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Introduction 
 
Valley Water District is seeking proposals from qualified and experienced vendors to provide a comprehensive utility billing 
software solution. The proposed system should support all existing Valley Water District utility billing processes and 
procedures while enhancing customer service capabilities, improving staff productivity, and leveraging current technology 
advancements. 
 
This Request for Proposal (RFP) is issued by Valley Water District to solicit vendor proposals for a utility billing software 
system (the “System”) designed to meet the current and anticipated future needs of Valley Water District. The proposed 
solution must meet or exceed the minimum requirements outlined in this RFP. 
 
Valley Water District is committed to identifying the best solution that aligns with its operational and strategic goals, as 
outlined in this document. The successful vendor(s) will be expected to deliver a turnkey, fully integrated solution that 
meets the specifications defined herein. This includes providing all necessary resources related to system hardware, 
software, training, data conversion, ongoing maintenance, and technical support. 
 
Valley Water District Overview 
 
Valley Water District is located in Puyallup, WA and currently provides Water Service to approximately 3200 connections 
which consist of 8 non-contiguous water systems.  The District is a Special Purpose District organized under the Revised 
Code of Washington (RCW) Chapter 57, and was formed in 1993.  As a public agency, a three-member Board of 
Commissioners governs it.  Each Commissioner resides within the District’s service area and is elected by the District’s 
registered voters to six-year terms.  The Board is supported by a General Manager and staff of 9 full-time employees who 
will require access to the new utility billing solution as part of their daily responsibilities. 
 
Valley Water District bills customers on a bi-monthly basis. Meter readings are conducted using a Sensus AMR (Auto Read) 
system, with the service area divided into 15 Routes. This data is transmitted into the current billing system for processing. 
 
Billing statements are sent to a 3rd Party Print Vendor for printing and mailing. Customers can pay their utility bills through 
a variety of channels, including Cash, Check, Credit Card, Bill Payer (with Bank Check Elimination), and ACH & Credit Card 
Autopayments. Financial data is exported and managed using SAGE 50 Accounting. 
 
Valley Water District seeks to partner with a single vendor to deliver a fully hosted, browser-based utility billing solution. 
The selected vendor will be expected to provide comprehensive pricing that includes system installation, data conversion, 
and ongoing support. 
 
A strong preference will be given to vendors that offer a fully integrated customer web portal solution, enabling online 
payments and account management. However, Valley Water District reserves the right to evaluate each software 
application module independently, based on its individual performance and functionality. Furthermore, Valley Water 
District reserves the right to award the system to a single vendor or to a combination of vendors, as deemed appropriate 
to meet the organization’s needs. 
 
Current Utility Billing Software 
 
Valley Water District currently utilizes Continental Billing System for Windows (CBSW) to manage customer billing, usage 
data, financial transactions, and work order history. This system has been in operation for the past 27 years. 
 
The current solution is being replaced because the software is no longer supported by the vendor. 
Valley Water District seeks a modern, robust solution to address these challenges and support its long-term operational 
goals. 
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Goals for New Solution  
 
Valley Water District seeks to implement a modern utility billing solution that will meet the organization’s current and 
future needs while addressing the limitations of the existing system. The goals for the new solution include the following: 
 

 Enhance Operational Efficiency: Streamline utility billing processes and reduce manual intervention through 
automation and improved workflows. 

 Improve Customer Service: Provide tools to enhance customer engagement, such as an intuitive customer web 
portal for online payments and account management. 

 Ensure Scalability: Support organizational growth with a solution capable of handling increased customer 
accounts and expanded services. 

 Leverage Modern Technology: Utilize advanced technology, including mobile compatibility and tenant billing and 
payment capabilities, to improve system performance and usability. 

 Increase Staff Productivity: Provide staff with user-friendly tools and interfaces to perform their roles efficiently 
and effectively. 

 Strengthen Data Security: Ensure the solution adheres to modern cybersecurity standards to protect sensitive 
customer and financial data. 

 Facilitate Integration: Seamlessly integrate with existing and future systems, such as SAGE 50 Accounting, GIS, 
and Sensus (Auto Read) software. 

 Enhance Reporting and Analytics: Provide robust reporting tools to enable data-driven decision-making and 
regulatory compliance. 

