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Responses must be received no later than 5:00 p.m. Philadelphia, PA, local time, 
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WATER SUPPLY AND SEWER DRAINAGE SYSTEM WARRANTY PROGRAM 

REQUEST FOR INFORMATION (RFI) 

 

I. RESPONSE CALENDAR 

 

Posting of RFI     Friday, November 13th, 2015 

 

Deadline for questions, requests for  Friday, December 4th, 2015 

clarification, or requests for additional 

information 

 

Response Due Date    Friday, December 18th, 2015 

 

II. RFI CONTACT INFORMATION FOR QUESTIONS, REQUESTS FOR 

INFORMATION  

 

All questions concerning this RFI must be submitted via email no later than 5 pm, Philadelphia, 

PA, local time on Friday, December 4th, 2015 prior to the response due date and directed to: 

 

 Ed Schaefer 

 Philadelphia Water Department 

 Edward.Schaefer@phila.gov 

 

Responses to such questions and requests shall be at the City’s sole discretion and nothing in the 

RFI shall create an obligation on the City to respond to the submitting party or at all.  In the 

City’s sole discretion,  responses may be posted on the City’s website without formal notification 

to prospective Respondents. 

 

The City may, in its sole disrection, issue addenda to this RFI containing responses to questions 

and requests for information, clarifications of the RFI, revisions to the RFI or any other matters 

that the City deems appropriate.  Addenda will be posted on the City’s website at 

http://www.phila.gov/rfp/Pages/default.aspx  (“Additional Opportunities”).  It is the 

Respondent’s responsibility to monitor the Additional Opportunities site for Addenda and to 

comply with their terms. 

 

Oral responses by any City employee or agent of the City are not binding and shall not in any 

way be considered as a commitment by the City. 

 

If a Respondent finds any inconsistency or ambiguity in the RFI or an addendum to the RFI 

issued by the City, the Respondent is requested to notify the City in writing by 5 pm, 

Philadelphia, PA, local time on Friday, December 4th, 2015. 
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III. PURPOSE OF REQUEST FOR INFORMATION 

 

The primary purpose of this Request for Information is for organizations to provide the 

Philadelphia Water Deparmtent (PWD) with information regarding their practices in managing 

and operating a voluntary water and sewer line protection program for piping between the water 

main and meter and between the sewer and the residence. PWD intends to use this information to 

develop a future contract Opportunity to potentially choose an organization as a City-endorsed 

provider of a voluntary warranty program for PWD residential customers. 

 

In response to this RFI the PWD seeks proposals from qualified Providers detailing how best to 

offer a water supply system protection program, a sewer drainage system protection program, or 

a protection program for both. At its discretion PWD intends to post a Notice of Contract 

Opportunity to identify and endorse one Provider and re-evaluate the relationship on an annual 

basis. The City-endorsed Provider will offer voluntary protection services to PWD customers. 

 

In the City of Philadelphia homeowners own and are responsible for the water supply and sewer 

drainage systems connecting the house to the water main and sewer. Because failure of this 

external plumbing is unpredictable and repairs can be costly, a homeowner may not be prepared 

to respond quickly or with full knowledge of what is required to remedy the situation. PWD 

believes that its cutomers and the City would benefit from a voluntary protection program for 

residential water supply and sewer drainage systems. 

 

PWD encourages all entities that may be interested in partnering with PWD on a warranty 

program to prepare a response to this RFI in order for PWD to plan and identify sufficient 

resources for such a project.  Responses to this RFI are considered non-binding, and are used to 

assist PWD in performing information gathering for planning purposes.  Responses to this RFI 

will help shape a future scope of work, but are not a requirement to be considered for 

contracting. 

 

IV. ABOUT THE PHILADEPHIA WATER DEPARTMENT AND OPPORTUNITY 

 

The City of Philadelphia is the largest city in the Commonwealth of Pennsylvania and the fifth-

most-populous city in the United States with over 1.5 million residents. The City encompasses 

approximately 134 square miles of land area. 

 

As an operating department of the City, PWD provides integrated water, wastewater, and 

stormwater retail services to residential, commercial, and industrial customers. There are over 

3,100 miles of water mains and 3,500 miles of sewers in Philadelphia, serving approximately 

570,000 accounts, of which approximately 475,000 are residential. 

