AUDITING COPY

City of Somerville: Standard Contract Form

CONTRACT NAME: Payment Gateway and Merchant Services - Parking
This Contract, numbered gOO oz Oj

__, is made by and between the City of Somerville, a municipal corporation organized and existing

under the laws of the Commonwealth of Massachusetts, with an address of 93 Highland Avenue, Somerville, Massachusetts, acting by and

through its Purchasing Department (“Cit

") and the Vendor, defined as follows, (“Vendor”):

Vendor Name:

Invoice Cloud, Inc.

Vendor Address:

30 Braintree Hill Office Park, Suite 303, Braintree. MA 02184

Vendor Contact

Robert Lapides
Liz Craviero

blapides@invoicecloud.com
Icraveiro@invoicecloud.com

Name, Email,

781-353-2429

& Tel./Fax #: oy sy
Contract Amount: $500.000.00 Not to Exceed Amount
Purchase Order #: 2020505
Contract Term: 1/1/2020 through 12/31/2022

Term:

The term of this Contract shall commence on 1/1/2020

and shall end on 12/31/2022 (“Term”).
Option to renew for 2 additional one-year periods exerciseable solely at the discretion of the City with
City Council approval.

The Vendor shall complete the provision of Goods and/or the performance of Services prior to the
end of the Contract term (the "Completion Date"). The term of this Contract may be extended at the
sole discretion of the City, through written notice to the vendor.

Procurement Type:

Request for Proposals under MGL c¢. 30B, s. 6 (RFP #19-83)

. Parking Project Suzanne Rinfret
Contracting Department: Manager:
Scope of Work | The Vendor shall provide the Goods and/or Services, as described within the attached Appendix A (Scope of Work),
(Goods / Services): |made part hereof.
The City agrees to pay the Vendor a total not to exceed $500,000.00 for Goods and/or Services
Compensation:| rendered and accepted in accordance with the Contract Documents. Rates, units, charges, and frequencies are
specified in the attached Appendix B made part hereof.
Under the pains and penalties of perjury, the Vendor agrees to perform this Contract and provide the Goods and/or
Services in accordance with the City of Somerville’s Standard Contract General Conditions, and Supplemental
Conditions (if applicable), as set forth within the attached hereto, made part hereof.
™ Supplemental Conditions apply if checked
Vendor is in full compliance with all laws of the Commonwealth of Massachusetts relating to taxes and to
contributions and payments in lieu of taxes. The Vendor certifies that it has provided the City with an accurate tax
identification number (TIN). In the event that the City is notified by the IRS for an incorrect TIN provided by the
—_— Vendor, the Vendor is responsible for penalties.
endor
Certifications: TIN: The Vendor certifies that its accurate federal tax identification number as reported to the IRS iss:
26-3972596

This Contract has been duly executed and delivered on behalf of the Vendor by its:
Officer (President, Vice President, Treasurer, Secretary) General Partner, Trustee,
other: B ; in full compliance with the authority granted by its organizational documents and its votes
or resolutions, which authority has not been amended, modified, or rescinded as of the date hereof.
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Appendix C: Forms (Check if Applicable; If Unchecked, Not Applicable)

® Certificate of Authority

¥ Evidence of Insurance
# Bid Package Documents I Statement of Management

™ Sole Source Declaration

¥ Somerville Living Wage Ordinance Form ¥ Vulnerable Road Users Ordinance
¥ Certificate of Good Standing T Campaign Contribution Disclosure Form

IN WITNESS WHEREOF, the City and the Vendor have executed this Contract as a sealed instrument on

this, the Ist day of December, 2020

VENDOR

Date Signed: | 2 ( iq \ s

P M 7D ozl Print Title: P-“Gs;(lenlr

\‘EI![IOI Signature (DuW f\'ﬁlhonzed).
Print Name: R 0&? r\ ]-"\/J (,\L'_;
\

CITY

City Auditor's Encumbrance Statement

I hereby certify that the total contract amount is $_2QQ,_0 OO - OVand that an unencumbered balance of

550, OO0 - 60 is available for the current fiscal year of this contract. I further certify that a sum of

Sjgg OO0 - OU is hereby encumbered against the appropriate account for the
will encumber additional sums as are required under this contract.

is contract and as funds become available, ]

)7

E-d-wa.:d_Bea-n—Clt} Auditor
( //cm Tam Dm///l,

Ve (g,

Approved as to form:
Francis X. Wright, Jr., City Solicitor

/i
Angela Mullen, Purchasing Director

Suzanne Rinfret, Traffic & Parking Director Linda Dubuque, City Treasurer
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CITY OF SOMERVILLE STANDARD CONTRACT GENERAL CONDITIONS

1. Definitions
“City” shall mean the City of Somerville, Massachusetts.

“Contract’ and “Contract Documents” shall include the following documents, as applicable: City's Standard Contract Form: these Standard
Contract General Conditions: Supplemental Conditions (if applicable); City’s Invitation for Bids, Request for Proposals, Request for Quotation, or
other solicitation; the Vendor's response to the City’s solicitation document including certifications but excluding any language stricken by City as
unacceptable. Appendices are made an integral part of this Contract. The Contract documents are to be read collectively and complementary to
one another; any requirement under one shall be as binding as if required by all. In the event of any conflict or inconsistency between the City's
Standard Contract General Conditions and the Supplemental Conditions, the Supplemental Conditions shall prevail. In the event of any conflict or
inconsistency between the provisions of the City's Standard Contract Form or these Standard Contract General Conditions and any other Contract
Documents or appendices, the provisions of the City's Standard Contract Form and/or these Standard Contract General Conditions shall prevail.
In the event of any conflict or inconsistency between the Contract Documents and any applicable state law, the applicable state law shall prevail.

“Certify” or "Certifies" shall mean that the Vendor certifies under pains and penalties of perjury to the statement referenced.
“Vendor” shall mean the individual, corporation, partnership, or other entity which is a party to this Contract,

2. Performance; Time
The Vendor shall perform in accordance with all provisions of this Contract in a manner satisfactory to the City. The Vendor's performance shall

be timely and meet or exceed industry standards for the performance required. It is understood and agreed that all specified times or periods of
performance are of the essence of this Contract.

3. Acceptance of Goods or Services
Performance under this Contract shall include services rendered, obligations due, costs incurred, goods and deliverables provided and accepted

by the City. The City shall have a reasonable opportunity to inspect all goods and deliverables, services performed by, and work product of the
Vendor, and accept or reject same.

4. Compensation

The City shall pay in full and complete compensation for goods received and accepted and services performed and accepted under this Contract
in an amount not to exceed the amount stated on the face of this Contract paid in accordance with the rate indicated or in accordance with a
prescribed payment schedule.

The Vendor shall periodically submit invoices to the City, for which compensation is due under this Contract and requesting payment for goods
received or services rendered by the Vendor during the period covered by the invoice. The invoice must agree to the rates/payment schedule as
indicated in this contract. The invoice shall include the following information: vendor name, vendor remit address, invoice date, invoice number,
itemized listing of goods, services, tabor, and expenses and indicating the total amount due. The City shall review the invoice and determine the
value of goods or services accepted by the City in accordance with the Contract Documents. Payments due to the Vendor will be made within
sixty (60) days from receipt and approval of an invoice. Final invoices from the Vendor are due no later than ninety (90) days from the Completion
Date. Any invoice received past the ninety (90) day date will not be paid. If this Contract is extended, invoices related to the extension period are
due no later than ninety (90) days from the Extended Completion Date.

The Vendor shall furnish such information relating to the goods or services or to documentation of labor or expenses as may be requested by the
City. Acceptance by the Vendor of any payment or partial payment, without any written objection by the Vendor, shall in each instance operate as
a release and discharge of the City from all claims, liabilities, or other obligations relating to the performance of this Contract,

In case of an error in extension prices quoted herein, the unit price will govern (Applicable To Goods Only).

5. Release of City on Final Payment

Acceptance by the Vendor of payment from the City for final delivery of goods or rendering of services under this Contract shall be deemed to
release forever the City from all claims and liabilities, except those which the Vendor notifies the City in writing within three (3) months after such
payment.

6. Risk of Loss
The Vendor shall bear the risk of loss, for any cause, for any Vendor materials used for this Contract and for all goods, deliverables, and work in
process, until possession, ownership, and full legal title to the goods and deliverables are transferred to and accepted by the City.

The Vendor shall pay and be exclusively responsible for all debts for labor and material contracted for by the Vendor for the rental of any
appliance or equipment hired by Vendor and/or for any expense incurred on account of services to be performed or goods delivered under this
Contract.

The City shall not be liable for any personal injury or death of the Vendor, its officers, employees, or agents.

7. Indemnification

The Vendor shall indemnify, defend (with counsel acceptable to City, which acceptance shall not be unreasonably withheld), and hold harmless
the City of Somervilie, its officers, employees, agents and representatives from and against any and all claims, suits, liabilities, losses, damages,
costs or expenses (including judgments, costs, interest, attorney’s fees and expert's fees) arising from or in connection with any act or omission
relating in any way to the performance of this Contract by the Vendor, its agents, officers, employees, or subcontractors.

The extent of this indemnification shall not be limited by any obligation or any term or condition of any insurance policy. The obligations set forth in
this paragraph shall survive the expiration or termination of this Agreement.
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8. Default; Termination; Remedies

A. Events of Default
The following shall constitute events of default under this Contract; (1) The Vendor has made any material misrepresentation to the City; or (2) a
judgment or decree is entered against the Vendor approving a petition for an arrangement, liquidation, dissolution or similar relief relating to
bankruptcy or insolvency; or (3) the Vendor files a voluntary petition in bankruptcy or any petition or answer seeking any arrangement, liquidation
or dissolution relating to bankruptcy, insolvency or other relief for debtors; or (4) the Vendor seeks or consents or acquiesces in the appointment of
any trustee or receiver, oris the subject of any other proceeding under which a court assumes custody or control over the Ve ndor or of any of the
Vendor's property; or (5) the Vendor becomes the defendant in a levy of an attachment or execution, or a debtor in an assignment for the benefit
of creditors: or (6) the Vendor is involved in a winding up or dissolution of its corporate structure; or (7) any failure by the Vendor to perform any of
its obligations under this Contract, including, but not limited to, the following: (i) failure to commence performance of this Contract at the time
specified in this Contract due to a reason or circumstance within the Vendor's reasonable control, (ii) failure to perform this Contract with sufficient
personnel and equipment or with sufficient material to ensure the completion of this Contract within the specified time due to a reason or
circumstance within the Vendor's reasonable control, {iii) failure to perform this Contract in a manner reasonably satisfactory to the City, (iv) failure
to promptly re-perform within reasonable time the Services or Supplies that were properly rejected by the City as erroneous or unsatisfactory, (v)
discontinuance of the Services or Supplies for reasons not beyond the Vendor's reasonable control, (vi) failure to comply with a material term of
this Contract, inciuding, but not imited to, the provision of insurance and nondiscrimination; or (8) any other acts specifically and expressly stated
in this Contract as constituting a basis for termination of this Contract.

B. Termination Upon Defauit.
In the event of a default by the Vendor, the City, acting through its Chief Procurement Officer, may, at its option, terminate this Contract
immediately by written notice of termination specifying the termination date.

Notwithstanding the above, in the event of a default by the Vendor, the City, acting through its Chief Procurement Officer, may give notice in
writing of a default, which notice shall set forth the nature of the default and shall set a date, by which the Vendor shall cure the default, subject to
approval of the City.

If the Vendor fails to cure the default, the City, in the alternative, may make any reasonable purchase or contract to acquire goods or services in
substitution for those due from Vendor. The City may deduct the cost of any substitute contract or nonperformance together with incidental and
consequential damages from the Contract price and shall withhold such damages form sums due or to become due to the Vendor. If the damages
sustained by the City exceeds sums due or to become due, the Vendor shall pay the difference to the City upon demand.

Upon immediate notification to the other party, neither the City nor the Vendor shall be deemed to be in default for failure or delay in performance
due to Acts of God or other causes factually beyond their control and without their fault or negligence. Subcontractor failure to perform or price
increases due to market fluctuations or product availability will not be deemed factually beyond the Contractor's control. The City retains all rights
and remedies at law or in equity.

If the Vendor fails to cure the default within the time as may be required by the notice, the City, acting through its Chief Procurement Officer, may,
at its option terminate the Contract.

The parties agree that if City erroneously or unjustifiably terminates this Contract for cause, such termination shall be deemed a termination for
convenience, which shall be effective thirty (30) days after such notice of termination for cause is provided.

C. Termination For Convenience.
Notwithstanding any language to the contrary within this Contract, the City, acting through its Chief Procurement Officer, may terminate this
Contract, without cause at any time, effective upon the termination date stated in the notice of termination. In the event of termination for
convenience, the Vendor shall be entitled to be paid for goods delivered and accepted and services rendered and accepted prior to notice of
termination at the prices stated in the Contract, subject to offset of sums due the Vendor against sums owed by the Vendor to the City. Any goods
or services delivered after notification of termination but prior to the effective termination date must be approved in writing in advance by the City in
order to be eligible for payment. In no event shall the Vendor be entitled to be paid for any goods or services delivered after the effective date of
termination. The Vendor shall be entitied to no other compensation of any type. Inno case shall a Vendor be entitled to lost profits.

D. Obligations Upon Termination.
Upon termination of this Contract with or without cause, the Vendor shall immediately, unless otherwise directed by the City: 1. cease
performance upon the stated termination date; 2. surrender to the City the Vendor's work product, which is deliverable under the Contract,
whatever its state of completion; and 3. return all tools, equipment, finished or unfinished documents, data, studies, reports, correspondence,
drawings, plans, models, or any other items whatsoever prepared by the Vendor pursuant to this Contract, which shall become property of the
City, or belonging to or supplied by the City.

E. Rights and Remedies.
The City shall have the right to: a) disallow all or any part of the Vendor's invoices not in material compliance with this Contract; b) temporarily
withhold payment pending correction by the Vendor of any deficiency; c) sue for specific performance or money damages or both, including
reasonable attorneys' fees and costs incurred in enforcing any Vendor obligations hereunder; d) pursue remedies under any bond provided; and e)
pursue such other local, state and federal actions and remedies as may be available to the City.

Any termination shall not effect or terminate any of the rights or remedies of the City as against the Vendor then existing, or which may accrue
because of any default. No remedy referred to in this subsection is intended to be exclusive, but shall be cumulative, and in addition to any other
remedy referred to above or otherwise available to the City or Vendor at law or in equity. The Vendor shall not gain nor assert any right, title or
interest in any product produced by the Vendor under this Contract.

9. Insurance

The Vendor shall comply with all insurance requirements set out in the Contract Documents.  The Vendor shall deliver to the City new certificates
of insurance at least ten (10) calendar days prior to expiration of the prior insurance and shall furnish the City with the name, business address
and telephone number of the insurance agent. Vendor certifies compliance with applicable state and federal employment laws or regulations
including but not limited to G.L. c. 152 (Workers' Compensation), as applicable, and Vendor shall provide City with acceptable evidence of
compliance with the insurance requirements of this chapter.

10. Governing Law; Forum
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This Contract shall be governed by the laws of the Commonwealth of Massachusetts. Any action arising out of this Contract shall be brought and
maintained in a state or federal court in Massachusetts which shall have exclusive jurisdiction thereof.

11. Complete Agreement

This Contract supersedes all prior agreements and understandings between the parties and may not be changed unless mutually agreed upon in
writing by both parties.

12. Amendment

No amendment to this Contract shall be effective unless it is signed by the authorized representatives of all parties and complies with all
requirements of the law. All aiterations or additions, material or otherwise, to the terms and conditions of this Contract must be in writing and
signed by the City, as set forth in the below section, and the Vendor.

13. Conditions of Enforceability Against the City

This Contract is only binding upon, and enforceable against, the City if: (1) the Contract is signed by the Mayor; (2) endorsed with approval by the
City Auditor as to appropriation or availability of funds; (3) endorsed with approval by the City Solicitor as to form; and (4) funding is appropriated
for this Contract or otherwise made available to the City.

This Contract and payments hereunder are subject to the availability of an appropriation therefor. Any oral or written representations,
commitments, or assurances made by any City representatives are not binding. Vendors should verify funding and contract execution prior to
beginning performance.

When the amount of the City Auditor's certification of available funds is less than the face amount of the Contract, the City shall not be liable for
any claims or requests for payment by Vendor which would cause total claims or payments under this Contract to exceed the amount so certified.

The City's Standard Contract Form and Standard Contract General Conditions shall supersede any conflicting verbal or written agreements or
forms relating to the performance of this Contract, including contract forms, purchase orders, or invoices of the Vendor.

The City shall have no legal obligation to compensate a Vendor for performance that is outside the scope of this Contract. The City shall make no
payment prior to the execution of a Contract.

14. Taxes
Purchases incurred by the City are exempt from Federal Excise Taxes and Massachusetts Sales Tax, and prices must exclude any such taxes.
Tax Exemption Certificates will be furnished upon request. The City of Somerville's Massachusetts Tax Exempt Number is: MO46 001 414.

15. Independent Contractor
The Vendor is an independent contractor and is not an employee, agent or representative of the City. The City shall not be obligated under any
contract, subcontract, or commitment made by the Vendor.

16. Assignment; Sub-Contract
The Vendor shall not assign, delegate, subcontract, or transfer this Contract or any interest herein, without the prior written consent of the City.

17. Discrimination

The Vendor agrees to comply with all applicable laws prohibiting discrimination in employment. The Vendor agrees that it shall be a material
breach of this Contract for the Vendor to engage in any practice which shall violate any provision of G.L. ¢. 151 B, relative to discrimination in
hiring, discharge, compensation or terms, conditions or privileges of employment because of race, color, religious creed, national origin, sex,
sexual orientation, age, or ancestry.

18. Waiver
All duties and obligations contained in this Contract can only be waived by written agreement. Forbearance or indulgence in any form or manner
by a party shall not be construed as a waiver, nor in any way limit the legal or equitable remedies available to said party.

19. Severability

In the event that any provision of this Contract shall be held to be illegal, unenforceable or void, such provision shall be severed from this Contract
and the entire Contract shall not fail on account thereof, but otherwise remain in full force and effect and shall be enforced to the fullest extent
permitted by law.

20. Notice

The parties shall give notice in writing by one of the following methods: (i) hand-delivery; (ii) facsimile; (iii) certified mail, return receipt requested;
or (iv) or overnight delivery service, to the Vendor at the contact information specified on the face of this Contract; to the City addressed to:
Purchasing Director, Somerville City Hall, 93 Highland Avenue, Somerville, MA 02143, Fax# 617-625-1344 with a copy to: City Solicitor, City
Hall, 83 Highland Avenue, Somerville, MA 02143. Notice shall be effective on the earlier of (i) the day of actual receipt, or (i) one day after tender
of delivery.

21. Captions
The captions of the sections in this Contract are for convenience and reference only and in no way define, limit or affect the scope or substance of
any section of this Contract.

22. Non-Collusion

This Contract was made without collusion or fraud with any other person and was in all respects bona fide and fair. As used in this paragraph, the
word, "person,” shall mean any natural person, joint venture, partnership, corporation, or other business or legal entity. The Vendor certifies under
penailties of perjury that this bid or proposal has been made and submitted in good faith and without collusion or fraud with any other person. As
used in this certification, the word “person” shall mean any natural person, business, partnership, corporation, union, committee, club, or other
organization, entity, or group of individuals.

Approved 8/27/2015 - Page 3 of 4



23. Tax and Contributions Compliance

The Vendor certifies, under pains and penalties of perjury, in accordance with MGL ¢. 62C, s. 49A, that the Vendor is in full compliance with all
1aws of the Commonwealth of Massachusetts relating to taxes, is in good standing with respect to all returns due and taxes payable to the
Commonwealth, reporting of employees and contractors, and withholding and remitting of child support and to contributions and payments in lieu
of taxes. In the event that the City is notified by the IRS that the TIN provided by the vendor and the vendor name as recognized by the IRS do
not match their records, the vendor is responsible for all penalties.

24. Municipal Taxes, Charges and Liens

The Vendor certifies that it has paid all accounts receivable owed to the City of Somerville, including but not limited to real estate, personal
property or excise tax, parking fines, water/sewer charges, license/permit fees, fines and/or any other municipal lien charges due to the City of
Somerville. Pursuant to MGL ¢. 80, s. 93, the Vendor agrees that the Collector/Treasurer of the City may withhold from amounts owing and
payable to the Vendor under this Contract any sums owed to any department or agency of the City which remain wholfy or partially unpaid. This
shall include but not be limited to unpaid taxes and assessments, police details, and any other fees and charges until such sums owed have been
fully paid, and the Collector/Treasurer may apply any amount owing and payable to the Vendor to satisfy any monies owed to the City.

25. Compliance with Applicable Laws

The Vendor shall comply with all applicable federal and state laws, and city ordinances and regulations, which in any manner affect performance
of this Contract. The Vendor shall defend, indemnify, and hold harmless the City, its officers, agents and employees against any claim or liability
arising from or based on the violations of such ordinances, regulations or laws, caused by the negligent actions of the Vendor, its agents,
employees or subcontractors.

26. Conflict of interest

The Vendor certifies that no official or employee of the City has a financial interest in this Contract or in the expected profits to arise therefrom,
unless there has been compliance with the provisions of G. L. c. 43, § 27 (Interest in Public Contracts by Public Employees), and G. L. ¢. 268A
(Conflict of Interest). The Vendor certifies that it has reviewed the Massachusetts Conflict of Interest Law, MGL c. 268A and at any time during the
term of this Contract, the Vendor is required to affirmatively disclose in writing to the City the details of any potential conflicts of interest of which
the Vendor has knowledge or learns of during the Contract term.

27. Licenses and Permits

The Vendor certifies that it is qualified to perform the Contract and shall obtain and possess at its sole expense, all necessary licenses, permits, or
other authorizations required by the City, the Commonwealth of Massachusetts or any other governmental agency, for any activity under this
Contract. The Vendor shall submit copies of such licenses and/or permits to the City upon request If a business, the Vendor certifies that itis a
duly organized and validly existing entity, licensed to do business in Massachusetts, in good standing in the Commonwealth of Massachusetts,
with full power and authority to consummate the Contract, and listed under the Commonwealth of Massachusetts Secretary of State’s website as
required by law.

28. Recordkeeping, Audit, and Inspection of Records All records, work papers, reports, questionnaires, work product, regardless of its
medium, prepared or collected by the Vendor in the course of completing the work to be performed under this Contract shall at all times be the
exclusive property of the City. In the event of termination or upon expiration of the Contract, the Contractor shall promptly deliver to the City all
documents, work papers, calculations, data, drawings, plans, and other tangible work product or materials pertaining to the services performed
under this Contract, in both a physical format and electronic format. The electronic format shall be either Comma Separated Values (CSV) files
along with the mapping information for each field, or Microsoft SQL (2005/2008) database with all associated Database Schemas, or such other
electronic format(s) acceptable to the city. Atno additional cost to the City, the Contractor shall store and preserve such records while in their
possession in accordance with the requirements of the Massachusetts Public Records Law, the Commonwealth of Massachusetts record retention
schedule and City of Somerville record retention schedule. The City shall have the right to at reasonable times and upon reasonable notice to
examine and copy, at its reasonabie expense, the books, records, and other compilations of data of the Vendor which relates to the provision of
services under this Contract. Such access shall include on-site audits, review, and copying of said records.

29. Debarment or Suspension
The Vendor certifies that it has not been and currently is not debarred or suspended by any federal, state, or municipal governmentai agency
under G. L. c. 29, § 29F or other applicable law, nor will it contract with a debarred or suspended subcontractor on any public contract.

30. Warranties (Applicable to Goods Only)

The Vendor warrants that (1) the goods sold are merchantable, (2) that they are fit for the purpose for which they are being purchased, (3) that
they are absent any latent defects and (4) that they are in conformity with any sample which may have been presented to the City. The Vendor
guarantees that upon inspection, any defective or inferior goods shall be replaced without additional cost to the City. The Vendor wili assume any
additional cost accrued by the City due to the defective or inferior goods. The Vendor guarantees all goods for a period of no less than one (1)
year, unless a greater period of time is specified in the Contract Documents.
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Appendix A
Scope of Work
- This contract is for Payment Gateway and Merchant Services including Micro Transactions for the City
of Somerville's Parking Department.
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InvoiceCloud

Non-Price Proposal
RFP #19-83 Payment Gateway and Merchant Services

PRESENTED TO:

City of Somerville
Purchasing Department
Attn: Thupten Chukhatsang, Procurement Analyst
tchukhatsang@somervillema.org
93 Highland Avenue
Somerville, MA 02143

DUE DATE AND TIME:

May 29, 2019 by 1 p.m. EST

Sam Evrard, Vice President 207-577-2975 sevrard@invoicecloud.com

www.invoicecloud.com

Strategic Accounts & Partnerships




InvoiceCloyud”

Innovating the Customer Experience

City of Somerville
Purchasing Department
Attn: Thupten Chukhatsang
93 Highland Avenue
Somerville, MA 02143

May 29, 2019
Re: RFP #19-83, Payment Gateway and Merchant Services

Invoice Cloud (IC) is excited to enter the next phase of our partnership with the City of Somerville
(the City) in response to your RFP for Payment Gateway and Merchant Services. We have carefully
read your new RFP requirements and understand its qualifications for PCl-compliant online bill pay
services for any City department, regardless of billing system used, including for parking meter
transactions issued by IPS and Parkeon meters.

We hope that you find our response to be thorough and highly advantageous as we meet or exceed
all evaluation criteria. We provide all asked-for functionality that the City listed in the RFP, as well as
surprisingly unlisted functionality that Somerville residents use every day to pay their bills, like Pay
by Text, Linked Accounts, OneClickPay, and more. We look forward to continuing to provide these
services to the City, working with your staff and customers to further improve our true software as a
service (SaaS) platform's offerings.

When Invoice Cloud and the City of Somerville first partnered, the City only received just over 7,000
online payments and only 205 customers had enrolled in paperless billing. In the ensuing years, we
have worked with the City to learn how its customers want to pay bills and increase E-ADOPTION--
the one true measurement of which EBPP system is the "best," as in easiest to use, has the most
comprehensive set of features, and employs the best marketing techniques to drive usage (branded
collateral, e-mail reminder system, etc.). The Invoice Cloud platform has been widely adopted
across the country because of its industry leading e-adoption.

We continually update our platform's features without requiring a new contract, installation of new
software or hardware by the City, and any material downtime. By 2018, the City increased
online payments by more than 600% and paperless customer enroliment by more
2,000%, resulting in huge savings to the City in time and money because fewer
citizens pay in-person or mail physical checks.

How did we help the City achieve this extraordinary e-adoption in only six years? By catering to the
City's diverse population with more ways to pay their bills, staying ahead of the changing
technological landscape--again, with no update efforts required by the City:

* More than 2,000 City customers have paid their bills through our email reminders--since
2018, that's a 17% year-over-year adoption. Like Amazon our 1-Click, OneClickPay makes

30 Braintree Hill Office Park ® Suite 303 e Braintree, MA 02184




InvoiceCloud

Innovating the Customer Experience

the payment process quicker and easier, skipping straight to the end of the payment process
using the customer's already preferred options.

o Last Year - 14% more City customers used our Shopping Cart to pay multiple invoices in a
single transaction.

