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INTRODUCTION 

The City of Nicholasville is requesting proposals from interested and qualified vendors for Utility 

Billing Software. Proposed solutions should accommodate current City of Nicholasville billing 

processes and procedures. The selection and implementation of new utility billing software 

should also be seen as an opportunity to improve City of Nicholasville business functions, 

productivity, and the use of new and future technology. 

 

ANNOUNCEMENT 
A. The City of Nicholasville will receive Proposals from qualified Utility Billing Software 
Vendors to provide a billing software package and related services.  
 
B. The responding vendors shall complete a proposal which includes responses to this 
document.   
 
Proposals and any requests related to this proposal shall be addressed to: 
 
    Mr. Robert Amato 
    Nicholasville Public Utilities 
    601 North Main Street 
    Nicholasville, KY 40356 
    (859) 885-9473 ext. 304 
    Bob.Amato@nicholasville.org     
  

D. An authorized representative of the Owner will receive CM proposals until December 23 at 

1:00 (EST). 
 

OVERVIEW 

 

The City of Nicholasville Utilities department bills 14,035 water customers, 11,280 wastewater 

customers, and 6,696 electric customers. Services are provided for residential, commercial, and 

industrial accounts. The City is considering adding a storm water utility which will be included 

in the billing system. Currently meters are read by the 17th of each month with one billing 

routine, utility bills are generated monthly. Meter reading is accomplished by meter routes that 

are electronically downloaded to hand-held devices and laptops that are then electronically read 
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and uploaded to the billing system. The City of Nicholasville uses Neptune (model) water meters 

and Itron (model) electric meters. Daily payment processing is accomplished through a variety of 

methods. These include automated clearing house payments (ACH), cash, check, credit card, 

payments posted through online bill payment providers and money order. Kentucky Bank 

handles most credit card processing and Paymentus is the service provider. 

 

PROPOSAL GUIDELINES 

1. Executive Summary 

Please provide a concise overview describing the proposed approach to 

completing the work.  

 

2. References List 

Please provide a reference list of at least three current customers who use your 

product. It is preferred that the customers referenced use both water and 

electric utilities.  

3. Data conversion 

Describe how the vendor will convert current utility billing data into the new 

utility billing software. Conversion should include at least three years of 

historical consumption and financial data currently in the existing utility billing 

database however additional years may be requested. The vendor shall convert 

all or any data or re-enter data elements.  The vendor shall provide all personnel, 

mechanisms, and resources necessary to perform this conversion. 

 

4. Implementation and Training Schedule 

Please provide a detailed schedule including project tasks and milestones, 

identification of project manager, team members, and key personnel. Provide an 

installation plan as part of this proposal. This plan shall be detailed enough so 

that the City will know every step of the installation process. Describe the 
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approach and resources needed to implement the proposed software. Provide 

user training approach that will properly prepare staff, supervisors and other 

personnel on the day-to-day use of the new utility billing software. Provide a 

training approach that will properly prepare City staff in the administration, 

management and any planned and unplanned maintenance of the new utility 

billing software.  

 

In the event the vendor does not satisfy all of the required functionality as 

stipulated in this RFP, the City of Nicholasville reserves the right to withhold 

payment for the software and services rendered until the requirements are 

delivered and approved by the City of Nicholasville. 

 

5. Warranty and Post Implementation Support 

Provide a statement describing  the vendors post implementation support. 

The vendor must warrant timely (approximately four hours) response and 

remediation of technical problems. If there is a system failure or other problems, 

the City of Nicholasville needs to be assured that the vendor shall respond 

immediately to correct problems so that the service is not disrupted in any way. 

The post implementation maintenance program will include but not limited to 

utility billing software assurance application upgrades, software patches, service 

packs, technical support, ongoing training and “face to face” customer meetings 

with the vendor’s account manager and city staff. Describe all support resources 

available. The vendor should provide support that is capable of solving any 

software-related problems during all city business hours. Vendor must also 

supply a copy of the maintenance agreement that is proposed, as well as a 

description of the software maintenance services, terms, and dates. Vendor shall 

make every effort to diagnose and remedy each problem. Vendor must provide 

substantive proof to the City of Nicholasville for any claims that a software 

problem or failure was the direct result of the City of Nicholasville’s action or 
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asset. Substantive proof must clearly identify the responsible action or asset, the 

condition in which it occurs, and be able to be reproduced. 

