 
services owed by primarily commercial customers since its creation in August 2017. They uncovered severe 
delinquencies, non-working meters, unauthorized use of fire hydrants, tampering with the meters, or connected to the 
city’s water main without a meter and/or permit. The team works closely with the DWSD collections and legal staff.

INVESTIGATIONS: Results
Money Owed to 

DWSD identified by 
Investigators

$2,508,679
Total since July 1, 2019

$602,669
Back billed

$1,806,630
Future owed in 12 months

$99,380
Water loss
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Human Resources
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Nonresidents 
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HUMAN RESOURCES: Detroit Residents and Hiring

Fifty-six percent of the DWSD workforce lives in Detroit.
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HUMAN RESOURCES: Family Medical Leave Act
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Public Affairs
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In August, the DWSD Public Affairs team saw a total of 49 media stories. 
The majority of the neutral stories were about service interruptions. They 
were counted as neutral if the article or interview provided information 
on customer assistance programs and how customers may get help. The 
positive stories highlighted DWSD’s use of the DivDat kiosks for bill 
payments and an article about DWSD’s Capital Improvement Program 
(CIP). The negative articles were about service interruptions where no 
customer assistance information was provided and the sinkhole on the 
east side. Of the stories, 5 were broadcast, 23 were print/online and 21 
were radio.
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PUBLIC AFFAIRS: Positive vs. Negative News Stories
DWSD News Coverage: August 1 – August  31, 2019

PLEASE NOTE: For this metric, each story/interview published or aired is 
counted.
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7,855
Total Followers on Facebook

1,600
Total Followers on Twitter

The DWSD Public Affairs team gained 51 new followers on social media in August 2019, bringing the total number of 
followers to 10,678. In addition to the metrics above, Facebook saw a total of 320,293 impressions and 4,279 link 
clicks. The top performing post on Facebook was on August 13 when DWSD posted about items that should not be 
flushed, with 152 reactions, 71 comments and 114 shares. The top performing post on Twitter was on August 21 and 
was about the funds available through WRAP (Water Residential Assistance Program) and how to get assistance.   

1,223
Total Followers on Instagram

17
New Facebook Followers

19
New Twitter Followers

15
New Instagram Followers

PUBLIC AFFAIRS: Social Media Activity

5,831
Engagement on Facebook

22
Engagement on Instagram

318
Engagement on Twitter
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Information 
Technology
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In the Informational Technology (IT) Group, the major projects underway are the transition from Great Lakes Water Authority (GLWA) IT 
shared services which includes new network, active director, BOX.com, print/fax services, IVR upgrade to the cloud, and GIS (Geographic 
Information System) to City of Detroit migration; launch of fleet management programs AssetWorks, FleetFocus and FuelFocus; CityWorks to 
replace WAM work order system; and Customer Care Web Portal phase two.

Information Technology: Application Availability
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YTD Summary



						January 		February		March 		April		May		June		June		July		August		September		October		November		December		July		August		September		October		November		December		Projects Delivered		January 		February		March 		April		May		June		July		August		September		October		November		December



				enQuesta Billing		100.00%		100.00%		100.00%		100.00%		98.47%		100.00%		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		99.19%		0.00%		99.17%		0.00%		0.00%		0.00%				3		4		8		6		4		3		5		3		2		5		2		3

				Inovah Cashiering		99.44%		99.14%		98.39%		92.64%		96.25%		100.00%		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		98.12%		0.00%		99.17%		0.00%		0.00%		0.00%

				Zipwire Call Center		100.00%		100.00%		100.00%		100.00%		100.00%		100.00%		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		100.00%		0.00%		99.17%		0.00%		0.00%		0.00%

				InvoiceCloud Payments		100.00%		100.00%		100.00%		100.00%		100.00%		100.00%		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		99.19%		100.00%		99.17%		99.87%		100.00%		100.00%

				Slectron IVR		100.00%		100.00%		100.00%		100.00%		100.00%		100.00%		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		99.19%		100.00%		99.17%		99.87%		100.00%		100.00%

				DivDat Kiosks												100.00%		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		99.19%		100.00%		99.17%		99.87%		100.00%		100.00%

				Customer Portal												 		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		ERROR:#REF!		99.19%		100.00%		99.17%		99.87%		100.00%		100.00%

				Overall Availability		100.00%		100.00%		100.00%		100.00%		98.47%		100.00%																99.19%		0.00%		99.17%		600.00%		100.00%		100.00%