 Minimize Total Cost of Ownership (TCO): Deliver a cost-effective solution with transparent pricing for 
implementation, maintenance, and ongoing support. 

 
Valley Water District will prioritize vendors that demonstrate a commitment to these goals through innovative solutions, 
reliable support, and a robust partnership approach. 
 
Delivery Requirements  
 
Responses to this RFP must be submitted via mail or email. Valley Water District assumes no responsibility for any costs 
incurred by vendors in the preparation and submission of proposals. 
 
Vendors are required to thoroughly review the RFP, complete all sections, and submit their proposals no later than 3:00 
p.m. on July 27, 2026. Vendors are solely responsible for ensuring their proposals are received by the specified deadline.  
 
Valley Water District reserves the right to cancel this RFP at any time without liability to any vendor and to waive any 
technicalities or irregularities that are deemed to be in the best interest of Valley Water District. Additionally, Valley Water 
District reserves the right to reject any or all proposals.  
 
Important Dates 
 
RFP Released     June 26, 2026 
Questions Due     July 10, 2026 
Addendum Released (If Needed)  July 14, 2026 
Proposals Due     July 27, 2026 
Anticipated Contract Award   August 18, 2026 (or sooner if all review and award is issued by the Board). 
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Contact Information 
 
Questions regarding this request for proposal should be directed to: 
 
Valley Water District 
Sean Vance, General Manager 
14515 Pioneer Way E, Puyallup, WA 98372 
service@valleywaterdistrict.com 
253-841-9698 
 
Addendums 
 
If any changes to the RFP are necessary, an addendum will be issued by July 14, 2026. Vendors are responsible for obtaining 
the latest addendum from Valley Water District after this date to ensure they are responding to the most current version 
of the RFP. 
 
Submittal Instructions  
 
Vendors must follow the submission guidelines below to ensure their proposals are considered: 
 
Print Instructions 
Submit one original printed copy of the proposal and one digital copy provided on a thumb drive. Submissions will be 
accepted until 3:00 p.m. July 27, 2026, at the following address: 
 
Valley Water District 
Attn: Utility Billing RFP 
14515 Pioneer Way E 
Puyallup, WA 98372 
 
The envelope must be clearly marked as: 
“Proposal for Utility Billing RFP” 
 
Email Instructions 
Submit one electronic copy of the proposal via email with the subject line: 
“Proposal for Utility Billing RFP” 
 
Electronic submissions will be accepted until 3:00 p.m. July 27, 2026, and should be sent to: 
service@valleywaterdistrict.com 
 
Proposals submitted must remain binding for no less than ninety [90] days from the date they are received. Vendors are 
responsible for ensuring their proposals are submitted according to these instructions and received by the specified 
deadline. Late submissions will not be considered. 
 
Confidentiality and Employee Contact 
 
All proposals submitted in response to this RFP will be reviewed and evaluated by staff. After the contract has been 
awarded, all proposals will be available for public inspection. However, any trade secrets or confidential information 
clearly identified and specified by the vendor within their proposal shall remain protected and will not be disclosed for 
public inspection, in accordance with applicable laws and regulations. 
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To ensure a fair and objective evaluation process, all questions related to this RFP must be submitted in writing (emails 
are acceptable) to the designated contact(s) specified within this document. Communication with any other Valley 
Water District employee regarding this RFP is strictly prohibited unless prior consent has been obtained from the 
designated contact(s). 
 
Vendors who engage in unauthorized communication with Valley Water District staff risk the disqualification of their 
proposal from further consideration. 
 

Demonstrations and Presentations 
 
Vendors may be required to provide detailed demonstrations of their proposed application software to illustrate its 
functionality and alignment with Valley Water District’s requirements. Additionally, vendors may be asked to make formal 
presentations and/or provide written clarifications of their responses upon request by Valley Water District. 
 
Demonstrations and presentations should highlight how the proposed solution meets the goals and requirements outlined 
in this RFP. Vendors should be prepared to address specific scenarios or use cases as requested by Valley Water District. 
 
Award of contract 
 
The final award of the contract will be determined solely by Valley Water District. The decision will be based on the 
evaluation of the proposals, including compliance with the requirements set forth in this RFP, and any additional 
information obtained during the demonstration, presentation, or clarification phases. 
 
