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1 Introduction 

a. GW is seeking proposals from qualified parties for the provision of Utility Bill Printing, Inserting and Mailing, Address Verification, Associated Consumables, and related Professional Services.

b. This Request for Proposals (“RFP”) sets forth the requirements for the requested services and solicits a detailed, comprehensive response from proposing parties (“Proposers”) to meet or exceed the requirements further described later in this RFP.

c. The Proposer submitting the response to this RFP must accept full responsibility as the sole contractor. It is GW preference to partner with one Proposer that can perform all aspects of our Utility Billing, Print and Mailing needs. If Proposers choose to partner in order to offer a complete solution, the partners must explain their partnering business relationship and experience on similar projects.

d. GW is seeking to replace its current utility bill printing, inserting and mailing processes by contracting with a provider who can provide a more flexible and dynamic service for our customers at a cost savings over our current process.  

e. The Proposed Solution must provide a flexible mechanism to allow integration with other business applications.  The Proposer must demonstrate the professional capability to assist GW in integrating its business processes across its organizational functions via this project.

1.1    Glossary 
a. GW’s current Bill Print and Mail Service terminology referenced throughout this RFP include: 

· Bills – Monthly utility billing statements mailed to customers, which also contain a return envelope. Includes regular cycle bills, final bills, duplicate bills, corrected bills, and consolidated bills. Samples are included in Appendix G.

· Letters – Customer correspondence currently sent on GW letterhead.
b. Associated consumables include paper stock, return envelopes, inserts, letterhead, and other items identified by GW.
1.2 Response Instructions 
a. Proposers must return the INTENT TO SUBMIT PROPOSAL ACKNOWLEDGMENT (see Appendix A) to Greenville Water, PO Box 687, Greenville, SC 29602, Email: varnold@greenvillewater.com by the due date March 31, 2017.

b. Proposals must be submitted in a sealed envelope (or container) and prominently marked in the lower left-hand corner “Utility Bill Print, Insert and Mail Services Proposal RFP 0415-17-4”. Proposals must be received in the Greenville Water Management Office, 407 W. Broad St, Greenville, SC 29601 by April 11, 2017.  Proposers shall timely submit an original of their proposal along with ten (10) hard copies and two electronic copies on DVD/CD.  Proposals tendered after said time shall not be considered and shall be returned to the Proposer unopened.  Proposers are encouraged to submit their responses in a timely manner. There will be no exceptions to this policy.
c. Although instructions are contained throughout this RFP that require Proposers to provide responses to specific requirements and responsibilities, Proposers shall prepare their response documents in the order specified in Section 9, “Proposal Content and Format.”

d. Written inquiries about the RFP must be received on or before March 31, 2017.  Written inquiries should be directed to:  Purchasing Manager, PO Box 687, Greenville, SC 29602,  Email: varnold@greenvillewater.com. Responses to written inquiries, if any, will be available to all potential Proposers who have returned the INTENT TO SUBMIT PROPOSAL ACKNOWLEDGMENT FORM (Appendix A) by its due date.  Oral or unwritten inquiries may not be accepted.
   1.3
 Schedule of Events

The planned schedule of events for this RFP is summarized as follows:

	Activities
	Dates

	Issuance of RFP
	March 17, 2017

	Deadline for Questions
	March 31, 2017 1:00 p.m. EDT



	Intent to Submit Proposal Acknowledgment Form due
	March 31, 2017 by 4:00 p.m. EDT



	Responses to Proposer Questions
	April 5, 2017

	Proposer Responses Due
	April 11, 2017  by 4:00 p.m. EDT

	Notice of Award
	May 5, 2017 


2 Business Objectives

GW wishes to obtain utility bill printing and mailing services that meet the following objectives:

· Provide error-free printing, insertion, and mailing of utility bills and letters.

· Provide a stable, redundant environment for the production of utility bills and letters.

· Reduce the cost of printing and mailing utility bills and letters.

· Provide capability for GW to manage printing and mailing services remotely over a secure internet connection.

· Select a provider with a proven and stable history performing the services outlined in this RFP.

· Select a provider that best meets GW’s business and technical requirements as outlined in this RFP.

· Select a provider that performs the functions described in this RFP in a reliable, cost-effective and expeditious manner.

· Select a provider that enables GW to maintain and modify the print formats at a reasonable cost and pace as business functions change.

· Select the provider that enables best-practice business processes, eliminating existing manual procedures/processes.

· Enable GW to further enhance its customer services and provide timely, accurate and efficient utility bill printing, insertion, letters and mailing.
· Enable users of the system to receive timely, accurate information and monitor the processes from start-to-finish.
· Select a provider that provides postal optimization including utilization of IMB, CASS and PAVE certifications, and is in compliance with all USPS  regulations.
3 Background/Current Environment 
3.1 Organization

GW is a municipal water utility that provides service to nearly 500,000 residents of the Upstate region of South Carolina. GW also provides sewer billing services for the municipalities of Greenville, Simpsonville, Mauldin, Travelers Rest and Fountain Inn, as well as the Berea Public Service District and ReWa special purpose district. Billing for solid waste service is also done for Greenville.
3.2 Current Utility Billing System

a. The current Utility Billing System, known as CIS Infinity, was put into production in 2007 and performs billing functions for Greenville Water.

b. The current system is written and maintained by Advanced Utility Systems, a Harris Corporation subsidiary, and runs on a Windows 2008 R2 platform, using Microsoft SQL Server 2014. Specific expertise with the system is required to effectively maintain it and the necessary skills reside with Advanced Utility Systems, the firm that authored the software.
c. There are no current plans to replace the existing software.
3.3 Current Utility Bill Print, Insert and Mail Services

a. GW processes and mails approximately 146,000 residential, commercial, and industrial bills per month in four weekly cycles.  The current bill production and mailing operation includes a Ricoh Pro 1357 printer, a Pitney Bowes Series 8 inserter/folder for a simple bill print/production operation.  One employee runs the current solution.  The Ricoh printer used to create customer bills has been in service for almost five years.  The Pitney Bowes Inserter has been in service for ten years.  Customer bills include charges for the following services: water, fireline, sewer, and solid waste.

b. The current bill generation process is as follows:  The bills are printed each business day.  Bills are individually inserted into envelopes, coupled with remittance envelopes and inserts (as necessary), sorted for postal discounting and delivered to the Post Office.  The total number of bills printed each month is divided into four billing cycles of 34,000 to 40,000 bills each. Generally, GW’s Business Services department tries to maintain approximately the same number of bills in each cycle.

c. Addresses are checked for quality via an export routine to address-quality software called Mailer+4 (MelissaData). This software assists with applying postal tray information, and producing a USPS CASS report for lowest rates.

d. The process in CIS Infinity to create the bill print files normally runs one or two hours. A single Adobe PDF file (or alternately, PostScript file) is created from the process. When the first bill print file is created, bill printing can begin. The print files are created so that geographical zip codes are generally within the same zip codes, but this is not absolute; however, best efforts are made to ensure zip+4 standards are applied to each bill. GW uses the USPS intelligent mail barcode (IMB), and makes use of Address Return Service under our postal permit. All mailings must be submitted to the Post Office in zip code order. 
e. After a suitable amount of bills have been printed, they will be taken to the mail inserter machine.  The bills are single-page presentments, with pre-printed backsides. A perforated tear-off stub is on the bottom of the bill. OMR information currently exists on the bill in order to identify insertion problems in a post-job audit summary report. Bills are loaded on a conveyor, and bills are scanned, folded, and stuffed along with any inserts and a return envelope. At the end of the insertion process, the billing envelopes are loaded into the proper, associated tray. The tray numbers are visible through the address window of the envelope. These trays are stacked in metal carts, and couriers apport the bills to the BMEU at the Post Office.
f. Software within the inserter machine produces an accounting of pieces processed during a job.  When suspected cause exists, the operator compares these inserting machine numbers with those on the postage report. Any difference would identify the number of utility bills that were damaged or destroyed due to a jam or other machine malfunction.  These damaged or destroyed bills are reprinted. The current inserter machine can process at a rate of approximately 5,200 pieces per hour. Continuous operation requires the operator to continually replenish the insert bins, envelopes, and monitor the printer operation. If no problems occur, in general, all of the bills for an entire cycle will be printed, inserted, and ready for mailing in sixteen to eighteen hours.

g. GW performs its own remittance services.
h. Automated backflow letters are currently generated in CIS Infinity and produce a print file that is sent to the Ricoh Pro 1357 printer. Additionally, in October there is a large print processing and mailing done for our debt setoff program. GW also manually creates additional small letter batches individually for other customer correspondence. Manually generated letters are printed and mailed by our Billing, Communications, Accounting, Engineering and Customer Service departments. 

4 Utility Bill Print, Insert and Mail Services Functional Requirements

4.1  Scoping Parameters

	Print Parameters
	Description

	Contract term 
	3 years, options for two 1-year renewals

	Number of cycles per month that utility bills are generated, for printing, inserting and mailing
	4 defined billing cycles per month. 
Billing may occur each business day of the month and utility bills could be produced every business day of the month.

	Volume of Bills
	Currently 0 to 20,000 printed per day.     Average 146,000 a month.