 

6. Annual Maintenance and Upgrades 

Please provide a statement describing the maintenance and upgrade process for 

the proposed software and related services. It is expected that upgrades shall be 

available to allow the City of Nicholasville to take advantage of improvements in 

both software and hardware capabilities. The vendor shall provide regular 

upgrades to the software from the date of implementation. Describe the 

upgrade process. 

 

7. Fees  

Please provide all proposed fees for the fulfillment of this request including   the  

annual maintenance and upgrade fees associated with the new utility billing 

software.  

System Functional Requirements 

A. General Functionality 

1. Cloud reliability guarantee 

2. Includes user defined fields with parameters defined by the user 

3. Uses wizards to expedite processes such as setting up new accounts, meter change 

outs, and creating work orders and finals 

4. SQL based (MS. Oracle, MySQL, PostGRE, MariaDB, etc.) 

5. Ability to handle Electric, Water, and Sewer services 

6. Describe if the product will or will not have the ability or to interface with the city's 

KVS finance software  

7. Interface with Neptune water meters, Itron electric meters, and Trimble Ranger data 

collectors.  

8. Provide assistance in recording of existing data into the new system 
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9. Materials inventory 

10. Provides various levels of security. Access should allow each user group to be 

granted full access, read-only access, or limited access. Allow for administration of 

user access and password administration 

11. Provide administration including the ability to change or update field values within 

the system 

12. Provides technical support for software and hardware  

13. System integration to cash register, bar code readers, meter reading, parcel 

inventory/GIS and web application 

14. Ability to apply notes that stay with a specific customer or address 

 

B. Customer Account and Location Management 

1. Provide for detailed electronic conversion including transactions for at least five 

years 

2. Online validation and editing of customers, addresses, service locations, and meters 

3. Ability to record unlimited notes for an account 

4. Ability to establish alerts on customer accounts with the following characteristics: all 

alerts are user definable as well as the screen where alerts appear 

5. Ability to provide an audit trail for changes to an account 

6. Customer accounts that can have attached sub-accounts that can be billed/mailed to 

multiple locations and still be tracked as one customer 

7. Ability to allow customers via the City of Nicholasville’s website access to view and 

make payments on utility bills, view at  least 13 months of history, payment history, 

average usage for 12 months. Ability to view data in graph form. 

8. Ability to maintain customer records for every person who receives service 

9. User definable work flow process for new account set-up, move in/ move out 

process, and new service set up 

10. Ability to record move in and close dates for an account 

11. Ability to record unlimited contacts for an account 
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12. Ability to track information through system by customer. Must be able to view all 

accounts the customer has had, current status of accounts, outstanding balance, and 

have the ability to drill down to account detail 

13. Ability to view the outstanding total balance on an account as well as the balance 

broken down by service type, current balance, and previous balance 

14. Ability to identify the number of dwelling units at a service location 

15. Ability to add files, pictures, and notes to specific accounts 

16. Ability to maintain an unlimited history on a specific account or location 

17. Ability to transfer customer balance, deposits, and other occupant related 

information to a new account when a customer transfers to a new service address 

 

C. Rate and Fee Management 

1. Ability to define an unlimited number of user defined and maintained rate tables for 

each service 

2. Ability to define an effective date for rate tables 

3. Ability to define service rates that are based on flat fees, consumption based with 

demand, tiered consumption rates, per unit charge, percentage based, or user 

defined formula 

4. Ability to set up base charges for non-metered services, such as sewer, on water 

consumption from customer’s water consumption  

5. Ability to set up tap-in fees to be paid on a payment plan over various months 

6. Ability to enter stop and start dates for individual fees on an account  

7. Ability to run water and sewer revenue projections  

 