« 23% more City customers scheduled payments through our service, postponing payment on
bills in accordance with their budgets, but still on time.

e 22% more City customers paid their bills by accessing our Customer Portal from their mobile
device.

« 76% more City customers paid in response to a text message alert issued automatically by
our system.

By retaining Invoice Cloud, the City maintains service that more than 9,500 IC-registered and
innumerable one-time customers rely on for bill reminders and advanced payment options like
AutoPay. Since 2017, we have sent more than 140,000 bill notification emails on the City's behalf
from Invoice Cloud, and more than 35,000 residents rely on our second and third email reminders.
Few other companies can send three email reminders based on the customer's current account
status, and few customers expect an email from a new provider.

We provide the lowest risk solution to ensure that the 740 Somerville customers who have
linked their City water and real estate accounts will not need to re-register and potentially
lose the ability to pay multiple accounts in a single transaction. We know that the City's citizens
are vocal and diverse, and we also know they will provide strong negative feedback if they lose the
functionality they currently enjoy, like Pay By Text, OneClickPay, Linked accounts, Paper
suppression, and Shopping Cart to pay multiple bills with a single payment. With an advanced EBPP
and customer engagement solution like Invoice Cloud, changing EBPP providers is not just a one
change for the City, but a change that happens for each customer when their next bill is due.

As a PCl Level 1- and SOC 1 and 2-certified company by qualified third-parties, which customers
can verify for themselves, Invoice Cloud helps the City maintain trust with customers who have
overcome online payment concerns. We know that protecting your Customers sensitive payment
information is critical and feel compelled to provide the following information directly from Visa's Web

site:
The Visa Global Registry of Service Providers

The Registry allows service providers to broadcast their compliance with Visa Inc. rules,
industry security standards and to promote their services to potential clients worldwide. Clients
and Merchants should reference the site regularly as part of their due diligence process,
and should only use service providers that are listed on the Registry for
outsourcing their payment-related services.
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The Registry contains service provider information such as company name, company website,
corporate headquarter country, region(s) of operation, types of services offered and applicable
industry standard/security requirement compliance validation date.

[For more information: https.//usa. visa.com/splistina/splistingindex.html]

Third Party Agent Registration Program (Independent Sales Organizations / Encryption
Support Organizations)

Third Party Agents (TPA) who perform solicitation activities (ISO), deploy ATM, POS or kiosk
PIN acceptance devices and/or manage encryption keys (ESO), or store, process, transmit,
or have access to Visa cardholder data must be registered in the TPA Registration
Program before issuers, acquirers and merchants can use their services.

[For more information: https://usa.visa.com/splistina/splistinglearnmore.htmi]

Please note that ALL providers of payment services for municipalities are Third Party Agents (TPA)
and, as such, Invoice Cloud, ACI Worldwide, Unibank, Official Payments, City Hall Systems, Kelley
and Ryan, and others are all REQUIRED to be registered and listed in the Visa registry to accept
Visa payments on behalf of the City. As a registered TPA, each provider must be able to show proof
of compliance with either an Attestation of Compliance (AOC) or a Record of Compliance (ROC). To
ensure that your providers are Compliant and Registered, please enter their company names into
the official Visa Registry for Third Party Agents here: https://www.visa.com/splisting/searchGrsp.do.

When Invoice Cloud is entered, it comes up with the following screen, proving compliance and
registration, which Visa clearly states above is required to accept and store Visa card information
(Figure 1). Again, we reiterate that this registration is not optional, it is required by Visa. With
data security first and foremost on many consumers’ minds today, news agencies are becoming
aware of this lack of compliance by certain providers, and citizen awareness about this lack of
compliance and security is about to become widespread.
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Figure 1. IC’s Listing in the Visa Global Registry of Service Providers. Visa certifies IC as a PCI DSS v3.2
compliant Agent for Billing Management and Pa yment Processing for Internet/e-commerce, MOTO/Call Center,
and POS/card present transactions.

Using another company's listing on Visa's Global Registry (e.g., processors like TSYS, First Data,
WorldPay, Vantiv, Global, or Paymentech) DOES NOT substitute for the need to register with Visa
as a TPA. Invoice Cloud, for example, processes payments through Chase Paymentech, who is also
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listed in the Visa Global Registry. We are still required to register, however, because Invoice Cloud
provides the software that accepts, transmits, and stores the payment information on behalf of the
City. Because both Invoice Cloud and Paymentech meet this requirement by Visa, we provide a
compliant TPA and processor solution. Visa requires all payment providers to municipalities to
provide this level of PCI compliance with no exceptions.

Stating on a web site that one is PCI Compliant is not proof of certification, as Visa clearly states
above that each “Merchant” (in this case the City) must ensure that their TPA is listed in the Registry
prior to accepting Visa card payments. There is only one definitive listing, and you will find all
qualified, compliant vendors are listed in the Visa Registry.

Further, providing a “certificate” that is not an Attestation of Compliance (AOC) or
Report on compliance (ROC) from a qualified assessor, but merely states that a vendor has
achieved “certified status” for PCI/DSS compliance DOES NOT qualify the vendor as a compliant
TPA to accept payments on behalf of the City or any other entity. PCI/DSS compliance is a test
of compliance at the Merchant level, not what is needed to provide transactional services as a TPA
on behalf of others. Compliance at the TPA level is a significantly higher standard because TPAs
store payment card information for future use, which is not something typically done at the Merchant
(i.e., City) level. Again, as Visa clearly states on their web site, if the City wishes to accept Visa
cards from Citizens, Visa requires it be done by qualified, compliant TPA vendors listed in the Visa

Registry.

We appreciate the effort that the City has put into this thorough RFP, and we believe that we
demonstrate how we can continue to exceed the City's (and its customers’) expectations over the
next three years. We have made selecting Invoice Cloud a “no-brainer” by taking all citizen support
calls, inquiries, and requests directly, offloading that burden completely from the City. Invoice Cloud
already provides direct payer support to many municipalities in Massachusetts and elsewhere
across the country. If selected on technical merit, we are certain that we can make the financial
numbers work for the City.

This proposal is firm for the next ninety (90) days. If the City requires clarification about our offer,
please contact our Vice President of Sales, Mr. Sam Evrard. The City can call him at 207-577-2975
or email at sevrard@invoicecloud.com.

Thank you for partnering with invoice Cloud!

(5 g@rwv@sv‘

Bob Bennett

CEO, Invoice Cloud
703-615-3598
bbennett@invoicecloud.com
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any Vendor employee from City facilities for misconduct or safety reasons. Such rule does not
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provide the Vendor with immediate written notice for the removal of the employee. Vendors must
be knowledgeable of the conflict of interest law found on the Commonwealth's website
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The Vendor agrees that it will ensure that its employees and others performing services under this
contract will not use or disclose any non-public information unless authorized by the City. That
includes confidential reports, information, discussions, procedures. and any other data that are
collected, generated or resulting from the performance of this scope of work. All documents,
photocopies, computer data, and any other information of an y kind collected or received by the
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termination of the contract (i.e., the date on which final payment is made on the contract or at such
other time as may be requested by the City or as otherwise agreed by City and the Vendor). The
Vendor may not discuss the contract work in progress with any outside party. including responding
to media and press inquiries, without the prior written permission of the City. In addition. the
Vendor may not issue news releases or similar items regarding contract award, any subsequent
contract modifications, or any other contract-related matter without the prior written approval of the
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BB 02554 228 A o w55 5 G B T e 125
DEIVEFADIES ... ..ottt v ettt s 126
Vendor shall provide for all day-to-da Y supervision, inspection, and monitoring of all work
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deliverables meet the requirements as detailed in the cantract SPECHicaltions. . 126
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Qualifications & Experience

The Offeror shall include qualifications and experience of the firm (or sole
proprietor). The Offeror shall identify the year the firm was established, the
total number of employees currently employed, and the number of employees
focused on this engagement. This section should also describe work that is
similar in scope and complexity that the Offeror has undertaken in the past. A
discussion of the challenges faced and solutions developed are highly
recommended. The Offeror may include any additional literature and product
brochures.

 Invoice Cloud by the Numbers ‘
|« 10 years of experience '

invoice Cloud has demonstrated
experience and expertise in providing
EBPP services for more than 10 years,

which is evidenced by our industry high » 60+ Tyler MUNIS integrations ‘
98% client retention rate and satisfaction e 90+ other software integrations

scores. We currently support more than e 100+ municipal clients in MA |
1,000 live clients across 45 states,

) ) . |« 1,000+ municipal and utility clients in 45 ‘
including more than 100 in Massachusetts, states

and more than 90 unique CIS and
software integrations, ranging from out-of-
the-box commercial CISs like Tyler MUNIS

to programs registration and payment |
systems like MyRec, Conduent, Parkeon,

and more (Figure 2). ¢ 99.9% system up-time

. PCl Level 1 and SSAE 18 certified for online
payment security

« $5B+ processed payments in 2018 (roughly
26M payments)

45% average online payment adoption

15 - 25% average paperless billing adoption

In fact, we believe that we have more local
government/utility EBPP installations than
any other firm in the country. Others may
have more clients, but not more EBPP B
integrations in the municipal utility/government market. We also have the highest adoption
rates for electronic payments and paperless billing in our industry. How did we achieve all of
this in just nine years? We attribute this to our partners, our people, and forward-thinking
clients.

98% client retention rate
« 61-point Net Promoter Score (NPS)

|

[Proprietary/Confidential (PIC)] Founded in 2009, IC is the flagship subsidiary company of
Invoice Cloud, Consolidated (ICC), a privately held C-Corp incorporated in the state of
Delaware. Other ICC subsidiaries include: Imagevision.net LLC, purchased in December
2015; Metropolitan Communication, LLC, purchased in February 2016; SimplePractice LLC,
purchased in March 2017: Global Cloud, Inc., purchased in March 2018; and IVR
Technology Group, LLC, purchased in July 2018. Of these six subsidiaries, only Invoice
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Cloud and IVR Tech are directly responsible for the product and services proposed in this
RFP, comprising 138 employees total and one supporting this project as dedicated
personnel (see Vendor Personnel below). We provide our organizational structure in the
chart below to illustrate our internal subsidiary leadership as well as corporate leadership
from ICC.

AMGRTH
DAKOTA

SouTH
|| DAKOTA

Figure 2. IC’s more than 1,000 currently
supported EBPP municipal clients. The
City receives improved electronic adoption
evidenced by our average online payer
adoption rate of 45% or more within 2
years.

When IC was created in 2009, the guiding philosophy of our founders was to create a true
SaaS EBPP platform that would accelerate collections, improve security, reduce costs, and
enhance the customer experience. Our goal was to provide the payment experience
typically found in Fortune 100 companies such as American Express or AT&T, to local
government and utility companies that do not have the resources necessary to build this
type of platform themselves. Building a Saas$ platform was paramount in the development of
our company because our founders recognized that SaaS would allow IC to be a leader in
the delivery of new technology and reduce the burden of maintenance and PC| compliance
for our billers.

In 2018, IC processed 26 million payments, totaling more than $5 billion dollars for clients of
varying size across the country, including:

» SEMCO Energy, Mi s City of Las Vegas, NV

¢ City of Atlanta Water, GA » City of Boston, MA

»  City of Chandler, AZ ¢ City of Indianapolis, IN
» Portland Water Bureau, OR » City of New Orleans, LA

IC’s email communication system keeps City customers informed about their account and
collects payments online through our “one-time pay" or our electronic bill presentment and
electronic bill payment gateway, helping municipalities dramatically enhance service to their
citizens. By partnering with a company providing a true Software as a Service (SaaS)
platform, IC helps municipalities maintain a technology leadership position far into the
future. We seamlessly integrate with any billing software or future databases and store all
sensitive data off of municipal systems. IC's multiple email notification capability allows
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municipalities to achieve unprecedented online payment adoption rates and provides the
easiest to use, most comprehensive EBPP system on the market.

IC continually assesses our performance through annual Net Promoter Score (NPS) polling
of our clients. NPS asks our clients one simple, important question: How likely would they
recommend our organization to a colleague, family member, or friend on a scale of 1
(not likely at ail) to 10 (absolutely)? NPS then compares negative scores (1 through 6) to
positive scored (9 or 10), ignoring neutrals (7 and 8) to determine our overall score. We

scored 61 in 2018, which is nearly double the industry average of 31. Our

score has increased every year (Figure 3).

Net Promoter Score” JER % Promoters

%% Detractors

0- Detractors Promoters— 10
Invoice CI_ou:J 1 | In;ic_e Cloud vs.;opular Compa_m;s |r_ln;olce_Cloud Steady ImpEen:e;tr
vs.Industry | |
| |
| 2 ' <
| | Figure 3. IC’s Industry-high NPS
[ | Customer Service Ratings. /nvoice
i | i Cloud's customer service is rated
higher than even American EXpress,
‘ , our founders' original inspiration for
invoiceSoftwere ‘ Jel  Invoice American Aitbnb Vedzon o as we o s | Simplifying online pay ments for
Cloud Applications | | Blue Cioud Express | | taxes and utilities.

The Quality Requirements Form (Section 2.0), or set of basic business
standards, must be submitted in the sealed proposal.

IC provides our Quality Requirements Form below.
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Executive Summary

Keep ahead of the speed of change, improving on your 631% online payment and
2,000% paperless adoption, through Invoice Cloud's secure, true SaaS delivery of
customer engaging EBPP features.

' Invoice Cloud /idvan;cagé_s?) thzlity
 of So_n_werville

making it simple for more customers to s Maintain and improve on existing adoption
numbpers since Invoice Cloud implementation

pay thelr .bI”S onl.lne/eleotronlcally, ) and Go-Live without forcing customers to re-
resulting in the highest adopted electronic anirsil

payment and customer engagement
solution. Our clients, including the City of

IC is dedicated solely to implementing
secure, user-friendly, multi-functional
EBPP. Qur business model is based on

o Maintain seamless data reconciliation
between Invoice Cloud and all City billing

Somerville, get the benefit of the highest systems, preventing double-billing and
adopting platform, which is measured by overlapped payments.
e-adoption: » Continually receive new payment options,

e |C generates the highest number of comimunications methods, and improved
online payments as a percentage of security through continuous True SaaS
bills/invoices sent. updates

» |C generates the highest paperless ¢ Highest level of security and lowest risk
enrollment numbers. provides peace of mind to customers wary of

online payments
Higher e-adoption means the system is —_—

easier to use, has the most comprehensive set of features, and has the best marketing
techniques for driving usage (branded collateral, e-mail reminder system etc.). In only six
years since adopting Invoice Cloud in 2011, the City of Somerville has
increased e-adoption by more than 600% and paperless adoption by more
than 2,000% (Figure 4).

[ Figure 4. IC E-
$32.001.696 adoption Growth
for the City of

| Somerville to Date.
Since Go-Live with
IC’s EBPP platform,
which we integrated
with your custom

34,380,372 ' CIS, City customers
| adoption of e-
Total E-Payments payments and
paperless billing
= 2011 = 2018 Jjumped 631% and

2.000% respectively.
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The City can expect to improve on these adoption numbers through the following features of
our comprehensive customer billing and payment solution (Table 1).

Increased e- and paperless adoption without forcing customers to re-enroll

When Invoice Cloud and the City of Somerville first partnered, the City only received just
over 7,000 online payments and only 205 customers had enrolled in paperless billing. In
those years, we have worked with the City to learn how its customers want to pay bills,
continually updating our platform's features without requiring a new contract, installation of
new software or hardware by the City, or downtime shorter than one hour on average a
month. By 2018, the City has increased online payments by more than 600% and paperless
customer enroliment by more 2,000%, resulting in huge savings to the City in time and
money because fewer citizens pay in-person or mail physical checks.

With an advanced EBPP and customer engagement solution like Invoice Cloud,
changing EBPP providers is not just a one change for the City, but a change that
happens for each customer when their next bill is due. By retaining Invoice Cloud, the
City maintains service that more than 9,500 IC-registered and innumerable one-time
customers rely on for bill reminders and advanced payment options like AutoPay. Since
2017, we have sent more than 140,000 bill notification emails on the City's behalf from
Invoice Cloud, and more than 35,000 residents rely on our second and third email
reminders. Few other companies can send three email reminders based on the customer's
current account status, and few customers expect an email from a new provider.

We provide the lowest risk solution to ensure that the 740 Somerville customers who have
linked their City water and real estate accounts will not need to re-register and potentially
lose the ability to pay multiple accounts in a single transaction. We know that the City's
citizens are vocal and diverse, and we also know they will provide strong negative feedback
if they lose the functionality they currently enjoy, like Pay By Text, OneClickPay, Linked
accounts, Paper suppression, and Shopping Cart to pay multiple bills with a single payment.
With an advanced EBPP and customer engagement solution like Invoice Cloud, changing
EBPP providers is not just a one change for the City, but a change that happens for each
customer when their next bill is due.

Seamless data reconciliation between Invoice Cloud and the City's different
billing systems, preventing double-billing and overlapped payments

Invoice Cloud interfaces with more than 90 different third-party systems, including Tyler
Technologies MUNIS and Parkeon. We have integrated with MUNIS more than 60 times,
including for the City of Somerville, and process payments from the City's Parkeon meters.
We continually add new integrations and interfaces, including for systems that conduct non-
invoiced transactions like parking and permits. Our open platform allows us to exchange
data with any system that the City currently conducts business through and any it intends to
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adopt in the future. We also have experience integrating with IPS, Conduent, MyRec,
GoPetie, Citizen Serve, and Bill Trust.

Continual true SaaS delivery of new payment options, communications
methods, and improved security

Invoice Cloud meets future the City's needs and desires through our true Saas$S platform,
requiring no on-site upgrades, patches, or data migrations. The online payment industry has
changed considerably in the past three years and will continue to do so for the next three.
With most platforms, staying ahead of new online communications options, as well as
regulations and security needs, requires constant updates and patches and, in some cases,
entirely new contracts.

With IC’s true Saa$S platform, the City always receives access to all new features as we
release them, no updates or patches required (Figure 5). When we release a new
enhancement, we update a single instance of our platform and then give the City the
opportunity to opt in through remote activation. True SaaS means that the City's customers
log into the latest, greatest, and most secure version of our payment portal every time they
pay their electric bill. This easy activation means that adding new locations to the City's IC
service is simple and doesn't require separate installations.

No need to upload patches and upgrades
Single Instance, Multi-Tenant, to each individual client site, which drives
Software as a Service (Saa$) service levels and delivery of new features!

EODDD3D
FODSRRE

InvoiceCloud

il i
LEFILE

====3

Figure 5. IC’s Single Instance, Multi-Tenant Saa$S Platform. /C updates a single stack of code, and all clients,
including the City, receive enhancements immediately without upload patches or upgrades.

Since Go-Live in 2011, Invoice Cloud has expanded our payment options to meet more of
the City's diverse customer needs (Figure 6), giving the City access automatically through
true SaaS upgrades. IC recognizes that everyone uses the internet and, more importantly,
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pays their bills differently. We continually develop new, fully integrated ways to improve
access to and, ultimately, use of bill payment for improved customer convenience. We fully
integrate the cutting edge into our Saa$S platform so that the City doesn't have to keep
shopping for it. All payment options are fully integrated in our platform and covered under
our own service level agreements and warranty.

Intelligent Communications

Email Text Calendar
Notifications Messaging Reminders

Pay my invoices >

| l l

ONLINE MOBILE IVR LOCAL AGENT / CSR ASSIST
Scheduled One-Time Mobite FPay By Retail - Point Onlire Agent/CSR
payments  AUOPAY  posments  Optimized Text Outbound Inbound Cnsr'n Kiask of Sale Bank Direct  Pontal

=EZEoEagA
22288500 ¢

Figure 6. 1C’'s Communications Engine and Diverse Payment Options Reaches More Payers. The City
saves time and money by engaging customers to pay bills without calling, walking into, or mailing physical checks
to offices.

City of Somerville customers have progressively adopted the following interfaces since roll-
out:
« Email Notifications/OneClickPay: More than 2,000 City customers have paid their bills
through our email reminders--since 2018, that's a 17% year-over-year adoption. Like

Amazon our 1-Click, OneClickPay makes the payment process quicker and easier, skipping
straight to the end of the payment process using the customer's already preferred options.

o Shopping Cart: Last year, 14% more City customers used our Shopping Cart to pay
multiple invoices in a single transaction.

« Scheduled/AutoPay Payment: Last year, 23% more City customers scheduled payments
through our service, postponing payment on bills in accordance with their budgets, but still on
time.

+ Mobile Payments: Last year, 22% more City customers now pay their bills by accessing
our Customer Portal from their mobile device.

« Text Notifications/Pay by Text: Last year, 76% more City customers pay in response toa
text message alert issued automatically by our system.
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Any platform that does not offer these payment options is a step-back for the City that will
surprise customers when their emails no longer offer OneClickPay and text messages stop
entirely.

Highest level of security and lowest risk provides peace of mind to customers
wary of online payments

Our Level 1 PCI Compliance maximally protects payer data in accordance with standards
set by card companies and the FCC. Our commitment to data security has resulted in zero
losses of data or unplanned outages to any of our customers to date. The City’s
constituents can trust their payment information with our third party-certified Level 1 PCI
compliance—the highest possible rating—through Trustwave's Trust Commerce Program
(Figure 7). This level of compliance places us on the Visa Global Registry of Service
Providers, which the City can verify from Visa's web site.

» Security ®
Standards Council

S NACHA P2 Trustwave:

The Blecwonic Payments Asseciation”

Figure 7. IC is Certified as PCI- and NACHA-compliant. The City's sensitive payment data is protected by a
third-party certified vendor.

As a PCl Level 1- and SOC 1 and 2-certified company by qualified third-parties, which
customers can verify for themselves, Invoice Cloud helps the City maintain trust with
customers who have overcome online payment concerns. We know that protecting your
Customers sensitive payment information is critical and feel compelled to provide the
following information directly from Visa's Web site:

The Visa Global Registry of Service Providers

The Registry allows service providers to broadcast their compliance with Visa Inc. rules,
industry security standards and to promote their services to potential clients worldwide.
Clients and Merchants should reference the site regularly as part of their due
diligence process, and should only use service providers that are listed
on the Registry for outsourcing their payment-related services.

The Registry contains service provider information such as company name, company
website, corporate headquarter country, region(s) of operation, types of services offered
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and applicable industry standard/security requirement compliance validation
date.

[For more information: hitps://lusa.visa.com/splistina/splistingindex.html]

Third Party Agent Registration Program (Independent Sales Organizations /
Encryption Support Organizations)

Third Party Agents (TPA) who perform solicitation activities (1ISO), deploy ATM, POS or
kiosk PIN acceptance devices and/or manage encryption keys (ESO), or store,
process, transmit, or have access to Visa cardholder data must be registered
in the TPA Registration Program before issuers, acquirers and
merchants can use their services.

[For more information: https://usa.visa.com/splistinq/splistinqlearnmore.htmll

Please note that ALL providers of payment services for municipalities are Third Party
Agents (TPA) and, as such, Invoice Cloud, ACI Worldwide, Unibank, Official Payments, City
Hall Systems, Kelley and Ryan, and others are all REQUIRED to be registered and listed in
the Visa registry to accept Visa payments on behalf of the City. As a registered TPA, each
provider must be able to show proof of compliance with either an Attestation of Compliance
(AOC) or a Record of Compliance (ROC). To ensure that your providers are Compliant and
Registered, please enter their company names into the official Visa Registry for Third Party
Agents here:
https://www.visa.com/splisti_nq/searchGrsp.do.https://www.visa.com/spIistinq/searchGrsp.do

When Invoice Cloud is entered, it comes up with the following screen, proving compliance
and registration, which Visa clearly states above is required to accept and store Visa card
information (Figure 8). Again, we reiterate that this registration is not optional, it is
required by Visa. With data security first and foremost on many consumers’ minds
today, news agencies are becoming aware of this lack of compliance by certain providers,
and citizen awareness about this lack of compliance and security is about to become
widespread.

B erame L lcEpsuson BTy OF 1T A3IGE00N SR0LTATR

L0 s § B sl iy 81 IR (RSN BT

e SRNCEPROVDER VALID THROUGH waoNOF
Tvet SERVICES pare . ovaxnon  EESAL

vmice Cloud Ine.  aGEN? POIUSS B2 58 Servates B 3, 2815 Truatnave Hoidings ¥ US Cal Erzere

KA U LA
Figure 8. IC’s Listing in the Visa Global Registry of Service Providers. Visa cenifies iC as a PCi DSS v3.2
compliant Agent for Billing Management and Payment Processing for Internet/e-commerce, MOTO/Call Center,

and POS/card present transactions.

Using another company's listing on Visa's Global Registry (e.g., processors like TSYS, First
Data, WorldPay, Vantiv, Global, or Paymentech) DOES NOT substitute for the need to
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register with Visa as a TPA. Invoice Cloud, for example, processes payments through
Chase Paymentech, who is also listed in the Visa Global Registry. We are still required to
register, however, because Invoice Cloud provides the software that accepts, transmits, and
stores the payment information on behalf of the City. Because both Invoice Cloud and
Paymentech meet this requirement by Visa, we provide a compliant TPA and processor
solution. Visa requires all payment providers to municipalities to provide this level of PC|
compliance with no exceptions.

Stating on a web site that one is PCI Compliant is not proof of certification, as Visa clearly
states above that each “Merchant” (in this case the City) must ensure that their TPA is listed
in the Registry prior to accepting Visa card payments. There is only one definitive listing,
and you will find all qualified, compliant vendors are listed in the Visa Registry.

Further, providing a “certificate” that is not an Attestation of Compliance (AOC)
or Report on compliance (ROC) from a qualified assessor, but merely states that a
vendor has achieved “certified status” for PCI/DSS compliance DOES NOT qualify the
vendor as a compliant TPA to accept payments on behalf of the City or any other
entity. PCI/DSS compliance is a test of compliance at the Merchant level, not what is
needed to provide transactional services as a TPA on behalf of others. Compliance at the
TPA level is a significantly higher standard because TPAs store payment card information
for future use, which is not something typically done at the Merchant (i.e., City) level. Again,
as Visa clearly states on their web site, if the City wishes to accept Visa cards from Citizens,
Visa requires it be done by qualified, compliant TPA vendors listed in the Visa Registry.

Invoice Cloud additionally lowers risk through sound financial policy, chiefly by not co-
mingling the funds of our more than 1,000 clients. We avoid the pitfall of acting as an
unlicensed money transfer agent by never holding clients’ funds in our own account and
then dispersing them per City rules. We submit all transactions directly to our payment
processors, who withdraw the funds directly from the customer's payment account and then
deposits the City's funds directly into whichever accounts the City designates. We highly
recommend this process to protect the City from indefinitely delayed payments and future
legal ramifications when the FTC begins enforcing money transfer rules more rigorously.
Table 1. Benefits to the City through IC’s Unique Combination of EBPP Features. The City of Somerville

lowers administrative burden and achieves higher e-adoption through IC's user-friendly. self-service EBPP
system and flexible payment options.

