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MEMORANDUM

TO:
Olivia Burnside, MIS Director

FROM:
Dale Schepers, Plant Operations Superintendent

DATE:
July 12, 1999

SUBJECT:
Hansen IMS software

Problems encountered with Hansen software and service are as follows:

· With the release of Version 6x Hansen stated, “Hansen now has a seamless link with ARC/INFO.”  This transparent integration has not been produced by Hansen to date.

· The data conversion from Version 5x to 6x made duplicate workorders and inspections, some of which still remain in the system.

· Some data was lost and other data scrambled in the conversion.

· The database was taken off site to do the conversion and a demo database was used on site to train.

· Individuals attending the training stated that it was fair at best.

· Version 6x has had many problems, such as mirrored workorders, service line inventory connecting with meter inventory incorrectly.

· Many updates to the software either did not correct the initial problem or in some instances corrected the problem but created a new problem.

· Support during the last year and a half has been nonexistent.  Each time the help desk was contacted they were unable to understand what the problem was that we were experiencing.  The most common response from the help desk was, “We can not duplicate the problem.”  Normally Hansen wanted to come on site to work on the problem that would have resulted in a daily technician charge and travel and expenses.

· Most of the time the City MIS staff was able to correct the problem or work around the problem because Hansen’s help desk could not “duplicate the problem” therefore they could not correct the problem.

· April 17, 1999 Hansen issued a letter with the following statements, “Hansen’s PERMITS Version 6.5 and all Version 7 products are fully Year 2000 compliant.  Earlier Versions of our infrastructure management software products, Versions 5.x and 6.x, are not fully Year 2000 Compliant.”  The City is presently utilizing Version 6.2.27.

· February 11, 1999 Hansen sent a letter that states, “Support for all Version 6 products will cease as of December 31, 1999.  (W)e suggest that you take a look at our Version 7 product.”

· On the ESRI website, Hansen’s Version 7.0 is listed as using client/server architecture and ESRI’s ArcINFO and Arc View Version 2.0 to offer a comprehensive “suite” of software products for facilities management.  The City is now using ArcINFO Version 7.2.1 and ArcView 3.1.  Most software can convert from lower or older/versions but not higher/newer versions.  The City has now moved ahead of Hansen Version 7.0.

When Hansen Version 7 was introduced Hansen claimed that it had now developed a system that had ArcView and Hansen linked.  The Public Utilities GIS Group conducted phone interviews with 15 cities in California, Washington, Arizona, Oregon, Missouri, Virginia, Illinois, and Pennsylvania to find out how smooth their data conversions and overall move to Version 7 had been.  The cities that had used Version 7 the longest had the most complaints; crashing software, updates causing more bugs, speed of Hansen’s response for help, Hansen’s conversion staff’s lack of knowledge, and the fact that the GIS was not up and running at the time of the interview.  Some cities interviewed estimated costs from $35,000 to $100,000 to move up to Version 7.  The information from the interview led the Public Utilities GIS Group to conclude that the help desk’s knowledge and lack of service would not improve with Version 7.  With the problems listed above and the interview findings a search was begun for another infrastructure management system.

With the City’s GIS standard being based on ESRI ArcINFO and ArcView a natural source of information was ESRI.  Public Utilities was looking for a product that was not linked but an extension of the ESRI products, and received good reviews from its users (customers). Cityworks was identified as a potential software that was ESRI based.  Two cities that were previously Hansen customers had moved to Cityworks and were interviewed by the Public Utilities GIS Group.  After phone interviews the Public Utilities GIS Group, Operation personnel and MIS staff conducted on site interviews with both cities.  Each city agrees that Cityworks is a true ArcView based infrastructure management system and were pleased with the service and knowledge of the Cityworks personnel.  Another source of information was ESRI’s website which summarizes Cityworks as an ArcView extension that adds maintenance and work management tools to ESRI ArcView desktop GIS for water, wastewater and storm water utilities.  Building on the superb functionality already existing in ArcView, Cityworks is intuitive, easy to implement, and avoids costly re-engineering of existing functionality.  In summary ESRI’s webpage supports Cityworks’ claim that it is fully integrated with ESRI GIS software.


By selecting a software that is an extension of ESRI the time spent double entering infrastructure in two systems will be eliminated.  The double entering of information accounts for approximately twelve (12) hours a week.  This time will be converted to the entry of the infrastructure into ESRI ArcINFO.
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