Valley Water District reserves the right to award the contract to the vendor or combination of vendors that best meets 
its needs, as determined by Valley Water District. 
 
Scope of Services 
 
The Valley Water District seeks a comprehensive utility billing software solution that addresses its current operational 
needs while providing scalability for future growth. The proposed software should seamlessly integrate with all aspects 
of the utility’s services, including:  
 

 Maintaining customer accounts 
 Billing and collection processes 
 Paperless billing or E-bill capabilities 
 Improve customer communication capabilities via text, email, and robocalling services  
 Service order management 
 Payment processing/cashiering 
 Customer web portal functionality 
 Backflow Program tracking and maintenance 

 
In addition to these core functions, Valley Water District is committed to implementing system improvements that 
enhance customer interactions and optimize staff efficiency. Valley Water District expects the new provider to 
implement with the existing systems in place at the utility. These integration requirements include but are not limited 
to:  
 

 SAGE 50 Accounting 
 Sensus AMR Auto Read compatibility 
 Arc GIS 
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 Master’s Touch, Spokane – ability to send a data .txt file to print company 
 File import capability for VANCO (or other bank check elimination vendor) 

 
The selected vendor will be responsible for:  
 

 Data Conversion and Implementation: Migrating data from the existing software, including the conversion of 4 
years of historical records from the legacy system. 

 Staff Training: Providing comprehensive training to ensure that staff are proficient in using the new system, with 
ongoing support available as needed. 

 
Valley Water District emphasizes the importance of a vendor who can deliver a solution that aligns with these objectives 
while maintaining reliability, user-friendliness, and cost-effectiveness. 
 
Minimum Requirements 
 
The desired system should be a cloud-based platform capable of supporting a defined number of concurrent users. The 
solution must allow for user-defined fields, enabling Valley Water District to tailor the software to its specific operational 
needs. 
 
Key expectations for the system include:  
 

 Efficiency Improvements: Streamlined processes for setting up new accounts, performing meter changes, 
creating service orders, managing delinquencies, and processing billing cycles. 

 Security and User Access:  
o Robust security features to provide customizable access levels, including full access, read-only access, 

and limited access. 
o Administrative capabilities to manage user permissions and passwords. 
o Restriction of specific fields to be editable only by administrators. 
o SOC and PCI-DDS compliance  

 Integration Capabilities: The system must accommodate all integration requirements specified in this RFP, 
ensuring seamless operation with other Valley Water District systems, including SAGE 50 Accounting and Sensus 
AMR (Auto Read). 

 Technical Support: Timely and reliable technical support during business hours to address system issues. 
 Customer Web Portal: Vendors offering a fully integrated, real-time customer web portal for online payments, 

account management, and enhanced customer engagement will be prioritized during the selection process. 
 Reference Requirements: Vendors must provide three references of similar scope and size to Valley Water 

District implemented within the last three years, preferably public utility agencies.  
 
The solution should be designed to meet the operational needs of Valley Water District while providing scalability, 
flexibility, and reliability. 
 
Response Preparation Costs 
Valley Water District will not be responsible for any costs incurred by vendors during the preparation, submission, printing, 
demonstration, or negotiation of their proposals. All associated expenses shall be borne by the vendors, with the sole 
exception of costs related to Valley Water District personnel visits to vendor offices or other client sites as part of the 
evaluation process. 
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Format of Responses  
 
To ensure consistency and thoroughness, vendors must adhere to the following format when submitting proposals: 
 

1. Cover Letter 
2. Executive Summary 
3. Company Background 
4. Client References 
5. Product Overview 
6. Applications Software Specification Checklist 
7. Implementation Overview 
8. Support & Maintenance 
9. System Requirements 
10. Supplemental Information 
11. Pricing 
12. Application Software Specification Checklist  

 
1.0 Cover Letter 
 
The cover letter should be concise and express the vendor’s intent to meet the needs of Valley Water District. It must be 
signed by an authorized representative of the vendor. 
 
2.0 Executive Summary 
 
Provide a brief overview of the proposal, highlighting its key elements. The summary should be written in a manner that 
is easily understandable to individuals who may not be familiar with technical terminology specific to this type of project. 
 