' Invoice Cloud Features Benefits to the City of Somerville

— =1 - W = L

+ Consistent payment experience for customers.

Maintains and improves on
existing adoption numbers
| since Invoice Cloud
implementation and Go-Live * No depending on customers to re-enroll should transition fail.
| without forcing customers to
re-enroll.

+ No transition of existing customers to a new, possibly
incompatible system.

¢ No potential loss of existing AutoPay, Paperless, and Pay-by-
Text enroliments, as well as saved payment options.
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| * aly room to increase online paymeﬁt adcﬁon! |

« No time and effort spent implementing a new, possibly ‘

Maintains seamless data incompatible EBPP system with your combination of billing

| reconciliation between systems.
Invoice Cloud and the City's « Provides a consistent, unified EBPP experience for all City
different billing systems, customers, regardless of payment type, department, or billing
preventing double-billing and system.

overlapped payments.

|
=

e Reduces double-billing and -payments.

« Keep ahead of the speed of change, providing new payment
options based on customer's expectations without time-

| Continually delivers new ' consuming, expensive updates to the City's online infrastructure.

payment options, |

communications methods,

and improved security

through continuous True « Improves adoption through greater customer convenience.

Engages diverse generations of payers, young and old, by
‘ providing the latest interfaces and assistance tools.

| SaaS updates « Allows the City to accept more cash and check payments with
fewer staff burdens.

F ) _ "« Stores sensitive payment data with the highest level of seéurity.
Highest level of security and

lowest risk provides peace of
‘ mind to customers wary of « Mitigates risk of card companies and FCC revoking the City's
| online payments ability to accept credit card payments or deposit City funds.

« Improves adoption rates by security-minded customers.

Quality Requirements

Quality requirements, or basic business requirements, are the minimum set of
standards that an entity must meet and certify to be considered responsible
and responsive. Please complete the Quality Requirements form, below, and
submit it with your completed proposal. The City of Somerville will disqualify
any response that does not meet the minimum quality requirements. A "No”
response to items 1 - 10, or a failure to respond to any of the following
minimum standards, will result in disqualification of your proposal.

— - |
No. | Question YES | NO
Proposer’s firm is in good standing and has no reports of unsatisfactory or non-
1 performance against them? Bidders must list any unsatisfactory or non- /

performance reports against them and any pending litigation(s). Listed shall be
the reporting municipality. contact person & telephone number.

2 Vendor provides a PCl-compliant gateway. v

Proposer has a minimum of five (5) years’ experience in performing the work v
described in this RFP.,
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! 4 | Proposer shall have a minimum of five (5) government clients in Massachusetts Y

(please list clients in technical proposal)
Proposer shall list by name and provide contact information for all on-line
program registration and payments packages with which your system can

5 . . o el N
interface. Vendors shall also submit a minimum of two (2) municipalities where
this interface occurs.
Proposer has capacity to set up terminal stations at each cashiering station,

6 . . L . v
including training of City staff.
Proposer shall service problems with terminals, ongoing IT support and

7 maintenance, and help desk during normal business days, Monday through v
Friday from 8:30 a.m. to 7:30 p.m.

8 Proposer provides live and/or immediate Payor support options via telephone v
and e-mail or live chat during normal business hours.

9 Proposer provides a pay-by-phone option. v
Proposer shall invoice City for its dues in a manner determined by City

10 depending on revenue stream (for example, debiting will only occur for charge- v
backs).
Optional: Are you a Mass. Supplier Diversity Office MBE/WBE certified minority

11 or woman owned business? Additional minority designations may be submitted X
by attaching supporting documentation.

Vendor Personnel

The Vendor shall clearly state the name of the proposed project manager. All
proposed staff must demonstrate the ability to carry out the specified
requirements.

Based on the requirements of this RFP, Invoice Cloud does not anticipate the need for any
transition or implementation services at award of this contract.

Should the City require integration of additional billing systems and create new invoice
types, Invoice Cloud provides all implementation and support services at no additional cost
to the Somerville, City of (MA). Our implementation team, led by our experienced Project
Manager, Mr. Zachary Gerjets, performs the majority of implementation tasks, requiring
little effort from the City to configure your instance of our true Saa$S platform in accordance
with your business rules and integrate with your CIS and any other third-party vendors. Mr.
Gerjets continues to serve as a direct resource for an additional 30 days after Go-Live of our
EBPP solution, ensuring that it works in accordance with the City's service selections and
platforms. He then personally transitions the City to our highly-rated, locally-based Client
Services Center in Marlborough, MA.
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Comparative Evaluation Criteria

Invoice Cloud meets or exceeds all of the City's evaluation criteria for this RFP based on our
experience, qualifications, advanced features proven to increase Somerville customer
adoption, integration capability, customer service, and system stability and security (Table
2). We explain in detail how we deliver the most highly advantageous solution with the
lowest risk to the City in the subsections below.

Table 2. Invoice Cloud's Solution per the City's Evaluation Criteria. The City shouid find that our low risk
solution exceeds most of the City's RFP requirements.

How Invoice Cloud Meets (') or Exceeds
(V+)

| Factor 1: Years of Experience with municipalities in the Commonwealth of

| Evaluation Factor Rating

Massachusetts

Highly Advantageous - Vendor has at least ‘ J/+ 10 years of experience in the in the set up and

five (5) years experience in the set up and monitoring of online bill pay services & ‘
| monitoring of online bill pay services & | credit/debit card processing for municipalities in
credit/debit card processing for municipalities the Commonwealth of Massachusetts with more
| in the Commonwealth of Massachusetts with than 75,000 residents. ‘
| more than 75,000 residents. I v+ 6 years for the City of Somerville alone.

Factor 2: Number of municipalities that vendor has served in the
Commonwealth of Massachusetts

Highly Advantageous - Vendor provides
merchant services processing and payment
gateways for fifteen (15) or more
municipalities in the Commonwealth of
Massachusetts. |

J/+ Invoice Cloud provides merchant services
processing and payment gateways for more than
‘ 100 municipalities in the Commonwealth of
Massachusetts, including the City of Somerville.

 Factor 3: Form and Payment Processing

. ‘ v Supports payments using American Express,
| Highly Advantageous - System proposed Discover, Visa, MasterCard, branded debit cards,
| supports payments using American Express, and electronic checks

Discover, Visa, MasterCard and branded
‘ debit cards (MasterCard/Visa), electronic
checks as well as pay-by-phone and pay-by- ‘
‘ text.

J+ Accepts these payments through Pay by Phone
(IVR), Pay by Text, kiosks, Scheduled and
AutoPay payments, mobile payments, point-of-
sale, Online Bank Direct, and more.

j_Factor 4: Timeliness of Transaction Authorization

| < Authorizes credit card/debit card payments within
Highly Advantageous - Proposed system | seconds of customer entering payment
provides real-time authorizations for information.

credit/debit card payments and performs

‘ minimum ACH payment verifications at time

‘ v Validates ACH routing numbers within seconds of
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| of payrﬁer_n by_cgn%irmmg that the routing
number is valid.

‘ Factor 5: Viability of Security Systems

| v Third-party certified PCI Level 1 compliance
‘ | through annual audits by Trustwave.

v Listed on the Visa Global Registry of Service

‘ Highly Advantageous - Vendor Providers for PCI DSS compliance, which the
demonstrates and documents in detail all City can validate online.

| aspects of security measures that are in ‘ v+ Third-party certified SSAE 18 compliance through
place. annual System and Organization Controls (SOC)

1 and 2 Type Il audits by Skoda Minotti.

| ‘ v Third-party certified SSAE 16 compliant data

| hosting through Microsoft Azure.

|ﬂ Factor 6: Transaction and Merch;t -F;e Processing

| Highly Advantageous - Proposed system |
clearly indicates the City may decide whether |
transaction and merchant fees will be paid by

‘ the customer and maintain the right to
change this if City decides to cover expense.

‘ The convenience fees are processed as
separate and unique transaction amounts,

| not imbedded in the total amount paid.

v+ True Saa$S configurability lets the City determine
whether transaction and merchant fees are paid
by customer per invoice and payment type and
then, if needed, change at any time.

v Processes convenience fees as separate and
| » . H 3
unique transaction amounts, not imbedded in the
total amount paid.

‘ Factor 7_:Erop;sgr’s experience with the software prog_ra;ns relevant to this ‘
| contract.

| Highly Advantageous - Proposer has | v Integrated with MUNIS more than 60 times,
documented experience working with MUNIS including for the City of Somerville. |

‘ and Parkeon (a parking management | v Currently interfaces with the City's Parkeon
company). system. |

| Factor 8: Interface with Separate Online Programs Registration an-d Payments |
Systems '

Highly Advantageous - Vendor can v+ Interfaces with more than 90 online programs
interface with a minimum of two (2) online and registration systems used throughout the

| programs registrations and payments country, many in Massachusetts municipalities.

| systems which operate in Massachusetts | v+ Always adding more through our open platform's
municipalities. | vast AP/ library.

| Factor 9: Overall Quality of Proposal
-
v+ Responds to all listed requirements with services
and functionality, as well as with functionality
| not listed but currently used by many Somerville
| citizens to pay City bills.

| Highly Advantageous - The proposer’s
response is thorough, comprehensive,
detailed and specific. It clearly demonstrates |
the proposer’s understanding of the project
. and City’s strong desire to market this
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;[_éndeavor. The p%posal provides detailed [ v+ Providgs maF(etinE services at no cost 1o help

| examples of the proposer's comparable the City improve e-adoption through education
project experience. The overall content of the and outreach.
proposal provides the maximum assurance | sy provides dedicated project manager with

‘ to the City that the proposer poSsesses the Somerville-specific experience to implement
knowledge, skills, expertise and resources to any new requested functionality with no material
effectively supply the services and ' system downtime or transition burden.

equipment needed to fulfill the terms of the
contract. The proposal also shows the
capability to implement enhancements and
improvements to the system on an on-going
basis.

J+ Continually delivers improved functionality, |
system performance, and security through true |
Saa$S updates to a single code base.

Factor 1: Years of Experience with municipalities in the Commonwealth of
Massachusetts

Highly Advantageous — Vendor has at least five (5) years’ experience in the set up
and monitoring of online bill pay services & credit/debit card processing for
municipalities in the Commonweaith of Massachusetts with more than 75,000
residents.

Invoice Cloud has 10 years of experience in the set up and monitoring of online bill pay
services & credit/debit card processing for municipalities in the Commonwealth of
Massachusetts with more than 75,000 residents, including the following live, ongoing
clients:

« City of Somerville - signed in April 2010

o City of Lowell - signed in February 2012

» City of Boston - signed in March 2013

o City of Cambridge - signed in June 2013

« City of Fall River - signed in August 2013

¢ City of Lynn - signed in March 2014

« City of New Bedford - signed in December 2016

Factor 2: Number of municipalities that vendor has served in the
Commonwealth of Massachusetts

Highly Advantageous — Vendor provides merchant services processing and
payment gateways for fifteen (15) or more municipalities in the Commonwealth of

Invoice Cloud provides merchant services processing and payment gateways for more than
100 municipalities in the Commonwealth of Massachusetts, including the City of Somerville
and the others listed in Factor 1 above.
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Factor 3: Form and Payment Processing

Highly Advantageous - System proposed supports payments using American
Express, Discover, Visa, MasterCard and branded debit cards (MasterCard/Visa),
electronic checks as well as pay-by-phone and pay-by-text.

Invoice Cloud supports payments using American Express, Discover, Visa, MasterCard,
branded debit cards, and electronic checks. Customers can pay with any of these means
through our fully in-house, robust payment options, which are integrated with our true Saa$
(not just vendor hosted) web service. We recognize that everyone uses the internet and,
more importantly, pay their bills differently. We continually develop new, fully integrated
ways to improve access to and use of bill payment. Meeting this diversity of payer needs
has increased online payment adoption by more than 600% and 2,000% paperless
registration for the City (Figure 9).

Intelligent Communications

Email Text Calendar
Notifications Messaging Reminders

Pay my invoices >

I |
ONLINE MOBILE IVR LOCAL AGENT / CSR ASSIST
| m | | .EE | @ | -" =
Scheduled One-Time Mobile Pay By Retail " Paint Online Agent/CSR
Payments ~ fuloPay Payments  Optimized Text Outbound iibatd Casl': Kiosk of Sale Bank Diect Portal

A-N-NN-N-N-N-N-
LL0L88°56%¢

Figure 9. IC’s diversity of online payment options for diverse bill payers. The City saves time and maoney by
providing more opportunities to pay bills without calling, walking into, or mailing physical checks to offices.

We achieve the highest e-adoption rates by providing fully integrated extensive web and
mobile payment options, catering to more payers’ preferences through the following
payment channels:

* Scheduled Payments. Customers can schedule one-time or recurring payments, setting a
future payment date or specific day each month to pay their bills.

e AutoPay. Customers can set-and-forget AutoPay payments, which pays their full invoice
balance when it's due automatically.

¢ One-time Payments. |nvoice Cloud provides the most robust one-time payment experience
in the industry, catering to the nearly half of all online customers who do not register when
paying. We make it easy for non-registered customers to find their bill, make a payment, and
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register during the payment process. One-time payers can even enroll in Pay-by-Text and/or
paperless billing without registering.

«  Mobile Optimized Payments. As of 2017, more than half of all internet users—51.12%—
accessed the internet from mobile devices, which is why we designed our online payment
portal to be mobile responsive and work on virtually any device with an internet connection
and browser.

» Pay by Text. Customers receive a text notification with a direct link to their payment in our
mobile optimized site. Or, if registered, they can pay by simply replying to the text alert.

» Pay-by-Phone/IVR. Customers can access our inbound IVR in both English and Spanish,
and the City can program automated outbound IVR calls to them in either language through
the same service.

. Retail Locations. Certain customer bases can only pay in cash, so we partnered with retail
locations-—-including CVS, 7-Eleven, and Family Dollar--to accept payments from customers
with downloaded barcodes.

« Kiosks. To help save operational costs, we developed a kiosk that takes self-service in-
person payments.

« In-person/Point-of-sale. |f the City wants to accept in-person payments, we make it easy
through our built-in cashiering system in the Biller Portal, which works with optional card
readers and automatically updates the customer's balance in our system in real-time and in
the City's CIS with our daily file transfers.

« Online Bank Direct. Many customers who already pay bills online do so through their bank's
web site, which is digital for them, but still resuits in a paper check to the City and can resuit
in late payments because it's mailed. We developed Online Bank Direct to intercept those Bill
Pay payments from more than 5.000 banking services to present the payment electronically
to the City for matching and automatic electronic funds transfer (EFT).

« Agent/CSR Portal. IC can integrate with most CSR portals as a SSO payment acceptance
portal through our CloudCSRConnect API. With CSRConnect, a City CSR can process a
payment without logging into the IC Biller Portal. We connect fields via API, which aliows iIC
to dynamically create or update a customer as well as the customer's current invoice details
and balance.

Factor 4: Timeliness of Transaction Authorization

Highly Advantageous — Proposed system provides real-time authorizations for
credit/debit card payments and performs minimum ACH payment verifications at
time of payment by confirming that the routing number is valid.

IC authorizes credit card payment information as the customer enters it during checkout. We
complete the round-trip credit card authorization process with Chase Paymentech in
seconds, providing reai-lime authentication and, if the card ie rejected, the opportunity to
finish the payment with alternate remittance without logging back in later. We also verify
Routing Numbers during data entry assuring the bank information is valid.

Factor 5: Viability of Security Systems
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Highly Advantageous - Vendor demonstrates and documents in detail all
aspects of security measures that are in place.

IC provides a secure, private and Payment Card Industry (PCI) Level 1 Compliant solution
that is certified by Trustwave’s Trust Commerce Program as a level 1 third party processor.
Level 1 PCI compliance is the highest in the industry and required of any
vendor who processes Visa transactions per the rules of the Visa Global
Registry of Service Providers. Ve are also PA-DSS (Payment Application/Data
Security Standard) certified for Point of Sale (POS) applications and SSAE 18 Type Il SOC
1 and 2 certified by Skoda Minotti & Co.

Unlike lower levels of PCI compliance that
merely self-report their compliance, Level
1 certification requires on-site appraisal by
a third-party qualified assessor.
Trustwave, a QSA, continually validates

' Invoice Cloud's Thoroughly Certified ‘
' Payment Information Security
| e Third-party certified PCI Level 1Err_1rriance_
through annual audits by Trustwave
e Third-party certified SSAE 18 compliant

Invoice Cloud's compliance through o
through annual System and Organization

BT S e e reVIews a”f’ RUERSOY Controls (SOC) 1 and 2 Type Il audits by
network security scans with an approved Skoda Minotti ‘

ASV as required by both Visa and
MasterCard. It is critical that any vendor
serving a client with as many transactions
as the City be able to regularly prove PCI
Level 1 compliance, as non-compliance

Double Encryption Methodology so secure
that Trustwave recommended we patent it

* Third-party certified SSAE 16 compliant data
hosting through Microsoft Azure

+ Listed on the Visa Global Registry of Service |

can result in penalties from card : )
. pd the Eederal Trad | Providers for PCI DSS compliance, which
companies an SRSl 208 the City can validate online

Commission. These penalties range from | — — = —_—
fines to revoking the vendor's ability to process any cards at all.

IC strives to more than ensure compliance with current and ongoing legal and regulatory
requirements, maintain full PCI Level 1 compliance, and deliver the most advanced security
to protect the financial data of the City’s citizens. IC improves the billing experience above
and beyond what is required with several unique security features, including our Double
Encryption Methodology (DEM). Our CEO and SVP of Operations continually monitor
emerging legal and regulatory requirements and routinely audit our current capabilities to
meet or exceed them. Data is secure during collection and transmission via TLS with 256-bit
encryption or better. Invoice Cloud is responsible for the security of all cardholder data
that Invoice Cloud possesses, relieving the City of most PCI requirements.

IC has full and immediate control over our web site domains, allowing us to design and
implement advanced rerouting and disaster recovery solutions. We can quickly point traffic
to another server in the event of a major failure or breach. These controls make IC Level 1
PCI compliant, which we fully attest to (Figure 10). The City can download our full
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attestation of PCI Level 1 compliance through the following URL:
https://invoicecloud.app.box.com/file/342581828628.

Invoice Cloud maintains full compliance with Cardholder Information Security Program
(CISP) regulations. Invoice Cloud uses the U.S. Federal Reserve Automated Clearing
House (ACH) network for fund transfers. Invoice Cloud follows the National Automated
Clearing House Association (NACHA) operating rules and guidelines. All files are
transmitted in accordance with NACHA guidelines. These rules are heavily governed and
enforced by NACHA to all who use the ACH system. Additionally, NACHA updates these
regulations yearly to accommodate changes in business, such as globalization.

Soction 3: Validation and Attestation Details

Part3, PGIDSS Validation

This AOC is based on results noted in the ROC dated October 30, 20-18.

Based on the resulls documented in the ROC noted above. the signatones identfied in Parts 3b-3d, as
applicable, assori(s) the followng compliance status for the entity identified in Parn 2 of this document

{check onej:
5  Compliant Al o — Figure 10. IC’s PCI
! omp! sactions of the PCl DSS ROC are compiete. al questions answered affirmativaly L 11 Attestati
| rosulting in an overall COMPLIANT raling, theraby Invoice Cloud has de ; . eve estation
| with the PCI DSS aby as demonsirated fuil compliance of Compliance. We

{3 Non-Compliant: Not at sections of the PCI DSS ROC are complote, of not all question e fully comply with the
atively. res an ovesall COME - PRI PCI DSS.

IC’s security protocols go far above and beyond what is required by the industry. We have
one of the strongest—if not the strongest-- security procedures in the industry. To start, we
use two levels of encryption, called Double Encryption Methodology (DEM), even though
only one is required by PCI. By using two separate encryption layers, in the unlikely event
that a hacker ever stumbled over a valid data element, he/she would have to go through an
entirely new process to find a second. Other companies encrypt files; Invoice Cloud
double encrypts all data elements. Due to the public nature of RFP responses, we
cannot provide full details of our encryption schemes, but we have been told by TrustWave,
one of the most advanced security firms in the country, that our encryption techniques are
so advanced that they should be patented.

IC protects the City’s sensitive data and access to it through warm redundancy at our data
center, which is hosted and managed by Microsoft Azure. Azure provides full redundancy to
protect data and eliminate loss of service or downtime. Azure is SSAE 16 Type 11 SOC 1
and 2 certified (which supersedes and effectively replaces the Statement on Auditing
Standards (SAS) No. 70 Type I1) and PCI certified as a level one service provider annually,
which reinforces Azure's ability to provide secure services to its customers, particularly in
the e-commerce sector, where the need to protect cardholder information is critical. The
scope of Azure's PCl service provider accreditation covers physical security for US data
centers and offices, as well as employee access to network devices. Redundancy is
carefully planned for all Azure equipment using virtualization and snapshot/backup

technology.
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Invoice Cloud has full and immediate control over its website domains. This allows Invoice
Cloud to design and implement advanced routing and disaster recovery solutions where
traffic can quickly be pointed to another server in the event of a major failure.

IC’s PCI DSS compliance for POS transactions places us on the Visa Global Registry of
Service Providers (Figure 11). Visa provides this registry as “the payment industry’s
designated source for information on registered and compliant agents that provide payment-
related services to Visa clients and merchants.” Visa recommends clients and merchants
“reference the site regularly as part of their due diligence process” and to “only use
service providers that are listed on the Registry for outsourcing their payment-related
services.” The City can find us, and check for any other bidding companies, on this registry
through the following URL: http://www.visa.com/splistina/searchGrsp.do.

™7« €0 Byt upan erTiry Of1Me WteTon DeCumerss

@ dcn £t 50 dags oot o Ty B INe LK 0 ety

comranr swactrioviots VALID THEOUGH . RIGION OF .
et TS sATH ormaanon LAl
trpice Goud In. aaeit a8k 2534 PO LS Sarvtes Ot 31, 2004 frustaree Hokdags tar U (AN izeme

Ba 52

Figure 11. IC’s Listing in the Visa Global Registry of Service Providers. Visa certifies IC as a PCIDSSv3.2
compliant Agent for Billing Management and Payment Processing for Internet/e-commerce, MOTO/Call Center,
and POS/card present transactions.

Factor 6: Transaction and Merchant Fee Processing

Highly Advantageous - Proposed system clearly indicates the City may decide
whether transaction and merchant fees will be paid by the customer and maintain
the right to change this if City decides to cover expense. The convenience fees are
processed as separate and unique transaction amounts, not imbedded in the total
amount paid.

Invoice Cloud offers both convenience fee and absorbed fee models for credit card
processing. In the absorbed model, the City would pay the credit card costs along with a fee
to Invoice Cloud on each credit card transaction and for any ACH transaction. In the
convenience fee model, sometimes called service fee model. the City resident or customer
would pay an additional charge on top of the fee (tax payment, for example) being paid to
the City for any credit card or ACH transaction.

Different invoice types (tax, copy fees, traffic tickets, marriage licenses, etc.) can have their
own pricing model, convenience fee or absorbed. We can apply these on an invoice type-
basis, allowing the City to choose which payments' fees it absorbs or passes on to the
customer. And we can easily change these fee models at any time and as often as the City
needs through Invoice Cloud's true Saa$S configurability.
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As a true Saa$S platform with more than 1,000 different clients with unigue business rules
and needs, IC can accommodate most changes through our system's

advanced configurability. The City can already access our full platform's solution and new
functionality to meet new business priorities or rules, which simply requires activation or
configuration on our end. The City does not need to do anything but provide IC their
business rules, and we can configure your instance of our true Saa$ platform to behave
accordingly (Figure 12).

PAYMENT OPTIONS

& &
o

ol
&6
SRGHINE

BUSINESS RULES:

NOTIFICATIONS

Figure 12.1C’s True SaaS Configurability Aligns
with Business Needs Without Customization. The
City receives the exact payment experience it needs.
in accordance with its rules, without customizations
and slow, individual updates.

SISRECISRICRO

o0

Invoice Cloud processes all service fees as a separate transaction from the payment
amount, depositing the payment amount directly to the City's designated deposit account
and our fees directly to ours. The City can see service transactions as separate from its own
transactions in all Biller Portal reporting, and customers see the service fee listed as a
separate line item in the Customer Portal during the payment process.

Because Invoice Cloud maintains this separation between our fees and the bill amount, we
neither touch the City's funds nor co-mingle your funds with other clients. We avoid the
pitfall of acting as an unlicensed money transfer agent by never holding clients’ funds in our
own account and then dispersing them per City rules. Our payment processor, Chase
Paymentech processes all credit, debit, and ACH charges, withdraws the funds directly from
the customer's payment account and then deposits the City's funds directly into whichever
accounts the City designates for deposits. We highly recommend this process to protect the
City from indefinitely delayed payments and future legal ramifications when the FTC begins

enforcing money transfer rules more rigorously.
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Factor 7: Proposer’s experience with the software programs relevant to this
contract.

Highly Advantageous - Proposer has documented experience working with
MUNIS and Parkeon (a parking management company).

Invoice Cloud has integrated with MUNIS more than 60 times, including for the City of
Somerville. We also interface with the City's Parkeon system,.

Factor 8: Interface with Separate Online Programs Registration and Payments
Systems

Highly Advantageous - Vendor can interface with a minimum of two (2) online
programs registrations and payments systems which operate in Massachusetts
municipalities.

Invoice Cloud interfaces with more than 90 online programs registration and payment
systems, including the following used in Massachusetts municipalities:

*  MUNIS - City of Somerville, City of Boston, and many more live.
e PeopleGIS — Town of Arlington, Town of Belmont, and many more live.
e Conduent - City of Boston (live) and City of Cambridge (in-process).

¢ Northern Data Systems — Marblehead Municipal Light Department, Town of Mansfield
Electric Department, and many more live.

» GoPetie — Town of Weymouth

e MyRec - Integration ready for customers

¢ Citizen Serve - City of Somerville and Town of Montague live.
e Bill Trust — Town of Harwich and Town of Provincetown live.

¢+ And many more in process!

As an open platform, we can interface with any online programs registration and payments
system vendor.

Factor 9: Overall Quality of Proposal

Highly Advantageous - The proposer’s response is thorough, comprehensive,
detailed and specific. It clearly demonstrates the proposer’s understanding of the
project and City’s strong desire to market this endeavor. The proposal provides
detailed examples of the proposer’s comparable project experience. The overall
content of the proposal provides the maximum assurance to the City that the
proposer possesses the knowledge, skilis, expertise and resources to effectively
supply the services and equipment needed to fulfill the terms of the contract. The
proposal also shows the capability to implement enhancements and improvements
to the system on an on-going basis.
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As the City's current EBPP provider, we fully understand what is needed to provide a
solution that addresses all of the City's needs. Our proposal articulates that our ability to
implement enhancements on an on-going basis (true SaaS) and expand our services to
additional City Departments (Cloud Pay & Cloud Store).