	Volume of Automated Letters.  
	Currently from 0 to 2,000 for miscellaneous customer relation letters. Average yearly  Debt Setoff letters (October) 14,000. Average yearly Satisfied/Reduced Setoff letters (March) 1,000, Average monthly backflow letters 2,000. Yearly average of automated letters 41,000.

	File transmission Format preference
	PDF; however, PS is acceptable.

	Daily Transmission Time of File 
	Transmission  between 6:00 AM  and 8:00 PM EDT

	Data file transmission method 
	SFTP or similar secured method

	Service Level Target – Time from Transmission Receipt to Bills in the Mail Stream
	Printing, inserting and mailing of all utility bills within twelve (12) hours after successful receipt of the data/print file from GW. All customers’ bills are received by GW customers no later than two (2) business days of the submission of GW data files.

	Average Number of Pages per Billing.
	100% single-page, simplex

	Portrait or Landscape 
	Portrait

	Simplex or Duplex 
	Simplex, with pre-printed content on the backside of bills and notices.  

* Duplex printing will be considered 

	Bill formats/templates
	1 primary Bill format

	Letter formats
	Approximately 5

	Maximum Number of Insertions with Bill 
	3 (BRE and two inserts) 

	Paper Stock  
	Preprinted Paper Stock 24 lb. bond paper, preprinted return address on a single window #10 envelope.
*NOTE: Open to changes and using cut -sheet paper instead of pre-printed stock or any other cost savings suggestion with regard to the paper stock. Options of printing miscellaneous communication on outside of #10 window envelope.

	Paper Size 
	Bills 8.5 x 11

Letters 8.5 x 11 

Insert size 3.5 x 8.5 or 7 x 8.5 single-fold

	Fold Specifications
	Z-fold, but alternatives will be considered.

	Remittance Envelope Size
	Envelope standard #9 with preprinted return address. 


5 Scope of  Work

5.1 Introduction

a. GW is seeking an immediate solution to align with the current Utility Billing System. The Proposer will have full responsibility and contractual obligation to complete the implementation of all aspects of the proposed solution.  

b. Immediate services will be retained for Utility Bill Printing and Mailing Services including utility bills and letters to residential, commercial and industrial utility customers with address correction and encoding capabilities.  Proposers need to describe proposed methods, formats, and pricing of these services separately for bills and letters.  

c. Proposers are encouraged to propose optional solution components; however, any out-of-scope solutions or services must be clearly marked as such and shall be itemized separately in the pricing model as specified in Appendix E, Pricing Model.

d. GW desires a proposal for an outsourced solution to be hosted by the Proposer.

e. This section of the RFP will become part of contractual obligation between GW and the successful Proposer.

5.2 Scope of Services

a. Proposers must provide a proven methodology and implementation approach that minimizes potential for disruptions to GW’s operations, and minimizes risk to business processes and systems.  The transition to a new Bill Print and Mail Service must be seamless for GW’s customers.

b. Proposer’s methodology and implementation approach must address all services deemed necessary to achieve a successful implementation.  Proposers should include all services required for the evaluation, delivery, installation, testing, training, configuration, and interface development for the proposed solution, including acceptance tests. The proposed methodology and implementation approach must include at a minimum, the following project activities:
· Business Analysis and To-Be Process Development

· Design

· Configuration
· Interface Design and Development

· Reporting

· Application/System Testing

· Performance Testing

· Production Environment Installation/Configuration

· Project Team Training

· Bill Print and Mail Service Documentation

· End User Training (e.g. Billing Team)

· Acceptance Testing/Sign-off

· Deployment/Rollout

· Post-Implementation Support
     5.3
Bill and Letter Design and Development

a. Proposer shall work with GW staff to incorporate GW’s current bill and letter formats/content into the formats used by the Proposer’s software. Appendix G gives an example of the bill print format.
b. Proposer will use best practices to propose bill designs, for acceptance by GW staff, to include a multi-color (black with a variable laser highlight color of blue and gray and red and black text) one-sided bill form that is 8 1/2” by 11” in size, 24 lb. bond paper with perforation. GW’s current bills are single- sided printing with preprinted back. The ability to print on the reverse side of the bill should be an available option should GW decide to do so. Pricing for printing on the reverse side of the bill should be addressed as an option. The bill design will include an appropriate OCR scan line for remittance processing by GW’s Canon R-190i11 payment processing system, a message area (variable data text messages that may exploit the highlight color ink), different size fonts to enhance readability, a bar chart to provide a comparison of current month usage to the prior month and the same month in the prior year, and the utility logo. Special consideration must be given in aligning the final design of the detachable payment coupon for error-free processing by GW’s Canon CR-190i11 payment processing system. Envelopes should be single window #10 with single color messaging and graphics that will allow for the outgoing address on the bottom and the preprinted sender address of GW.  Return envelopes should be #9 with a preprinted return address. Once the final design is defined with GW, the Proposer will notify GW in writing, and receive approval of any required changes to forms or envelopes prior to implementation.
c. Proposer shall provide format and layout design on an as-needed basis for bills, letters, inserts, and envelopes.  All versions of layout, formatting, and transformation files and scripts related to generating the bills, letters, and inserts will be the property of GW. GW will receive all versions from Proposers as changes are made to the layout files.

d. GW will occasionally have inserts to be included in the bills produced and mailed.  The inserting process may involve select billing cycles identified by GW or a complete month of bill production.  GW will work with the Proposer to design inserts to conform to the specifications required for successful insertion by the equipment provided by the Proposer.
e. Bill formats need to include the option for GW staff to add or change messages on statements within defined fields.

f. The Proposer shall work with GW to incorporate manually generated letter formats in an automated manner.
5.4
Bill Statement Extract Files
a. Proposer will receive an electronic bill print file from GW on a daily basis.
b. Proposer must have the ability to accept GW bill file as generated from Advanced CIS Infinity and manipulate with their technology what is needed for successful bill print.

5.5
Data Processing – Customer Bills
a. Proposer will provide the infrastructure necessary to print approximately 146,000 utility bills per month. The bills are to be printed on blank 8.5” x 11”, 24 lb. paper with a perforation integrated into the final bill design so that the customer may tear off the payment stub. Printing will be of laser quality with a resolution of at least 600 x 600 DPI. The paper used should have a brightness factor to allow a contrast ratio of paper to print to ensure reliable Canon R-190i 11 scanning.
b. It is the desire of GW that the Proposer print, insert and mail all utility bills for GW within twelve (12) hours after successful receipt of the data/print file from GW. In addition, the Proposer will maintain hours of operation in order that GW customer’s bills are received by its customers no later than two (2) business days of the submission of GW data files.

c. Proposer must be able to “Combine Bills” of the same name and address into one envelope. In addition, the Proposer must offer “Selective Inserting” so that GW’s customers using bank draft will not receive a return envelope.

d. Proposer must have page level tracking in the production environment with a closed-loop quality control system. This system must identify suspect mail pieces and out sort any document that is not successfully scanned at insert. Any suspect documents should be automatically reprinted and require no human intervention. A mail run data file should be employed to provide the job instructions to production equipment.

e. Proposer will provide multiple fonts and font sizes within a bill as required by GW.

f. Proposer will process and mail bills to customers who have an international mailing address.

g. It is the preference of GW that the Proposer be certified as a “Detached Mail Unit” (DMU) serving as an extension of the USPS, maximizing postal discounts and capable of providing the identical functions of such.

h. GW’s mailings must start at the USPS 5-Digit Rate (or lowest) as qualifies to obtain the largest postage discounts. The Proposer must have postal software in-house to process and sort to attain the lowest postage rate. Investment in future upgrades to support the evolution of USPS mail requirements and to continue assurance of the lowest postage rates will be the responsibility of the Proposer. Bar coding, arranging and sorting of GW’s bills shall be used by the Proposer to attain the lowest postage charges consistent with USPS standards.  The Proposer must be OP certified by the USPS to allow for one (1) and two (2) ounce mail pieces to go through the same mail stream to maximize postal discounts. The Proposer will make periodic recommendations for improving mail delivery, postage savings and reducing mailing costs.
i. Proposer will use Coding Accuracy Support System (CASS) procedures and technology to certify the customer addresses during each bill printing cycle to  ensure postage costs are minimized.

j. Delivery Point Validation (DPV) shall be incorporated into the process to validate that the provided address information is a physical address served by the USPS.

k. Proposer must provide NCOA address cleansing services and provide reports stating all incomplete addresses in a billing file that could not be certified by the USPS along with a list of all address updates that have been implemented to reduce or eliminate any returned mail. Proposer will also subscribe to USPS “Address Service Requested” services for purposes of mail forwarding to customers who have moved.
l. Proposer will provide to GW a file, in a Text format listing containing a daily listing of the bill quantity contained in each pdf file transmitted.

m. Proposer is to supply all paper, #10 envelopes, #9 return envelopes and postage. The Proposer will purchase and maintain a sufficient supply of billing forms and envelopes to ensure uninterrupted supply for printing requirements. It is expected that the exact postage costs will be passed through directly to GW.

n. Proposer will be required to utilize GW’s current stock of #9 & #10 envelopes and bill forms until current stock is exhausted.