				Key projects delivered last 30 days

				ITRON 3G Upgrade Complete

				New bill format live

				Drainage live

				Design for Sprint 1 of Retail Portal

				New internet connection



&22DWSD Customer Service Application Availability January through March 2016	


DWSD Information Technology	&P	&D


Customer Service Application Availability Last 90-Days



August	enQuesta Billing	Inovah Cashiering	Zipwire Call Center	InvoiceCloud Payments	Slectron IVR	DivDat Kiosks	Customer Portal	0	0	0	1	1	1	1	September	enQuesta Billing	Inovah Cashiering	Zipwire Call Center	InvoiceCloud Payments	Slectron IVR	DivDat Kiosks	Customer Portal	0.9916666666666667	0.9916666666666667	0.9916666666666667	0.9916666666666667	0.9916666666666667	0.9916666666666667	0.9916666666666667	October	enQuesta Billing	Inovah Cashiering	Zipwire Call Center	InvoiceCloud Payments	Slectron IVR	DivDat Kiosks	Customer Portal	0	0	0	0.99865591397849462	0.99865591397849462	0.99865591397849462	0.99865591397849462	







YTD Customer Service Applications Availability



January 	February	March 	April	May	June	July	August	September	October	November	December	January 	February	March 	April	May	June	July	August	September	October	November	December	1	1	1	1	0.98472222222222228	1	0.99193548387096775	0	0.9916666666666667	6	1	1	





January 	February	March 	April	May	June	July	August	September	October	November	December	

January 	February	March 	April	May	June	July	August	September	October	November	December	3	4	8	6	4	3	5	3	2	5	2	3	

Number of Projects









November 2017

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		30		24		720		100.00%		0

		Inovah		30		24		720		99.72%		2

		Zipwire		30		24		720		99.72%		2

		InvoiceCloud		30		24		720		100.00%		0

		Slectron IVR		30		24		720		95.83%		30

		DivDat Kiosks		30		24		720		100.00%		0

		Customer Portal		30		24		720		100.00%		0

								5,004		99.32%		34

						Availability						99.32%





December 2017

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		31		24		744		100.00%		0

		Inovah		31		24		744		100.00%		0

		Zipwire		31		24		744		100.00%		0

		InvoiceCloud		31		24		744		100.00%		0

		Slectron IVR		31		24		744		94.89%		38

		DivDat Kiosks		31		24		744		100.00%		0

		Customer Portal		31		24		744		100.00%		0

								5,172		99.27%		38

						Availability						99.27%









January 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		30		24		720		100.00%		0

		Inovah		30		24		720		99.44%		4

		Zipwire		30		24		720		100.00%		0

		InvoiceCloud		30		24		720		100.00%		0

		Slectron IVR		30		24		720		100.00%		0

		DivDat Kiosks		30		24		720		100.00%		0

		Customer Portal		30		24		720		100.00%		0

								5,004		99.92%		4

						Availability						99.92%





February 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		29		24		696		100.00%		0

		Inovah		29		24		696		99.14%		6

		Zipwire		29		24		696		100.00%		0

		InvoiceCloud		29		24		696		100.00%		0

		Slectron IVR		29		24		696		100.00%		0

		DivDat Kiosks		29		24		696		100.00%		0

		Customer Portal		29		24		696		100.00%		0

								4,836		99.88%		6

						Availability						99.88%





March 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		31		24		744		100.00%		0

		Inovah		31		24		744		98.39%		12

		Zipwire		31		24		744		100.00%		0

		InvoiceCloud		31		24		744		100.00%		0

		Slectron IVR		31		24		744		100.00%		0

		DivDat Kiosks		31		24		744		100.00%		0

		Customer Portal		31		24		744		100.00%		0

								5,172		99.77%		12

						Availability						99.77%





April 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		30		24		720		100.00%		0

		Inovah		30		24		720		92.64%		53

		Zipwire		30		24		720		100.00%		0

		InvoiceCloud		30		24		720		100.00%		0

		Slectron IVR		30		24		720		100.00%		0

		DivDat Kiosks		30		24		720		100.00%		0

		Customer Portal		30		24		720		100.00%		0

								5,004		98.94%		53

						Availability						98.94%





May 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		30		24		720		98.47%		11

		Inovah		30		24		720		96.25%		27

		Zipwire		30		24		720		100.00%		0

		InvoiceCloud		30		24		720		100.00%		0

		Slectron IVR		30		24		720		98.47%		11

		DivDat Kiosks		30		24		720		98.47%		11

		Customer Portal		30		24		720		98.47%		11

								5,004		98.58%		71

						Availability						98.58%





June 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		30		24		720		100.00%		0