Invoice Cloud organized our proposal in accordance with City's instructions in the following
RFP sections:

e Section 1.3. Submittal Instructions
s Section 2.0, Rule for Award/Specification/Scope of Services

« Section 4.0. Pricing
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References

Reference 1. City of Boston, MA

The name, address, telephone number, and email address.

City of Boston

1 City Hall Square, Suite 500

Boston, MA 02201-2013

Georges Hawat, Director IT Solutions
617-635-4783
georges.hawat@boston.gov

A description of the work performed under each contract.

Invoice Cloud provides all online and electronic payments for the City. Boston has been a
client of Invoice Cloud since 2013. The City uses Invoice Cloud for all their Online and Point
of Sale processing. EBPP & Payments for Towing Fees (Conduent), Business Improvement
District, Personal Property Tax, Real Estate Tax (Tyler MUNIS), Motor Vehicle Tax, Boat
Excise Tax, Dog Licenses, Parking Tickets, Fire Permits, Physician Certificates,
BostonCanShare Program, Police Dept. Exam Fees, Fire Dept. CanShare, Police Dept.
CanShare, Boat Mooring Permits and Code Enforcement Tickets.

Much like most municipalities these days, Boston was looking for a payment provider that
could be the sole provider for all the payments in the City, which provides their payers a one
stop shop experience, while also streamlining internal efforts to increase efficiency and
decrease costs. Here are just some of Boston's numbers:

» Email reminders Sent to date: 1,101,167
» Registered Customers: 59,107
e Linked Accounts (RE, MV, etc.): 15,050

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the City with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.
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The dates of performance.
Go-Live on 7/1/2013 with service ongoing today.

The volume of the work performed.

$289,410,040

$155,003.500

Figure 13. Volume
of City of Boston e-

; Payments through
Invoice Cloud.
Total E-Payments Since 2014, Boston
received 87% more
®2014 #2018 electronic payments.

Reference 2. Marion County, IN
The name, address, telephone number, and email address.

Marion County, IN

Marion County Treasurer's Office
200 E. Washington St
Indianapolis, IN 46204

Claudia Fuentes, Treasurer
317-327-4444
Claudia.Fuentes@indy.gov

A description of the work performed under each contract.

Marion County Treasurer’s office has used the Invoice Cloud EBPP platform since

2012. They have experienced incredible growth year after year with online e-adoption. The
County currently uses the IC suite of features for personal property tax, real-estate tax and
mobile home tax. They rely heavily on the IC flex-pay (payment plans) for citizens along with
using the Online Bank Direct, Auto Pay, IVR, E-Bill reminders and many more aspects to
the IC platform. This has caused Marion County to see shorter lines on tax due dates, and
lower call volume due to the customer self-service model that IC has created.

The amount of the contract.

N/A: Convenience Fee Model with no charge for implementations
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A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the County with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 04/9/2012 with service ongoing today.

The volume of the work performed.

$121,714,841

Figure 14. Volume
347,471,814 of Marion County
e-Payments
through Invoice
Cloud. Since 2012

TOtal E-Payments Indianapolis

received 156% more
m2012 w2018 electronic payments.

Reference 3. City of Cambridge, MA

The name, address, telephone number, and email address.

City of Cambridge

795 Massachusetts Avenue

Cambridge, MA 02139

Irene Giannopoulos, Project-Cash Manager
617-349-4223
igiannopoulos@cambridgema.gov

A description of the work performed under each contract.

Cambridge has been a client of Invoice Cloud since 2014. The City uses Invoice Cloud for
Online and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real
Estate Tax, Motor Vehicle Tax & Water (Tyler MUNIS), Traffic & Parking Fees (Conduent),
Police Detail & False Alarms Fees (QED), Municipal Lien Certificates, Vital Records, Dog
Licenses, Scholarship Donations, Mayor's Disaster Relief Fund, Towing Fees.
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Much like most municipalities these days, Cambridge was looking for a payment provider
that could be the sole provider for all the payments in the City and have continued to use IC
for additional City Depts, which provides their payers a one stop shop experience, while also
streamlining internal efforts to increase efficiency and decrease costs.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the city with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 06/23/2014 with service ongoing today.

The volume of the work performed.

88,439,676

Figure 15. Volume
of City of
Cambridge e-
22,213,876 Payments through
Invoice Clioud.
Since 2015,

TOtal E-Payments Cambridge received
m 2015 = 2018 298% more

| electronic payments

Reference 4. Town of Brookline, MA
The name, address, telephone number, and email address.

Town of Brookline

333 Washington Street, Brookline, MA 02445
Jeana Franconi - Finance Director/Treasurer
617-730-2020

ifranconi@brooklinema.gov
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A description of the work performed under each contract.

Brookline has been a client of Invoice Cloud since 2011. The Town uses Invoice Cloud for
Online and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real
Estate Tax, Motor Vehicle Tax, Water & Sanitation (Vadar), Permits (Accela), Parking
Permits & Meters (Passport Parking & IPS Group), Vital Records, List of Residence Fees,
Zoning By-Laws Fees, Elderly/Disabled Tax Fund Payments, Fire Permits, Building Permits,
Transportation Permits, Planning Permits, Health Permits & Licenses, Selectman Licenses
and DPW Permits.

Much like most municipalities these days, Brookline was looking for a payment provider that
could be the sole provider for all the payments in the Town and have continued to use |C for
additional Depts, which provides their payers a one stop shop experience, while also
streamlining internal efforts to increase efficiency and decrease costs. Here are just some of
Cambridge's numbers.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the Town with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 08/08/2011 with service ongoing today.

The volume of the work performed.

$44,029,688

Figure 16. Volume
of Town of
Brookline e-
Payments through
Invoice Cloud.

$6,722,437

Since 2012
Tota l E-Pa yme ntS Cambridge received
555% more
m2012 =2018 electronic payments.
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Reference 5. Town of Westborough, MA
The name, address, telephone number, and email address.

Town of Westborough

34 West Main Street
Westborough, MA 01581

Raobert Haley, Treasurer/Collector
508-366-3025

rhaley@town.westborough.ma.us

A description of the work performed under each contract.

Westborough has been a client of Invoice Cloud since 2018. The Town uses Invoice Cloud
for EBPP and Point of Sale Payments for Personal Property Tax, Real Estate Tax, Motor
Vehicle Tax & Water (Patriot Properties). Robert Haley has worked with IC in previous
municipalities as well, and he wanted to bring the same ease of use and unmatched
functionality to the residents of Westborough, while also streamlining internal efforts to
increase efficiency and decrease costs.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the Town with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 06/29/2018 with service ongoing today.
The volume of the work performed.

Westborough has been on the Invoice Cloud Platform less than one year.

Reference 6. City of Haverhill, MA

The name, address, telephone number, and email address.

City of Haverhill, MA
4 Summer Street, Room 114
Haverhill, MA 01830
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Alicia McOsker, Treasurer & Collector

978-420-3638
amcosker@cityofhaverhill.com

A description of the work performed under each contract.

Haverhill has been a client of Invoice Cloud since 2013. The City uses Invoice Cloud for
Online and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real
Estate Tax, Motor Vehicle Tax, Boat Excise Tax & Water (Softright). Much like most
municipalities these days, Haverhill was looking for a payment provider that could be the
sole provider for all the payments in the Tax office, which provides their payers a one stop
shop experience, while also streamlining internal efforts to increase efficiency and decrease
costs.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the City with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 02/01/2013 with service ongoing today.

The volume of the work performed.

$9,028,972

Figure 17. Volume
$3,585.434 of City of Haverhill
e-Payments
through Invoice
Cloud. Since 2013,
Haverhill received

Total E-Payments 151% more
2013 u2018 | electronic payments.
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Reference 7. Town of Dartmouth, MA
The name, address, telephone number, and email address.

Town of Dartmouth, MA

400 Slocum Rd

Dartmouth, MA 02747

Garry Carreiro, Town Collector
508-910-1807

gcarreiro@town.dartmouth.ma.us

A description of the work performed under each contract.

Dartmouth has been a client of Invoice Cloud since 2012. The Town uses Invoice Cloud for
Online and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real
Estate Tax, Motor Vehicle Tax, Boat Excise, Water & Sanitation (Tyler MUNIS), Parking
Tickets, Building Permits, Harbormaster Fees, Dartmouth Schools Fees, Police Dept Fees &
Municipal Lien Certificates.

Much like most municipalities these days, Dartmouth was looking for a payment provider
that could be the sole provider for all the payments in the Town and have continued to use
IC for additional Town Depts, which provides their payers a one stop shop experience, while
also streamlining internal efforts to increase efficiency and decrease costs.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the Town with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.

Go-Live on 06/28/12 with service ongoing today.
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The volume of the work performed.

§7,752,025

Figure 18. Volume
of Town of
Dartmouth e-
$2,391.371 Payments through
Invoice Cloud.
Since 2013,

Total E-Payments Dartmouth received
212013 m 2018 224% more

electronic payments.

Reference 8. Town of Harwich, MA

The name, address, telephone number, and email address.

Town of Harwich, MA

732 Main St, Harwich, MA 02645

Amy Bullock - Treasurer/Town Collector
508-430-7501
abullock@town.harwich.ma.us

A description of the work performed under each contract.

Harwich has been a client of Invoice Cloud since 2010. The Town uses Invoice Cloud for
Online and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real
Estate Tax, Motor Vehicle Tax, Boat Excise Tax (Blue Moon Industries), Water (MUNIS),
Permitting, Harbormaster Fees, Recreation Dept Fees & Miscellaneous Fees.

Much like most municipalities these days, Harwich was looking for a payment provider that
could be the sole provider for all the payments in the Town and have continued to use IC for
additional Depts, which provides their payers a one stop shop experience, while also
streamlining internal efforts to increase efficiency and decrease costs.

The amount of the contract.

N/A: Convenience Fee Model with no charge for implementations.
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A description of the nature of the relationship between Offeror and the

customer.

Invoice Cloud has a contractual relationship to provide the Town with electronic bill
presentment, customer engagements and payments, including integration with their various

software platform. Payers have access through an online portal.
The dates of performance.
Go-Live on 04/12/10 with service ongoing today.

The volume of the work performed.

$5,518,567

Total E-Payments
= 2013 = 2018

Reference 9. Town of Stoneham, MA

The name, address, telephone number, and email address.

Town of Stoneham, MA

35 Central St, Stoneham, MA 02180
Paulette Gerry, Treasurer/Tax Collector
781-279-2660
pgerry@stoneham-ma.gov

A description of the work performed under each contract.

Figure 19. Volume
of Town of Harwich
e-Payments
through Invoice
Cloud. Since 2013,
Dartmouth received
1.386% more
electronic payments

Stoneham has been a client of Invoice Cloud since 2015. The Town uses Invoice Cloud for
Cnline and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real

Estate Tax, Motor Vehicle Tax & Water (MUNIS).

Much like most municipalities these days, Harwich was looking for a payment provider that
could be the sole provider for all the payments in the Tax Office, which provides their payers
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a one stop shop experience, while also streamlining internal efforts to increase efficiency
and decrease costs.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the Town with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 06/23/2015 with service ongoing today.

The volume of the work performed.

$4,106,591

$2,445,360 Figure 20. Volume
of Town of
Stoneham e-
Payments through
Invoice Cloud.
Since 2016,

TOtal E-Payments Stoneham received

68% more electronic
®2016 2018 payments

Reference 10. City of Portsmouth, NH

The name, address, telephone number, and email address.

City of Portsmouth, NH

1 Junkins Avenue

Portsmouth, NH 03801

Becky Benvenuti, Revenue Administrator/Tax Collector
603-610-7209

becky@cityofportsmouth.com
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A description of the work performed under each contract.

Portsmouth has been a client of Invoice Cloud since 2015. The City uses Invoice Cloud for
Online and Point of Sale processing. EBPP & Payments for Personal Property Tax, Real
Estate Tax, Motor Vehicle Tax, Water (Stonehill Solutions), Parking, Building Permits, Dog
Licenses, Vital Records & Miscellaneous payments.

Much like most municipalities these days, Portsmouth was looking for a payment provider
that could be the sole provider for all the payments made to the City, which provides their
payers a one stop shop experience, while also streamlining internal efforts to increase
efficiency and decrease costs.

The amount of the contract.
N/A: Convenience Fee Model with no charge for implementations.

A description of the nature of the relationship between Offeror and the
customer.

Invoice Cloud has a contractual relationship to provide the City with electronic bill
presentment, customer engagements and payments, including integration with their various
software platform. Payers have access through an online portal.

The dates of performance.
Go-Live on 02/19/2016 with services ongoing.

The volume of the work performed.

$9,984,336

Figure 21. Volume
of City of
Portsmouth e-
$2,299,897 Payments through

Invoice Cloud.
Since 2016,

£ Portsmouth received
Total E-Payments e

® 2016 = 2018 electronic payments.
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SPECIFICATIONS/SCOPE OF SERVICES

Rule for Award

The contract(s) shall be awarded to the responsible and responsive
proposer(s) submitting the most advantageous proposal response(s), taking
into consideration all evaluation criteria as well as price. Vendors may choose
to collaborate on a response to this RFP. Proposers are invited to submit
proposals for Part | or Part Il, as detailed below, or both services together. The
City shall award one or as many contracts as it deems in its’ best interest.
Subcontractors used by the contracted Vendor must be approved in writing by
the City. The contract will be awarded within ninety (90) days after the proposal
opening. The time for award may be extended for up to 45 additional days by
mutual agreement between the City and the most highly advantageous and
responsible offeror.

Invoice Cloud is responding to both Parts | and 1. We perform all work and services in-
house, requiring no subcontractors.

PART | Scope of Work/Specifications / Requirements for Payment
Gateway and Merchant Services

Vendor shall provide a PCl-compliant gateway to accept online payments for real estate and
personal property taxes, water bills, vital records, and any other bills or charges owed to the
City or items citizens can purchase from the City. Vendor shall also have the ability to
provide a merchant account for credit card processing at various City Departments including
but not limited to Treasury, City Clerk, Engineering, Inspectional Services, Public Works,
Traffic & Parking, and Public Safety Departments. Credit Card terminals will be required at
each cashier station to facilitate payment and provide receipts.

Invoice Cloud processes credit and debit cards, including Visa, MasterCard, Discover, and
American Express. We also process electronic check (e-check) payments via electronic
fund transfers (EFT) and Automated Clearinghouse (ACH) channels. The City can choose
which payment methods to allow per invoice type based on its business rules, which we can
easily accommodate through flexible, true Saa$S settings.

IC meets both current and future City needs and desires through our true Saa$ platform,
requiring no on-site upgrades, patches, or data migrations. The online payment industry has
changed considerably in the past three years and will continue to do so for the next three.
With most platforms, staying ahead of new online communications options, as well as
regulations and security needs, requires constant updates and patches and, in some cases,
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entirely new contracts. With IC’s true Saa$ platform, the City always receives access to all
new features as we release them, no updates or patches required. When we release a new
enhancement, we update a single instance of our platform and then give the City the
opportunity to opt in through remote activation. True SaaS means that the City’s customers
log into the latest, greatest, and most secure version of our payment portal every time they
pay their bill. This easy activation means that adding new invoice types to the City's IC
service is simple and doesn't require separate installations.

IC easily scales up to add increased revenue sources within the City. For many of our
clients, we support various departments, each with their own unique bill presentment and
payment needs. For any customer, we may process invoiced payments for water, sewage,
real estate taxes, motor vehicle registration fees, as well as infrequent or one-time
payments like marriage license fees, building permits, or charity drives (Figure 22).

P, S Sign in Contag! Us

Pay or View Bills H

Piease select an lem bekow 10 gt started, |

‘ Real Estate Taxes > j ( Personat Praperty Taxes )'\} ( Water Bill )
e 1 e Figure 22.

( Maniage Certificates °,‘ Examples of
= — Payment Options

B ( white Good Stickers ») Vendor Vehicle for Multiple
R Departments. /C

Insp

Birth Certificales o" ( Death Certificates

| easily integrates
additional
| departments and

| The City of Somervifie 1s exciled lo offer residents an easy and converent method to view and pay thew eat payment types
pstale amt parsonal propetly tax ills enbine beyond Llf//ify bills.

Invoice Cloud provides credit card terminals compliant with the City 's billing systems, which
we integrate through our PCl Level 1-certified CloudPOSConnect application.
CloudPOSConnect serves as the connection between the City's billing system and IC,
running efficient and secure payment transactions with real time navment posting to the
City's billing system (Figure 23). This allows customer services representatives to accept
payments over the counter or over the phone, using Invoice Cloud’s card readers — directly
from the City's core bill system admin portal.
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Figure 23.
CloudPOSConnect
Over the Counter
Transaction. The
City can take over
the counter
payments and still
recelve real-time
updates to your CIS.

The City requires a daily batch report from the awarded Vendor in order to reconcile cashier
activity and bank account(s). The Vendor’s equipment shall integrate with the City’s MUNIS
and other collection and accounting software programs currently in use or hereinafter
acquired, for example CitizenServe is currently used for licensing and permitting. Credit card
numbers shall not be stored on any City equipment and shall solely reside on Vendor
terminals. Signature storage is strongly recommended in order to refute charge backs.

Invoice Cloud integrates with more than 90 different software platforms, including the City's
MUNIS CIS as well as MyRec, Conduent, and many others. IC updates our reporting in real-
time as we process transactions and pushes these records in batches to MUNIS. Because
all IC payment options are fully integrated, this means we update our reporting in real-time
even if customers pay in-person, over the phone through IVR or Pay by Text, or even
through kiosks. We also update our reporting per batch from MUNIS and other CISs, so we
also receive payment records from any other method of payment the City uses.
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We are capable of interfacing directly with -
MUNIS through at least batches and can Seamless Integration Keeps Sensitive 1
explore a real-time connection depending | Data Off City Systems
on the availability of Tyler and other . .
vendors' IT representatives. If the other
vendors are amenable, we can develop a
fully real time connection, both receiving
billing updates from the City's systems
using our RTDR tool and posting payment
updates back using our proprietary Data
Pump per transaction. Using the Data
Pump, IC shows payment history for payments made through all channels, even channels
made through offline avenues. The City’s system would receive real-time data exchange
with 1C’s hosted infrastructure, regardiess of payment method, keeping all data views in IC
fresh and preventing double-billing (Figure 24).

Core Billing I-—b
I Platform InvoiceCloud

Invoice Cloud stores, processes, and transmits
all credit card data on our own secure hosting.
We secure data during collection and
transmission via TLS with 256-bit encryption or
better. We are responsible for the security of
all cardholder data in the IC system, relieving
the City of all PCI requirements for stored
data.
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Our Data Pump seamlessly moves data between IC and the City's backend databases or
CISs in real time, including payment, paperless, and Autoay data. We can use the Data
Pump to move other data in real time if needed. Our Data Pump and RTDR tools use
handshake methodology to keeps our records up to date, so IC automatically receives the
customer's new balance seconds after it is paid, for example, through a lockbox or at a City
office. Once the offline payment is processed and our RTDR tool receives data from the

InvoiceCloud”

Confidential/Proprietary




Non-Price Proposal City of Somerville
RFP #19-83 Payment Gateway and Merchant Services May 29, 2019

City's systems, indicating that the customer no longer has a negative balance, IC
discontinues sending reminders for the paid bill.

The handshake also holds all transactions as pending until we receive
acknowledgement from the billing system that the transaction has been
received. This ensures that no transactions get lost in cyber space (a common
complaint with our competitors). The City can review Data Pump history in the
Biller Portal to review time of payment and when its CIS acknowledged and
received it.

Functionality. The successful vendor will provide and maintain electronic
payment processing that meets the following:

Payment gateway shall provide for City-wide collections, i.e. payments from any Payor to
any city department or agency.

Invoice integrates with more than 90 disparate systems, even multiple disparate billing
systems for individual clients. We often accommodate multiple offices or departments for
each client, each of which may use their own software solution for managing customer
records. However, we also recognize the importance of presenting a simple, unified
payment interface for end customers, which encourages higher e-adoption and reduces
operational burdens and costs on our clients.

IC easily scales up to add increased revenue sources within the City. For many of our
clients, we support various departments, each with their own unique bill presentment and
payment needs. For any customer, we may process invoiced payments for water, sewage,
real estate taxes, motor vehicle registration fees, as well as infrequent or one-time
payments like marriage license fees, building permits, or charity drives (Figure 25).
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Confidential/Proprietary InvoiceCloud”




Non-Price Proposal City of Somerville

RFP #19-83 Payment Gateway and Merchant Services May 29, 2019

Vendor's software meets compatibility requirements with Tyler Technology’s MUNIS
software as related to data import and export files including MUNIS scheduler. Software
must allow for automated transaction file import and download exports with set up
functionality compatible with vendor’s existing processing and setup functionality. Vendor
must be able to conform to technical changes including upgrades as implemented by Tyler
Technology on MUNIS software over the period of the contract. Similar compatibility, import
and download functionality will be required for other bill types and other systems as
determined by the City.

The City receives the ability to expand the platform with other bills and statements in the
future through IC’s integration ability with any CIS. Our expertise is integrating with billing
software platforms to provide the best EBPP solutions for local government and utility
clients. IC has integrated with more than 90 billing systems, including MUNIS, which we
have integrated with more than 60 times.

Furthermore, IC contracts with a former Tyler Technology MUNIS employee—who worked
with the MUNIS platform for over 10 years—to assist with all MUNIS installs. He is familiar
with the different versions of MUNIS and all its inner workings. IC leverages internal tools
we have built, in conjunction with the MUNIS scheduler, to automate the daily transfer of
balance/adjustment files and ensure that IC and the City's billing systems stay in-sync.
While we have existing integrations with MUNIS software, IC is more than happy to
integrate with any other department’s software in the future. This will give the City the ability
to expand the platform with other bills and statements in the future.

Through our proven, seamless integration with MUNIS, IC presents the City with the
opportunity to maximize its investmentin its CIS. IC updates MUNIS with compliant batch
files, ensuring 100% data integrity. This synchronization eliminates double payments
between payment and batch transmission as well as all manual processes to track
enrollment in various payment processes like AutoPay and Paperless billing. This means a
simpler payment process for both City personnel and customers.

The City should expect a very smooth integration, fantastic customer experience, and
achieve the highest adoption possible. Our clients frequently enjoy 3-5 times the e-adoption
of competing online payment services; the City of Somerville has greatly
exceeded this average with more than 600% adoption. When fewer citizens
walk into the City's offices to pay or mail physical checks, the City saves time and money.
There is a significant cost to handling physical payments that goes away when the payment
is simply part of an electronic file.

IC automates much of the billing and payment process to both simplify the user experience
for customers and eliminate manual errors. When paired with our seamless integration
with MUNIS, the City can present all billing enroliment options in one single, user-friendly
interface that eliminates manual processes, reduces calls into the utility call center, and
extraneous software tools and licenses.
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Vendor's software will allow City to import daily payments as entered into MUNIS software
by City in such a manner that “itemized detail’ rather than ‘aggregate payment detail” will be
displayed at the customer level for all users to view. Similar payments specifications will be
required for other bill types as determined b y the City.

The IC system allows the City to import daily payments as entered into MUNIS and other
integrated software by the City so that both staff and customers can review itemized details
on each payment.

Vendor must provide access to prior year information including .pdfs of Accounts
Receivable bills. Users should have access to an electronic database created by vendor
with all data and payment information.

IC provides both City staff and customers at least 24 rolling months of historical bills and
payment information through the Customer and Biller Portals, including exact .pdf replicas of
customer’s bills. This data is all stored on our servers, requiring no further query of the
MUNIS server. IC stores up to 24 months (or about 520 business days) of rolling transaction
data, which customers can review in our self-service Customer Portal (Figure 26). If the City
requires more than 24 months of stored transaction data, IC can accommodate in
increments of 60, 72, 84, or 240 months for an additional monthly fee.

Payment History
fitter by Account Filter by {nvoice Type filter by Date filter by Amount
F99948.7777 - Srmith, Stoven L Veater ) Al Dates ]
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This Month 310001 -$250 00
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1281 2Nonths $500.01 - $1000 00
13516 Months $1000 0% ~
1,281 12 Konths
Date/Time Paid {CST) Summary Amount fee Total
51072018 12.07 AN I ending in 1111 £ (§373.10) 5000 ($373.10)  View invoice
APPROVED 4488185
Account #993-88-7777
Invoice FVHZ0-0444
Figure 26.
5212018 407 PH JE ending in 111 (T $100 $0.00 $1.00 View invoice g A € B
APPROVED 268111 Reviewing
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§172018 11.40 PH 32 ending in 1111 o) $1.00 $000 $1.00 Viaw invoice
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ACCOU #929-88-7777 type, date, and
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Vendor should allow ability for users to generate an Accounts Receivable bill with past due
amount stated through future date. Allows all Payors to re-print an Accounts Receivable bill
copy (.pdf) that shows address info as displayed after it has gone through the USPO bulk
mail software.

Invoice Cloud provides the most up to date .pdf version of a customer's bill after a batch
update when they click the "View Invoice" button on our portal.

Vendor’s software must have ability to allow City or Vendor to add general information and
special condition notes in order to retain pertinent information.

Invoice Cloud provides several options for the City to provide additional information and
special condition notes, depending on the communication channel.

In Invoices: Invoice Cloud's exact .pdf replica includes any general information, special
condition notes, or inserts set by the City in their invoice.

In the Customer Portal: The City can self-service customize certain features and options
for the Customer Portal itself, including (Figure 27):

. How it informs customers of service fees, how to request refunds, and customer service
phone number.

« Whether customers can update their phone number or address or switch back to paper bills
after going paperiess.

« Which invoice types customers can schedule payments or set AutoPay for.

Testing Optons

-

Features and Options

Paymeni Options Servite Feas MisteHanaous

Allow Customet AutoPay Optioe
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Figure 27. Biller
Portal Features
and Options. The
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customers 1n our
Erearic Biller Portal.
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We also provide access to our marketing team to customize the sidebar of the Customer
Portal, providing links, text, and images containing additional information for customers.
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In Email Templates: IC provides 27 email templates that fosters high self-service

and customer communications, all triggered by events and customer activity. The service's
multiple email notification capability will aliow PWP to achieve unprecedented online
payment and paperless adoption rates and provide the easiest to use, most comprehensive
EBPP system on the market.

Email notifications are completely customizable using the Biller Portal’s built-in MS Word-
style editor (Figure 28). All notifications are template driven so that the City

can customize the messaging on the notification and use them, if desired, to

alert customers to current or pending Biller events or due dates. In addition, templates are
invoice based, so the City can have different information in the email messaging on an
Invoice by Invoice basis. We provide both Word and HTML views, the ability to insert
variable fields, such as Invoice Due Date into the body of the email and send test emails
prior to saving changes in the system.

Email Management
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Additionally, concise reporting is available in the Biller Portal regarding the status

of customer email notifications, including whether the customer opened and clicked the
email to view/pay the electronic bill. The templates also include a test function. Test emails
for all template types can be sent to any email address. Targeted messages with links to
inserts, banners, or news announcements can be added to most email templates. The email
templates are separated by bill type, so different messages can be assigned to water bills
and electric bills.
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Municipal user security required for unlimited users that allows for restricted access when
required by the City.