3.0 Company Background 
 
Include detailed information about the vendor, such as: 
 
 • Company Headquarters Information 
 • Comprehensive list of products offered by the vendor 
 • Number of years the company has been in business 
 • Total number of clients served 
 • Total number of employees 
 • Software evolution and future direction 
 
4.0 Client References   
 
Vendors must supply at least three (3) references of organizations currently using a system similar in size and scope to 
Valley Water District, preferably public utility agencies. Each reference must include: 
 
 • Organization name 
 • Total population served 
 • Contact information (name, title, phone, email) 
 
This reference list is mandatory. 
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5.0 Product Overview 
 
Provide an overview of the proposed solution, including a description of its modules and functionalities. 
 
6.0 Implementation Methodology 
 
Detail the vendor’s approach to implementation, including all facets of the process. Information should include: 
 

 Project Management 
 Change Management 
 Business Requirements/Gap Analysis 
 Installation Process 
 Training: 

o Training Methodology 
o Training Options 
o Training Requirements 
o Training Documentation 

 Data Conversion: 
o Conversion Process 
o Data Extraction 
o Scheduling 
o Data Validation/Testing 

 Parallel/Go Live Process 
 Timelines: 

o Provide a sample Implementation Chart 
 Vendor/Client Responsibilities: 

o Clearly outline Valley Water District’s responsibilities during the implementation process 
 
7.0 Support & Maintenance 
 
Provide a detailed overview of the vendor’s support and maintenance services, including: 
 

 Support Options: 
o Toll-free support number availability 
o Basic hours of operation 
o After-hours/weekend support availability and costs 
o Online support options 
o Additional support services 

 Support Goals: 
o Response and resolution times for: 
o Emergency incidents  
o Critical incidents 
o Standard help calls 

 Problem Escalation Procedures: 
o Incident handling process 
o Tools used by vendor support staff 
o Chain of command for issue escalation 
o Provide response and resolution targets by severity level, and the escalation path. 

 System Updates: 
o Update management process 



 

11258729.1 - 089542 - 0001 

o Frequency of updates 
o Typical downtime during updates 
o Associated costs for major updates 

 
8.0 System Requirements (Hosted / Provider-Managed) 
 
The proposed system will be hosted and operated by the vendor as a managed/SaaS service. This is a deployment 
supporting Valley Water District. The District will not provision infrastructure. Vendors must describe the hosted service 
and answer each item below. 
 
Hosting Model 

 Identify the hosting environment (vendor datacenter or public cloud, and which provider and region). 
 State whether the service is single-tenant or multi-tenant, and how customer data is segregated in a multi-tenant 

model. 
 Confirm that all data is stored and processed within the United States. 

 
Availability and Service Levels 

 State the guaranteed uptime SLA and how availability is measured. 
 Describe scheduled maintenance windows, advance notice provided, and any service credits for missed SLA 

targets. 
 
Data Ownership and Integrity 

 Confirm Valley Water District retains full ownership of all its data. 
 Confirm the underlying database is ACID-compliant and describe the data integrity and validation controls in place. 

 
Security and Compliance 

 Authentication options: SAML/SSO, multi-factor authentication, and role-based access control. 
 Encryption of data at rest and in transit, including supported TLS versions. 
 Audit logging and the District's ability to access its own logs. 
 A dedicated read-only auditor license allowing a state auditor to access the system for audit and review purposes 

without consuming a paid user license. 
 Provide current security certifications and attestations (for example SOC 2 Type II, ISO 27001, PCI DSS), and 

confirm these will be provided annually to support the District's audit efforts. 
 Describe vulnerability management and the frequency of third-party penetration testing. 
 List any subprocessors or third parties with access to District data. 
 Attest that a documented incident response plan exists and is complete, current, and actively reviewed. The 

District will rely on the vendor's SOC 2 examination as secondary verification that the plan has been assessed 
 State the breach notification process and notification timeframe. 

 
Backup and Disaster Recovery 

 Describe backup frequency, retention period, and storage location. 
 State the recovery time objective (RTO) and recovery point objective (RPO). 
 Describe the disaster recovery and failover approach. 

 
 
 
Data Portability and Exit 

 Describe how the District can export its data on demand, and in what formats. 
 State the process for full data return at contract termination and the timeline. 
 Confirm secure deletion of District data after exit, with certification. 
 Describe any transition assistance offered at end of contract. 
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Integration 

 Describe available APIs and supported integration methods with other District systems. 
 