 

PWD maintains both a combined sewer system and a separate sewer system. The combined 

sewer system serves approximately three quarters of the City’s residents. The remaining 

residents are served by separate sewers. In combined sewer areas stormwater and wastewater is 

combined in a single pipe and conveyed to one of three water pollution control plants for 

treatment. In separate sewer areas sanitary sewers convey wastewater to pollution control plants 

for treatment and stormwater sewers convey rainfall and street runoff to nearby waterways. 
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In Philadelphia the property owner owns and is responsible for repairing all components of the 

water supply and sewer drainage systems connecting the house to the publicly owned 

infrastructure. Some property owners are not aware of this responsibility and fail to properly 

repair leaking or otherwise broken pipes or fixtures, while other property owners may be aware 

but choose to delay or not perform repairs. Deferred corrective maintenance may exacerbate 

existing problems and create new ones. 

 

Customers who do not have fully operational water supply and/or sewer drainage systems will be 

served a Notice of Defect (NOD) by PWD and are required to repair defects and come into 

compliance within the period stated on the NOD. During fiscal year 2014 PWD issued 

approximately 5,300 NODs to residential customers. 

 The majority (73%) of NODs stem from customers reporting an issue. 

 NODs are also issued during routine inspections if a property is found to have a 

defect. 

 

Once an NOD is issued the customer has up to 10 business days to address the defect. For 

property owners who refuse to address a defect and property owners who do not address a severe 

defect in a timely manner, PWD will take action on occasion by shutting off water service, or by 

abating the defect and charging the property owner for the repairs. 

 

A protection program would help to expedite these repairs for enrolled residential customers, 

help to prevent damage to infrastructure, and enable Department resources to be used more 

efficiently. 

  

 

V. ANTICIPATED PROGRAM REQUIREMENTS 

 

The Philadelphia Water Department desires to create a future contract opportunity in order to 

endorse a company or organization that is willing and able to customize an external plumbing 

protection program for PWD’s residential customers. In order to help plan this opportunity PWD 

is requesting qualified providers submit responses detailing their current practices in offering a 

water supply system protection program, a sewer drainage system protection program, or a 

protection program for both.   

 

A City-endorsed provider will be required to offer a voluntary protection program to PWD’s 

residential customers that will cover the cost of repair and/or replacement of all external 

plumbing components. Residential properties are those with structures containing one and no 

more than four dwelling units, but exclude properties with dormitories, nursing homes, hotels, or 

motels. 

 

Listed below are the anticipated standards the City expects a City-endorsed provider to meet. 

Respondents should address at least each of the categories listed below in their Response to this 

RFI. If a Respondent’s standards differ from what is listed below, Respondent should include an 

explanation of the difference including any potential benefits. 
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A. Coverage 

The residential customers warranty program should cover the cost of repair and/or 

replacement of all components, from the water meter to the water main and the main 

house drain to the sewer, as well as labor and materials to complete all repairs and/or 

replacement of the sidewalk and/or roadway as necessary 

a. Minimum coverage should include repair or replacement of leaking or otherwise 

broken pipe or fixtures including curbstop and curbtrap. 

b. Repairs related to the issuance of a NOD must be included in coverage, although 

a NOD is not required to be issued to initiate a repair. 

c. Customer shall not be required to pay a deductible or fee for service calls. 

d. Provider must guarantee a maximum response time by a qualified plumbing 

contractor. Respondent should include information regarding their standard 

maximum response time in the response to this RFI. 

e. Coverage shall include cost of acquiring permits, if required. 

f. Repair work shall include site restoration and in public Right-of-Ways comply w/ 

city Regulations. 

g. Inspection of the water or drainage system shall not be required as a prerequisite 

for enrollment in the protection program; however, the Provider may institute a 

waiting period from the start of the customer’s service contract prior to honoring 

the first claim(s) for service. 

 

B. Repair Services 

Repair services should provide qualified, reputable, professional plumbers to perform the 

repairs or replacement of water and/or drainage systems. The contracted plumber must 

meet the following: 

a. The plumbing contactor must be licensed by and approved to do business in the 

City of Philaelphia (726 Master Plumbers, see link for details 

http://www.phila.gov/li/Pages/FindLicensedProfessionals.aspx). 

b. The on-site plumbing contractor must have a valid and active plumbing license 

from the City of Philadelphia. A licensed plumber must be present at all times to 

direct activities and perform all work that requires a licensed plumber and when 

multiple licensed and/or unlicensed workers are assigned to a job. 

c. In cases where the qualifying leak or failure occurs on a supply or service line 

that is a galvanized or lead pipe, that customer’s supply and service line (if not 

already copper) will be replaced in its entirety by the responding contractor with 

type K copper (or PE in some cases). 

d. All plumbing contractors must be bonded and insured in accordance with City 

Code. 

e. All work must be done in compliance with the Philadelphia Plumbing Code, 

PWD Regulations, and all other applicable law. 

f. Provider must guarantee that all contractors assigned to perform repairs will be 

qualified, licensed plumbers and approved City vendors. 