The City can add unlimited user accounts to the Biller Portal and restrict access to different
data and processes within the system through the permissions management function
(Figure 29). The functional areas within the Biller Portal are further broken down into
specific tasks, which can be allowed or disallowed by user ID. The City can, for example,
allow a staff member to research payments, but not allow them to perform a credit or
process a payment.

Each permission is applied to a user |D on an individual basis to maximize flexibility. The
system administrator can allow or disallow access to functions, such as viewing data,
creating reports, resending email notices, processing payments, credits or refunds, editing
email templates, and more. Since permissions are controlled by the City's administrator,
changes can be made quickly on an as needed basis.
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Vendor's software should offer Payors the ability to pay current and past due Accounts
Receivable, such as taxes and utility bills, online with daily overdue interest calculations
displayed.

Invoice Cloud updates balances in our system through batches, reflecting the most current
balance in the City's billing system as the record of source. This includes updates from the
hilling system to include overdue interest calculations.
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Ability for Payors to pay and view multiple Accounts Receivable bill types such as taxes and
utility bills at one time with one fixed ACH cost, ideally ACH charges will be nominal or not
charged.

Customers can search for and add multiple billing items to IC’s shopping cart, paying all
within a single bill with line items (or “sub-bills") for each. They can do this whether
registered from the Customer Portal or as part of the one-time payment process.

Once the customer accesses IC, whether by text or email notification or through the City's
web site, they can search for their bill using authentication fields. IC controls access to non-
public records by working with the City to define which authentication fields are required.

This search returns all bills matching the user's entered criteria (Figure 30). Users can:
e View their real-time balance, which IC pulls directly from the City's CIS.

* Review 24 months of bill history with exact PDFs of their City-generated invoices, which the
payer can download for convenience.

¢ Use IC's shopping cart function to select and pay multiple bills with a single transaction.
» Register one or multiple invoices to a single customer portal.

= Pay with a credit or debit card or ACH/E-check.

Please Locate Your Account

utility

| Search our files for your invoices using the fields below. Required fields are marked with a *
T Need help finding your invoice?

Account Number * Service Zip Code (optional)

999-88-7777 e RO AN OGS,

Search Results

Please review your resuits below and select invoices 1o Pay. Click here if you would like to search again.

e Select Bill # Account # Owmer Due Date Bill Totai Batance Due
v WH20-0444 999-88-7777 Smith, Steven 6/30/2018 $500.13 §746.20 €} view Invoice
& Relaled involces
B RemindMe

+ Add seiected nvoes 1o your cant ] 2 Registar Seiected invoices

Figure 30. IC Helps Unregistered Customers View, Pay, and Register Multiple Invoices. One-time payers
receive multiple opportunities to register invoices and link accounts throughout the payment process, raising e-
adoption rates for the City.

After selecting their payments, the customer can now review the items in their shopping cart
(Figure 31). This review includes several options:
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e View Invoice. The user can view or print their invoice, which IC can break out by line item if
applicable.

. | want to find more invoices. Using IC’s Shopping Cart function, one-time payers can
search for additional invoices and pay for all of them in a single transaction.

» | want to Register this Account. As part of IC’s effort to induce more payers to register, we
provide multiple opportunities to do so throughout the one-time payment process.
Registration gives payers access to the customer portal for online payment, invoice and
payment history, scheduled payments, and auto-pay. Registration also allows payers to store
payment information for future use, which enables conveniences like paperless billing and
payment and Pay-by-Text.

. Proceed to Checkout. The payer can adopt to simply make a one-time payment now,
ending the transaction, but missing out on the chance to store payment information—such as
EFT banking information (account number and routing number) and credit card information
(account number)—for future convenience.

Please review your cart

Please confirm your selections befow. Click on Proceed to Checkout when you are ready to pay.

Type - Water
Type Account# Invoice # Due Date Balance Due Options
Water 999-88-7777 WH20-0444 6/30/2018 $746.20 (4 view invoice

1 Remove from Cart

Select an item to pay

{ Utility ¥ { Property Taxes »
s i _— e = b | e ==

Subtotal (1 Items) $746.20

Not including any applicable service fees.

Proceed to Checkout

>

Additional Options

{ want to Register this Account

Q i want to find more invoices

Figure 31. One-Time Payer Adding Multiple Invoices to their Cart. One-time payers can control their payment
options at any point of purchase, increasing the likelihood of e-adoption.

Once the customer has selected all the invoices they wish to pay and clicks “Proceed to
Checkout,” IC starts our three step payment route: 1) selecting payment options, 2) entering

payment information, and 3 reviewing and confirming the payment.

If a customer registers, they can then link unlimited accounts under one login through 1C
Account Linking (Figure 32). They can accomplish this in the Customer Self-Service Portal
by registering each of their individual bills to the same email address and password. IC does

Confidential/Proprietary InvoiceCloud”




Non-Price Proposal

RFP #19-83 Payment Gateway and Merchant Services

City of Somerville
May 29, 2019

the rest, placing them together in a single Customer Portal. Once the customer links

accounts, they can:

¢ View and pay all open bills with a single transaction.

e Apply the same encrypted credit card and bank information as they add new linked accounts.

¢ Combine all separate email notifications into a single email, decluttering their inbox.

» View and pay all bills from the same email or text notification.

* Apply changes to their email or password to all accounts. (Street address, AutoPay, and
Paperless enrollment is still managed per account though.)

Open Invoices

Fifter by Account

RITOSSSEE 00 WIB AN IR 9n s @
BIFOTEIBE VIR BIN ARSI IR WR LR
BIIOTSSE5 100 WBABEI 0D DL A

Select Invoice

v Due in 2 days
nezewn) 24 IR aor

v Due in 2 days
A LA

v Due in 2 days
Accaurr [IHETT Y oos

Fitter by lnvoice Type

Al invouce Topas

Catie

Fifter by Date

This Mortn

Last Mortn

Last 3 Manihs

Last§ panths

Lipst 37 Months

invoice Date Balance Duo

117152016 $291.94
11/15/2016 §20.82
11/16/2016 $211.08

Filter by Amount
SO00-§10060
$I00 01525000
£3503 0% - 3800 09
$50001 » S1200.90
$100.01 -

View knvoice

wlufea Pa

Figure 32. Multiple
Accounts Linked
to One Customer
Portal. Customers
can set up one-stop
shopping for all City
bills through
Account Linking,
consolidating
notifications and
payments.

Through Account Linking, IC handles payment of bills emanating from disparate billing
software systems and can update those disparate software systems, along with the IC
system with payment information, seamlessly (Figure 33). For example, we can accept bills
delivered from the CIS, and residents can pay both bilis simultaneously (regardless of
service fee vs. absorbed fee) with a single payment in IC.

IC also provides the payment information back into each respective system with the
necessary identification to allow for automatic updates into the CIS. Additionally, the City
can elect to deposit funds into any number of bank accounts, so those payments are not
only updated in each disparate billing software, but also deposited into disparate depository

accounts as dictated by the Biller. No other provider can do this.
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i _— R —
‘ Please review your cart
Please confim your selections below. Click on Froceed to Checkout when you are ready to pay. |

‘ Type - Real Estate Taxes ‘

Type Parcel 10 # Bilt # Due Date Balance Due Options
‘ Real Estats Texes 226-2-14 5350 TLIHE S208.3% 4 View Invoice ‘
|

I
Type - Water |
Type Account# Invoice # Due Date Balance Due Options [
Wwater 1111800 201TUBS838ET UEINT £320.01 fj View Invoice ‘
il Remove from Cant

Subtotal (2 Items) $528.40 |

Mot inclucing any applicable service fees.

Proceed to Checkout ¥ ‘

Figure 33. Linked Accounts from Different Billing Software in a Single Transaction. Only IC handles
payments from different CISs in a single integrated customer interface while maintaining full data integrity with the
City's back-end software.

Vendor will provide at no cost to the City credit/debit card swipe terminals (pin-pads) and/or
tablets to be used at various City departments, agencies or locations as determined by the
City to enable on-site payment processing, including via cellular payment method, if City
should deem necessary, as cellular connection payment processing will allow for Payor
payments at locations where an internet connection is lacking. Vendor shall provide tablets
and/or other required equipment to facilitate payment at no cost to City. Provided equipment
shall be configured to work with City equipment.

Invoice Cloud provides a fully integrated point-of-sale credit card solution that works
seamlessly with MUNIS and other billing systems. We offer several options for in-person
payments, including several fully integrated point-of-sale (POS) options for any City
transaction, including non-invoiced ones (e.g., one-time permits or fees). We easily add
features to our existing service with the City of Somerville through our true SaaS
configurability. Technically, the City already has access to point-of-sale functionality through
the Biller Portal (see Biller Portal Payments below). Our solution is fully scalable to include
all City departments and software integrations, with no additional contract or lengthy
implementation required.
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Card Readers and POSConnect

IC makes it easy for the City to take in-person payments with any card reader through our
CloudPOSConnect application. CloudPOSConnect serves as the connection between third-
party point-of-sale (POS) devices and IC, running efficient and secure payment
transactions. Customers can pay by swiping their card at the counter and receiving a
receipt, while, in the background, CloudPQOSConnect transfers the funds to IC and updates
MUNIS and other billing systems. IC can provide compliant card swipe and chip POS
terminals that are specifically configured for the City's systems (Figure 34).

[ SYSTEM - POSTMETHOD IS BATCH POSTING] B &
B P Martaince Poteg boowr Sett S fulioe ) SewmsRandit friten Hoamagsey g
& {2 ¢ (B >
2
W Peymant Information — =
e ——
Tem & 0 !
q Batch & T pma— Jatics 8, Sample |
| sear i
4] ot [tnvizaas
Ported Data [11/10/2813 |q o 10TAL| @ Process Creat Card Sale - ovomce SINYI2HS - ]
q 1ot D (T ] Cal Bk l Li ) Card Mamwboer fxp Oase
Chack Amourt | & | | E Swipe your card XX/ XX
CoshhAmmnt [0 gyt M o
| — -
Dk Catd VWIE . cocovssceose 101 00
Change: Anasnt [T \ Conthobder Womr ==
b8 amas
B cewriey | Comvistaler] | sovenvemtinig|  Gumemts | . —
7 Roxt tarra Do
— — —— Oy Statw
[ Tou
C.’MI”J ne e B “"’"F‘]l AR DS '“’ whmﬂ“l, L ¥ ! Clone Rac} =

=l Process Cradh Cand Sate - Invosce SINY12345

Approved

Figure 34.
CloudPOSConnect
Over the Counter
Transaction. The
City can take in-
person over-the-
counter payments
and still receive real-
time updates to
MUNIS and other
billing systems.

Biller Portal Payments

IC’s Biller Portal offers several options for making payments for customers without requiring
a card reader; for instance, through a tablet. The Biller Portal is available 24/7/365 and is
100% self-service for City's personnel. Based on permissions set by the City, staff can:
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. Block certain customers from making ACH and/or Credit Card Payments.

» Update an email address or phone number for a customer at their request.

« Enter a courtesy email address for a customer or landlord.

« Send an invoice notification for a bill that a customer says he/she didn’t receive.

» Set up AutoPay and paperless billing for a customer at their request.

¢ Review payment or email history.

« lssue a credit on an over payment.

City Customer Service Representatives (CSRs) can accept payments on the customer’s
behalf both in-person and over the phone, using the Biller Portal. First, the CSR can search
for the customer using the Search Customer form by entering data like name and/or account
number. Then, the CSR can view the Customer Profile by clicking the red head icon, select
the History tab to see the customers open invoices and balance due, and select the green $
‘Apply Payments and Adjustments’ button. With Permissions enabled, CSR Users will be
able to issue Credits (Figure 35, Figure 36, and Figure 37).

Search Customers #

Custoeass Hatie ="
™
e L R L B = [ vth

Email Rddress

7 vt et st masess ' Figure 35.

ncown hambee — Customer Search

. Results in the

e it paawt B Biller Portal. City
CSRs can search

Rews Limsdl Avallabatiny Tortetrval
e 4 o g Beem Unoolists S for customers by

il T name. email,

it ¥ account, or invoice

number and then
| @ either view the

Aeturt » T cay irsat Addnuag i customer’s profile
WO E A8 Gman TR oy (red head) or log in
zment Sheven L Gt THUSTEE LAST LORTAMLADON Bt oo L as that customer
9500 TIT? St e WALIT DTN B e S (Computer)_
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Update Customer Profile: Steven L. Smith, TRUSTEE

Predse teview your profie. Click update ts save Mty modfications

Customer info Opons Histeey ¢ Kook Accounts | Conda Corch fiockey | Becutring Shedued Prytrents Papedent
Ervad ¥ntory Custoorer Sccounts | Pay By et Cumtomer Actity BlexPay hetuted Payeverts | Outhound WR History

'
invesce Cate traagn o Rt ¢ Due Dete el Amonet Ealancy Due Conovm
-an
RRE AL [R5 s LR $aa2% B3 el T ,—‘:n.“&;o"
. _]t’
Your Invoice
Type Account # Invoice # Due Date Balance Due Options
Water 1233227 OwW5-74312 &/30:2018 $46.35 Q

Select the appropriate payment option below.

Beal-Time Transnctios
Process Payments that have not been collected Ureugh Invoice Cloud of any other system

* Credit Card SEFTZACH

InvoiceCloud™

Confidential/Proprietary
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Figure 36. Making
a Payment from
the Customer’s
Profile in the Biller
Portal. City CSRs
can pay a balance
due by clicking the
green dolfar sign by
any open invoice in
the customer’s
History, opening the
CSR’s version of
one-time payment.
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1
Customer Payment information ﬂ | Iptinm n pavrent Cond

Your Invoice

Type Account ¥ tnvoice & Due Date salance Doe Options

Waler 1233227 OWS-74312 6/30/2018 $46.35 a8

—

How would you like to pay?

Indormation Payment Informaticn

Cardholder Name
we proudly accept:  visk 27

Sreven L. Soth, TRUSTEE
Card Number

Billing Address
Wit
| 124 HILL RDAD >
€WV { Optianal )
City State
EAST LONGMEADOW Massachusetts v
Expiration Date
Country Zip .
May */ wis” Figure 37. CSR
united States Y 01028

One-Time Payment
Options in the

emall Address [For payment confirmation receipt

caltheige@invoicerioud .corm Biller Portal Cit
TREnM e CS'RS c;/lv‘;;v.ter Zew
Sal v . 3
= payment options in
piller Reference { Optionai ) their version of the

one-time payment
process in the Biller

Please click continue to proceed to the next step -> Portal

From the Search Customers page, and with permissions, the CSR can also login as the
customer with one click and have the same experience the customer does, including make
a payment on bills as the customer in the Customer Portal. From the Search Customers
screen, the CSR can login as the Customer by selecting the computer icon as shown above.

Ability for Payors to view City bills or print city bills without requirement of a Payor account
or login.

IC allows customers to pay any bill through one-time payments, which increases adoption of
online payments. We control these one-time users' access to non-public records through
multi-factor authentication, requiring no account or login.

We work with the City to define which authentication fields, usually up to three, are
displayed and which ones are required for customer authentication (Figure 38). We mark
required fields with a red asterisk. Account Number is our preferred field, along

with at least 1 more field such as Last Name, Service Address, Zip Code, or other as
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defined by the City. We can also set fields to require full entry as opposed to partial matches
(i.e., full last name as opposed to first three letters),

Please Locate Your Account

Utility
Search our files for your invoices using the fields below. Required fields are marked with a *.
reed belp finding your mvoice?

Account Number * Service Zip Code (optional)

900-88-7777 i S GO 220 L 0Cl e ———— e e ———

Search Results

Please review your results below and select invoices to Pay Click here if you would like to search again.

A Select Biiw Account # Owner Due Date Biil Total Balance Due
v WH20-0444 999-88-7777 Smith, Steven 6730/2018 $500.13 §746.20 & View Invoice
& Related Invoices
B Remind Me

+ Add selected invoices 1o your cart | & Register Seiected Invoices

Figure 38. Locating Accounts. /C helps one-time pay customers find and pay all their bills in one transaction
using required (marked with a red asterisk) and other helpful authentication fields.
Ability for Payors to make payment without requirement of a Payor account or login. These
payments should allow the Payor to pay multiple bills in a shopping cart, pay with credit or
ACH, and allow e-bill enrollment. Account creation or log-in should not be required.

' Higher E_-adoption through IC’s One- |
Time Payment Option for Unenrolled
Users '

IC makes it easy for customers to pay their
bills, whether registered or not, through
our platform. We allow customers to make
one-time payments without having an ,
account from the Customer Portal, which | 40% of online payers use one-time payment
they can access directly from email or text | channels. Most of these customers do not go
notifications or through the City’s web site. On“r,“,e Witk the,'”tem of sighing up farthese ‘
. . additional services. IC maximizes enrollment
Once in the Customer Portal .Ian.dmg.page, | (and, thus, print/mail cost savings) by
the customer can look up their bill using presenting enroliment options as part of the ‘
criteria dictated by the Clty, such as their one-time payment process. |
Account Number or Service Address. - S

With IC, the City receives the most robust one-time payment route in the industry, providing
extensive features without requiring registration or an established login account. With the
correct credentials, unregistered customers can:

s View 24 months of bill images.

* Enrollin paperless (“e-billing") - customers can go paperless without registering.
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o Enroll in Pay-by-Text or text notifications — customers can elect to receive text message
notifications / pay by text without registering.
Use Shopping Cart function to pay multiple City bills during a single transaction.

¢ Pay with Credit/Debit Card or EFT/ACH.

Payers can initiate a One-Time payment on their desktop or mobile device (Figure 39).
Selecting “Pay Now” starts the one-time payment process.

==£ - (@ ™Mal - TE 540 PM ot 62w
F = o o .
g f — & invoicecloud.com ¢
'}Q_{ 5
- y \ —
(Gdid ==
0 Wevd Hep? N,
T Bwy TOICE 8 0L THIT] 6250000 . 4
. R Twad o THEOTTY TREVOTR 10 ‘j l 0
e L
Pay or View Bills oo o e’ Signin Regster  Heip
P —— 1
Piease seietl ar tent et 1D gt S1arted lf:r_ Pay or View Bills
——
v s
-

- -
Your Baal Tame

Real Estate Taxes

A1IKTENS MBSO e

Pay Now
[aronradiy——— ET

L by e L o The City of Somerville is excited to offer
paymant. residents an easy and convenient method
to view and pay their real estate and

White Good Stickers . g - :
. / ¥ your slectronic check rejects for any reason, 3 -
\ v you will bs subject 1o & 525 ACH REJECT FEE, personal property tax bills online.

which we don't like having 10 charge.

[ oree e s 2 Enhanced Feature- Account Linking
_....”u bt . T Simply use the same email address for

all accounts and pay all bills at one

The City of Somarviie s excited to offer resdents an easy and convenient method 1o view and pay e (aal W time!

estate and persona! propeny tax tuils onkng {$2.95 for every 3109} Teo use Account Linking:
£ . 1.  Click on bill type to pay
Thers is no fes for an electronic chack 2. Locate bill

Enbanced Feature- Account Linking

Simply use the same email address for aif accounts and pay all bills at one time!
To wee Account Linking:

1. Chek on bl dype to pay 3

2 Lecats bl )] &R .l

Figure 39. Example of a Virtual Site or Landing Page. /C works with the City to customize and brand its IC
landing page, which customers can access directly from the Cily's web site.

If the customer arrives in IC through a link in their email or text notification, we automatically
save them the time of looking up their invoice be taking them directly to the shopping cart for
their bill. They can then immediately begin the payment process (Figure 40).

Pay online with One Time Pay. no SearCh R@SU“S

registration required.
Prease resw your resiils bolow and selact voces io Pay. Glick here if you would Ike W search agan ‘

Selest BES Azgourn 8 Drarvet Dusn Diste B8 Taest Bairnce Due

7 PO TY I % % 2 — $ans 1 i 1 ¢ whom irsiee

Figure 40. Direct Link to the Customer's Bill. Customers who use email or text notifications do not have to
search for their bill.

Locating Accounts for One-Time Pay

After selecting “Pay Now,” the customer can search for their bill using authentication fields
(Figure 41). IC controls access to non-public records by working with the City to define

which authentication fields are required.
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Please Locate Your Account
Utility
: Search our files for your invoices using the fields below Required fields are marked with a *.
T Need help finding your invoice?
Account Number * Service Zip Code (optional)
QO0-88-TTTT Sandice Jin Code. — | -
Search Results
. Q Search nvoices Please review your results below and select invoices to Pay. Click here if you would fike to search again.
- Select Bill# Account ¥ Cwiner Due Date Bill Total Balance Due
v WH20-0444  999-88-7777 Smith, Steven  6/30/2018 $500.13 $746.20 {4 view invoice
& Related Invoices
& Remind Me
+ Add selected invoices to your carnt | & Register Selected Invoices

Figure 41. Locating Accounts. /C helps one-time pay customers find and pay all their bills in one transaction
using required (marked with a red asterisk) and other helpful authentication fields.

Search Results

This search returns all bills matching the user’s entered criteria. Users can:

®

®

L J

View their real-time balance, which IC pulls directly from the City’s CIS.

Review 24 months of bill history with exact PDFs of their City-generated invoices, which the

payer can download for convenience.

Use IC’s shopping cart function to select and pay multiple bills with a single transaction.
Register one or multiple invoices to a single customer portal.

Pay with a credit or debit card or ACH/E-check.

Remind Me

IC recently launched an enhancement called Remind Me that allows one-time payers to set
calendar events or SMS text reminders of a pending invoice (Figure 42). The City can
customize the calendar event body. Users can set a specific date and time for their text
reminder (Figure 43).
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Figure 42. One-Time Payers Sets Calendar Events or Text Reminders. One-time payers can set events in
most popular calendar applications, including Apple Calendar. Google Calendar, and MS Outlook.

Send me a Text Reminder
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Figure 43. One-Time Payer Text Reminder Scheduling. One-time payers can set the exact day and time for a

reminder to pay their next bill.

Review Cart

After selecting their payments, the user can now review the items in their shopping cart
(Figure 44). This review includes several options:

« View Invoice. The user can view or print their invoice.

o Remind Me. The user can create a calendar reminder in their preferred format or, schedule
a one-time SMS text reminder.

« | wantto find more invoices. Using IC’s Shopping Cart function, one-time payers can
search for additional invoices and pay for all of them in a single transaction.

« Proceed to Checkout. The payer can adopt to simply make a one-time payment now,
ending the transaction, but missing out on the chance to store payment information—such as
EFT banking information (account number and routing number) and credit card information
(account number)—for future convenience. IC Checkout also allows payers to sign up for
Pay by Text SMS notifications or sign up for Paperless billing.
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Please review your cart

Please confirm your selections below. Click on Proceed to Checkout when you are ready to pay.

Type - Water
Type Account # Invoice # Due Date Balance Due Options
\Viater 999-88-7777 WH20-0444 6/30/2018 $746.20 (3 view Invoice

& Remove from Cant

Select an item to pay

Subtotal (1 items) $746.20
Not including any applicable service foes.

Proceed to Checkout
>

Additional Options

| want to Register this Account

C__Q i want1o find more invoices >
“-_“-"—-—-—__ - s

Figure 44. Shopping Cart. One-time payers can control their payment options at any point of purchase,
increasing the likelihood of e-adoption.

Once the customer has selected all the invoices they wish to pay and clicks “Proceed to
Checkout,” IC starts our three-step payment route: 1) selecting payment options, 2) entering
payment information, and 3) reviewing and confirming the payment.

Payment Options

The customer chooses a payment method, either credit card or e-check, and then payment
amount (Figure 45). If the City chooses, IC can allow partial payments, but we can turn this
option off at any time, requiring full payments only.
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Paymant Optiens
How would you like to pay? Payment Summary
. invoice # Amount
Crent Carg ad AHZD-D444 - O, wew $748 20
SUBTGHAL §746.20

How much would you like to pay? GRANOTQTAL  $HE20
Aoy ApEATALA BETAEE Ay SR SADTETS midy

O Pay Full Invoice §746 20
Figure 45. Payment
#® Pay Other Amount Options. One-time
s yaE30 payers can pay by
their Shopping Cart’s
balance by credit
2 card or e-check.

Payment Information

IC Streamlines the Payment Process
' for Higher E-adoption
Limits customer keystrokes by pre-

populating name and address fields from the |
invoice '

The next step of the process asks for the
customer’s Credit Card or ACH (e-check)
information. IC automatically pre-
populates ‘Cardholder Name' and address | ‘
fields from the invoice as a convenience to

the customer (Figure 46).

o Auto-enrolls customers into email reminders ‘
We require an email address for the by requiring an email address for their
payment confirmation receipt, so the receipt
customer automatically enrolls in our New | ¢ Eliminates submittal of invalid payment types
Invoice Email Reminder Notifications by authorizing card and ACH information as
(three per billing cycle). This is another entsred
reason why IC achieves the industry’s highest adoption rates.
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Payment (nformation

Please enter your card information

Cardholder Name *
St Stevert

Card Numbaer * CVV " wpmars g2

F 2R AR AR RS 123

Y 5 =R
Expiration Date *

Way wi J016 -
k]

Blnng Address *

174 Pern 51
Country *

st Siales i
city State * Zip*

WMLNUT CREEK Caidomia w453

Email

l

Review Payment

City of Somerville
May 29, 2019

Figure 46. Payment Information. /C streamlines
entering payment information by automatically
filling in identification fields from data in the invoice
and authenticating payment information in real-
time.

The final step asks the customer to verify their payment information and prompts for
‘Paperless’ and ‘Pay by Text’ enroliment (Figure 47). Paperless enrollment is 100% self
service between IC and the customer. Prompting the customer to sign up for paperless and
Pay-by-Text each time customer makes a one-time payment (approximately 40% of annual
payments through IC) helps increase participation and, ultimately, save the City money.
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Review Fayment

Review your Information Payment Summary

invoice § Amount
Your Crednt Card / Edit Billing Address SR e
South. Steven 124 Pena ST i
YOOOQOCDOC(111Y WALKUT CREEK CA SUBTOTAL $748.20
412018 84596
- SERVICE FEE* + 3000

GRAND TOTAL  §746.20

v~ M Send me Pay by Text messages for future involces

Process Pavinent $746.20

Fxyee aneen 10 1he Vorge Cood Fayer Tme s
Loemes

Tioukd O e 1o TRTeNe Fout lubite ivoice a3 i TECT 7 Save dmie
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Figure 47. Review
Payment. One-time
payers can forgo
traditional registration
while opting into
paperless billing by
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1RIESOTA eimel KAOTR ol b teid o pUr Erunt aNEEESS (v HeCon) oY pactt Investe Troe swaied

adoption rates.

Instant Payment Confirmation, Email Notification, and Receipt

Once a payer selects “Process Payment,” they receive instant confirmation that their
payment was processed. We include a final prompt to register to speed up the process in
the future (e.g., saving payment methods, setting AutoPay, etc.) (Figure 48). At this time,
the payer also receives a payment confirmation email and can print a receipt.

InvoiceCloud”
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v

Thank you for your payment!