Client Requirements 

 Confirm the application is browser-based and list supported browsers and minimum versions. 
 Identify any locally installed component or agent required. 
 State minimum internet bandwidth recommended for 5 concurrent users. 

 
In addition to cost, the evaluation criteria will include system capability, reliability, ease of use, and scalability to meet the 
future needs of Valley Water District. 
 
9.0 Supplemental Information 
 
Vendors are encouraged to provide any additional information that may clarify or enhance their proposal response. This 
section can be used to: 
 

 Expand on key aspects of the proposal, including any details that may not have been fully addressed in previous 
sections. 

 Explain pricing structures, including optional features or services that may benefit Valley Water District. 
 Highlight additional solutions or features not explicitly requested in this RFP that could improve Valley Water 

District’s efficiency or overall operations. 
 Provide supporting documentation, such as case studies, product brochures, or whitepapers, that demonstrate 

the vendor’s expertise and the effectiveness of their solutions. 
 
This section is optional but strongly recommended for vendors who wish to emphasize value-added capabilities or 
innovative solutions that differentiate their proposal from competitors. 
 
10.0 Pricing 
 
All pricing must be provided in actual dollar-and-cent amounts and exclude taxes. Quotes based on “Time and Material” 
are not acceptable. Prices should include all transportation and delivery costs. Valley Water District reserves the right to 
procure personal computers or other hardware by alternate means. 
 
Pricing Requirements 
 
To ensure accurate and fair evaluation, all pricing should be itemized and as detailed as possible. A lack of clarity in pricing 
may negatively impact the vendor’s proposal during the selection process. 
 
At a minimum, the vendor must provide: 
 

 Total First-Year Cost: 
o Include all implementation, licensing, and any other associated fees. 
o Specify any anticipated travel expenses for the vendor’s team during the implementation process. 

 [Contract Length]-Year Cost: 
o Detail all technical support, maintenance fees, and any other recurring charges. 

 Additional Hardware Costs: 
o Provide a separate quote for any additional hardware recommended for the proposed solution. This 

allows Valley Water District to compare pricing with local vendors and online options. 
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Vendors are encouraged to include any optional features or services that may benefit Valley Water District, ensuring these 
costs are clearly labeled as optional. Transparency and itemization are critical for enabling Valley Water District to compare 
pricing across all submitted proposals effectively. 
 
11.0 Application Software Specification Checklist  
 
Evaluation Criteria  
 
Proposals will be evaluated based on, but not limited to, the following considerations: 
 

 Vendor Performance Record: Proven track record of meeting customer requirements, with emphasis on 
customer support and the ability to meet Valley Water District’s anticipated future needs. 

 Customer Base: Number of satisfied public sector customers currently using the proposed software and 
hardware configuration. 

 Application Software Specification Checklist: The provided checklist must be completed in its entirety. Internal 
staff will review, score, and rank the responses based on the vendor’s demonstrated ability to deliver a solution 
that aligns with the requirements outlined by Valley Water District. 

 Support Costs and Availability: Cost and availability of vendor support for conversion, implementation, 
assistance, and ongoing modifications. 

 Existing Application Systems: Availability of proven, ready-to-implement application systems and the vendor’s 
demonstrated capabilities in related system areas. 

 Data Conversion Capability: Vendor’s capability and cost-effectiveness in performing the required conversion of 
existing data files. 

 Ease of Training: Ease and effectiveness of training for Valley Water District personnel. 
 Proposal Format and Completeness: Adherence to the requested proposal format, including thoroughness and 

clarity of the proposal content and presentation. 
 Maintenance and Support: Vendor’s capabilities in providing software and maintenance, ongoing support, and 

service. 
 Vendor Staff and Implementation Timeline: Qualifications, experience, and availability of vendor staff assigned 

to the project, as well as the proposed timeline for conversion and installation. 
 Comprehensive System Support: Vendor’s ability to deliver a total system solution, including installation, data 

conversion, software implementation, training, and ongoing hardware/software maintenance and support. 
 Responsiveness to RFP Requirements: Vendor’s responsiveness to the software and system requirements 

outlined in this RFP. 
 
Proposals will be evaluated not only on cost but also on overall value, reliability, and the ability to meet Valley Water 
District’s specific needs. 
 
 