D. Meter Reading and Inventory  

1. Integration with City of Nicholasville equipment 

2. Ability to identify a meter by meter type, size, serial/meter number, manufacturer, 

location (address or inventory), and install date  

3. Ability to identify multiple meters at a location 
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4. Ability to view a history of all meters that have been installed at a service locations  

5. Ability to maintain attribute data such as: meter number, route, sequence, 

installation date, begin service date, end service date, services attached to meter, 

status, comments, account number, and service address 

6. Ability to define read types 

7. Ability to store meter data for touch and radio reads (transponder number, radio ID, 

radio type, and registered ID) 

8. Ability to enter a meter change without interruption of the billing cycle and final 

billing  

9. Ability to describe the location of the meter at a service location 

10. Ability to define meter read types  

11. Ability to identify reads that were estimated versus actual reads 

12. Ability to graphically display consumption history for an account  

13. Allows users to flag individual accounts for which zero consumption is not 

considered to be an exception 

 

E. Billing Management 

1. Ability to internally audit accounts within the billing database looking for accounts 

that were initially set up incorrectly and currently have conflicting info 

2. Support an unlimited number of billing cycles  

3. Ability to perform Budget Billing calculated on a rolling basis with "true up" trending, 

reporting, and warnings on a monthly or bi-monthly basis 

4. Ability to bill infrastructure improvements yearly over time (i.e. sewer hookup when 

city sewer is extended) 

5. Ability to create periodic billing statements for paper or paperless billing. 

6. Ability to process CASS certification for US Postal service upon entry of address 

7. CASS generated intelligent mailing barcode 

8. Manage utility deposits and issues deposit refunds 

9. Ability to bill by cycle and produce corresponding billing registers and journal entries 
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10. The system should create a ACH file that may be submitted to the bank for 

processing 

11. Encryption of personal account information such as bank account numbers and 

social security numbers. PCI/DSS compliance etc. 

12. Ability to create late notices and automatically record event against the account and 

create a mail ready notice from the software  

13. Generate a return stub so that cash receipts can be read with an optical character 

reader, scanning the account and amount 

14. Provides complete audit trail of payments processed for reconciliation prior to 

general ledger cash posting  

15. Ability to define distribution fees to multiple ledger accounts based on user defined 

account type, fee category, and service type 

16. Revenue forecasting 

17. Winter quarter averaging 

18. Comprehensive task manager with the ability to schedule daily tasks, billing, shut 

offs, payments, etc.  

19. Ability to create special one-time charges with the option to assess and collect the 

charges over a user defined period of time  

20. Provide for consumption groups of services for billing (electric, sewer, and water). A 

single account with multiple meters can combine consumption for billing purposes 

21. Ability to print user defined message on bills  

22. Ability to get instant status of total web receivables, number of web accounts, and 

website activity  

23. Ability to automatically add late penalties to delinquent accounts according to rate 

structure 

24. Ability to prorate bills for new and closed accounts 

25. Bill forecasting/pre-calculation 

26. Ability to calculate final bills at any time subject to the workflow process and 

approvals established by users 
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27. Ability to query Zip+4 from Post Office or third party provider to clean up bad or 

poorly formatted addresses 

28. Ability to sort bills by zip code plus four additional digits to take advantages of 

available postage discounts 

29. Ability to export bills to a file for 3rd party printing 

30. Ability to view and reprint a past bill at any time, including finals 

31. Ability to generate a pre billing report to view billing amounts before actually billing 

accounts 

32. Provide auto pay option for customers to pay from their bank account 

33. Ability to scan payment information directly into the system using a bar code 

scanner  

34. Ability to support payment plans for customers to schedule payments for 

outstanding balances  

35. Ability to generate a report of all customers with payment plans showing scheduled 

due dates, amounts due, and amounts paid 

36. Ability to define unlimited number of notices (late, past due, shut off, etc.) based 

upon user defined minimum amounts due and number of days past due  

37. Allows positive or negative transactions adjustments with a complete audit trail 

38. Ability to generate a counter invoice detailing charges and balance due  

39. Provisions for data entry correction of any meter reading errors 

40. Ability to recognize pending payments to prevent customers from receiving 

penalties or delinquent notices 

41. Ability to display transaction history including bills, receipts adjustments, credits, 

and refunds for an account  

 