B Cack biete 1 Print # seceipt with Aodilional delals

Total Payment Amount

$746.20

Payment Message
APPROVED 261265

Fayment Method
Visa
FHREARAIINK 111

Would you kke us to save this payment nformation for futuro use?
It only takes 30 saconds 1o regester Figure 48. Payment

Confirmation. /C makes it
easy for unenrolled users to
register at the end of

_ payment to speed up future
payments.

Ability for Payors to pay City bills by pay-by-phone, or by making an online payment via
credit card, debit card, pay-by-text, ACH/electronic check, or other payment mechanism, in
a secure online environment. The vendor’s system shall provide processing for all forms of
online or electronic payment and shall provide a manner in which payments not paid
through the vendor’s system shall be visible to the customer. The system shall provide
posting for all payment transaction in a time specified in the vendor’s proposal, however,
time is of the essence in this process. All payment amounts will be validated against the
most recent receivable files.

{ Click Here 1o Register Nox 1

The City receives a robust, automated touch tone payment system in both English and
Spanish through IC’s IVR solution at no additional cost (Figure 49). Our IVR is directly
integrated with IC and offers callers account balance lookups and payment posting to the
City's CIS for customers who are reluctant to pay through a web portal. We host our IVR in
a PCl-compliant environment and actively maintain and support it 24/7/365. We can handle
high volumes of calls during peak call periods.

Using our IVR, customers can:
» Save their payment data for future payments.
e Pay with an already stored payment method.

* Make non-invoiced Cloud Store payments.
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v 54%
TO o
INCREASE

ELECTRONIC

PAYMENTS
AFTER ADDING IVR

Figure 49. IC's IVR Payment Options Increases e-Adoption by More Than Half by Giving a Phone Option to
Web-reluctant Customers. The City saves time and operating costs by accepting phone payments from
customers while reducing human processing of those payments through IC’s IVR.

Because our service is fully integrated with Invoice Cloud's true Saa$S customer
engagement platform, configuration is easy and costs the City nothing to implement. our
IVR service can process both full and partial payments, as well as overpayments, in
accordance with the City's business rules. Processed IVR transactions appear in our Biller
Portal and update the customer's balance in your CIS and CSS--all in near real-time.
Customers can pay any City-issued invoice and even non-invoiced payments that appear in
our Customer Portal, and we can easily add new departments and invoice types as needed.

IC also offers the City the option to call customers with automated bill reminders and past
due notifications through our new Outbound IVR service. The City can customize and
schedule reminder calls to customers through our self-service Biller Portal. Customers only
receive reminder calls when IC detects a balance on their account, which we keep updated
in near real-time through our seamless integration with the City's CIS.

The City automatically receives access to our upcoming broadcast capability once we
release this enhancement, no upgrades or patches necessary. The City can customize alert
calls to all or a subset of customers with notifications ranging from emergencies to changes
in fees or billing. Message customization is entirely self-service from our Outbound IVR
Message Management tool in the Biller Portal (Figure 50).

When the customer receives an outbound IVR call from the City, they can pay their bill by
pressing 1, connecting them to our full inbound IVR service. We keep both the outbound
and inbound lines open, reducing the possibility of dropped calls mid-payment. We directly
integrate our IVR with IC, offering callers their account balance and payment posting to the
City's CIS.
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| » Add Naw Outbound IVR Message x
Ouibound VR Message Management » [ sowlce Type £5 Sehet invoce Type - Help?
T irtunes R gramgd 3 A b R kD B e 3 B Tedeer e gen fre
PaS sttt P ppas—
T Menage Type = Mesiage 1 E‘;?: ;‘;wm‘“
] e . — ., eack lzvice Ty
e Cal Doty = Fappcets 4 ddfereat Message ipe.
" Tar # rou rappornt
. 3 0 et B et it b et e = w2 Personal 83 g lmvgace
| i 1 S 6 gt e e | Type. o8 e 1% 2 Aievat
messege for the Past Doe Message
| -:.' i et 5 = el s b Type, end 1 Sferent smestage for
T T L s gty caesd Namaar mmamtine—t | |5t Template Mader . the Collection Message Tipe

tovolce Type: Seinct U tarosoe
Your account, **AccountNumber**, for invoice | T¥Peiosreamting s meugs for.
number, *“InvoiceNumber**, is five days past "“"" e g
due for the amount of $**BalanceDue**, “"‘,}ﬁ’ wm:.“""
Please pay this as soon as possible, Thank

you for choosing Invoice Cloud,

. 'mmm‘-\u
Savwr o < Concet |

Figure 50. Outbound IVR Message Management. The City can schedule and customize automated calls to
customer per invoice type.

IC provides both English and Spanish call flows for inbound callers, which the caller can
choose from at the beginning of the call or when they switch over from an outbound call All
prompts in either language follow the same call flow (Table 3).

Table 3. IC’s IVR Call Flow. We provide this flow in both English and Span/sh

Step Feature l Capablllty/Conﬂguration
|« City identification -
‘ 1 Initial Greeting | ® Language selection
» Customized temporary messages and courtesy offline message
Type 9f * Select from invoice options (utility bill, court fee, licenses, if
7 Payment/Main Menu multiple invoices are required)
Options

¢ Gather year (if needed) and account number. Other
authentication criteria are dictated by the City

3 Acc.oun.t/lnvowe + Recognizes various account statuses, dictating the different flows

Valitation. FIay for the Balance Due Information, Collect Payment, and Payment
Options flows

Balance Due |

. * Provides callers with their balance due amount
Information Flow ‘
5 Collect Payment e Full, partial, or over payments allowed
| General Flow |
+ If Service Fee are in place, explains the service fee on their
6 Service Fee Option

payment based on type of payment and payment option selected |
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| ‘ « User selects Credit Card or eCheck to use as payment \

|7 ‘ Faymant-Gptitng | Receives message if not allowed by the City to pay by check ‘
] _ e Provides option to pay with card on file or to add a new one to |
‘ 8 ‘ Credit Card Options ‘ fheir ageount

9 '\ Confirmation Flow e R_eplays information with |C-generated confirmation number _‘

Provide the Payor capability to register to access Payor’s account history, schedule a
payment, set up Auto-Pay payments, create a budget payment schedule and store credit
card or bank account information for future use.

As a standalone portal, IC achieves higher e-adoption rates by making enrollment easy to
complete, secure, and without onerous requirements like defining a username. We combine
enrollment and password creation into a single Registration screen (Figure 51). After
enrollment, IC automatically links any accounts that share the same email address and
password to this account, so that an enrolled customer can easily monitor for and pay all
open invoices in one convenient transaction.

Register

Please fil out this form to complete your registration All required fields are marked with 3 *
Chek nene for information on inking atcounts together

Figure 51.1C
Invoice Cloud - Carlyn Altheide DEMO Account #:* Customer
999-88-7777 Registration.
Customers can enroll
Email Address * Contirm Email Address * in IC, create a
ol AUrES: Confiom Frsh Address password, and

provide an email
Create Password * Contirm Password * address to
immediately start

Create Fasswiad Confirmn Fassaond
; receiving notices of
Ot s bills and other
Recage e important City

business in about 30

5AVJ6
seconds.

Once logged in, enrolled customers can manage their bill pay settings and review their
billing and payment history through their profile (Figure 52). We provide redundant menus
so that any user can easily find the options to enroll in or change their settings for AutoPay,
paperless billing, and Pay by Text; link accounts to their profile; update their email address;
and add new payment methods (i.e., credit/debit cards and bank accounts for ACH).
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Your Account at a glance

I want to... Services

» AR (v DTV IS0y D P )

- ViBW T BChBIuIed Gy et fuaty » ﬂ Ay

» Hatiage i sy selings >

- MAR3ae s PATSIESS semmps ) E Pay By Text & EDE
+ LI Ty wsonimd nleirmotics

Recent Open invoices » Recent Closed invoices » Figure 52. Customer
e L3 T Portal for an
wHcen Dty e e
Enrolled Account. /C
41208 6302018 $740.20 Ho nistary avadabie .
provides redundant
interface options to
help any user update
Recent Payments ¥ Upcoming Scheduled Payments 3 a”d add §erv1 ces to
their profile, no matter
Sayment Bate Account & Arount Payment Date Arcoum # Ardount how they typically use
105018 999-88.7777 $373300 Laras 906537177 $125.03 the internet.

If an enrolled customer starts the payment process from their profile, they start by selecting
their Open Invoices menu. From the open invoices screen, Figure 53 below, click Pay
Selected. They can either pay with FlexPay (i.e., schedule spaced-out payments until the
balance is due), pay today, or schedule a payment for some other day before the due date.

When would you like to pay?

O Pay with FlexPay

Would you itke to split out your payments 1o suit your needs? You may pay this invoice with FiexPay and choose a flexible
scheduie that will make you happy

@ Pay Today *

You may make a One Time Payment that will process Today Payments are real-time and will be applied to your Invoice
Instantty

© Schedule a Payment Figure 53. Enrolled
You may schedule a One Time Payment for a date in the fulure. beginning as soon as tomorrow Please select a date below 1o

e s Payment Options—
When to Pay.

_ Enrolled customers
can choose between
paying now and
scheduling payment
in the future on one
or multiple days.
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Saving Payment Methods

Customers can easily add or update an unlimited number of credit, debit, and bank
accounts to pay their bills through IC’s payment methods menu in our Customer Portal
(Figure 54). This is 100% self-service, requiring no City staff to assist. Once customers
enter payment methods and set a default account, they can pay even faster than before,
skipping entire steps in the payment process. For example, during the enrolled payment
process, they skip the payment information screen. And when they receive an SMS text
notification of an open invoice, they can pay simply by replying “Pay” to the text.

Saved Payment Methods

Iianage your Payment Methods
4 Add New Credit Carg —=————-==——~- ~ o
4 Add New Bank — = —y ho <
%\ -~
\ ™ -
DateTime Added (CST) '\ summary “~ _
\‘ -
4/25/2018 12:03 AW . T 000000 H 1 Edit
\ Expires 412018 Sa Neiste
\ ;
\ New Credit Card
4
New Bank Piease B o1 ail feks below 20¢ chck Save Cred? Carg 1 save your stmed swrre
VISA e B
Prease Bl it 21 Feids beiow and ¢lick Save Bank IMfoamabon 15 save your Afomaban Heext ek RN OUL S KHOHIANON™ ﬁ sl
Credn Card Number ™
Bank Neme Bank Routing! Transit *
Sl M Die*
Bank Account Number * Confirm Bank Account Number * way v, 2018
vt phmbe o A e Biling Addrass * Country *
Account Yype Asa L ey -
P ey ] Baling City * State * e
Dataun Select State >
L

o Sawe Crectt G Inhyrmaton

Figure 54. Updating Payment Methods. Customers can save any number of payment methods they want for
advanced budgeting, like with bank accounts and credit cards set aside for utility payments versus donations.

Linking Accounts

Customers can set up an unlimited number of accounts under one login through IC Account
Linking (Figure 55). They can accomplish this in the Customer Self-Service Portal by
registering each of their individual bills to the same email address and password. IC does
the rest, placing them together in a single Customer Portal. Once the customer links

accounts, they can:
« View and pay all open bills with a single transaction.
« Apply the same encrypted credit card and bank information as they add new linked accounts.

« Combine all separate email notifications into a single email, decluttering their inbox.
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» View and pay all bills from the same email or text notification.

Open Invoices
Fiver by Accoual Filler by Mvvoice Type Fdter by Date Fitter by Amount
£ A Dt Accisuny i Rt Pypos F A Dates
BHIRSG - LABTH WOOD PEADDCTE TRUDY A Thes Uonth F0 00 BUWOD
#1ZIXZPT - Sesma L e TRUSTEE Fraest Fas st ety 3IETAY - S250 0
HRPAY - BT [ Sem TRLET st 3 bontnz 2001 - BOB 10
Last & Wonmy TEE3 81 - 31008 00
323l 32 Menthy RO
Soloct Irrecdca Invoice Date Batance Due
4 Due in 46 days 41412018 $45638 Visw lovoice
Azooont FI1Z10057 Figgenmad Hittors
Vatee APESRPAETR Hulpn
Serediied Payraon? Hisigry
M PITE o g are BCARAUEG 3 SyTeRE kavind Te dus date Remene e
@i Gresicodeiinay way sif soply
v Due in 46 days 412018 §80.05 view invoice Figure 55. Multiple
Szonunt #937783 Pgeneed Hislon 5
ST Spdemart Loty Accounts Linked to
BEHAX S T Rent bhstnn
BUOTE & yra 3w $CReNaing § Dayruss Bayind Me fa de u..—f-: !.n“ E One Customer
D f e ot o0 Portal. Customers can
¢  Duelin 46 days 4/112018 $1,091.69 View invaice set up one-stop
hoghunt 13999 Fagensd Histors oppin r ]
Fragerts tas R s/j pping for all City
Behensied Payrne bistges bills through Account
Apmend o . " . ]
Linking, consolidating
- notifications and
).
payments.

Through Account Linking, IC handles payment of bills emanating from different invoice
Types and can update the City's CIS, along with the IC system with payment information,
seamlessly. For example, we can accept bills delivered from the City's CIS for different
parking facilities, set-up fees, and parking rates, and customers can pay all bills
simultaneously (regardless of service fee vs. absorbed fee) with a single paymentin IC. IC
also provides the payment information back into the City's CIS, or each respective system,
with the necessary identification to allow for automatic updates into the CIS.

Streamlining Payments

After saving their payment preference, customers experience a streamlined version of our
one-time payment process. All they do is choose is how much to pay using which account
(Payment Options) and to review and confirm payment. Once payment is processed, the
customer receives automatic confirmation of payment through the next screen and an
automated email.

Scheduling or Future Dating a Payment

IC offers customers the ability to schedule a one-time future payment using Scheduled
Payments in the Customer Portal (Figure 56). Customers may schedule more than one
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payment at a time. The customer selects a payment date and can either select saved
payment data or add a new bank account or credit card account.

When would you like to pay?

Pay Today *

-
+ Schedule 3 Payment
o e it
T Figure 56.
Scheduled
Payment Options.
—

Customers can
future-date a
payment to avoid
running out of funds.

N

Scheduling Recurring Payments

Enrolled customers can set and forget recurring scheduled payments to pay a certain

amount on the same day every month. However, it is important to note that customers
continue to receive open invoice notices if their recurring payment does not settle the

balance due on their account. Scheduling recurring payments is 100% self-service for
customers in the Customer Portal (Figure 57).

'Recurring Scheduled Payments
~»New Recurring Scheduled Payment

Manage

| 4 Mew Recurring Scheduled Payment

. view fges Disclosire Please select the type of Recurring Scheduled Payment you want to create and fili out ali fields. Click lo learn more

| Gur Recurring Scheduled Paymentg  !nvoice Type” Iwantto *
s e RS G \ater v Pay a tixed payment amount on selected day I
How much do you wish to pay?* Pay on this day of every month: *
5000 1 vl

Use this payment method: *

You il
Credit Card JOXCOCOOCXX1111 V|
You may Active*
v

« Save my changes

Stancard senice fees may be applied if applicable Please view our Fees Disclosure for more information.

Figure 57. Scheduling Recurring Payments. Customers can schedule and pause a recurring payment for any
day of the month.
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Setting and Forgetting AutoPay

For added insurance, customers can
automatically pay their full invoice amount,
on the day it is due, through AutoPay. This
is critical for utility bills, where balances
are based on consumption, and ensures
that, if a customer makes partial payments
or simply wants the convenience of paying
their bills on time, every time, any .
remaining balance is always automatically
paid when due.

‘_AutoPay Reduces Payment B_ur.de_n_s
on Both the City and Customer

| 100% on time payments, eliminating late
fees and past due collections

¢ Pays the exact full balance, eliminating
credits and overdue balances

+ Reduces overdrafts and rejects by
automatically sending reminder emails to
AutoPay customers of impending payment
and amount

AutoPay prevents late fees and unpaid

bills and reduces administrative burden on the City by eliminating overpayments and past
due collections. The City can determine whether AutoPay transmits payment on the invoice
due date or any number of days before they are due. AutoPay enroliment is 100% self-
service for customers in the Customer Portal (Figure 58).

Auto Pay .. Edit AutoPay Setup

Regrstenng 156 Autobay wit voud any Prot sehatuied payments 1 crder 10 prevent dupieate fransactons, a7 schedided
Payments whih are pending 107 that SEount wf DE Carceind AUtoPay Wil then Dy nyOCEs 06 They Gue date URNG your gefaut
Pireten) marttog

Manage
Swelect an Account © Invoios Type *

View Fees Disclostire #000-88.7777 - St Steven [ vaater
Use this payment method *
Frease seect ¥ Fayment ssethod
Save trees, checks, stamps, and time. S|gn up for AutoF » .
AutoPay will send you an email confirmation of your tran a5, put me on AutoPay

@0,  do not want Autoray

Account # Type Status

999-88-7777 Water ot Signed Up AT 44006 t00% T Do LGN SRt Pieana esw tur Foos DescRSIe B 0 ST

999-88-7777 Utility Not Signed Up === Edit

Figure 58. AutoPay Setup. Customers can set and forget AutoPay, always paying their full balance on time.

Create a Budget Payment Schedule through FlexPay

Customers can create their own “budget” payment schedule within a billing cycle through
IC’s FlexPay. FlexPay allows customers to make any number of payments for any amount
before a payment is due. Customers enroll by selecting FlexPay in the Customer Self-
service Portal, choosing the first and last processing dates, and then deciding how many
payments to make between those dates. IC generates a corresponding number of payment
fields so that the customer can determine the exact date and amount for each (Figure 59).
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Once the customer finishes setting up FlexPay, IC automatically sends an email notification
to confirm and the schedule. IC sends a friendly reminder email notification three days
before each scheduled payment. The City can customize with these notifications with its
own branding and its verbiage per email notification type, meaning it can deliver one type of
message at registration and then another with payment reminders.

LT LR o o o]

Schedule your FlexPay payments Paymient Suinmary

ked L Aommard
Rt g R ThE T FR11 S Ry W peceiy?

T - R L

BWET | ]
P NS Yl

W Wit v 168 e LAV Fepmaal i prastes?

Y-t X I GRAND TOTAL 10120

m”’vl‘,““m‘i‘ﬂl" | e F FyTRTt |

3
A wat-maa tAa i gt ety o -

r e L L

Confirm your FlexPay Schedule

Ppymact Do
eeant | B
iy ® 2rs0nd Amasrd Bervant Fos Tom
ST 1 o $3473
Fpyma Dale
103 5
2 ] P pyment Lmourd jorvee Fee Yol
o 1 $to0 §34 73
PaymesSan Figure 59. FlexPay
ness B Setup. Customers can
future-date multiple
Amard v Yo .
== v prrmer payments to avoid
e 1 1.0 $MTe

running out of funds.

Allows Payors to set up automatic and scheduled payments through their Payor account.

Invoice Cloud supports on-demand, scheduled, and recurring payments, as well as AutoPay
and FlexPay. AutoPay allows customers to "set and forget" a constantly recurring
transaction that automatically pays their full balance using saved payment information on
the due date (or however many days prior to the date per City preferences). FlexPay allows
customers to set a payment plan to pay off a balance in installments prior to or by the due
date. IC-enrolled customers can set these either during the payment
process or from their payer account in the Customer Portal.
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Ability for Payors of real estate and personal property taxes to pay outstanding prior year
bills regardless of tax bill year.

Invoice Cloud presents the customer's balance and invoices as set in the billing system.
Payors of real estate and personal property taxes can pay outstanding balances applied to
their account, regardless of tax bill year.

Customer support shall include a call center with multi-lingual live phone payments, live
online chat, and live customer support.

[Proprietary/Confidential] Invoice Cloud's Client Services Center includes multi-lingual live
phone payments and customer support. We are currently developing a live ChatBot feature
for our Customer Portal, using artificial intelligence to engage customers, capture the nature
of their issue, troubleshoot through previously developed answers, and escalate to our live
customer support as needed.

The vendor's service shall provide for simplistic searches.

Invoice Cloud makes it easy for customers to find bills in the Customer Portal and City staff
to find customers, files, payments, and more in the Biller Portal.

We work with the City to set authentication fields per invoice type on our Customer Portal,
allowing a customer to easily find their bill using a simplistic search while not giving them
access to non-public information on invoices that do not belong to them.

The City can search all payments by account number, date range and confirmation number
using our Biller Portal’s Search function (Figure 60).

Search Payments

Cwstmmue Waone e
+ . I'u- imseun Topm
. i
——— Wktar ! Daveier {
-
ku-.-v Mumbe : SiPexnamal Rencans Tasme..

Mg wepi Exdtad Appowant puit Dewtinmd ¥
Imvacre W par
Fagment Pypa L& Pugmenet Topae o
B St
" H Transastinn Kunrre ¢ Type DM e et tuasise v
> P Tammgurtiaa Tope
Papmind Reawams ks vge e e

Pase Batpe {

—

Lars Mymbm
. I L L IrTT Witer Usansgme: Tt Seiraw ey

Cralit Laod Tapm o2 Carst Fopan ToriaBe bavean Pase -

B fomy boasiet ity Mt nan b
Ttgred Dipdipsa & & .

Figure 60. Search
Payments Options. City
e dCcounting staff can search
] for customers, files,
invoices, or payments
using a robust set of fields
and export results to Excel.
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The Search drop-down allows a user to search for Customers, Files (adjustments files,
invoice files, payments files), Invoices (current or outstanding), and payments. Each search
function provides the user with advanced drill down criteria to highlight specific
items/trends/issues they desire (such as customer name, account number, invoice number,
date, amount, card type, etc.). Additionally, once the search has been submitted, the user
can easily extract/download their findings to Excel for further investigation.

City staff can search, view, and edit customer profiles (Figure 61). This allows them to log in
as that customer (e.g., during a phone call) to edit their profile or verify payment information,
including:

« Any stored payment account information (account numbers are truncated, staff cannot get
full credit card or bank account numbers)

e 24 months of all payment history and e-bills

» Paperless settings / Pay by Text setting

s Auto-pay settings / Create a new autopay on customer behalf

« E-mail address on file and all e-mail history (including click through status)
« Linked accounts if any

« Customer Activity (Customer Portal login information)

e Customer Options (block a customer from using credit card)

Search Customers -

Customer Name oo l
(This field supports partiel matches) i

Email Address
(This feld supports partial matches}

Account Humber

(This fieid supports partial matches) = | xR%
Invoice Number o= i = —= S
(This fisld supports partial matches) .

Row timit Avaitability Retrievai
Output Options > @ 250 rows Irmmediate Screen
(Number of records te see} O & B ] o T

it raws Schedule ownicay .
Figure 61.

Customer Search
Options. City

'$ accounting staff can
find and log in as

Account # Customer City Email Address Options .
customers to edit
WEST ROXBURY n b
L their profile as
BRAINTREE 2%
....... i needed.

Search for Accounts Receivable bills by street address, owner name, license plate and bill
number or other combination, or other public data as determined by the City.

IC allows customers to pay any bill through one-time payments, which increases adoption of
online payments. We control these one-time users' access to invoices and other data
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through required authentication fields in the form to locate their account (Figure 62). We
work with the City to determine which authentication fields are required.

'Please Locate Your Account

Figure 62.IC’s
Personal Property Tax Landing Page with
Search our fles for your inves e using the ficlss below. Requred haids are marked with a * o F
Hewd beks fding 30t invo e Authentication
Fields. The City can
Bill Number (optional} Name {optional) Business Lacation (optional) enforce access to
Bl Humber Haera Bininass Locston IGCOTC/S by def/n/ng
required
authentication fields
versus optional
ones.

The vendor's service shall include shopping cart functionality.

IC provides the most robust Shopping Cart experience in the municipal market. Not only can
customers pay multiple invoices from multiple billing departments to their cart, they can pay
multiple invoices and non-invoiced payments from disparate billing systems in a single
transaction. On top of that, IC then maintains line items for each invoice against the total
balance, allowing our platform to deposit each invoice's payment to different City bank
accounts.

We avoid the pitfalls of acting as an unlicensed money transfer agent by never holding
clients’ funds in our own account and then dispersing them per City rules. Our payment
processor, Chase Paymentech processes all credit, debit, and ACH charges, withdraws the
funds directly from the customer's payment account and then deposits the City's funds
directly into whichever accounts the City designates for deposits. We highly recommend this
process to protect the City from indefinitely delayed payments and future legal ramifications
when the FTC begins enforcing money transfer rules more rigorously.

Customers access our cart either directly from email or text notifications or by searching for
their accounts. After selecting their payments, the customer can now review the items in
their shopping cart (Figure 63). This review includes several options:

e View Invoice. The user can view or print their invoice, which IC can break out by line item if
applicable.

» |want to find more invoices. Using IC’s Shopping Cart function, one-time payers can
search for additional invoices and pay for all of them in a single transaction.

« |want to Register this Account. As part of IC’s effort to induce more payers to register, we
provide multiple opportunities to do so throughout the one-time payment process.
Registration gives payers access to the customer portal for online payment, invoice and
payment history, scheduled payments, and auto-pay. Registration also aliows payers to store
payment information for future use, which enables conveniences like paperless billing and
payment and Pay-by-Text.
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« Proceed to Checkout. The payer can adopt to simply make a one-time payment now,
ending the transaction, but missing out on the chance to store payment information—such as
EFT banking information (account number and routing number) and credit card information
(account number)—for future convenience.

Please review your cart

Piease confirm your selections below. Click on Proceed to Checkout when you are ready to pay.

Type - Water
Type Account # invoice # Due Date Balance Due Options
Water 999-88-7777 WH20-0444 63072018 $746.20 {4 View Invoice

i Remaove from Carnt

Select an item to pay

Subtotal (1 tems) $746.20

Not including any applicable service fees.

Proceed o Checkout
>

Additionat Options

Utility

Ko A R
Figure 63. One-Time Payer Adding Multiple Invoices to their Cart. One-time payers can control their payment
options at any point of purchase. increasing the likelihood of e-adoption.

Once the customer has selected all the invoices they wish to pay and clicks “Proceed to
Checkout,” IC starts our three-step payment route: 1) selecting payment options, 2) entering
payment information, and 3) reviewing and confirming the payment.

Option for Payor to have an online account if desired, showing multiple years of payment
history enabling a historical view of bills and payments.

Customers can choose to register for our service and view up to 24 months of rolling
payment history from their profile in our Customer Portal. While the Customer Portal more
conveniently presents two or more years of historical bills and payments to registered users,
non-registered users can find the same information using authentication data in the one-
time payment route--no online account required.
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Payors who have scheduled a payment or registered for Auto-Pay will receive an e-mail
notification from the Service of pending payments. Said notification will detail how Payor
may cancel an impending transaction should a cancellation be required.

IC sends notification of any impending scheduled or AutoPay payments three business days
before payment. The email contains a link to their scheduled payment settings, allowing the
customer to make changes if needed.

The Service offered will allow the Payor the option to elect paperless billing and will
coordinate with billing company to suppress printed copies.

Customers can elect to go paperless in lieu of a receiving a printed and mailed paper bill,

saving the City time and money. We also take extraordinary, yet automated steps to protect
customers from missing bills due to data entry errors or email changes. This round-trip, self-
service process starts with the customer electing to go paperless either during the payment

process (including non-registered customers) or through their customer profile (Figure 64).