		Inovah		30		24		720		100.00%		0

		Zipwire		30		24		720		100.00%		0

		InvoiceCloud		30		24		720		100.00%		0

		Slectron IVR		30		24		720		100.00%		0

		DivDat Kiosks		30		24		720		100.00%		0

		Qless		30		24		720		100.00%		0

		Customer Portal		30		24		720		100.00%		0

								5,724		100.00%		0

						Availability						100.00%





July 2018

		ERROR:#VALUE!		Monthly Hour Calculation								Outage

		Applications		Days		Hrs		Total				Hours

		enQuesta		31		24		744		99.19%		6

		Inovah		31		24		744		98.12%		14

		Zipwire		31		24		744		100.00%		0

		InvoiceCloud		31		24		744		99.19%		6

		Slectron IVR		31		24		744		99.19%		6

		DivDat Kiosks		31		24		744		99.19%		6

		Customer Portal		31		24		744		99.19%		6

								5,172		99.15%		44

						Availability						99.15%





August 2018



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   A U G U S T   2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		100.00%		0

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Groupwise		31		24		744		100.00%		0

		Enterprise  Applications						4,464		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		100.00%		0		Internet outages

		Inovah		31		24		744		99.06%		7		Internet outages

		Zipwire		31		24		744		100.00%		0		Internet outages

		InvoiceCloud		31		24		744		100.00%		0		Internet outages

		Slectron IVR		31		24		744		75.81%		180		Internet outages

		DivDat Kiosks		31		24		744		100.00%		0		Internet outages

		Customer Portal		31		24		744		100.00%		0		Internet outages

		Customer Service Applications						5,208		96.41%		187

				Customer Service Applications		Availability				96.41%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0		Internet outages

		WorkBrain		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		100.00%		0

		ServiceLink		31		24		744		100.00%		0

		AMR		31		24		744		95.97%		30		Ongoing Application / Database Issue

		Field Services Applications						2,232		98.66%		30

				Field Services Applications		Availability				98.66%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00		%		Internet outages during weeks of 09/17 and 9/24.

		OUTAGES								217.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,663.00		98.54%



		Enterprise  Applications						100.00%

		Customer Service Applications						96.41%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						98.66%





September 2018



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   S E P T E M B E R   2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		30		24		720		100.00%		0

		ESRI GIS		30		24		720		100.00%		0

		BOX.com		30		24		720		99.17%		6		Internet outages

		SmartSheet		30		24		720		99.17%		6		Internet outages

		LucidChart		30		24		720		99.17%		6		Internet outages

		Groupwise		30		24		720		100.00%		0

		Enterprise  Applications						4,320		99.58%		18

				Enterprise  Applications		Availability				99.58%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		30		24		720		99.17%		6		Internet outages

		Inovah		30		24		720		99.17%		6		Internet outages

		Zipwire		30		24		720		99.17%		6		Internet outages

		InvoiceCloud		30		24		720		99.17%		6		Internet outages

		Slectron IVR		30		24		720		99.17%		6		Internet outages

		DivDat Kiosks		30		24		720		99.17%		6		Internet outages

		Customer Portal		30		24		720		99.17%		6		Internet outages

		Customer Service Applications						5,040		99.17%		42

				Customer Service Applications		Availability				99.17%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		30		24		720		99.17%		6		Internet outages

		WorkBrain		30		24		720		100.00%		0

		DADS		30		24		720		100.00%		0

		PPS		30		24		720		100.00%		0

		Financial / Administrative Services Applications						2,880		99.79%		6



				Financial / Administrative Services Applications		Availability				99.79%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		30		24		720		100.00%		0

		ServiceLink		30		24		720		100.00%		0

		AMR		30		24		720		95.83%		30		Ongoing Application / Database Issue

		Field Services Applications						2,160		98.61%		30

				Field Services Applications		Availability				99.79%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,400.00		%		Internet outages during weeks of 09/17 and 9/24.