5.6
Review Process
a. GW shall have the opportunity to review individual, group, or an entire batch of bills and letters electronically. This process will allow GW to electronically approve the release of bills or letters for mailing, or reject the mailing of bills or letters. This process must be available prior to the printing and release for insert, and mailing for distribution to customers by the Proposer.
b. Proposer must provide GW the ability to review batch totals, including the total document count and total dollar amount for the file prior to printing.

c. Proposer will provide electronic notification that bill samples and batch totals are ready for approval.

d. Proposer must provide GW the ability to pull individual and groups of bills based on set criteria without the assistance of the Proposer.
5.7
Online Statement and Letter Availability
a. Proposer’s must provide remote access to one year of electronically archived historical bill data along with the ability by GW staff to remotely reprint bills on real-time basis. Data older than one year would be downloaded to a PDF file format, or in any other mutually acceptable media, and provided to GW on a monthly basis. The format used by the successful company for storing both the remotely accessed archived bill data and the downloaded billing history sent to GW must allow GW to search, view and reprint bills. The archived billing history shall be an exact representation of the bills provided to customers via USPS.
b. Archived bill history shall have search indexes to include Name, Account Number, Customer Number, Bill Number, Service Address and Billing Date. Compound and relational searches across all indexes should be available as well as full text search capability across the entire database. 
5.8
Letter Printing and Processing Volume
a. Proposer must have job tracking capability which allows GW to monitor the progress of all billing cycles via a web-based electronic interface through the entire (print/mail) process with date/time stamp, as well as USPS delivery times. The Proposer will be required to send an e-mail notification or provide some form of web-based status to GW indicating the bills have been delivered to the USPS.

b. Proposer will provide GW a document, or other method, indicating the number of bills received electronically for printing, as well as the postage breakdown as USPS Automation Qualified starting at First Class 5-Digit Rate of the billing cycle prior to the mailing of bills.

5.9
Service Interruption or Disaster Recovery
a. Proposer shall provide back-up facilities in the event that the primary operational site experiences a service interruption or disaster to ensure that services are provided in accordance with the contractual requirements.

b. In the event of a service interruption or disaster, the Proposer shall immediately notify the GW Business Services Manager of the event and procedures implemented to meet the contractual requirements, including the location to be used for processing the GW Bill Print and Mail Services. Should the Proposer anticipate a delay in meeting GW’s service requirements, Proposer shall provide mitigation information.

c. Proposer shall describe options within the Proposal to provide: (1) a fully operational hot site and (2) a warm or cold site in the event of a service interruption or disaster. Pricing and impacts to Service Level Targets listed in Appendix H must also be described. 

5.10
Quality Assurance and Data Security
a. In providing this service, the following shall be applicable: The Provider must assure GW of confidentiality in the handling of customer information. Discarded billings must be shredded to the P-5 standard which is less than or equal to 30mm² with a strip width of less than or equal to 2mm and properly disposed of in a private dumpster or refuse receptacle. Under no circumstances shall customer data be discarded in an un-shredded condition or discarded in a public dumpster or refuse receptacle. The Proposer must be SSAE 16 certified.

b. Proposer must provide a means for secure data transmission to and from GW via SFTP or similar requirements and a method to confirm receipt of any or all data transmissions.

c. Proposer shall provide physical and logical (i.e. network, server, password) security measures to protect GW’s and customers’ data from physical theft, identity theft, and improper disclosure and use during the time that the data is in the possession of Proposer.

d. Be responsible for all costs associated with the regenerating, reprocessing, re-printing or re-mailing of GW’s utility bills or special mailings caused by programming or production error(s) or failure(s) caused by the Proposer.

e. Proposer has a documented quality control process that verifies total piece count and accurate insertion of bills and inserts into outbound envelopes. 

f. Receipt, print problems, or other concerns shall be reported to the GW immediately upon recognition.
g. Should mailings not be delivered to the USPS for mailing in a regular and timely manner, penalties shall be assessed in accordance with the terms and conditions of the Contract. Additionally, contract termination may result for unsatisfactory services as determined by GW.
5.11
Project Management
Proposer shall be responsible for and provide project management services for the coordination of staff and project team members during the course of the project. Proposers must provide the project team approach and strategy that they intend to deploy, including the GW and Proposer roles and responsibilities. 

a. Proposer will provide a monthly invoice broken down by data/print file or cycle sent by GW. The invoice will detail the number of bills processed and the amount of postage paid for each date/print file along with any other itemized charges.

b. Postage will be billed to GW at cost as part of the monthly bill. The Proposer will provide detail on the total bills printed, mailed and the monies billed to GW for postage services. GW will not be required to prepay postage.

5.12
Project Completion and Acceptance Testing
a. GW and the Proposer shall agree in writing on the acceptance test procedures for the system.

b. The test plan shall contain a process for the correction of errors, defects and deficiencies including, but not limited to, data migrations and reporting. 

c. Proposer shall develop an acceptance test plan by providing GW examples of test plans or templates and providing expertise regarding the scenarios to be tested.

5.13
Support and Services
The Proposer shall provide the following:

· A single point of contact within the Proposer’s firm for Contractual matters.

· A single point of contact within the Proposer’s firm for day-to-day technical support.

· Reference documentation for the printing and mailing services provided. Proposer shall provide a sample within their response.

· Onsite training of GW staff required for the implementation of the printing and mailing services provided. Proposer shall provide sample training curriculum within their response.

a. Have a technical support staff and a well-defined problem reporting and escalation procedure which is acceptable to GW for the reporting and correction of problems.

b. Have a problem-reporting process, allowing GW staff members to track the resolution status of a reported problem.

5.14
Transition Services
a. Should the contract between the Proposer and GW be terminated for cause or  convenience, the Proposer shall return to GW all historic image data and the software previously used for effect of contractual requirements. Proposer shall describe how it could fulfill this expectation.

b. Proposer shall diligently work with GW to assure all services relating to the transition are met in a timely, proficient and organized manner.

5.15
Systems Development and Change Control
a. Proposer shall perform all development, integration, upgrades, maintenance and other services relating to the improvement and advancement of printing systems and functionality on a regular and structured basis. Proposers should describe this process and frequency within their response.

b. Proposer shall provide adequate advanced notice to GW when services are scheduled to occur and provide quality tests to assure no adverse consequences associated with the changes.

c. Should GW require modification of any Bill Print or Mail Services, GW shall notify the Proposer in writing of the required specification changes in advance.

d. Proposer shall work with GW to develop an acceptance test plan to mitigate any adverse consequences associated with any changes.

6   Pricing Model 

6.1 Pricing Model Instructions

a. Appendix E contains a pricing model to be completed as-is by the Proposer.  Proposers are requested to submit an all-inclusive unit prices encompassing one-time costs as well as ongoing costs.

b. Pricing will remain the same for the duration of the contract, with the exception of postage. Postage charges will be passed through to GW and will be charged at the lowest available rate.
7 Project Staffing and Implementation Plan

7.1 Project Staffing

Proposers must provide the project team approach and strategy that they intend to deploy, including the GW and Proposer roles and responsibilities, time spent on-site versus off-site, and percent of time Proposer resources are allocated to the project (full time versus part time).

5 Implementation Plan

a. A carefully planned Implementation Plan and associated work breakdown structure must be provided. The Implementation Plan shall be referenced to the anticipated Project Start date, depicted in Section 1.3 for the purpose of this proposal.  The Implementation Plan and associated work breakdown structure must show the tasks to be performed by GW and by the Proposer, including respective resource requirements.

b. The Implementation Plan shall include milestones and logical breakpoints during which GW and the Proposer shall assess the progress to date and prepare for the next phase. The Implementation Plan should provide as much detail (work breakdown structure) as possible and highlight all major milestones for each component of the project. The first milestone of your Implementation Plan should be contract signing.

c. Proposers should describe all key assumptions made in developing their Implementation Plan, as well as any dependencies and constraints of which the Proposer is aware.

8 Project Management Practices
8.1 Project Management Practices

Proposers must describe any Project Management Practices your firm employs to ensure a successful project such as, but not limited to, the` items below.

8.2 Business Relationship Management

a. The selected Proposer will be required to adhere to GW’s approval criteria, including, but not limited to, periodic internal and external audits of invoices and milestone accomplishment.

b. The proposal must describe how the Proposer will represent itself to GW from an overall viewpoint. Discuss treatment of account management, status reporting, contract management, audits, planning, setting priorities and handling service requests on a 24/7 basis.

8.3 Information Technology Project Oversight

Proposers should describe their experience working in joint implementation teams. Proposers should describe their policy regarding access to their systems by either GW or a third-party developer working on behalf of GW.

8.4 Problem Management

Proposers must describe their process for problem management including: problem logging, problem resolution, tracking of unresolved problems, problem escalation procedures, problem closeout and status reporting practices.

8.5 Performance Management

Proposers must describe how they develop, modify, monitor and report on service level targets and performance throughout the implementation process and during delivery of maintenance and support services. The Proposer must also describe their experience in the use of service level targets and objectives for each service area within the scope of this RFP. Management procedures should include provision for periodic (at least monthly) reports on volumes and service levels, and provision for problem reporting and escalation if performance falls short of agreed-upon service levels.

8.6 Knowledge Management

Proposers must describe their approach and processes for Knowledge Management. Knowledge Management should include the process of creating, capturing, sharing and using the project’s intellectual property attained from its work activities to enhance the joint project team’s overall performance during the implementation project and throughout the maintenance and support period.