 

C. Administration 

http://www.phila.gov/li/Pages/FindLicensedProfessionals.aspx
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a. All phases of administration (customer requests, dispatching contractors, 

enrollment, billing, and service cancelation) must be handled by the Provider. 

b. An appointed Provider employee must be designated to serve as the primary 

contact/representative for PWD 

i.  The primary contact/representative will be responsible for regular 

reporting of program milestones and specific performance metrics to 

PWD. 

 

 

D. Customer Service 

a. A toll-free customer service telephone number must be available 24 hours a day, 

365 days a year, with live staff for all customer claims. 

b. A toll-free telephone number must be available for customer inquiries, 

application for service, customer billing, and non-emergency calls. 

c. The Provider must guarantee response times, including schedule of replacement 

or repair with customer and repair contractor. Respondent should include their 

response times for the following scenarios in the response to this RFI: 

i. Issuance of violation from Water Department 

ii. Non-emergency (vendor should define what is considered non-

emergency) 

iii. Emergency (vendor should define what is considered  an emergency) 

iv. If water service has been shut off 

d. Customers must be able to enroll or cancel at any time. 

e. Basic site restoration must include restoration of roads to state and City 

standards, sidewalks to City standards, and lawns and driveway to pre-existing 

condition. 

f. All repairs and replacements must be covered by at least a one-year warranty, 

regardless of whether the customer continues to maintain an account after the 

repairs or replacement has occurred, or in the event that there is a change in 

ownership of the property. 

 

E. Marketing Services, Material, and Publicity Plan 

a. Provider must include a simple diagram for customers in all marketing material 

denoting areas of coverage 

b. Provider must prepare a mixed media marketing plan that is targeted to all City 

residents. 

c. For marketing purposes, the Provider may be allowed to use PWD’s logo for co-

branding. 

d. PWD must review and approve all marketing materials that contain PWD’s logo 

before distribution, but the Provider will be expected to cover the costs of 

producing and distributing all marketing materials. 

 

F. Quality Assurance 

a. Provider must collect data on customer participation and satisfaction, number of 

repairs, break down of services provided, complaints and resolutions, other 

relevant quality assurance and provide that information to PWD on a monthly 
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basis to ensure that Provider and contracting plumbers are meeting the 

expectations established by PWD 

 

b. Provider must ensure that Provider and plumbers comply with the following: 

i. Obtaining all required permits 

ii. All applicable codes and regulations 

c. Provider must ensure that all repairs are made in accordance with all 

Occupational Safety and Health Administration (OSHA) requirements. 

d. Provider must ensure service repairs not meeting program requirements are 

corrected in a timely manner. 

e. PWD may perform quality assurance inspections at any time. 

f. The Provider shall have an internal appeal/review process for customers who are 

unsatisfied with the protection program coverage, repair services, site restoration, 

etc. 

 

G. Liability 

During the term of the warranty program and at a maximum, 1 year beyond termination 

the endorsed provider will be required to assume all liability for services provided. 

 

H. Payment to PWD 

Respondent should include a detailed description of how any payment or fee structure 

would work regarding compensation to be paid to PWD.  

 

 

 

 

VI. SUBMISSION REQUIREMENTS 

 

Each Respondent who submits a Response to the RFI shall include the following items in the 

order listed. 

 

1. Company Profile:  The Respondent must provide a profile of its company’s operations 

including the number of years the company has been in business; number of full-time 

employees; and location of the office from which this contract will be managed and all 

other office locations. Also, please provide the company name, address, phone number, 

fax number, and internet address. 

 

2. Minimum Standards: Affirmation that the Respondent can at least meet the minimum 

standards listed in Section V above. 

 

3. Experience: Respondents must provide a description of the Respondent’s experience 

serving a jurisdiction similar to the City of Philadelphia in terms of size and age of 

infrastructure and the length of the program(s) as well as information on success rates of 

various programs. 

 



9 

 

4. Customer Experience:  Describe the process by which a customer engages the 

Respondent, along with the fee and payment structure and schedule, customer billing and 

payment options and frequency, and circumstances under which fees may increase or 

claims of coverage may be denied. 

 

5. References:  Provide references from three (3) protection program clients with programs 

similar to the one described above, with at least one (1) reference from a municipal water 

and sewer utility. 

 

6. Financial Information:  The Respondent must supply information indicating its 

financial strength and reliability. The Respondent may also provide such other financial 

assurances as may serve to assure that, if awarded a contract, the Respondent would be 

able to meets its obligations. 