		OUTAGES								96.00

		MONTHLY GOAL								14,385.60		99.90%

		MONTHLY AVAILABILITY								14,304.00		99.33%



		Enterprise  Applications						99.58%

		Customer Service Applications						99.17%

		Financial / Administrative Services Applications						99.79%

		Field Services Applications						99.79%





October 2018



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		99.87%		1		Building Issue @ WBB

		ESRI GIS		31		24		744		99.87%		1		Building Issue @ WBB

		BOX.com		31		24		744		99.87%		1		Building Issue @ WBB

		SmartSheet		31		24		744		99.87%		1		Building Issue @ WBB

		LucidChart		31		24		744		99.87%		1		Building Issue @ WBB

		Groupwise		31		24		744		99.87%		1		Building Issue @ WBB

		Enterprise  Applications						4,464		99.87%		6

				Enterprise  Applications		Availability				99.87%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		99.87%		1		Building Issue @ WBB

		Inovah		31		24		744		99.87%		1		Building Issue @ WBB

		Zipwire		31		24		744		99.87%		1		Building Issue @ WBB

		InvoiceCloud		31		24		744		99.87%		1		Building Issue @ WBB

		Slectron IVR		31		24		744		99.87%		1		Building Issue @ WBB

		DivDat Kiosks		31		24		744		99.87%		1		Building Issue @ WBB

		Customer Portal		31		24		744		99.87%		1		Building Issue @ WBB

		Customer Service Applications						5,208		99.87%		7

				Customer Service Applications		Availability				99.87%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		99.87%		1		Building Issue @ WBB

		WorkBrain		31		24		744		99.87%		1		Building Issue @ WBB

		DADS		31		24		744		99.87%		1		Building Issue @ WBB

		PPS		31		24		744		99.87%		1		Building Issue @ WBB

		Financial / Administrative Services Applications						2,976		99.87%		4



				Financial / Administrative Services Applications		Availability				99.87%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		99.87%		1		Building Issue @ WBB

		ServiceLink		31		24		744		99.87%		1		Building Issue @ WBB

		AMR		31		24		744		95.83%		31		Ongoing Application / Database Issue

		Field Services Applications						2,232		98.52%		33

				Field Services Applications		Availability				98.52%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00		%		Internet outages during weeks of 09/17 and 9/24.

		OUTAGES								50.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,830.00		99.66%



		Enterprise  Applications						99.87%

		Customer Service Applications						99.87%

		Financial / Administrative Services Applications						99.87%

		Field Services Applications						98.52%





November 2018



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		100.00%		0

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Groupwise		31		24		744		100.00%		0

		Enterprise  Applications						4,464		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		94.35%		42		Networking issue with OCI

		Inovah		31		24		744		94.35%		42		Networking issue with OCI

		Zipwire		31		24		744		100.00%		0		Networking issue with OCI

		InvoiceCloud		31		24		744		94.35%		42		Networking issue with OCI

		Slectron IVR		31		24		744		94.35%		42		Networking issue with OCI

		DivDat Kiosks		31		24		744		94.35%		42		Networking issue with OCI

		Customer Portal		31		24		744		94.35%		42		Networking issue with OCI

		Customer Service Applications						5,208		95.16%		252

				Customer Service Applications		Availability				95.16%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0

		WorkBrain		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		99.73%		2		Unscheduled reboot

		ServiceLink		31		24		744		100.00%		0

		AMR		31		24		744		95.83%		31		Ongoing Application / Database Issue

		Field Services Applications						2,232		98.52%		33

				Field Services Applications		Availability				98.52%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00

		OUTAGES								285.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,595.00		98.08%



		Enterprise  Applications						100.00%

		Customer Service Applications						95.16%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						98.52%





December 2018



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		100.00%		0

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Groupwise		31		24		744		100.00%		0

		Enterprise  Applications						4,464		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		99.73%		2		Intermetent outages

		Inovah		31		24		744		99.73%		2		Intermetent outages

		Zipwire		31		24		744		100.00%		0

		InvoiceCloud		31		24		744		99.73%		2		Intermetent outages

		Slectron IVR		31		24		744		99.73%		2		Intermetent outages

		DivDat Kiosks		31		24		744		99.73%		2		Intermetent outages

		Customer Portal		31		24		744		99.73%		2		Intermetent outages

		Customer Service Applications						5,208		99.77%		12

				Customer Service Applications		Availability				99.77%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0

		WorkBrain		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		99.73%		2		Unscheduled reboot

		ServiceLink		31		24		744		100.00%		0

		AMR		31		24		744		95.83%		31		Ongoing Application / Database Issue

		Field Services Applications						2,232		98.52%		33

				Field Services Applications		Availability				98.52%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00

		OUTAGES								45.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,835.00		99.70%



		Enterprise  Applications						100.00%

		Customer Service Applications						99.77%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						98.52%