9 Proposal Content and Format 

In order to ensure a fair comparison of the responses received, Proposers are requested to submit their responses conforming to the format outlined below. Variations from the format may result in a Proposer being declared non-responsive.

1. Cover Letter

a. Introduction to the Proposer and the Proposer’s proposal.  Must state that the proposal is valid for a minimum period of 180 days following the date of receipt of the proposal submission.

b. Must be signed by the Proposer.

2. Table of Contents
3. Executive Summary (five page maximum)

Proposers are to outline the contents of their proposal, including main features and benefits they may offer to GW, and describing how they can successfully meet the objectives.

4. Corporate Profile

a. Brief overview and history of your company.

b. Describe the organization of your company.

c. Corporate financial information, including latest financial report.

d. Proposer must provide information about any active or recent (within the last 5 years) litigation or arbitration claims related to projects similar in scope to this RFP.  If any, list the parties to the dispute, the forum of the dispute, the date a final decision was reached and the outcome of the litigation or arbitration.  Should the Proposer have settled any disputes, which resulted in a non-disclosure agreement, Proposer must inform GW that it has done so.

e. If the Proposer has had a contract terminated for default during the past five (5) years, all such incidents must be described. “Termination for default” is defined as notice to stop performance due to the Proposer’s non-performance or poor performance, and the issue was either (a) not litigated; or (b) litigated and such litigation determined the Proposer to be in default.

f. Submit full details of all terminations for default experienced by the Proposer during the past five (5) years, including the other party’s name, address and telephone number. Present the Proposer’s position on the matter. GW will evaluate the facts and may, at its sole discretion, reject the Proposer’s proposal if the facts discovered indicate that completion of a contract resulting from this RFP may be jeopardized by selection of the Proposer.

g. If the Proposer has experienced no such termination for default in the past five (5) years, so declare.

h. If the Proposer has had a contract terminated for convenience, non-performance, non-allocation of funds or any other reason, of which the termination occurred before completion of the contract, during the past five (5) years, describe fully all such terminations, including the name, address and telephone number of the other contracting party.

i. Provide the following information: 

i. number of years in business

ii. number of years involved with utility bill print and mail services

iii. number of employees

iv. number of employees dedicated to utility bill printing and mailing services (provide a detailed breakdown on the number of resources dedicated to product activities, including development, testing, training, help desk, professional services, sales and marketing, management)

v. number of utility bill print and mail installs (by customer type and size)

vi. number of utility bill print and mail installs on the release being proposed (with customer names, type, size)

vii. number of signed utility bill print and mail contracts in progress

5. Statement of Experience and  References

a. Provide information concerning general organization and proposed project staffing experience in utility bill printing and mailing services for both privately owned and or municipal water utilities of similar size and complexity.

b. Provide a minimum of three references, including a brief overview of services provided and client contact name, address, phone number and email addresses and contract dates (see Appendix C, References Form).  Two of these references must have installed the proposed software release.  Proposers should consider the criteria referenced in Section 1e of this RFP in providing references.

c. Provide descriptions of actual results from three (3) previous similar projects, including contact information and key customer service, billing and financial metrics immediately following go-live and for a period of 12 months following conversion.

6. Exclusions and Exceptions to the RFP (Appendix F).

7. Description of the Proposed Solution

Proposers are required to respond to every question listed in Appendix I.

8. Implementation Plan
a. Provide a description of your proposed project approach.

b. Provide a description of all proposed project methodologies and automated tools.

c. Provide representative sample deliverables or deliverable templates for all proposed project deliverables and reports, minutes, memoranda, etc.

9. Proposed Project Personnel and Project Organization

a. Proposers should determine and provide any associated project roles and responsibilities as deemed necessary to support your proposal for both GW and the Proposer.  (Refer to RFP section 7.1).
b. The Proposer must submit resumes of Proposer’s key personnel to be assigned to the project. The Proposer must also indicate, in your proposed project Implementation Plan, milestones and task assignments for each individual so named. GW requires named staff to remain on the project for the defined duration of specified activities. The Proposer must obtain GW approval to remove or replace any Named Key Person. Failure to comply with this provision may be cause for a breach of the contract agreement.  At a minimum, the proposed Project Manager and the proposed Team Leads must be named.
c. The Proposer must submit identification of any partner relationships that are part of the proposal.
10. Training Plan

Proposers must provide a training plan outlining the content of instruction and verification of learning for users and system administrators.
11. Maintenance and Support

a. Proposers must describe their maintenance and support service level targets and the expertise of the individuals providing support. This must include hours of availability, on-site services provided, problem reporting and escalation procedures, and the office that would support GW.
b. Describe the typical GW staffing requirements for ongoing system operation, management, administration, user support, upgrades, report writing, etc.
c. Describe how transition services will be handled should the contract be terminated for either cause or convenience.  
d. Describe how the GW historic image data will get transitioned to GW should the contract be terminated for either cause or convenience.
12. System Performance and Availability
Proposers must provide the following information about their proposed solution:
· How many hours of the day the system is available for user inquiry.
· Describe any processing windows and run times.
13. Project Management Practices (Please respond to all requirements in RFP Section 8)

14. Pricing Model (See Appendix E)
15. Sample Invoice (Please provide an example of the billing invoice GW can expect to receive.)
16. Required GW Forms/Appendices
a. Appendix A – Intent to Submit Proposal Acknowledgement Form
b. Appendix B - Proposal Submittal Form
c. Appendix C – References Form
d. Appendix D – Anti-collusion Affidavit
e. Appendix E – GW Pricing Model
f. Appendix F – RFP Exceptions Form
g. Appendix G – Sample Bill Documents
h. Appendix H– Sample Service Level Targets
i. Appendix I – Description of Proposed Solution
10   Proposal Evaluation

10.1 Evaluation Criteria

GW reserves the right to modify the evaluation criteria or waive portions thereof.  Evaluation criteria may include the following:

a. Satisfaction of Requirements

This criterion will include evaluation of the Proposer’s responses to the Functional Requirements specified in this RFP.  It will also include an evaluation of the quantity and quality of integrated modules available from the Proposer, and an extensive review of the reporting features of the system.

b. Pricing

Total cost of the proposed solution (as measured in initial, ongoing and net present values) will be a significant factor, but not the only determining factor in Proposer selection.

c. Implementation Approach

The Proposer’s approach to implementation will be important in minimizing the risks associated with this project.  The implementation methodology, explanation of how the data conversion is to be accomplished, proposed work plan, demonstration of Proposer’s project management skills, and other related criteria, will be used in the evaluation.  The ease and likelihood of a successful, timely installation and implementation is critical.  Proposers should refer to Section 7.2, Implementation Plan, for additional details.

d. Proposed Team

The Proposer’s team will demonstrate the expertise in delivering solutions for similar utilities.  If selected, the Proposer’s team will be required to review the Implementation Approach and Project Schedule with GW.

e. Proposer Experience and References

Proposer must possess an understanding and appreciation of GW’s requirements by virtue of municipal utility expertise.  The level of Proposer support after the sale, including telephone or Internet access, training and documentation, etc., will be considered.  References and other relevant sources will be contacted and considered.

f. Proposer Stability

Financial stability and staying power in this market will be assessed.  The Proposer must have qualified and experienced development, data conversion, implementation and maintenance personnel.  If selected to demonstrate the proposed solution, Proposer must provide the most recent audited financial statements to GW, and make available appropriate personnel to address questions related to Proposer’s ability to meet their financial obligations related to the project.

10.2 Evaluation Process

a. Responses to this RFP will be the primary source of information used in the initial evaluation process.  Therefore, Proposer is advised to be as complete as possible in their responses.  GW reserves the right to the following:

· Contact any Proposer to clarify a response;

· Contact any Proposer references or other users of the Proposer’s solution;

· Solicit information from any available source concerning any aspect of a Proposer’s response;

· Video and or voice record any and all meetings and demonstrations between the Proposer and GW.

b. GW does not intend to award a contract solely on the basis of any response made to this RFP.  Based upon the criteria identified above, a Selection Committee appointed by GW will evaluate, score and rank Proposers and their proposed solutions.

c. The Selection Committee will also conduct reference checks and/or site visits for selected Proposers, along with other detailed analyses as deemed necessary.  The Proposer will be required to provide an updated list of all current users of their product, and indicate which users would be willing to permit an on-site visit by the Selection Committee.  The recommended clients shall be municipal owned multi-service water utilities that have an operating environment, functional requirements, transaction levels, services, and organization size similar to GW.  Recommended clients must be using the proposed version of software. During each visit, the Selection Committee should have an opportunity to meet with the customer’s key users, customer’s Business Services Manager and team, and technology department representatives.  Proposer’s representatives will not be present during certain on-site interviews.

d. The Selection Committee will rank the Proposers and provide a finalist(s) recommendation to the GW CEO. Following approval, a select list of Proposers will be invited to demonstrate their solution, implementation services approach, and introduction and interview of key project personnel. Selected Proposers will be expected to conduct work sessions at GW’s facilities to discuss their services, and to demonstrate their proposed solution. Also, the Proposer’s key proposed personnel are to actively participate in presentations, discussions, and demonstrations.  The objective of these sessions is to allow the GW Selection Committee to become more familiar with the people, approach, features and functions of the proposed solution.  If more than one product or software application is proposed, the demonstrations are to include all.  A schedule and agenda will be provided to the selected Proposers in advance of the sessions.

e. Following the on-site work sessions, a Best and Final offer and negotiation process will commence with the finalist(s).

f. Final award by GW is contingent upon the successful negotiation of final contract terms. Once negotiations are complete, the final contract will be sent to GW CEO for approval. If contract negotiations cannot be concluded successfully, GW may negotiate a contract with another Proposer or withdraw the RFP.