Paperless

Going Paperiess saves time and money by eliminating the need for paper printing and mailing of invoices and payments. Heed
nelp with this teatura?

Account# Type Y 4 x Status

999-88-7777 Water ®Yas Omno  Papertess

Figure 64.
Changing
Paperless Options
per Invoice Type in
the Customer
Portal. Registered
customers can
dictate exactly which
bills to go paperless
and which ones they
still need paper
copies of.

Non-registered customers can opt into paperless billing, as well as Pay-by-Text, during the
third and final step on one-time payment, when they review and process it (Figure 65).
Prompting the customer to sign up for paperless and Pay-by-Text each time customer
makes a one-time payment (approximately 40% of annual payments through IC) helps

increase participation and, ultimately, save our billers money.

InvoiceCloud”
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&Pk St e Review Payment

Review your Information

Your Credut Card  / Edix Billing Address
124 #ill ROAD
AR RAXXEE LN T2 EAST LCHNGMEATZW Ma
FER-AH padees
visa Emiser@irviesitvs eI

v Save my Credit Card for |ater

v ¥ Send me Pay by Text messagss for future invoices

V0.4 Y FR2 10 60 YOI LR T 300 MEICILING Vi 3 CONNVET TEXT mseam”™ Sua 1ma ty
ST Y37 £ SPKEY BIT YOF $A00 1 T4 DA 63k 153y Sl Ay

v # wouid ike to sign up for Paperless

Yo (waT T TEdu0E SURY 30T E3vE 22087 { POKEANS 1T X Iy TME I Pty DY 3O e
10 7R08 R CIOX BYS Ty ASTI Y TN PR DA SEECTIE ENGOR TYDIE YU WAR Y 0 Tt
o

Agsount Sl L0018

Ee O $evR IV oIl g COr

(= frawe SOk iy TR

Payment Summary

Invoice # Amount
VS0 - O Ve ==}
SUBTOTAL XIS

MRVICEPEES « 5450

GRAND TOTAL $24 95

Process Payment $24 95

# Pyymast

Egper Bpes X e SO femas T 2T AN
teezie

City of Somerville
May 29, 2019

Figure 65. One-
time Payment
Review Options.
One-time payers
can forgo traditional
registration while
opting into paperless
billing by email or
text and saving
remittance
information for these
options. This is how
we achieve our e-
adoption rates.

Once customers, registered or not, complete either process, IC automatically sends a
paperless confirmation email to the customer's address to simultaneously complete
registration and confirm their email address (Figure 66). Once the customer verifies that
they want to go paperless by clicking the “Complete Registration” button in their
confirmation email, the IC platform completes registration, all with no City action
needed. The customer starts receiving paperless invoices by email for their very next bill
and can opt back into receiving paper bills at any time through their Customer Portal Profile.

After enrollment in paperless billing, IC automatically suppresses paper bills without
requiring action on the City's part. As part of our seamless integration with MUNIS, IC can
automatically flag accounts as paperless in the City's billing system. We also automatically
provide an updated list of the City’s paperless customers to its bill printer, expediting the
process to save money by printing and mailing fewer bills.

To ensure that customers do not miss a payment due to data entry errors or email address
changes, IC automatically re-registers customers for paper bills if their first of

three bill notification emails bounce. This provides more than enough time to avoid a late
fee and, again, requires no action whatsoever on the City's part.

Confidential/Proprietary
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Dear Smith, Steven
Thank you for selecting paperfess billing on 1/20/2015 3:01:35 Account Number:
PM, we're glad you'li be benefiting by reducing clutter while you a5
3 t 3 . 99-88-7777
are helping the environment. You will no longer receive paper
statements _(unless IegallY req.ulrred to do 50 for your bill type). Quline Filing Privacy Polic
You may reinstate paper invoicing at any time via your account SIEHeERng “Ivaoy bosy
profile.
If you have any questions about your account, please contact us
at caltheide@invoicecioud.com.
If you prefer not to go paperless, simply do not complete
registration below or go to Paperless Options in your account
profile and click cancel registration.
Please Note: To ensure delivery of account related email
notifications, please add no-reply@invoicecloud.net to your safe
senders list.
To finali our enr ent i rl ifli i
the link below to verify that you have received and read this .
notification, Figure 66.
; : Automated
ki | Paperless
Carlyn's Biller Portal Confirmation Email.
Customers must
confirm their email
f:ha;%readbarl\g Agree to Terms and Complete Registration b?fore paperless
RINEIONS IELu. billing goes into effect.

Secure data during its collection, transmission and storage to comply with existing cyber-
security industry standards. Data protection during collection and transmission via SSL with
128 bit encryption or better.

Invoice Cloud double-encrypts data in transit, end-to-end, and between the client/endpoint
system and our hosted, Saa$ solution. We secure data during collection and transmission
via TLS with 256-bit encryption or better and our 2048-bit SSL. Our platform uses AES 256-
bit encrypted stored data for various features, including AutoPay and scheduled payments
functionality, as well as for support issues.

Vendor allows for payments using Visa, MasterCard, Discover, American Express credit
cards and branded debit cards (MasterCard/Visa) as well as electronic checks/ACH and/or
other payment methods that may be or may become available in commerce.

[Proprietary/Confidential] IC processes credit and debit cards, including Visa, MasterCard,
Discover, and American Express. We also process electronic check payments via electronic
fund transfers (EFT) and Automated Clearinghouse (ACH) channels. We continually work
with our clients to determine new payment methods to add to our service through user
groups and end customer surveys. For example, customers can pay using Google

Wallet, Apple Pay, and Samsung Pay with smart devices that include a Verifone-capable
chip at our point-of-sale equipment. We are currently exploring adding these payment
options to our web-based payments in the next year. We fully integrate the cutting
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Non-Price Proposal

RFP #19-83 Payment Gateway and Merchant Services
edge into our Saa$S platform so that the City doesn't have to keep
shopping for it.
Vendor shall provide as many separate merchant accounts as the City deems required for
each tax, charge, or fee type as requested or TBD by the City.

IC meets both current and future City needs and desires through our true SaasS platform,
requiring no on-site upgrades, patches, or data migrations. The online payment industry has
changed considerably in the past three years and will continue to do so for the next three.
With most platforms, staying ahead of new online communications options, as well as
regulations and security needs, requires constant updates and patches and, in some cases,

entirely new contracts.

With IC’s true Saa$ platform, the City always receives access to all new features as we
release them, no updates or patches required. When we release a new enhancement, we
update a single instance of our platform and then give the City the opportunity to opt in
through remote activation. True SaaS means that the City's customers log into the latest,
greatest, and most secure version of our payment portal every time they pay their bill. This
easy activation means that adding new invoice types to the City's IC service is simple and
doesn't require separate installations.

IC easily scales up to add increased revenue sources within the City. For many of our
clients, we support various departments, each with their own unique bill presentment and
payment needs. For any customer, we may process invoiced payments for water, sewage,
real estate taxes, motor vehicle registration fees, as well as infrequent or one-time
payments like marriage license fees, building permits, or charity drives (Figure 67).

Sgn in Contact Us

,/!5‘ } :f‘\,
L i »
8
. # [ 4]
Pay or View Bills .
]
Please splect an lem below (o get staned Figure 67.

Examples of
Payment Options

-— — e, = Al for Multiple
( Real Estate Taxes y) Gersonal Property Taxes %) ( Water 8ill ?) Departments. /C
~ - 2\ easily integrates
Birth Certificates o ',1 Death Cedificales ° ,-;{ Mamage Centificates ° / addiﬁo”a/
7 = / — e S A ———

————— departments and

Arhi i . ..." '.I..-- 2, £ I “\
- White Good Stickers )a l \;r;c;zrc;::fle > ' payment types

beyond utility bills.
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Transaction and merchant fees paid will be paid by the customer as a convenience fee
unless the City decides to pay the fees. Should the City elect to pay a fee, the vendor will
bill the City under separate cover for the charges and include an itemized invoice.

Invoice Cloud offers both convenience fee and absorbed fee models for credit card
processing. In the absorbed model, the City would pay the credit card costs along with a fee
to Invoice Cloud on each credit card transaction and for any ACH transaction. In the
convenience fee model, sometimes called service fee model, the City resident or customer
would pay an additional charge on top of the fee (tax payment, for example) being paid to
the City for any credit card or ACH transaction.

Different invoice types (tax, copy fees, traffic tickets, marriage licenses, etc.) can have their
own pricing model, convenience fee or absorbed. \We can apply these on an invoice type-
basis, allowing the City to choose which payments' fees it absorbs or passes on to the
customer. And we can easily change these fee models at any time and as often as the City
needs through Invoice Cloud's true Saa$S configurability.

As a true SaasS platform with more than 1,000 different clients with unique business rules
and needs, IC can accommodate most changes through our system's

advanced configurability. The City can already access our full platform's solution and new
functionality to meet new business priorities or rules, which simply requires activation or
configuration on our end. The City does not need to do anything but provide IC their
business rules, and we can configure your instance of our true SaaS platform to behave
accordingly (Figure 68).

PRYMENT OPTIONS

BUSINESS AULES

@ @@ @
@ @

NOTIFICATIONS

(e e

¢

,
L 3

Figure 68. IC’s True SaaS Configurability Aligns
with Business Needs Without Customization. The
City receives the exact payment experience it needs,
in accordance with its rules, without customizations
and slow, individual updates.

SIORESISNoNS

Invoice Cloud processes all service fees as a separate transaction from the payment
amount, depositing the payment amount directly to the City's designated deposit account
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and our fees directly to ours. The City can see service transactions as separate from its own
transactions in all Biller Portal reporting, and customers see the service fee listed as a
separate line item in the Customer Portal during the payment process.

Because Invoice Cloud maintains this separation between our fees and the bill amount, we
neither touch the City's funds nor co-mingle your funds with other clients. We avoid the
pitfall of acting as an unlicensed money transfer agent by never holding clients’ funds in our
own account and then dispersing them per City rules. Our payment processor, Chase
Paymentech processes all credit, debit, and ACH charges, withdraws the funds directly from
the customer's payment account and then deposits the City's funds directly into whichever
accounts the City designates for deposits. We highly recommend this process to protect the
City from indefinitely delayed payments and future legal ramifications when the FTC begins
enforcing money transfer rules more rigorously.

Vendor provides a fixed per transaction cost for credit, debit and micro-transactions
inclusive of all discount, interchange, and any other variable pricing and/or any and all fees.

Invoice Cloud provides a fixed per transaction cost for credit, debit, and micro-transactions
in our separate Pricing proposal. This cost is inclusive of all discount, interchange, and any
other variable pricing and/or any and all fees.

All convenience fees must be processed as a separate and unique transaction and not
imbedded in total amount due.

Invoice Cloud processes all service fees as a separate transaction from the

payment amount, depositing the payment amount directly to the City's designated deposit
account and our fees directly to ours. The City can see service transactions

as separate from its own transactions in all Biller Portal reporting, and customers see the
service fee listed as a separate line item in the Customer Portal during the payment
process.

Because Invoice Cloud maintains this separation between our fees and the bill amount, we
neither touch the City's funds nor co-mingle your funds with other clients. We avoid the
pitfall of acting as an unlicensed money transfer agent by never holding clients’ funds in our
own account and then dispersing them per City rules. Our payment processor, Chase
Paymentech processes all credit, debit, and ACH charges, withdraws the funds directly from
the customer's payment account and then deposits the City's funds directly into whichever
accounts the City designates for deposits. We highly recommend this process to protect the
City from indefinitely delayed payments and future legal ramifications when the FTC begins
enforcing money transfer rules more rigorously.

Vendor will invoice city for all fees for the transactions charges upon which the City agrees
to pay.

Invoice Cloud agrees.
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Provide a confirmation number for every successful pa yment.

At the end of every transaction, IC displays a confirmation page that includes a "Thank You"
message, as well as a transaction date, amount paid, a unique confirmation number, and a
notice to the customer to print out and retain the confirmation page as a receipt (Figure 69).
We require an email address for every online transaction so that we can also email this
confirmation to the customer in case they close their browser window before downloading
their receipt. The customer should receive this email within two minutes of seeing the
Payment Confirmation screen in our Customer Portal.

a2 invoice Cioud - Cartyn Aktwids DEMO
J Invoice Cloud - Carlyn Altheide DEMO
(781) 353-2429
Thank you for your payment!
Billing Information Dnesdio: elal
B Click here to Print a receipt with additional details :‘YAMSW:‘TTRUST RIXRICOKKNNIT11
JAFFREY NH 03452 6/26/2018 3:53:10 PM
APPROVED 475312
Total Payment Amount
$92.00
Type Account ¥ Invoice ¥ Amount
leﬂl“.sﬂﬂ. Water 997296 JWS-0333 $90.05
APPROVED 475312
SUBTOTAL $20.05
Payment Method
SERVICE FEE $1.95
Visa
XIOXKXXXXXXX 1141 it #9200

Figure 69. Confirmation Screen and Receipt. The customer receives confirmation of payment at the end of our
payment process and a receipt.

Vendor will scale its staff to meet peak demand of seasonal collection cycles.

Invoice Cloud already scales our staff to meet peak demand of seasonal collection cycles.
We currently maintain peak staffing in our locally based Marlborough, MA Client Services
Center from 7 a.m. to 8 p.m. EST on Mondays through Fridays, with more Boston Metro-

area focused staff in the office during standard Eastern business hours.

Provide on-line, secure payment tracking.

IC provides a hosted interface for tracking authorizations. charges, settlements, credits,
refunds and voids, scheduled payments, automated payments through AutoPay, customer-
initiated payment plans through FlexPay, and chargeback and reject notifications in our
Biller Portal. We conduct these processes in near-real time though our seamless integration
with MUNIS and merchant processing through Chase Paymentech.

IC’s Biller Portal offers extensive reporting tools for reconciliation and data mining, making
life easier for the City. The first page of our Biller Portal provides the City an interactive
dashboard, containing a variety of charts with metrics from all areas (e.g., payment volume,
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paperless, and registration). These charts include Last 10 Days Payment Summary,
Payments by Payment Source Summary, Payments by Payment Type Summary, AutoPay
Payments by Invoice type Summary, Payments by Invoice Type Summary, Paperless by
Invoice Type Summary, Registered Customers Summary, and Active Customers Summary.
Our reports present focused, salient content to our clients. The City can rearrange these
charts to user preference at any time (Figure 70).

ﬁ.

* Favorites Search ~ Reports -  Reconciliation v Products ~ Support ~

Welcome John Smith to the Invoice Cloud Biller Portal

M save Layout | # Add i Remove Charts

Last 10 Days Transaction Volume
EFT (Check Credat Card
Total_\/o%ume 1600000
$7,874,473.91
1000000
200000
Total Transactions w—“f-f‘? : -
17,602 &f: B s el i ——
o St ¥ e % 1 P
] & & & & & © K3 K =
F PP PP LSS

Figure 70. IC’s Simplified Back-end Biller Portal. City accounting staff can manage all billing functions through
our user-friendly interface.

The Biller Portal is available 24/7/365 and is 100% self-service for the user. Based on
permissions set by the City, admin users will have access to features such as:

« Blocking certain Customers from making ACH and/or Credit Card Payments.

e Updating an email address for a Customer.

e Entering a courtesy email address for a Customer or Landlord.

« Sending an invoice notification for a bill that a Customer says he/she didn't receive.
o Setting up AutoPay for a Customer at Customer’s request.

« Setting up paperless billing for a Customer at Customer's request.

« Reviewing payment and/or email history.

« Updating phone number for a Customer at Customer’s request.

o Issuing a credit on an over payment.
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Search

The City can search all payments by account number, date range and confirmation number
using our Biller Portal's Search function (Figure 71). The Search drop-down allows a user to
search for Customers, Files (adjustments files, invoice files, payments files), Invoices
(current or outstanding), and payments. Each search function provides the user with
advanced drill down criteria to highlight specific items/trends/issues they desire (such as
customer name, account number, invoice number, date, amount, card type, etc.).
Additionally, once the search has been submitted, the user can easily extract/download their
findings to Excel for further investigation.

| Search Payments -

Customer Name Invoice Type IA" invoice Types 7“__:}
(This field supports partial matches)
Approval Status {Approved and Declinec +

Account Number

| (This freld supports partial matches) Luliiea SURRSY S

| Payment Type {All Payment Types «
Invoice Number = I h
(This field supperts pactial matches) = Transaction Source / Type All Transaction Sources v |

Biller Reference
{This field supports partial matches)

Transaction Type

. Brek | 272672019 [ to
< g ate Range:
Payment Amount Range e 0.00 v o 9 272772018 &
(0.00 for all amounts) 0.00 ; .
Biller Username: Al Biller Users w
Card Number:
(example: 4211XXXXXXXX2112)}
Include Service Fees: &

Credit Card Type: {All Card Types o
Row Limit  Availability Retrieval
Output Options @ 1000 rows Immediate Screen

G
Q allrows Scheduted  Cownload

I
Invoice # Customer Amount Paid Via Paid On Message Approved Options
PBV/-03-93187433 §219.00  Credit Card 2/27/2018 Approved 602306 Bl o
PBW-03-93187493 $6.02  Credit Card 2/27/2019 Approved 049879 Bl=a o
e e - P . PP, Mol g T

Figure 71. Search Payments Options. City accounting staff can search for customers, files. invoices, or
payments using a robust set of fields and export results to Excel.

Robust Reporting
Our Biller Portal offers many standard and ad hoc reports with date ranges and drill down
options to view detail (Figure 72). All reports are available 24/7 through the biller portal.

Most of the standard reports can be defined by date range, payment type or bill type criteria,
in addition to criteria particular to the report (like name or email for the customer report) to
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produce targeted results. Our system uses open architecture and is Open DataBase
Connectivity (ODBC) compliant to allow data extraction and facilitate reporting.

(.1 *® Favorfies m.m ‘

L= 2 >
Euniom Beportng ?
Wt @te your ookt Custkeney >
Emad >
Irvog ey >
Fapereny 4
AutoPay Report Pprens ¥
FOF »
Shact Dute e | Baengt [
Frul Dt s | !, :;.'- —— =
Jowvoncn Type ey | AN Invakcn Types
P Liret Availatrility Retrivvs!
Onstgast (planwie e 2 Flma tmsade Zeone
A1 e G prddand L >
Figure 72. Robust Reporting
Options. City accounting staff
can use our pre-configured
Cumsmer UGN sl idben — westws|  1€POITS Or define new ones and
o secoven 12 Sy | export results to Excel

The City can define its own reports or use our pre-configured reports, including Auto-Pay
Report, Custom Reporting, Customer Conveyance, Data Synchronization History, Expiring
Cards, Pay by Text Registrations, Email Change Report, Email Do Not Send List, Email
Notification Summary, Email Statistics, Email Tracking, Total Outstanding Invoices,
Paperless Report, Paperless Registration History Report, Paperless Bounce Report,
Paperiess Billing Report, Daily Payments Received, Monthly Summary, Registration, View
Scheduled Payments, PDF Monitor, and PDF History.

Custom Reporting

Custom Reporting allows the Biller to define and create various reports and either view
immediately on screen, download to Excel, or create a scheduled report (Figure 73). These
custom reports are 100% self-service and can be created by the Biller 24/7/365. IC offers
Excel, CSV, and PDF for some specific reports.
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Scheduled -Re| New Scheduled Report x

Repernt Yype £ | Avtve Cumtomen v Heds?
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Vi e e S| Fane provide s Raport Name
RAPSTT tidmma ED | hectve Cuntpman st 3 Praquency 304 esser ooe
o¢ paese Emall ASSrense far
feequency 0 Memmy =i ;-:N:::YWM::?
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Day 08 Mosih s T SEPLIT. Vou oy thanee i
ez furse S BIDR 7 A2y TiEse. Predt
7 : TRBAe 3D RapRt vt .
£mail Reciments @ |7 cceleed Figure 73. Custom
e ecoeds v daplsy
active e @ oBae Reporting Options.

et a4 City accounting staff
i e LGOI can create their own
oo i e custom reports and

Bl S PrTantsT export results to Excel.

k

AIl'IC data can be drilled down and then exported to Excel, including daily, monthly, or date
range payment activity. If the reporting or data being searched is under 1000 rows, then
reporting is delivered immediately. Users can also schedule custom reports for a certain
frequency and day of the month. The user can send that custom report to any number of
individuals.

Search, View, and Edit Customers

In the Search drop-down, the user can search, view, and edit customer profiles (Figure 74).
This allows them to log in as that customer (e.g., during a phone call) to edit their profile or
verify payment information, including:

» Any stored payment account information (account numbers are truncated, staff cannot get
full credit card or bank account numbers)

* 24 months of all payment history and e-bills

» Paperless settings / Pay by Text setting

s Auto-pay settings / Create a new autopay on customer behalf

» E-mail address on file and all e-mail history (including click through status)
e Linked accounts if any

e Customer Activity (Customer Portal login information)

« Customer Options (block a customer from using credit card)

From this page, a user can login as the customer with one click and have the same
experience the customer does.

Confidential/Proprietary InvoiceCloud” 86




Non-Price Proposal

City of Somerville

RFP #19-83 Payment Gateway and Merchant Services May 29, 2019
Search Customers -
Customer Name e s
{This field supports partial matches) = [ e
Email Address > [,
(This field supports pertial matches)} L
Account Number e
(This field supports partial matches) = l ——
Invoice Number Py l - = ==
(This figld supports partial matches) E = L
Row Limit Availability Retrieval
({)f;:tp;;t Opgnons s & ® 250 rows Immediate Screen
umber of records to see!
| b . O Altrows Scheduied Downlcad
|
|
Account # Customer City Email Address Options
WEST ROXBURY ) )
BRAINTREE b
SLIAROEL [

Figure 74. Customer Search Options. City accounting staff can find and log in as customers to edit their profile

as needed.

The user can view all payment and billing history for that payer (Figure 75). Clicking on the
credit cards tab displays the card data on file that the customer used to pay with (middie 8
digits hashed out for security purposes).

‘ Custome Irfe X Optiors

\  Emall History Pay By Text

‘ ' ' Customner MName:

Account Nember:
Address:

| Suite [ Apte:
Caty, State, Zip
Telephone:

Email Address:

| Customer Actvity

. Bani Accounts

GARY M. SAMPLE

1562995602233

67 PARK LANE DRIVE

' Credit Cards

CHAMBERSVILLE, VA 02445

Courtesy Email Addresa:

srrrg Scheduied Payments

" Paperiess ‘

Figure 75. Customer Profile. City accounting staff can update user data, including AutoPay and Paperless

enrollment status.
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Biller Portal Favorites

IC created a Favorites section of the Biller Portal to make it easy for users to access the
search/report/reconciliation sections of the portal they use the most. Each report/search
functionality of the Biller Portal has a small star next to it, which allows the user to make the
specific report a ‘favorite.” This will allow the user to quickly access those sections without
having to remember where it is (Figure 76).

ﬁ m e g :

Emad Change Repod
Seanh Custorrens
Seanh Invokes g i

Search invoices w

Trowice Ty 52 AR tmvoite Types _’ i
Cunipmp Name - |
o Fohd sivmoey U bt b SoustsPur} v
Acecunt Humrber . e T 1
Db falt wamer -
et s sy |
Qutatanding Only > Figure 76. Biller Portal Favorites. fach
2 City login can star their favorite reports and
-
searches to quickly access them later.

Timely notification by e-mail to the Payor and the City of all charge backs.

IC notifies the City of returned items, or chargebacks, by email notification once we debit the
City’s account. We net the chargeback amount from the next deposit unless the City uses a
separate account for returns. The City can review information pertaining to the disputed
transaction in the Chargebacks Report in the Biller Portal. The City can filter this report by
merchant or terminal ID.

Financial reports of all payments; reports available on-line to specific City department.

IC’s Biller Portal offers extensive reporting tools for reconciliation and data mining, making

life easier for the City. Our reports update in real-time as customers and City staff complete
transactions when they use our payment options, including IVR, Pay by Text, and Point-of-
Sale. What separates IC from other payment processors, though, is that we also update in

real-time as transactions update in Oracle CC&B through other payment means, including

lockboxes, which is possible through our proven, seamless integration with the City's billing
system.

Our Biller Portal offers many standard and ad hoc reports with date ranges and drill down
options to view detail (Figure 77). All reports are available 24/7 through the Biller Portal.
Most of the standard reports can be defined by date range, payment type or bill type criteria,
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in addition to criteria particular to the report (like name or email for the customer report) to

produce targeted results. Our system uses open architecture and is Open DataBase
Connectivity (ODBC) compliant to allow data extraction and facilitate reporting. All IC data
can be drilled down and then exported to Excel.

|
ﬁ x Favorfies Search « m feconciixtion » 3’m~ducilv!
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AutcPay Report PurmENe L
FOFa ?
Stast Dute = [y .
U Dt o [3ams B
Jayoce Type ot NE luwekes Types
Ruw L imit Awsilabnlity Awtricvat
Cratpest Uiplmin e & 2 oea lrmacdste Torea
A e ok Dewimal
Figure 77. Robust Reporting
Options. City accounting staff
can use our pre-configured
Cumsre e R ickistey amewy|  TEpOIts or define new ones and
o ez us Jng export results to Excel.

The City can define its own reports or use our pre-configured reports, including Auto-Pay
Report, Custom Reporting, Customer Conveyance, Data Synchronization History, Expiring
Cards, Pay by Text Registrations, Email Change Report, Email Do Not Send List, Email
Notification Summary, Email Statistics, Email Tracking, Total Outstanding Invoices,
Paperless Report, Paperless Registration History Report, Paperless Bounce Report,
Paperless Billing Report, Daily Payments Received, Monthly Summary, Registration, View
Scheduled Payments, PDF Monitor, and PDF History.

IC also offers custom reporting, which allows the City to define and create various reports
and either view immediately on screen, download to Excel, or create a scheduled report
(Figure 78). These custom reports are 100% self-service and can be created by the Biller
24/7/365. IC offers Excel, CSV, and PDF for some specific reports.

Al IC data can be drilled down and then exported to Excel, including daily, monthly, or date
range payment activity. If the reporting or data being searched is under 1,000 rows, then
reporting is delivered immediately. Users can also schedule custom reports for a certain
frequency and day of the month. The user can send that custom report to any number of
individuals.
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Audit trail of a transaction through the entire payment cycle.

IC maintains audit trails, which we can provide at the City's request. Application logs control
information on all batches of e-bills, payments, logins, and user activity and email
notifications. Audit trails are available to track customer/CSR/administrative activities. We
date- and timestamp all transactions, inquiries, and selections in the IC service to provide
complete control and accountability.

When IC creates a new bill type, that bill type gets its own processing channel so that our
platform can report it individually from all the other bill types. This allows us to flexibly set up
each bill type for the City with its own pricing structure, bank account, features/functionality,
etc. IC offers extensive forensics to track and record payments independently of the next,
creating an audit trail of each payment with granular details, including name, address,
phone#, last 4 digits of payment information, completed form fields by Payer or Biller, and
where the transaction originated and by whom. Qur priority is to protect the clients we serve
in the case of any situation.