January 2019



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		100.00%		0

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Groupwise		31		24		744		100.00%		0

		Enterprise  Applications						4,464		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		100.00%		0

		Inovah		31		24		744		100.00%		0

		Zipwire		31		24		744		98.39%		12		Intermetent outages

		InvoiceCloud		31		24		744		100.00%		0

		Slectron IVR		31		24		744		96.77%		24		Intermetent outages

		DivDat Kiosks		31		24		744		100.00%		0

		Customer Portal		31		24		744		100.00%		0

		Customer Service Applications						5,208		99.31%		36

				Customer Service Applications		Availability				99.31%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0

		WorkBrain		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		100.00%		0

		ServiceLink		31		24		744		100.00%		0

		AMR		31		24		744		95.83%		31		Ongoing Application / Database Issue

		Field Services Applications						2,232		98.61%		31

				Field Services Applications		Availability				98.61%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00

		OUTAGES								67.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,813.00		99.55%



		Enterprise  Applications						100.00%

		Customer Service Applications						99.31%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						98.61%





May 2019



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		99.46%		4

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Groupwise		31		24		744		100.00%		0

		Enterprise  Applications						4,464		99.91%		4

				Enterprise  Applications		Availability				99.91%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		100.00%		0

		Inovah		31		24		744		99.46%		4

		Zipwire		31		24		744		100.00%		0		Intermetent outages

		InvoiceCloud		31		24		744		100.00%		0

		Slectron IVR		31		24		744		100.00%		0		Intermetent outages

		DivDat Kiosks		31		24		744		100.00%		0

		Customer Portal		31		24		744		100.00%		0

		Customer Service Applications						5,208		99.92%		4

				Customer Service Applications		Availability				99.92%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0

		WorkBrain		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		99.46%		4

		ServiceLink		31		24		744		100.00%		0

		AMR		31		24		744		100.00%		0		Ongoing Application / Database Issue

		Field Services Applications						2,232		99.82%		4

				Field Services Applications		Availability				99.82%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00

		OUTAGES								12.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,868.00		99.92%



		Enterprise  Applications						99.91%

		Customer Service Applications						99.92%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						99.82%





June 2019



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		30		24		720		100.00%		0

		ESRI GIS		30		24		720		100.00%		0

		BOX.com		30		24		720		100.00%		0

		SmartSheet		30		24		720		100.00%		0

		LucidChart		30		24		720		100.00%		0

		Groupwise		30		24		720		100.00%		0

		Enterprise  Applications						4,320		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		30		24		720		100.00%		0

		Inovah		30		24		720		99.65%		2.5

		Zipwire		30		24		720		100.00%		0

		InvoiceCloud		30		24		720		99.65%		2.5

		Slectron IVR		30		24		720		99.65%		2.5

		DivDat Kiosks		30		24		720		99.65%		2.5

		Customer Portal		30		24		720		99.58%		3

		Customer Service Applications						5,040		99.74%		13

				Customer Service Applications		Availability				99.74%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		30		24		720		100.00%		0

		UltiPro		30		24		720		100.00%		0

		DADS		30		24		720		100.00%		0

		PPS		30		24		720		100.00%		0

		Financial / Administrative Services Applications						2,880		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		30		24		720		99.72%		2

		ServiceLink		30		24		720		99.72%		2

		AMR		30		24		720		100.00%		0

		Field Services Applications						2,160		99.81%		4

				Field Services Applications		Availability				99.81%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,400.00

		OUTAGES								17.00

		MONTHLY GOAL								14,385.60		99.90%

		MONTHLY AVAILABILITY								14,383.00		99.88%



		Enterprise  Applications						100.00%

		Customer Service Applications						99.74%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						99.81%





July 2019



		D W S D   S Y S T E M S   A V A I L A B I L I T Y   O C T O B E R    2 0 1 8



		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		100.00%		0

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Office 365		31		24		744		100.00%		0

		Enterprise  Applications						4,464		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		100.00%		0

		Inovah		31		24		744		100.00%		0

		Zipwire		31		24		744		99.73%		2

		InvoiceCloud		31		24		744		100.00%		0

		Slectron IVR		31		24		744		100.00%		0

		DivDat Kiosks		31		24		744		100.00%		0

		Customer Portal		31		24		744		100.00%		0

		Customer Service Applications						5,208		99.96%		2

				Customer Service Applications		Availability				99.96%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0

