This program establishes the annual utility budget and recommends customer rates. The
program assures that the budget and funding provided by customer rates will meet the cost and
capital financing needs set by programs 7(a) and 7(b) above.

This program ensures proper management of the utility spare parts inventory including spare
pipe. The program includes adequate parts storage facilities, identification and retention of an
adequate number of critical spare parts (i.e., those which are difficult to obtain quickly but
critical to proper operations), control of access to spare parts, an organized system for
inventory management (either manual or computerized), arrangement with local vendors for
common parts, and specification of spare parts to be carried on vehicles.

This program ensures proper management of the utility equipment and tools inventory. The
program ncludes adequate equipment and tools storage facilities, control of access to
equipment and tools, an organized system for inventory management (either manual or
computerized), and specification of equipment and tools to be carried on vehicles.

This program ensures proper management of utility vehicles. The program includes
provisions for vehicle maintenance and vehicle repair. Performance measures for the program
will consider turn-around time, cost factors, contract maintenance, and the life cycle cost
analysis performed for vehicles.

This program ensures proper complaint management. The program includes written standard
management procedures for dispatchers (i.e.. dispatch priorities, work order generation, and
standardized complaint and problem codes). The program uses an organized record keeping
procedure (including the use of standardized forms) which facilitates tracking work orders and
follow-up with customers, and uses a mechanism to evaluate response performance and supply
this information to the IMS.

This program communicates utility activities which may closely impact the public (e.g..
smoke testing, major construction or maintenance, or emergency maintenance), and ensures
communication of activities which may coincide with those of other departments and
agencies (¢.g., strect paving).

This program educates the public and solicits support regarding issucs such as service lateral
maintenance, grease management, food disposals, inflow sources,
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