
















































  
 
 

Communication and Scheduling Plan 
 

 
Water Services utilizes multiple channels to allow residents to engage our Call Center 
staff for the purposes of scheduling individual installation appointments.  We typically 
send out a series of three appointment request letters to each resident requesting they 
call our Call Center using a dedicated 1-800 hotline phone number for the Orland Park 
project.  Our staff of five takes incoming calls to schedule appointments and answers 
general project questions the residents might have.  Additionally, we offer an online 
appointment scheduling program where residents use the web site scheduling address 
and individual customer PIN number listed on their letter to schedule their own 
installation appointment.  This allows the residents two ways to make their appointment 
based upon their preferred method of scheduling.  Our letters typically follow a 
prescribed format that might vary slightly from one project to the next but has been 
very effective on previous projects.  The content of our letters are reviewed and 
approved upon consultation with the Village project team and will contain Village of 
Orland Park logos to make them appear as if they were mailed from Village Hall.  Our 
staff handles all of the mailing process and we pay for the cost of paper and postage for 
the letters.  Typically, once we have mailed three letters to residents we then turn over a 
list of non-compliant water customers to the Village for further assistance in 
compelling them to call us to schedule an appointment.  If the Village has phone 
numbers for individual water customers our staff is ready and willing to make outgoing 
calls to non-compliant homes in an effort to get them scheduled.  We try to make every 
effort to get the residents to schedule an appointment without the Village needing to 
resort to shutting off water for non-compliance if at all possible.  Our experience has 
shown that going the extra mile in making the scheduling process as easy and painless 
as possible for the residents makes life easier for the Village, its project staff and 
elected officials and helps to cast the project in a positive light.  

 
Our enclosed projected schedule of installation shows in detail how we plan to perform 
the project and the timeframe for completing each major task along the way.  We feel 
that the project can be completed within 24 months from signing the contract with the 
Village.  This level of production is realistic and attainable and approximates the type 
of production we achieved in our recent projects in Park Ridge and Glendale Heights.  
Our experience in performing this work for numerous other local clients leads us to 
believe that if Water Services is awarded the project there should not be a problem 
completing the work within the Village’s prescribed 24 month time horizon.   

 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
Water Services Call Center Staff Description 

 
Water Services Company employs three full-time and two additional part-time call 
center staff members, who have logged a combined total of over 23 years of service with 
the company.  These ladies are well-trained and highly experienced in call center 
operations, as well as in performing other administrative functions necessary to 
professionally manage a project of the size and scope of Orland Park’s upcoming water 
meter replacement project.  These call center professionals have already managed the 
mailing of over 50,000 appointment request letters and fielded well over 30,000 phone 
calls in order to set up installation appointments for Water Services’ recent AMI system 
projects in the Village of Glendale Heights, the Village of Bridgeview, the Village of 
Streamwood and the City of Park Ridge.   

 
The staff members are: 

 
Joanna Gattuso – Water Services Company Office/Call Center Manager 
 
Joanna has been employed by Water Services Company for over 15 years since 2007.    
During this time, she has excelled in her call center role in meter replacement projects 
for the Village of Schaumburg, Village of Lombard, City of Highland Park, and others 
including our recent projects in Bridgeview, Park Ridge, Streamwood and Glendale 
Heights.  She was promoted to the company’s Office and Call Center Manager more 
than three years ago based upon her level of experience, industry knowledge, attitude 
and enthusiasm to help others. She has also previously managed schedule coordination 
for Water Services Company’s RPZ testing business.  In this role, she has helped 
coordinate the scheduling of over 2,500-3,000 RPZ tests annually, scheduling multiple 
testing crews throughout the State of Illinois for large corporate customers like 
Walgreens, Sears Holdings, Central DuPage Hospital and many others.  She is adept at 
providing outstanding customer service and would excel in a lead call center role for the 
upcoming project in the Village of Orland Park. 

 
Jessica Verzillo – Water Services Company Call Center Specialist 

 
Jessica has been employed by Water Services Company for 4 years.  She has extensive 
customer service experience from previous employment and has done very well in 
injecting herself right into the fray with our recent projects in Bridgeview, Park Ridge, 
Glendale Heights and Streamwood.  She works extensively with Joanna, Sabrina and 
our company’s part-time call center team members Loredana and Marianna to quickly 
get up to speed with our industry and the various software programs we utilize on a 
daily basis.  She would do a solid job in her call center role if Water Services was to be 
awarded the project in Orland Park. 

      
 
 
 
 
 
 
 



 
 
Sabrina Campobasso – Water Services Company Call Center Specialist 

 
Sabrina has been employed by Water Services Company for 8 years.  She has extensive 
customer service experience and has excelled in our recent projects in Bridgeview, Park 
Ridge, Glendale Heights and Streamwood.  She works extensively with Joanna, Jessica 
and our company’s part-time call center team members Loredana and Marianna to 
quickly get up to speed with our industry and the various software programs we utilize 
on a daily basis.  She would do a solid job in her call center role if Water Services was 
to be awarded the project in Orland Park. 

 
 

Project Logistics 
 

Water Services has extensive experience in performing turnkey water meter replacement 
programs for numerous area municipalities.  Our company’s primary focus and business 
function is to partner with municipal clients to perform this kind of work.  We are thoroughly 
experienced, highly trained and very enthused about the opportunity to provide this kind of 
service to the Village of Orland Park. 

 
We would work with the Village’s project management staff and our own internal staff as part 
of our combined project management team.  This team would participate in regular project 
management meetings to discuss project details, tasks and issues and plan out the major tasks 
needing to be completed prior to the start of new water meter installations taking place.  These 
discussions would include provisions for our Call Center and customer contact procedures and 
data transfers for installation data back to the Village.  Our project management function would 
oversee all of these activities as well as the daily management and oversight of water meter 
installations once that portion of the project begins.   



 
 

Projected Schedule of Installation 
 
2022 
 
November Award of contract 
 
2023 
  
January Mail letters for installation appointments   
January Begin installations  
 
2024 
 
December Complete installations by December 31, 2024 
 

Meter & MIU Installation Schedule 
 
2023 
 
January 150 per week -     300 units (start project on 3rd week of January)  
February 175 per week -    700 units 
March  175 per week -    700 units 
April  200 per week -    800 units 
May  200 per week -    800 units 
June  225 per week -    900 units 
July  225 per week -    900 units 
August  225 per week -    900 units 
September 225 per week -    900 units 
October 225 per week -    900 units 
November 200 per week -    800 units 
December 200 per week -    800 units 
 
2024 
 
January 200 per week -    800 units 
February 200 per week -    800 units 
March  225 per week -    900 units 
April  225 per week -    900 units  
May  225 per week -    900 units 
June   225 per week -    900 units 
July  225 per week -    900 units 
August  200 per week -    800 units 
September 200 per week -    800 units 
October 200 per week -    800 units 
November 175 per week -    700 units 
December 175 per week -    700 units 
 
 
 
    



 
Total:  19,300 units 
 
The above schedule is a projection only and is subject to change. It should provide the Village project team 
comfort and peace of mind in knowing that Water Services Company intends to complete the project by the 
requested January 2025 deadline. 
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