		UltiPro		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		99.73%		2

		ServiceLink		31		24		744		99.73%		2

		AMR		31		24		744		100.00%		0

		Field Services Applications						2,232		99.82%		4

				Field Services Applications		Availability				99.82%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00

		OUTAGES								6.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,874.00		99.96%



		Enterprise  Applications						100.00%

		Customer Service Applications						99.96%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						99.82%
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		Monthly Availability Calculation

		Enterprise  Applications		Days		Hrs		Total				Outage Hours		Notes

		Tibco		31		24		744		100.00%		0

		ESRI GIS		31		24		744		100.00%		0

		BOX.com		31		24		744		100.00%		0

		SmartSheet		31		24		744		100.00%		0

		LucidChart		31		24		744		100.00%		0

		Office 365		31		24		744		100.00%		0

		Enterprise  Applications						4,464		100.00%		0

				Enterprise  Applications		Availability				100.00%





		Monthly Availability Calculation

		Customer Service Applications		Days		Hrs		Total				Outage Hours		Notes

		enQuesta		31		24		744		100.00%		0

		Inovah		31		24		744		100.00%		0

		Zipwire		31		24		744		100.00%		0

		InvoiceCloud		31		24		744		100.00%		0

		Slectron IVR		31		24		744		100.00%		0

		DivDat Kiosks		31		24		744		100.00%		0

		Customer Portal		31		24		744		100.00%		0

		Customer Service Applications						5,208		100.00%		0

				Customer Service Applications		Availability				100.00%





		Monthly Availability Calculation

		Financial / Administrative Services Applications		Days		Hrs		Total				Outage Hours		Notes

		Oracle Cloud ERP		31		24		744		100.00%		0

		UltiPro		31		24		744		100.00%		0

		DADS		31		24		744		100.00%		0

		PPS		31		24		744		100.00%		0

		Financial / Administrative Services Applications						2,976		100.00%		0



				Financial / Administrative Services Applications		Availability				100.00%

		Monthly Availability Calculation

		Field Services Applications		Days		Hrs		Total				Outage Hours		Notes

		WAM		31		24		744		100.00%		0

		ServiceLink		31		24		744		100.00%		0

		AMR		31		24		744		100.00%		0

		Field Services Applications						2,232		100.00%		0

				Field Services Applications		Availability				100.00%



		S U M M A R Y   R E P O R T

		MONTHLY HOURS								14,880.00

		OUTAGES								0.00

		MONTHLY GOAL								14,865.12		99.90%

		MONTHLY AVAILABILITY								14,880.00		100.00%



		Enterprise  Applications						100.00%

		Customer Service Applications						100.00%

		Financial / Administrative Services Applications						100.00%

		Field Services Applications						100.00%





Summary 2

								June		July		August

		Enterprise  Applications						100.00%		100.00%		100.00%						June		July		August

		Customer Service Applications						99.74%		99.96%		100.00%				enQuesta		100.00%		100.00%		100.00%

		Financial / Administrative Services Applications						100.00%		100.00%		100.00%				Inovah		99.65%		100.00%		100.00%

		Field Services Applications						99.81%		99.82%		100.00%				Zipwire		100.00%		99.73%		100.00%

																InvoiceCloud		99.65%		100.00%		100.00%

																Slectron IVR		99.65%		100.00%		100.00%

																DivDat Kiosks		99.65%		100.00%		100.00%

																Customer Portal		99.58%		100.00%		100.00%

																100.00%

















																MONTHLY AVAILABILITY                                   99.9% = TARGET







Enterprise  Applications	

June	July	August	1	1	1	Customer Service Applications	

June	July	August	0.99742063492063493	0.99961597542242708	1	Financial / Administrative Services Applications	

June	July	August	1	1	1	Field Services Applications	

June	July	August	0.99814814814814812	0.99820788530465954	1	







Customer Service Application Availability



June	enQuesta	Inovah	Zipwire	InvoiceCloud	Slectron IVR	DivDat Kiosks	Customer Portal	1	0.99652777777777779	1	0.99652777777777779	0.99652777777777779	0.99652777777777779	0.99583333333333335	July	enQuesta	Inovah	Zipwire	InvoiceCloud	Slectron IVR	DivDat Kiosks	Customer Portal	1	1	0.99731182795698925	1	1	1	1	August	enQuesta	Inovah	Zipwire	InvoiceCloud	Slectron IVR	DivDat Kiosks	Customer Portal	1	1	1	1	1	1	1	










	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27


<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /LeaveColorUnchanged

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile (None)

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