 

7. Added Value Services: The Respondent should describe any added value services that 

would be deemed as beneficial, including enhancements to the program as described that 

would reduce costs or add value for customers. 

 

8. Detail on Policy Coverage: Respondent should provide details of the program coverage, 

including the number of claims per year per account and any value limit on a claim. Also 

define the limits of your proposed programs including repairs not covered (i.e. piping 

under the floor of the building or piping extending into the street). 

 

9. Payment to City: Respondent should provide information on the method of 

compensation or fee your company would provide to the City if selected. 

 

10. Non-English Materials:  Respondent should provide information describing whether the 

Respondent supplies program information to customers in mutliple languages, and which 

languages are included. 

 

VII. USE OF RESPONSES 

 

The Responses submitted by Respondents to this RFI may be used by PWD in the process of 

preparing a notice of a future contracting opportunity in order to award an organization the rights 

to be a City-endorsed provider of a water supply system protection program, a sewer drainage 

system protection program, or a protection program for both. All Respondents may submit 

proposals to the notice of contracting opportunity once it has been posted to the City of 

Philadelphia websites. A Response to this RFI is not a requirement to submit a proposal for the 

contracting opportunity. 

 

VIII. HOW TO SUBMIT 

 

Respondents must submit their responses electronically as a single document to: 

  Ed Schaefer 

  Philadelphia Water Department 

  Edward.Schaefer@phila.gov 
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Responses are due by 5 pm, Philadelphia, PA, local time on Friday, December 18th, 2015. 

 

 

IX. CONFIDENTIALITY AND PUBLIC DISCLOSURE 

 

Respondents shall treat all information obtained from the City which is not generally available to 

the public as confidential and/or proprietary to the City.  Respondents shall exercise all 

reasonable precautions to prevent any information derived from such sources from being 

disclosed to any other person. No other party, including any Respondent, is intended to be 

granted any rights hereunder. Respondents agree to indemnify and hold harmless the City, its 

officials and employees, from and against all liability, demands, claims, suits, losses, damages, 

causes of action, fines and judgments (including attorney’s fees) resulting from any use or 

disclosure of such confidential and/or proprietary information by any Respondent or any person 

acquiring such information, directly or indirectly, from the any Respondent.    

 

X. RIGHTS AND OPTIONS RESERVED 

 

In addition to the rights reserved elsewhere in this RFI, the City reserves and may, in its sole 

discretion, exercise any or or more of the following rights and options with respect to this RFI if 

the City determines that doing so is in the best interest of the City: 

 1.  to decline to consider any response to this RFI (“Response”); to cancel the RFI at any 

time; to elect to proceed or not to proceeed with discussions or presentations regarding its subject 

matter with any Respondent and with firms that do not respond to the RFI; or to reissue the RFI 

or to issue a new RFI (with the same, similar or different terms): 

 

 2.  to waive, for any Response, any defect, deficiency or failure to comply with the RFI 

if, in the City’s sole judgment, such defect is not material to the Response: 

 

 3.  to extend the Submission Date/Time and/or to supplement, amend, substitute or 

otherwise modify the RFI at any time prior to the Submission Date/Time, by posting notice 

thereof on the City web page(s) where the RFI is posted: 

 

 4.  to require, permit or reject amendments (including, without limitation, submitting 

information omitted), modifications, clarifying information, and/or corrections to Responses by 

some or all Respondents at any time before or after the Submission Date/Time; 

 

 5.  to require, request or permit, in discussion with any Respondent, any information 

relating to the subject matter of this RFI that the City deems appropriate, whether or not it was 

described in the Response to this RFI; 

 

 6.  at any time determined by the City, to discontinue discussions with any Respondent or 

all Respondents regarding the subject matter of this RFI, and/or initiate discussions with any 

other Respondent or with vendors that did not respond to the RFI; 
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 7.  to do any of the foregoing without notice to Respondents or others, except such notice 

as the City, in its sole discretion, may elect to post on the City web page(s) where this RFI is 

posted. 

 

This RFI and the process described are proprietary to the City and are for exclusive benefit of the 

City.  Upon submission, Responses to this RFI shall become the property of the City, which shall 

have unrestricted use thereof.  Responses may be subject to public discloure under the 

Pennsylvania Right-to-Know Law.  However, a “record that constitutes or reveals a trade secret 

or confidential proprietary information” is exempt from access by a requester under that law.  

Ultimate determination of the application of that exemption cannot be assured, but Respondents 

are advised to mark clearly any portion(s) of any submittal believed to qualify for that 

exemption. By submitting its Response, the Respondent agrees to the terms. 

 

 