F. Delinquency Management 

1. Ability to create a monthly shut off list by route  

2. Ability to send bill to one customer on the account and late and shut off notices to a 

different customer on the account (service charges stay with the property) 
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3. Ability to produce delinquent notices for customers along with a listing of notices 

4. Ability to automatically assess a charge to an account if a shut off is processed 

 

G. Work Order Management 

1. Ability to define, add, change, and delete an unlimited number of work order types 

2. Work order system provides automated updates to the utility system upon 

completion of work order  

3. A history of all work orders related to a service address should remain with the 

service address record. Work orders should provide drill down functionality for 

details of actual work order 

4. Ability to dispatch and receive completed work orders via email 

5. Ability to automatically update customer, location, meter, and account information 

upon completion of work order actions with an audit report 

 

H. Customer Self Service 

1. Ability for customer to invoke or deactivate paperless billing  

2. Ability for customer to set up online bill pay (debit, credit, or ACH) 

3. Ability for customer to manage/ change email address for paperless billing 

4. Ability for customer to access account history  

5. User logins that can be controlled with password expiration, complexity rules, and 

password history rules 

6. Monthly consumption for 13 consecutive months 

a. Current month vs. previous month 

b. Historical consumption comparison (July 2015 vs. July 2016) 

c. Ability to allow customer access to billing reports 

7. Online electronic copy of bill 

a. Monthly billing history for 13 months consecutive months  

b. Current month vs. previous month 

c. Historical billing comparison (July 2015 vs. July 2016) 
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I. Reporting  

1. Comprehensive utility reports that have the ability to be customized for specific 

utility billing users and departments 

2. Ability to run queries on accounts based on specific fields or missing fields 

3. Ability to display transaction history including bills, receipts, adjustments, and 

refunds for an account 

4. Ability to filter history by date and transaction type 

5. Ability to change sort order of transaction history 

6. Ability to display details of transaction and drill down to transaction 

7. Ability to automatically track an unlimited number of events on an account 

including: billings, payments, meter reads, adjustments, notes and documents 

attached to the account, statements sent to the account, activities attached to the 

account, form letters mailed to the account, and credit transactions 

8. Provide for displaying and/or printing any customer account history upon request 

9. Ability to display outstanding balance by user defined type of service, broken into 

aging categories 

10. Ability to generate a consumption report that shows top consumption users based 

upon: date range, desired number of customers to be reported, and consumption 

type 

11. Ability to generate a largest dollar amounts report that shows top revenue 

generators based upon: date range, desired number of customers to be reported, 

and charge category or categories  

12. Billing calendar showing all critical dates in the selected month 

13. Report number of meter reading estimates versus actual readings  

14. Residential customers versus commercial/other customers  

15. Accounts receivable current, 30, 60, and 90 days  
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System Testing and Acceptance 

 

The City of Nicholasville cannot accept the software until it has validated that the vendor has 

met all requirements stated in the RFP. The vendor shall provide all labor and supervision for 

the installation, testing and final implementation. The City of Nicholasville, working with the 

vendor, will develop acceptance procedures to ensure the software is installed properly and 

accepted. All software provided shall be tested to confirm that it is compliant with the current 

specification. All software is to be free from defects in design, material, workmanship, and is 

capable of sustained performance in the operating environment. Moreover, ensure that all 

requirements, project tasks, and milestones defined in this RFP satisfy the expectations of the 

City of Nicholasville. All of the software shall pass the tests described below and have the City 

of Nicholasville declare that the objectives of the tests have been met. 

-Free from operational defects. 

-Compliant with all specifications and requirements. 

-Delivered and accounted for; including all media, documentation, training and support items. 

 

Selection 

 Once the proposals have been received and reviewed a short list of at least two 

candidates will be made. Notification will be sent to each selected candidate and an onsite 

demonstration will be requested. After completion of the presentations, the candidates will 

again be reviewed and the preferred vendor will be selected.  
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