11. Terms and Conditions

1. PROPOSAL RESULTS AVAILABILITY – Proposals will be  evaluated promptly after opening.  NO PROPOSAL RESULTS WILL BE GIVEN OUT OVER THE TELEPHONE. After award, notification will be sent to all companies who submitted a proposal or returned a Statement of No Proposal.  No Proposal may be withdrawn for a period of sixty (60) calendar days of the Proposal Opening date.

      2. PROPOSER QUALIFICATIONS – No proposal shall be   accepted   from, and no contract will be awarded to, any person, firm, or corporation that is in arrears to GW upon debt or contract, that is a defaulter, as surety or otherwise, upon any obligation to GW or that is deemed irresponsible or unreliable by GW.  If requested, Proposers shall be required to submit satisfactory evidence that they have a practical knowledge of the particular supply/service proposal and that they have the necessary financial resources to provide the proposed supply/service as described in the included Scope of Services.

3.
PROPOSAL FORM - Each Proposer must submit an original Proposal and additional copies as required on the forms attached.  The Proposer shall sign his/her Proposal correctly, and the Proposal may be rejected if it shows any omissions, alterations of the form, additions not called for in the Proposal, or any irregularities of any kind.


   In case of a discrepancy between the unit price and the extended price, the unit price shall prevail.

4. SPECIFICATION DEVIATIONS BY THE PROPOSER/OFFEROR - Any deviation from this specification MUST be noted in detail, and submitted in writing on the Proposal Form.  Completed specifications should be attached for any substitutions offered, or when amplifications are desirable or necessary.  The absence of the specification deviation statement and accompanying specifications will hold the Proposer strictly accountable to the specifications as written herein.  Failure to submit this document of specification deviation, if applicable, shall be grounds for rejection of the item when offered for delivery.  If specifications or descriptive papers are submitted with Proposals, the Proposer’s name should be clearly shown on each document.

5. PROPOSER/OFFEROR REPRESENTATION – Each Proposer must sign the Proposal with his/her signature and shall give his/her full business address on the form provided in this Proposal.

6. COLLUSIVE PROPOSAL – The Proposer certifies that the proposal submitted by said Proposer is done so without any previous understanding, agreement or connection with any person, firm or corporation making a proposal for the same contract, without prior knowledge of competitive prices, and it is, in all respects fair, without outside control, collusion, fraud or otherwise illegal action.

7. SPECIFICATION CHANGES, ADDITIONS AND DELETIONS – All changes in Proposal documents shall be through written addendum and furnished to all Proposers.  Verbal information otherwise will NOT be
considered in awarding of Proposals.

8.
PROPOSAL CHANGES – Proposals, amendments thereto, or withdrawal requests received after the time advertised for Proposal Opening, will be void regardless of when they were mailed.

9. HOLD HARMLESS AGREEMENT – The Contractor agrees to protect, defend, indemnify and hold harmless Greenville Water and their officers and employees from any and all claims and damages of every kind and nature made, rendered or arise, occur, or grow out of any acts, actions, work or other activity done by the Contractor, its employees, subcontractors or any independent contractors working under the direction of either the Contractor or subcontractor in the performance of this contract.

10. ACCELERATED PAY DISCOUNTS – Accelerated discounts should be so stated on your Signature Page.  If quick pay discounts are offered, Greenville Water reserves the right to include that discount as a part of the 
 award criteria.  Prices proposal or proposed must, however, be based upon payment in forty-five (45) days after receipt, inspection and acceptance.  In all cases, quick pay discounts will be calculated from the date of the invoice or the date of acceptance, whichever is later.

11. AVAILABILITY OF FUNDS – Purchases under this contract beyond the end of the current fiscal year are contingent upon the appropriation of funds for such purposes during the ensuing fiscal year(s).

12. PROPOSAL REJECTION OR PARTIAL ACCEPTANCE – Greenville Water reserves the right to reject any or all Proposals.  Greenville Water further reserves the right to waive technicalities and formalities in Proposals, as well as to accept in whole or in part such Proposals where it is deemed advisable in protection of the best interest of GW.

13. PROPOSAL CURRENCY/LANGUAGE – All proposal prices shall be shown in US Dollars ($).  All prices must remain firm for the duration of the current contract regardless of the exchange rate.  All proposal responses must be submitted in English.

14. PAYMENTS – Payments will be made for all goods/services delivered, inspected and accepted within 45 days and on receipt of an original conforming invoice.

15. MODIFICATION, ADDENDA AND INTERPRETATIONS – Any apparent inconsistencies, or any matter requiring explanation or interpretation, must be inquired into by the Proposer in writing at least 72 hours (excluding weekends and holidays) prior to the time set for the Proposal Opening.  Any and all such interpretations or modifications will be in the form of written addenda.  All addenda shall become part of the
contract documents and shall be acknowledged and dated on the Signature Page.

16. LAWS AND REGULATIONS – All applicable State of South Carolina and federal laws, ordinances, licenses and regulations of a governmental body having jurisdiction shall apply to the award throughout as the case may be, and are incorporated here by reference.

17. SUBCONTRACTING – No portion of this Proposal may be subcontracted without the prior written approval by Greenville Water.

18.TELEGRAPHIC/ELECTRONIC PROPOSAL SUBMITTAL – Telegraphic and/or proposal offers sent by electronic devices (e.g. facsimile machines, electronic mail) are not acceptable and will be rejected upon receipt.  Proposing firms will be expected to allow adequate time for delivery of their proposal either by airfreight, postal service, or other means.

19. MISCELLANEOUS – Greenville Water reserves the right to reject any and all proposals or parts thereof.  Greenville Water reserves the right to inspect Proposer’s facilities prior to the award of this proposal.  Greenville Water reserves the right to negotiate optional items with the successful Proposer.

20. MODIFICATION OF AGREEMENT – No modifications of award shall be binding unless made in writing and signed by Greenville Water.

21. CANCELLATION – Either party may cancel the award in the event that a  petition, either voluntarily or involuntarily, is filed to declare the other party bankrupt or insolvent or in the event that such party makes an assignment for the benefit of creditors.

22. PATENT GUARANTEE – Proposer shall, with respect to any device or  composition of Proposer’s design or Proposer’s standard manufacture, indemnify and hold harmless Greenville Water, its officers, employees, and
agents, from costs and damages as finally determined by any court of competent jurisdiction for infringement of any United States Letters Patent by reason of the sale of normal use of such device or composition, provided that Proposer is promptly notified of all such actual or potential infringement suits, and is given an opportunity to participate in the defense thereof by Greenville Water.

23. TERMINATION OF AWARD FOR CAUSE – If through any cause, the successful Proposer shall fail to fulfill in a timely and proper manner its obligations or if the successful Proposer shall violate any of the covenants,
agreements or stipulations of the award, Greenville Water shall thereupon have the right to terminate the award by giving written notice to the successful Proposer of such termination and specifying the effective date of 
termination.  In that event, and as of the time notice is given by Greenville Water, all finished or unfinished services, reports or other materials prepared by the successful Proposer shall, at the option of Greenville Water
become its property, and the successful Proposer shall be entitled to receive compensation for any satisfactory work completed, prepared documents or materials as furnished.  Notwithstanding the above, the successful Proposer shall not be relieved of liability to Greenville Water for damages sustained by Greenville Water by virtue of breach of the award by the successful Proposer and Greenville Water may withhold any payments to the successful Proposer for the purpose of set off until such time as the exact amount of damages due Greenville Water from the successful Proposer is determined.

24. TERMINATION OF AWARD FOR CONVENIENCE – Greenville     Water may terminate the award at any time by giving written notice to the successful Proposer of such termination and specifying the effective date thereof, at least thirty (30) working days before the effective date of such termination.  In that event, all finished or unfinished services, reports, material(s) prepared or furnished by the successful Proposer under the award shall at the option of Greenville Water, become its property.  If the award is terminated due to the fault of the successful Proposer, termination of award for cause relative to termination shall apply.  If the award is terminated by Greenville Water as provided herein, the successful Proposer will be paid an amount as of the time notice is given by Greenville Water which bears the same ratio to the total compensation as the services actually performed or material furnished bear to the total services/materials the successful Proposer covered by the award, less payments or compensation previously made.

25. FORCE MAJEURE – For the purpose hereof, force majeure shall be any  of the following events: acts of God or the public enemy; compliance with any order, rule, regulation, decree, or request of any governmental authority
or agency or person purporting to act therefore; acts of war, public disorder, rebellion, terrorism, or sabotage, floods, hurricanes, or other storms; strikes or labor disputes; or any other cause, whether or not of the class or kind specifically named or referred to herein, not within the reasonable control of the party affected.



         A delay in or failure of performance of either party shall not constitute a default hereunder nor be the basis for, or give rise to, any claim for damages, if and to the extent such delay or failure is caused by force majeure.

The party who is prevented from performing by force majeure (i) shall be obligated, within a period not to exceed fourteen (14) days after the occurrence or detection of any such event, to give notice to the other party 
setting forth in reasonable detail the nature thereof and the anticipated extent of the delay, and (ii) shall remedy such cause as soon as reasonably possible.

26. ACCEPTANCE OF TERMS BY SHIPMENT – Shipment of all or any portion of the goods covered by any order placed shall be deemed an acceptance of the proposal upon the terms and prices set forth herein.

27. ASSIGNMENT – Proposer shall not assign this order or any monies due hereunder without the prior written consent of Greenville Water.  Any assignment or attempt at assignment made without such consent of Greenville Water shall be void.

28. EQUAL OPPORTUNITY – The successful firm agrees not to refuse to hire, discharge, promote, or to otherwise discriminate in matters of compensation against any person otherwise qualified solely because of race, creed, sex, national origin, ancestry or physical handicap.

29. SPECIFIC DELIVERY SCHEDULE – For purposes of this proposal and subsequent awards, Greenville Water holiday closures are typically New Year’s Day, Martin Luther King, Jr. Day, Presidents Day, Good Friday, Memorial Day, Independence Day, Labor Day, Thanksgiving and the day following, Christmas Eve and Christmas Day.  Deliveries generally will not be accepted on the dates GW observes these holidays.
   Notice of late delivery arrival should be made no more than twenty-four (24) hours prior to the originally scheduled time.  Otherwise, Greenville Water may not be available to facilitate the receiving and the shipment will be returned to the shipper or its originating point.

30. TIME PERIOD – Prices are to be honored for the time period stated in the Proposer’s Signature Page.

31. EXTENSION – Any or all of the awards made as a result of the Request for Proposal may be extended for an additional period of time, up to one year, if mutually agreed between the parties.

32. FREIGHT – Those charges are to be included in the quoted price of these materials, rather than as a separate item unless otherwise noted.

33. FOB POINT- In terms of loss or damage, as well as where title to the goods is passed, FOB – Destination shall be specified.

34. METHOD OF AWARD/QUOTING – Greenville Water reserves the right to make awards based on the entire proposal or on an individual basis.  However if proposals are offered on an “all or none” condition, Greenville 
Water may consider the proposal non-responsive and reject the entire proposal.
12. Idemnification and Insurance
Proposers agree to carry liability and workmen's compensation insurance, satisfactory to GW, and hold harmless and indemnify GW against all liability, loss and damage arising out of any injuries to persons and property caused by Firm, their sub-contractors, employees or agents.

A Certificate of Insurance shall be provided demonstrating the following coverage:

a) Comprehensive General Liability with minimum limit of $1,000,000 combined single limit for bodily injury and property damage, per occurrence. Minimum $2,000,000 aggregate.

b) Comprehensive Automobile Liability with minimum limit of $1,000,000 combined single limit.

c) Workers Compensation with minimum of statutory requirements.

d) Employers’ Liability with minimum of $500,000 each employee, $500,000 each accident and $500,000 policy limit.

e) In the event, any insurance policy expires before the end of the term of the contract, the Firm must provide within ten (10) business days of expiration, evidence of new or renewal policies.

Note:  A copy of Proposer’s Certificate of Insurance must be submitted with offer.
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APPENDIX A: INTENT TO SUBMIT PROPOSAL ACKNOWLEDGEMENT FORM
To:        Valerie Arnold
From:   _______________________________

              (Proposer’s Name) 

              _______________________________

              (Primary Contact Name)

              _______________________________

              (Signature)

              _______________________________

              (Date)

Phone: _______________________________

E-mail: _______________________________

FAX:     _______________________________

 FORMCHECKBOX 
    Our company plans to respond to the RFP on or before the deadline.

 FORMCHECKBOX 
  Our company does not intend to respond to the RFP for the following reasons:

Please submit this form to GW no later than 4:00 p.m. on March 31, 2017.
APPENDIX B:  PROPOSAL SUBMITTAL FORM

The owner or an officer of the Proposer may sign this document. A Corporate Seal or a letter of authorization is needed for any other signer. For instance, if a Salesman or Manager signs this form, a letter of authorization or Corporate Seal is to be attached.

I have submitted this proposal on behalf of my firm this _______ day of ____________________, 2017.

Firm Name:______________________________________________________________

Address:________________________________________________________________

Authorized Signature:_______________________________________________________________

Title:___________________________________________________________________

Telephone Number:_____________________ Fax Number:_______________________

Email Address:________________________________________________________________

Alternate Contact:________________________________________________________________

TO BE COMPLETED BY THE NOTARY:
State of * _______________________________________________
)



)
SS.

County of *______________________________________________
)

[*State and County where notarized must be written in for proposal to be considered.]
Signed and sworn to before me on this ___ day of ____________, _____ by 

_________________________________________.[Printed name of individual who signed above.]
My Commission Expires:                                  
________________________________________

        



Signature of Notary Public    

My Commission Number:__________________                                  

APPENDIX C:  REFERENCES FORM

Complete the References Form for three (3) clients for whom you have implemented utility
bill print and mail services of like size and complexity.  The references shall be 
municipal owned multi-service water utilities that have an operating environment, 
functional requirements, transaction levels, services, and organization size similar
to GW.  GW reserves the right to contact the references listed below and ask questions 
relating to the utility bill print and mail service and your firm’s performance.  Proposers shall 
ensure that the reference information provided is accurate.  The contact person listed shall
have been actively involved in the utility bill print and mail service project and able
to discuss system details, cost information, and the overall reflection of your firm’s
performance.

	Project Reference 1

	Company Name
	

	Contact Person
	

	     Telephone Number
	

	     Email Address
	

	Description of Project
	

	Project Start Date
	

	Project End Date
	

	Services Provided Similar 

to GW’s 

Scope of Services? 


	· Yes – Explain similarities: 

· No




	Project Reference 2

	Company Name
	

	Contact Person
	

	     Telephone Number
	

	     Email Address
	

	Description of Project
	

	Project Start Date
	

	Project End Date
	

	Services Provided Similar 

to GW’s 

Scope of Services? 


	· Yes – Explain similarities: 

· No




	Project Reference 3

	Company Name
	

	Contact Person
	

	     Telephone Number
	

	     Email Address
	

	Description of Project
	

	Project Start Date
	

	Project End Date
	

	Services Provided Similar 

to GW’s 

Scope of Services? 


	· Yes – Explain similarities: 

· No




APPENDIX D

ANTI-COLLUSION AFFIDAVIT

THIS FORM MUST BE COMPLETED PRIOR TO PRICING AGREEMENT/CONTRACT AWARD.
The undersigned individual, of lawful age, being duly sworn, upon his/her oath, deposes and says: That the undersigned individual has the lawful authority to execute the within and foregoing proposal for, and on behalf of, the proposer; that the proposer has not, directly or indirectly, entered into any agreement, express or implied, with any proposer or proposers, having for its object the controlling of the price or amount of such proposal or proposals, the limiting of the proposals or the proposers, the parceling or farming out to any proposer or proposers or other persons, of any part of the pricing agreement/contract or any part of the subject matter of the proposal or proposals, or of the profits thereof, and that proposer has not and will not divulge the sealed proposal to any person whomsoever, except those having a partnership or other financial interest with the proposer in the said proposal or proposals, until after the said sealed proposal or proposals are opened. 

The undersigned individual further states that the proposer has not been a party to any collusion: among proposers in restraint of freedom of competition, by any agreement to propose at a fixed price or to refrain from proposing; or with any GW official, GW employee or GW agent as to the quantity, quality, or price in the prospective pricing agreement/contract, or any other terms of the said prospective pricing agreement/contract; or in any discussions between the proposers or GW official, GW employee or GW agent concerning the exchange of money or other thing of value for special consideration in the letting of a pricing agreement/contract. The proposer states that it has not paid, given or donated or agreed to pay, give or donate to any GW official, officer or employee of GW or awarding agency, any money or other thing of value, either directly or indirectly, in the procuring of the award of pricing agreement/contract pursuant to this proposal.

Witness the hands of the parties hereto:

The undersigned individual states that the Proposer will be bound by its proposal, the request for proposals, the terms and conditions of the pricing agreement/contract, and the requirements for proposers.
  
THIS FORM TO BE COMPLETED BY THE PROPOSER PRIOR TO PRICING AGREEMENT/CONTRACT AWARD  
Sign Here 
Signature of Individual







Title
______________________________________________________________________________________________________

Printed Name of Individual
______________________________________________________________________________________________________

Company Name and Address [Please Print]


 


Zip Code
______________________________________________________________________________________________________

Telephone Number and Fax Number if any
TO BE COMPLETED BY THE NOTARY:


Signed and sworn to before me on this ___ day of ____________, _____ by ________________________________________.

          [Day]
      [Month]               [Year]
          [Print the name of the individual who signed above.]
My Commission Number: ___________________


______________________________________________

[South Carolina]
Notary Public Printed Name
My Commission Expires: ___________________


______________________________________________

        [Date/Year]
Notary Public Signature    
     
APPENDIX E:  GW Pricing Model
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Pricing Model
APPENDIX F:  RFP EXCEPTIONS FORM

Exceptions to Sections 1 through 11 should be detailed on this form. Proposer MUST note the page and section number of the requirement, detail the exception and describe how the exception affects the Proposer’s product usability and/or performance. 

Page #
_______
Section #_______
Section ____________________________


EXCEPTIONS
_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

 (Attach additional sheets if necessary)
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State of * _______________________________________________





County of *______________________________________________


[*State and County where notarized must be written in for bid to be considered.]








Greenville Water Board of Commissioners

Request for Proposals for Utility Bill Print, Insert and Mail Services

_____________________________________________________________________________________
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Pricing Model

		Greenville Water - Utility Bill Print, Insert and Mail Services Request for Proposal

		Appendix E - Pricing Model

		Pricing will remain the same for the duration of the contract, with the exception of postage. 

		Postage charges will be passed through to Greenvillew Water and will be charged at the lowest available rate. 



		UTILITY BILLS 

		Quantity 				Unit Price 		Extended Price 

		146,000		Utility Bills - (includes processing, sorting, 				$   - 0

				multicolor simplex printing, preprinted form, 

				folding, inserting, mailing envelope, return  

				envelope, and delivery to USPS)

		Quantity 				Unit Price 		Extended Price 

		146,000		Alt. pricing for duplex printing on blank form 				$   - 0





		Quantity 				Unit Price 		Extended Price 

		16,000		Combined bills -each additional 				$   - 0





		Quantity 				Unit Price 		Extended Price 

		146,000		Postage 				$   - 0



		INSERTS 

		Quantity 				Unit Price 		Extended Price 

		444,000		Proposer printed inserts 				$   - 0



		LETTERS 

		Quantity 				Unit Price 		Extended Price 

		41,000		Letters (includes sorting, black and white 				$   - 0

				printing, form, folding inserting, mailing 

				envelope, and delivery to USPS)

		Quantity 				Unit Price 		Extended Price 

		41,000		Postage 				$   - 0
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Appendix H – Sample Service Level Targets




1. Overview


This Schedule provides example Service Level Targets the Proposer shall meet during the Term of this Contract and the mechanisms with which such performance will be measured.  The listed Service Level Targets may be altered during contract negotiations.


2. Business Rule

Proposer shall not be penalized for failing to meet any particular Service Level if such failure results from the Proposer adhering to a Client Business Rule that directly conflicts with or contradicts a Service Level.  In the event that such a failure occurs, Proposer and GW shall work together in good faith to modify the Service Level as appropriate.

3. Burn-in Period


A Burn-in Period shall apply during Implementation or for the first 3 months after the Go-Live date.  During the Burn-in Period, performance will be measured but Service Level requirements will not apply.

4. Service Level Measurement


All Service Levels shall be based on the aggregate total for a calendar month.

5. Example Service Levels:


		#

		Service Level Target Description

		Service Level Target Measurement

		Measurement Period

		Service Level Target



		1

		Print and Mail Service efficiency shall be the percentage of bills,  and letters printed and mailed to customers within a specified period of time.

		Number of bills and letters actually produced and distributed within each Measurement Period divided by the total number of bills, notices and letters records transmitted in the extract file.

		Month to date on a weekly basis

		100% of all print and mail records included in the extract files received by 2:00 a.m. EST on any Business Day will be delivered to the United States Postal Service on the same Business Day.



		2

		Print and Mail Service accuracy shall be the percentage of bills that reach the intended customer within a specified period of time.

		Measured by calculating the total print and mail defects divided by the total volume of bills sent

		Month to date on a weekly basis

		100% of all print and mail records included in the extract files will reach the intended customer within a specified period of time.



		3

		Reprints shall be the percentage of reprinted bills processed and distributed.

		Measured by calculating the total print and mail defects divided by the total volume of reprinted bills processed and distributed.

		Month to date on a weekly basis.

		Within 1 business day:>98.5%


Within 2 business days: 99.99%



		6

		Data Transmission

		

		Monthly.

		No more than one (1) file will be loaded outside the established timeframe per calendar month





6. Review and Adjustment of Service Levels


On an annual basis Proposer and GW may agree to adjust or change the Service Level for any given Service.  The parties shall jointly develop and agree to such changes, at which time the proposed changes will be incorporated into the Master Agreement.


7. Additional Service Levels


With respect to New Services that are added to the Agreement, or Services for which a Service Level in this Appendix P does not apply, the parties may verify or establish, upon mutually agreement by the parties, the applicable Service Levels based upon actual past performance as demonstrated in an agreed format, using an agreed analytical method. The Service Level will be measured and monitored by both parties through a baseline period, after such time the actual Service Level will be set based on the average performance during the baseline period or a Service Level agreed upon by both parties.


8. Performance Reporting Requirements


Within five (5) Business Days after each Measurement Period, during the Term, Proposer shall present to GW a report or set of reports electronically that details Proposer’s performance against the Service Levels during the Measurement Period.  Proposer shall also provide to GW, as part of the Measurement Period reporting process, all calculation methods, database queries, and other sources of data used to reconcile Service Levels against actual performance. Calculation methods, database queries, or other sources of data shall not be changed without agreement of both parties.  Changes may only be made according to the provisions outlined in this Master Agreement.

9. Right to Audit Reporting Process


GW reserves the right to audit Proposer’s method and process for Service Level data collection, measurement, and reporting.
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Appendix I – Description of the Proposed Solution




Appendix I

Description of the Proposed Solution


Please provide concise but comprehensive answers to the following questions.  Include a completed copy of this appendix with your proposal as Item 8 in Section 9 of the RFP.


		#

		Q/A

		Questions/Answers



		A

		

		Print and Insertion



		1

		Q

		Describe your ability to handle multiple print profiles where each profile details what specific items are to be printed and how often.



		

		A

		



		2

		Q

		Describe your method of print suppression during batch processing.



		

		A

		



		3

		Q

		Describe your method of handling GW’s reduction in printed bill volume due to implementation of more automated processes and electronic bill presentment.



		

		A

		



		4

		Q

		Describe your intelligent insertion capabilities.



		

		A

		



		5

		Q

		Describe your ability to handle insertion of special marketing and informational notices with or without prior notification.



		

		A

		



		6

		Q

		Describe your capabilities for processing non-bill items, such as miscellaneous customer correspondence and backflow notices.



		

		A

		



		7

		Q

		Describe your ability to verify and manage mailing weights and how these capabilities integrate with bill messaging and insertion systems.



		

		A

		



		8

		Q

		Explain your methods for ensuring that the printing, inserting and mailing of all utility bills occur within twelve (12) hours after successful receipt of the data/print file from GW and  that GW customer bills are received by  customers no later than two (2) business days of the submission of GW data files.



		

		A

		



		9

		Q

		Describe the process of interaction between GW and the Proposer for insert rules.



		

		A

		



		10

		Q

		Describe your ability to accept bill files generated from Advanced CIS Infinity and manipulate them with your technology to achieve a successful bill print.



		

		A

		



		11

		Q

		Describe how the current GW bill and letter formats/content will be incorporated into the formats used by your system. 



		

		A

		



		12

		Q

		Provide examples of “best practice” utility bill formats currently used by you and how they could be adapted to GW’s bill information.



		

		A

		



		13

		Q

		Describe the process for adding or changing messages within defined fields and your capability to provide multiple fonts and font sizes within a bill.



		

		A

		



		B

		

		Print Production Capabilities



		1

		Q

		For each print & mail facility operated by your company, provide:



		1.1

		Q

		Address



		

		A

		



		1.2

		Q

		Size



		

		A

		



		1.3

		Q

		Number of employees



		

		A

		



		1.4

		Q

		Owned or leased?



		

		A

		



		1.5

		Q

		Annual capacity



		

		A

		



		2

		Q

		Which site(s) will process our print and mail orders?



		

		A

		



		3

		Q

		Will you need to subcontract any of the functions necessary to meet the requirements of our print & mail services?



		

		A

		



		4

		Q

		Describe your company’s long-term plans, highlighting your commitment to print & mail services.



		

		A

		



		5

		Q

		What is the present production capacity of your primary site?  What is the current capacity utilization? How many shifts do your facilities currently operate?



		

		A

		



		6

		Q

		Describe how your company manages service level commitments.



		

		A

		



		7

		Q

		Describe your escalation procedures and escalation pathway for various functions (production, IT, inventory).



		

		A

		



		8

		Q

		Describe your processes for pulling a document  once in production.



		

		A

		



		9

		Q

		Describe the types of print & mail services your company supports.



		

		A

		



		10

		Q

		Describe how your print & mail systems and equipment will support our desire to communicate on a targeted basis with our customers.



		

		A

		



		11

		Q

		Describe custom messaging at the customer and demographic levels.  How many custom message fields are supported?



		

		A

		



		12

		Q

		Describe what equipment is currently used in each step of print production and mail preparation.



		

		A

		



		13

		Q

		Describe your ability to support different print templates where the location of the information changes.



		

		A

		



		14

		Q

		Provide a functional flow of each of your company’s current processes that depicts the activities in each process and the hand-off from each process to the next.



		

		A

		



		15

		Q

		What are your processes for handling reprints?



		

		A

		



		16

		Q

		Describe your process for ensuring that bill design will ensure error-free processing by GW’s Canon CR-190i 11 payment processing system.



		

		A

		



		17

		Q

		Describe your process for identifying suspect mail pieces and out sorting documents that are not scanned successfully at insertion.



		

		A

		



		18

		Q

		Describe the job tracking capabilities that will allow GW to monitor the progress of all billing cycles through the entire (print/mail) process as well as USPS delivery times.



		

		A

		



		19

		Q

		Describe your procedure for the disposition of discarded bills and correspondence.



		

		A

		



		C

		

		Review and Certification



		1

		Q

		Please describe any processes that will allow GW’s personnel to review bills or letters prior to printing. If this is an online process, provide details regarding interface requirements, (i.e. internet portal, proprietary software, etc.)



		

		A

		



		2

		Q

		Describe how you will allow GW to take action on special handling of review records via the Internet by selecting them individually, as a group, or by selecting all. Possible actions include: 1. Print in next day’s run, 2. Archive without printing, 3. Discard.



		

		A

		



		3

		Q

		Describe your process for GW to pull a bill or letter if so required.



		

		A

		



		4

		Q

		Describe your standard quality control procedures for printed items.



		

		A

		



		5

		Q

		Describe your abilities to provide GW with a bill generation test region for testing any GW changes made and how they may affect the bill generation process.



		

		A

		





		6

		Q

		Please describe your process to allow GW the ability to randomly select any combination of bills or notices for review prior to processing.



		

		A

		



		D

		

		Systems



		1

		Q

		Provide an overall description of your technology, including:



		1.1

		Q

		Print composition platforms



		

		A

		



		1.2

		Q

		Software applications



		

		A

		



		1.3

		Q

		File transfer capabilities



		

		A

		



		1.4

		Q

		Data encryption capabilities



		

		A

		



		1.5

		Q

		Data storage



		

		A

		



		1.6

		Q

		Data backup



		

		A

		



		2

		Q

		Provide system diagrams and process flows where applicable.  When was your system last expanded and to what level?



		

		A

		



		3

		Q

		What are your company’s future plans for changes to your current environment?



		

		A

		



		4

		Q

		What programming resources will be required to support our Company’s needs?



		

		A

		



		5

		Q

		Provide documentation of your workflow tracking system. Note any advantages that your company’s systems will offer.



		

		A

		



		6

		Q

		Describe how you manage file receipt, and the steps taken if a file transmission is disrupted or not received according to schedule. What processes do you have of acknowledging receipt of the files and that they are error-free?



		

		A

		



		E

		

		Procurement and Inventory Management



		1

		Q

		Describe your company’s experience in purchasing standard paper forms, envelopes and inserts.



		

		A

		



		2

		Q

		Describe your company’s experience in purchasing preprinted paper forms and envelopes.



		

		A

		



		3

		Q

		Identify your current procedures for purchasing the items listed in questions E.1 & E.2.  (i.e. supplier certification programs, quote-by-quote basis, etc).



		

		A

		





		4

		Q

		How typically do you achieve cost savings and process improvements for the customer in this area?



		

		A

		



		5

		Q

		What practices does your company use to assure it always receives the best pricing for preprinted forms and envelopes?



		

		A

		



		6

		Q

		Describe recent innovations in materials that may enhance our print & mail objectives.



		

		A

		



		7

		Q

		What is your current warehouse capacity?



		

		A

		



		8

		Q

		Does your company have any plans to expand this capacity?



		

		A

		



		9

		Q

		How does your company ensure that adequate inventory levels are maintained?



		

		A

		



		10

		Q

		Describe your inventory management procedures, including:



		10.1

		Q

		Incoming inspection



		

		A

		



		10.2

		Q

		Warehouse management



		

		A

		



		10.3

		Q

		Physical auditing



		

		A

		



		11

		Q

		Provide copies of your standard inventory reports. Is current inventory information available to view on-line? If yes, how often is this information updated?



		

		A

		





		F

		

		Mail Processing



		1

		Q

		Describe your insertion and mailing capabilities.



		

		A

		



		2

		Q

		Describe your security procedures for mailing.



		

		A

		



		3

		Q

		Describe your reconciliation procedures for verifying that all documents are produced and mailed.



		

		A

		



		4

		Q

		How many mail pick-ups occur per day?



		

		A

		



		5

		Q

		What address-cleansing or verification processes are available, and how would you notify us of non-conforming and National Change of Address (NCOA) information?



		

		A

		



		6

		Q

		What software do you use and is it CASS and PAVE certified?



		

		A

		



		7

		Q

		Describe your ability to provide Intelligent Mail Barcode services.



		

		A

		



		8

		Q

		Do you have on-site presorting at your recommended facility?  If so, how far do you sort, to 3-digit or to 5-digit?



		

		A

		



		10

		Q

		How will GW receive notification (view/notify by email) when bills, notices, and letters are entered in the mail stream?



		

		A

		



		11

		Q

		Is your facility a USPS-certified Detached Mail Unit (DMU)?  If so, what are the hours of operation?



		

		A

		



		12

		Q

		Do you have the ability to combine customer statements and other mailings to be mailed together?



		

		A

		



		13

		Q

		Detail your company’s ability to achieve postal discounts.



		

		A

		



		14

		Q

		Describe your presort capabilities at the site(s) where our statements would be processed.



		

		A

		



		15

		Q

		Describe your postage billing process.



		

		A

		



		16

		Q

		Describe how you report on postage costs.



		

		A

		



		17

		Q

		Describe your capabilities with regards to utilizing the USPS’ Confirm tracking service.



		

		A

		



		18

		Q

		Describe your processes, if any, for accepting returned mail and attempting to readdress / redeliver.



		

		A

		



		19

		Q

		What is your success rate for re-mailing returned mail?



		

		A

		



		20

		Q

		Describe how you handle bills/letters with international addresses.



		

		A

		



		G

		

		Archival Services



		1

		Q

		What are your file retention policies and procedures?



		

		A

		



		2

		Q

		Do you support online viewing of print images? If so, how long are images available for viewing?



		

		A

		



		3

		Q

		What are the system protocols necessary to view print images?



		

		A

		





		4

		Q

		How soon after submission of data are the online images available?



		

		A

		



		5

		Q

		What response times are guaranteed for active images?



		

		A

		



		6

		Q

		How are the response times measured and managed?



		

		A

		



		7

		Q

		Do you support the storage of print images via electronic media (CD-ROM or DVD-ROM)? If so, what is the turnaround time for providing the media?  What software is used? What search features are available?



		

		A

		



		8

		Q

		What capabilities does your customer support team have with regards to pulling a print image?



		

		A

		



		9

		Q

		What capabilities does your customer support team have with regards to reprinting a document?



		

		A

		



		10

		Q

		What capabilities does your customer support team have with regards to faxing a copy of a document?



		

		A

		



		11

		Q

		What capabilities does your customer support team have with regards to e-mailing a document?



		

		A

		



		12

		Q

		Describe the search indexes used in your archive system as well as the search capabilities and the scope of those capabilities.



		

		A

		



		H

		

		Electronic Presentment



		

		

		NOT APPLICABLE



		I

		

		Data Transmission/Communication



		1

		Q

		GW requires transmissions of data/images 5-6 times per week. Can you meet these requirements on a 24x7x365 basis?



		

		A

		



		2

		Q

		What secure data transmission methods/technologies does your organization support?



		

		A

		



		3

		Q

		What is your preferred method for data transmission?



		

		A

		



		4

		Q

		Do you support leased lines and/or transmission via the Internet?



		

		A

		



		5

		Q

		Please describe your capabilities to monitor our data transmission for accuracy and quality 24x7x365.



		

		A

		



		6

		Q

		Please describe your ability to merge multiple data streams into one document to drive postal savings?



		

		A

		





		7

		Q

		Describe your system’s data transfer security method.



		

		A

		



		8

		Q

		Describe the firewall protection for your systems that would protect our data.



		

		A

		



		J

		

		Service Interruption and Disaster Recovery Services



		1

		Q

		Please include a copy of your Business Continuity Plan with your proposal.



		

		A

		



		2

		Q

		Identify the criteria for a service interruption or disaster declaration.  Explain notification procedures.



		

		A

		



		3

		Q

		Provide a description of critical services and functions, including critical hardware and software that may be impacted by a service interruption or disaster.



		

		A

		



		4

		Q

		How quickly can service be restored in the event of a declared service interruption or disaster?



		

		A

		



		5

		Q

		Describe recovery procedures including the Company’s responsibilities.  Is there a guarantee for no loss of data?



		

		A

		



		6

		Q

		Describe the procedures for maintaining and modifying the Service Interruption and Disaster Recovery Plan.



		

		A

		



		7

		Q

		Please show what types of service interruptions and disasters have been considered and the associated recovery plan for each.



		

		A

		



		8

		Q

		Does your service interruption and disaster recovery plan involve any third parties? If so, please describe.



		

		A

		



		9

		Q

		Describe the manner, frequency and timeframe in which a live service interruption and disaster recovery test is performed.



		

		A

		



		K

		

		Third Party or Subcontracted Services



		1

		Q

		Are you using any products and/or services provided by third party companies for any component of your solutions? Please describe.



		

		A

		



		2

		Q

		Describe any partners you need to subcontract with to offer a complete solution. Explain partner business relationship and experience on similar project.



		

		A
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