Must provide means of integration with internal City applications currently in use or
hereinafter acquired via documented and delivered APIs or Web Services or secure file
download in specified format. City currently uses third party vendors to collect permits, fees,
and other bills.

Invoice Cloud integrates with more than 90 T & . =
. eamless Integration Keeps S ve |
different software platforms, including the 2 liteg Keare Safiba I

f i m |
City's MUNIS CIS as well as MyRec, .Mf C'tX SySte—S _
Conduent, and many others. IC updates ' Invoice Cloud stores, processes, and transmits

our reporting in real-time as we process all credit card data on our own secure hosting.

transactions and pushes these records in l/rvai;icis:oga\}iaa qrqugsvgﬁ!fgg%?tZ;ir o o
batches to MUNIS. Because all IC yp

] } ) ' better. We are responsible for the security of
payment options are fully integrated, this all cardholder data in the IC system, relieving

means we update our reporting in real- the City of all PCI requirements for stored
time even iIf customers pay in-person, over | data.

the phone through IVR or Pay by Text, or
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even through kiosks. We also update our reporting per batch from MUNIS and other ClSs,
so we also receive payment records from any other method of payment the City uses.

We are capable of interfacing directly with MUNIS through at least batches and can explore
a real-time connection depending on the availability of Tyler and other vendors' IT
representatives. If the other vendors are amenable, we can develop a fully real time
connection, both receiving billing updates from the City's systems using our RTDR tool and
posting payment updates back using our proprietary Data Pump per transaction. Using the
Data Pump, IC shows payment history for payments made through all channels, even
channels made through offline avenues. The City’s system would receive real-time data
exchange with IC’s hosted infrastructure, regardless of payment method, keeping all data
views in IC fresh and preventing double-billing (Figure 79).

Core Billing

InvoiceCloud
Platform
Data Pump History
Data Pump Type ] Sayments —B = =]
Actount Number e ; e o
Response > Al i
start Date o | 5200 =
End Date x| 5102017 =
e e — i
Raceipte  Customer =R Amount Delivered _“'w_
1esare MY Sank 9:04:21 o0426 ;
& . §58.732 OK
162554765 MARR AM AM o
caniey  SRTTANY T o il :
BT ey 306493 TS g — O xp
3 - AMAEIT T T Y H ] H
s onoawre DRI prge ORISR g 5102017 o xp Figure 79. IC’s Unique Data
o~ Wi 4
|asasIas ALEX anTIE. Crotin Card SH20E ITNELY $1a 88 SRINT 01906 s ‘)) Pump.MalntalnS 100A) Data
WESTER=OLD 003049 y = > - Integrity. The City views the
i ™ - 920 (3227 $/2017 & "
veaamese ame.zv LS gumoye  SRWWIIT ggpq AWITERI o XP latest data on payer accounts
s ne TS oo ANSEMSS .. s9WUENs o w0 | Inevery report or search.

Our Data Pump seamlessly moves data between IC and the City's backend databases or
CISs in real time, including payment, paperless, and AutoPay data. We can use the Data
Pump to move other data in real time if needed. Our Data Pump and RTDR tools use
handshake methodology to keeps our records up to date, so IC automatically receives the
customer's new balance seconds after it is paid, for example, through a lockbox or at a City
office. Once the offline payment is processed and our RTDR tool receives data from the
City's systems, indicating that the customer no longer has a negative balance, IC
discontinues sending reminders for the paid bill.
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The handshake also holds all transactions as pending until we receive acknowledgement
from the billing system that the transaction has been received. This ensures that no
transactions get lost in cyber space (a common complaint with our competitors). The City
can review Data Pump history in the Biller Portal to review time of payment and when its
CIS acknowledged and received it.

Preferred system will allow Bill Processors (Tax Services, Banks, Credit Unions or Mortgage
Companies) to electronically research real estate tax information, report taxes owed and
remit payments on behalf of property owners.

Invoice Cloud offers a Bill Processor Service that automates the exchange of real estate tax
data between a municipal tax office and tax servicing companies.

The vendor’s web-interface will be customized to match the City’s look and feel and also
have the ability to be quickly and easily be changed by the vendor at the City’s request, at
no cost to the City.

The City can add its own images to the headers of the Customer Portal, email notifications,
and invoices in the Biller Portal settings. Our professional marketing team can also work
with the City to develop custom text, images, links, banner content, and buttons for both the
City’s web site and their landing page at no cost. Our customization does not merely mimic
the City's web site; it becomes a part of it by linking back to important City news and
events.

The City can work with our Marketing Department to customize the look and feel to the IC
landing page, including the banner image, button colors, and custom content below those
buttons (Figure 80). Custom content can include text in any or multiple languages, images,

and links.
St 3 Sign Contast s
@ Add/change your logo

\\\\\\ e
© Heed Heip?
I Tt AR

Pay or View Bills o 1o A
itwiesighvamersilican.gin

Fiease select an jtam beiow to get started,

Select colors

Add content here,
foo.

Figure 80. IC Landing

Add as much or as little content, including Page Customization

. S gt o
images and links, in any language. Soeﬁtt'/?:/soo khaenfl’g;agf

its IC Landing Page.
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Selected system shall have the ability to interface with multiple other systems to allow for
on-line registration and payment for orders, tickets, classes, permits, programs, etc., via any
city department, for example, ordering a birth certificate from the City Clerk, a permit or
license from ISD, a white goods sticker from Public Works, and other City departments such
as Council on Aging, Parks & Recreation, and School, among others.

IC makes it easy for municipalities to accept payments not only for invoiced payments, like
utilities and taxes, but also for non-invoiced, traditionally one-time payments like deposits,
permits, and service fees. We activate custom or integrated invoice types using either Cloud
Store™ or Cloud Pay™.

Cloud Store™

The IC Cloud Store allows billers to accept payments for non-invoiced services, such as
birth certificates, permits, stickers, and other non-recurring needs (Figure 81). IC Cloud
Store works in conjunction with our EBPP Shopping Cart functionality so that the City's

customers can pay more than one invoice in a single checkout process.
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| _
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Cloud Payments™

IC Cloud Payments allows billers to accept payments at checkout for various services that
customers select from off-the-shelf billing software products. For example, business
licenses, dog licenses, aquatic park fees, court fees, and parking tickets. Cloud Pay
integrates with these 3rd party software products allowing for secure, PCI compliant
payment processing at checkout.

Third-party software applications must pass specific parameters to IC (e.g. Biller ID #,
Invoice Number, Payment Amount, etc.). IC allows for Optional fields to be passed such as:
Invoice date and due date, customer account number or address information, flags for
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allowing partial payments or minimum amount due, flags for controlling payment methods,

and more. Once the customer has navigated the third-party software, they will be re-routed
to Invoice Cloud to process the payment (Figure 82).

Please review your cart
Plgase confirm your selections beiow Click on Proceed to Checkout whan you are ready 1o pay
Type - Water J'
Type Account ¥ invoice # Due Date Balance Dus Options
Water 957298 JWS-G333 7132018 $90.05 1 Remove from Cart
Payment Options i T Rewoe Pt Subtotal (1 Items) $90.05
Notinctuging any acpicabie serice fees
How would you like to pay? Payment Summary
inveice ¥ Amount
Crean Card v JWS-0333 9003
SUBTOTAL $90 05
: GRAND TOTAL 90.05
How much would you like to pay? ¥
AETY APRL AT SECICE fERY NRLSH GALUGEN ¢78 DY

SRpyed Lafere pro<asng vout paymeet

* Pay Full invoice $90.056

Centinue to Payment tformaton >

Figure 82. Third-Party Payment Information Received and Integrated into Cloud Payments. Any City
department can quickly and painlessly provide third-party data for non-invoiced payments to IC for processing
through our Shopping Cart.
The vendor must provide an eBilling solution and maintain email addresses. Vendor must
describe how they manage their eBilling process including how they process shutting off
eBilling when parcels change ownership, as well as how they monitor and track emails that
are “sent” and emails that are “returned undeliverable”.

IC maintains 100% data integrity between our system and MUNIS's for all all paperless
enroliment and transactions through sending paperless enroliments — on or off — through
our file batches. The City can review paperless-specific reports in our Biller Portal. To
search for payments and invoices specific to paperless, the user may search by customer
name, account number, invoice number, biller reference, payment amount range, credit card
number, credit card type, approval status, payment type, transaction source, transaction
type, date range, and/or Biller Username (Figure 83).
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Figure 83. Search Payments Options. City accounting staff can search for customers, files, invoices, or
payments using a robust set of fields and export results to Excel.

Choosing Paperless from the Reports tab allows the City to view the Paperless Billing
report, Paperless Bounce report, Paperless Registration History report, and the Paperless
report (Figure 84).

L

* Favorites ~ Search ~ Reports - Reconciliation ~ Products - Supp

AutoPay
‘ Custom Reporting >
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‘ Email ?
| | RO e e s Jq
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gaymens P

Paperless Bounce

Paperiess Registration History Figure 84 Paper'ess

Paperiess Reporting Options.
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Paperless Billing

This report allows the City to search by date range and invoice type for customers that have
registered for paperless billing (Figure 85). The Paperless coCitymn indicates a “Yes" or
"‘No." "Yes” indicates that the customer is still on paperless billing, and “No"” means that the
customer opted out of this service.

Paperless Billing Report

Month o Apr -4

Year < 2017 ¥

|

Customer Name Registration Date invoice # Invoice Type Multi-thvoice

; 12/27/2013 6:51:56 PM 2017reQI00000046 Real Estate Tases No |

Figure 85. Paperless Billing Report.

Paperless Bounce

The City receives an email notification when a customer appears on this report. The user
may search by date range for customers whose email notifications bounced back as
undeliverable (Figure 86). Paperless customers who appear on this report will be withdrawn
from paperless billing.

Paperless Bounce Report

Start Date: = | 9/1/2006 &
End Date: = | si1a/2017 a5

|

Account # Customer Name Email Address BounceDate Options

Figure 86. Paperless Bounce Report.

Paperless Registration History

The Paperless Registration History report allows the City to search by date or date range for
the number of customers who signed up for paperless billing by invoice type (Figure 87).
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Figure 87. Paperless Registration History Report.

Paperless

The Paperless report allows the City to search by date range for customers who signed up

for paperless billing (Figure 88).
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Figure 88. Paperless Report.

Choosing Email from the Reports tab gives the City access to the Email Change report,
Email Do Not Send List, Email Notification Summary, Email Statistics, and Email Tracking

(Figure 89).
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Figure 89. Email

Report Options.

Email Change Report

The City may search by date range for customers that have changed their email addresses.
The “Old Value" shows the previous email address and the “New Value” shows the updated
email address (Figure 90).

Email Change Report -

g I(sn/gp_g )

> | 5/18/2017

Start Date:

End Date: B

‘ Customer

| (N Samos

Figure 90. Email Change Report.
Email Do Not Send List

Old Value New Value

Change Date

Account Number

5/17/2017 1159 PM

This is a listing of customers whose emails from Invoice Cloud have ended up in their spam
folder. The City may search for an email address or view all customers on this list. This
screen lists the email address and the date it was added to this list (Figure 91). To get off
this list, customers should go to their spam folder, locate the email from Invoice Cloud, right
click the email, and mark the email as not spam (procedure different based on email client).
This will move the email to their inbox. To remove an email address from the Do Not Send
List, click the red X, Remove Email Address.
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Email Do Not Send List
Email Address el l_;,_s_ -
| B
Email Address Date Added I i;no:
_.@comms:mz 12/26/2016 6:01:27 PM ] © l
[P

Remove Email Address x

Are you sure you want to remove this email address from the Do
Mot Send List?

( Cancel }

Remove Email Address &

Figure 91. Email Do Not Send List.
Note: If a customer is still appearing on the list and you have resent the notification, the customer did not right
click to mark the email as not spam.

Email Notification Summary
This section allows the City to verify that email notifications are being sent out for an invoice

(Figure 92). The report shows the total number of invoices and dollar amount and shows
when the email notifications for an invoice were sent.

Email Notification Summary
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Figure 92. Email Notification Summary.

InvoiceCloud”

Confidential/Proprietary




Non-Price Proposal City of Somerville

RFP #19-83 Payment Gateway and Merchant Services May 29, 2019

Email Statistics

The Email Statistics Report lists the number of emails sent to the City's customers from
Invoice Cloud and allows you to verify that email notifications are being sent. Email Count
shows the total number of email notifications sent to the customers since Go Live (Figure
93). Click Through # shows the number of email notifications where the recipient clicked on
the Pay Now. Click Through % shows the percentage data of customers receiving the email
notice and paying the bill. The Returned # shows the number of email notifications that were
not delivered due to an invalid email address. Click on the magnifying glass for a complete
list of invalid email addresses (Returned % shows this number as a percent). Not Sent
shows the number of invoice notifications which cannot be sent.

Email Statistics -
r - = =y r - - ag
Email Count Chick Through # Click Through % I Returned # l Returned % ' Not Sent l
345767 57952 20 | IPT - I 0 1 sores P I
Email Statistics Detail: Invoices with Returned Notifications
!
Invoice & Accr ® Dato Amt Due  Customer Email Address E:::\?s Options
;‘;5911(?:3:17;47, _ 5/16/2017  $23088 _ -@<om<ast,nel Returned _2,"_«}"5
Email Statistics Detail: Invoices Not Sent
|
Invoice ® Acct # Date Amt Due Customer Emait Address Email Status Cations
ueroanizes-osi720 (N oo savozs ; Bioi Sent 8T oM

Figure 93. Email Statistics Reports.
Email Tracking

This section provides the City a complete history of invoice notifications sent to a specific
customer (Figure 94). This report incCitydes the date/time the email was sent for first,
second, third, and manual notices. The second icon opens the details of the invoice which
the notification is for. Clicking the third icon when it is yellow will resend the invoice
notification to the customer. If this icon is greyed out, the notification cannot be resent.
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Figure 94. Email Tracking Report.

The City and selected vendor shall not be liable to Payors for any changes to the services
required by the card issuers or other intermediary processors, or for any inability to provide
credit or debit card processing services as a result of the withdrawal of authorization from
the issuing companies.

Invoice Cloud agrees that we and the City shall not be liable to the City's customers for any
changes to the services required by card issuers or other intermediary processors, or for
any inability to provide credit or debit card processing services as a result of the withdrawal
of authorization from the issuing companies.

It is important to note that, as a PCI Level 1 company that also does not co-mingle
our clients’ funds, Invoice Cloud mitigates the risk of having our processing ability
revoked. This is one of the main reasons why it is critical that, whichever vendor that
the City chooses, they can provide documentation proving that they and their
payment processor are PCI Level 1 certified and verified on the Visa Global Registry.

Invoice Cloud partners with our clients to share industry best practices throughout our
relationship.

IC communicates our product roadmap and new functionality and enhancements through
online documentation in the Biller Portal. As a true Saas$ platform, we test deployments on
our single instance and, when approved, make them immediately available to all tenants to
our platform, including the City. The City receives notification of the enhancement, as well
as associated documentation so that they can choose to opt into any new features or
functionality. We provide most enhancements (e.g., security updates, redesigned online
forms, etc.) at no cost to the City except in cases where new functions require fees per
transaction (e.g., Online Bank Direct).
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We also communicate updates to policy rules or regulatory changes related to credit and
debit cards and other forms of electronic payment in our quarterly Cloudburst Newsletter
(Figure 95).

For example: When EMV chip card rules and regulations became law, municipal and utilities
were not required to have EMV terminals since fraud is rare, but our thought on that is that
there were some instances of fraud and it still happens. To bring the municipal world a
solution they wanted, Invoice Cloud worked closely with our processor, Chase Paymentech,
to provide a secure, PCl-compliant EMV transaction environment for the municipal vertical,
which is now in use across 44 states. With IC's encrypted Point of Sale (POS) solution,
each and every transaction receives its own unique encryption, ensuring no sensitive
payment information is ever passed through our clients' networks.
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Figure 95. IC's Cloudburst Newsletter Archive. /C transparently shares reguiatory rule changes with all clients
as part of our partnership with municipalities and to increase e-adoption.

In addition, staying in close communication with the card brands allows us to stay ahead of
the curve. For instance, when IC found out from our contacts in the processing industry
about the changes to fees on utility transactions that saved the utility industry hundreds of
millions in processing fees, Invoice Cloud quickly adopted these changes to pass along the
savings rather than pocket the difference. This was at a time when most competitors saw
these new regulations as a chance to increase their bottom line.

Our clients appreciate that IC is always in the know, in touch, and constantly sharing. Qur
quarterly CloudBurst Newsletter keeps our clients engaged in new happenings with the
company, new features and functionality, how we can help increase payment adoption,
regulatory changes, and feel good articles.

IC conducts annual client satisfaction surveys and welcomes feedback through calls to our
Client Support Center and HelpDesk. We also hold user groups to determine next steps in
our product roadmap and how to market clients' online payments to their customers.
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Vendor shall comply with the Massachusetts Data Protection Law 201 CMR 17.00:
Standards for the Protection of Personal Information of MA Residents.

Invoice Cloud fully complies with the Massachusetts Data Protection Law 201 CMR 17.00:
Standards for the Protection of Personal Information of MA Residents. The City can review
our full Written Information Security Plan (WISP) online:
https://invoicecloud.box.Com/s/rl498iquistquwsumr5mpidtaxayho

Payment Validation

Credit and debit card payment transactions processed with “real-time” authorization, i.e.,
immediate acceptance or rejection.

IC authorizes credit card and debit card payments within seconds of the customer entering
their card information before completing the payment process. We provide "real-time"
authentication and, if the card is rejected, the opportunity to finish the payment with
alternate remittance without logging back in later. If, however, payment is rejected because
of suspected fraud, IC automatically sends both the customer and the City a chargeback
notification. 1C also automatically emails an alert if AutoPay or Scheduled Payments to the
customer within two minutes if they used stored remittance that was declined.

ACH payment verifications typically require a minimum of two business days. In order to
provide a minimum accuracy test upfront, the software should allow for immediate routing
number verifications as an initial confirmation that correct bank information was entered.

IC verifies Routing Numbers during data entry assuring the bank information is valid.
The Vendor will add “not-sufficient funds” (NSF) fee to Payors’ account balance if required.

Invoice Cloud charges a fee for rejects due to "not sufficient funds," which we can pass to
the payer. Please see our pricing proposal for fees.

Payment Processing

Credit/debit card payments must post to a City’s bank account as a daily batch by merchant
account. City may have several separate merchant accounts.

Invoice Cloud posts credit/debit card payments as a daily batch to our payment processor,
Chase Paymentech, and to the City's billing system. Chase Paymentech then processes all
credit/debit card payments and posts the City's funds directly to the City's designated
deposit account.

Confidential/Proprietary InvoiceCloud”




Non-Price Proposal City of Somerviile

RFP #19-83 Payment Gateway and Merchant Services May 29, 2019

E-Check must post to City’s account as a daily batch. The batch amount must tie to one day
of e-check receipts with real-time feedback on payment confirmation, authorization and
transaction information (e.g. account number, permit number, invoice number, etc.).

Invoice Cloud posts e-check payments as a daily batch to our payment processor, Chase
Paymentech, and to the City's billing system. Chase Paymentech then processes all e-
check payments and posts the City's funds directly to the City's designated deposit account.

The batch amount ties to one day of e-check receipts for all transactions conducted prior to
submission and Chase's cutoff time for daily processing. Once Chase processes the e-
check payments, we update our Biller Portal reporting for the day's payments with payment
confirmation, authorization, and transaction information. Please note that we provide
account number, permit number, invoice number, and other data for both open and settled
batch payments in our reporting.

ACH transactions processed by 5:00 p.m. (EST) shall be available to the City within one (1)
business day.

IC processes ACH transactions in daily payment batches through Chase Paymentech to the
City's deposit bank. Chase offers two deposit methods: ACH, which takes one to two
business days to settle funds, and wire transfers, which take one. Chase allows wire and
debit deposits through ACH if requested; please note, however, that wire transfers
require approval from Chase’s Risk Department and come with an additional fee of
$10 per wire. We can accommodate the City's requirement for only receiving ACH
transaction by the next business day because we submit e-checks in a separate batch from
credit/debit cards.

IC transmits all daily charges to Chase at the City's designated time, but we recommend no
later than 9 p.m. Eastern Time (ET) to meet Chase’s 10 p.m. deadline. Chase deposits the
funds from each batch to the City's bank for value as defined in Table 4. The times
indicated are not guaranteed availability times. The financial institutions will have the funds
available on the day specified. On bank holidays, transfers will occur one business day later
than normal.

Table 4. Chase Standard Funding Schedule for both ACH and Credit Cards.Payments are held for two days
for ACH processing (except on weekends or holidays) before deposit into the City’s account(s).

. . - Day Paid via Wire USD | Day Paid via ACH USD |
Day of File Receipt N |
(11 a.m. ET) (2 p.m. ET) |
Sunday Tuesday Wednesday
Monday Tuesday Wednesday
| Tuesday Wednesday Thursday
[ Wednesday Thursday Friday
i Thursday Friday Monday

Confidential/Proprietary

InvoiceCloud”




Non-Price Proposal City of Somerville

RFP #19-83 Payment Gateway and Merchant Services May 29, 2019
Friday | Monday | Tuesday |

— - . _ 1 - _ |
Saturday Tuesday Wednesday

* All batches to be received by Chase NLT 10 p.m. ET. If not, it goes into the next day's funding

Credit/debit card transactions received by 5:00 p.m. (EST) shall be processed for settlement
that night, and funds will be available to the City within two (2) business days.

Invoice Cloud processes credit/debit card transactions in their own batch using the same
process described above for ACH transactions. Chase deposits the funds from each batch
to the City’s bank for value as defined in Table 4 above. The times indicated are not
guaranteed availability times. The financial institutions will have the funds available on the
day specified. On bank holidays, transfers will occur one business day later than normal.

Notification by e-mail to the Payor and the City of all charge backs within two (2) business
days. Notification will include Payor’s name, date of payment, payment type (i.e. e-check,
credit card), payment amount, and bill number as entered by customer for processing.

IC notifies the City and customer of returned items, or chargebacks, by email notification
once we debit the City's account. This email submits automatically within two minutes. This
notification includes the customer's name, date of payment, payment type, amount, and bill
number.

Payment file must be in the file format specified by the City and may vary for different bill
payment categories.

Invoice Cloud works with the City to provide files in the correct format. Our flexible true
Saa$ configurability allows us to accommodate different file formats for different bill
payment categories.

Reports

Vendor's software shall calculate overdue interest on all past due bills as directed by the
City. Vendor will be able to load past fiscal year bills as required by the City. This
information should be loaded in order for .pdf bill copies to be printed.

Invoice Cloud reflects each customer's account balance—including past due fees and
interest—based on updates to the City's billing systems through batches and, when
available, APls. The billing system serves as the record of source for customer balances,
including for overdue interest on past due bills. We then pass payment information back to
the billing to update payment against that balance.

We can load past fiscal year bills as required by the City. We provide exact .pdf replicas of
all bills passed to our system from the City's billing systems.
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The payment processor component must provide a report which lists each payee name,
payment transaction type (credit card, debit card, or ACH), payment description (i.e.
receivable type, account number, or fee type), and amount paid. Report must allow for date
parameters and be sorted by merchant account. Report must subtotal by receivable type /
bill category type (or permit type) and by payment type. Convenience fees, if charged, must
be subtotaled separately. Report should show both approved and declined transactions.

To search for payments in accordance with this report, the user may search by merchant
account, date parameter, receivable/bill type, and payment type, as well as customer name,
account number, invoice number, biller reference, payment amount range, credit card
number, credit card type, approval status, payment type, transaction source, transaction
type, and/or Biller Username (Figure 96).

Customer Rame
{This field supports partial matches)

: Search Payments -
|

Invoice Type I All Invoice Types i

Approval Status {Approved and Declinet « |

Account Number > F -

(This field supports partial matches) — e J A Pave
Payment Type All Payment Types

Invoice Number I',_ )

{This field supports partial matches) & |fmac Transaction Source / Type All Transaction Sources v |

Biller Reference
(This field supperts partial matches)

Transaction Type

LN 2/26/2019 & to

a
.00 to Date Range: . =
Pay:nfent 'I}\mount‘Range = 0. : [‘/27‘,2015_ B
(0.0¢ for alf amounts) 0.00 -
Biller Username: | All Biller Users ~
Card Number: l";‘_ > ]
{example: 411 1XXXXXXXX1111) £ | Lard Nomse
Include Service Fees: %)
Credit Card Type: iMl Card Types
Row Limit  Availability Retrieval

Output Options @ 1000 rows immediate Screen
O Alirows Scheduied  Download

I

Invoice = Customer Amount Paid Via Paid On Message Approved Options
PBW-03-63187493 §219.00  Credit Card 2/27/2019 Approved 602306 gs= 0%
PBW-03-93187493 $6.02  Credit Card 22772019 Approved 049879 8=,%
DR A = P P PEPT PPN e Theem

Figure 96. Search Payments.

The search results, which include payee name, payment transaction type (credit card, debit
card, or ACH), payment description (i.e. receivable type, account number, or fee type), and
amount paid, may be exported to Excel by clicking the Excel icon. Once exported, this
report may be printed. The Excel spreadsheet data may be sorted and filtered as needed for
merchant account, date parameter, receivable/bill type, and payment type.

InvoiceCloud”

Confidential/Proprietary




Non-Price Proposal City of Somerville

RFP #19-83 Payment Gateway and Merchant Services May 29, 2019
Training, Customer, and Technical Support

The vendor shall provide phone and email support to Payors on all transactional related
questions and issues. Vendor shall provide user training, administrative and development
training as well as documentation for City technical staff prior to implementation date.

Invoice Cloud is prepared to expand our phone and email support to payers on all payment
issues, not just the tier 2 customer support we currently provide for the City. Customers can
call or email our Client Services Center at any time. We maintain peak call center staffing
between 7 a.m. and 8 p.m. EST, Monday through Friday, and monitor calls and emails
24/7/365.

Invoice Cloud provides all training online, both during implementation and through web-
hosted events, at no cost to the City. On-site training is available for an additional fee and
travel accommodations. We divide our training into rotating weekly courses specific to
certain features that the City can choose to opt into through our GoToTraining Portal. This
approach allows us to keep most classes to an hour (except for the Biller Experience, which
is an hour and a half), relevant to the audience, and comprehensive. It also allows any of
our clients to assign refresher courses or training for new or promoted employees without
special and costly accommodations.

« The Consumer Experience: Provides an overview of the IC system from the City's
customers’ perspective.

« The Biller Experience: Provides an overview of the |IC system from the City staff’s
perspective, including record inquiry and similar routine operations, routine and ad hoc report
generation, and interfacing with other systems and programs.

« Reconciliation Training: Provides a deeper dive for City accounting staff into record inquiry
and similar routine operations, routine and ad hoc report generation, year-end and other
periodic processing, and interfacing with other systems and programs related to City
accounting records.

« Cloud Store: Provides an overview of our Cloud Stores, including record inquiry and similar
routine operations, routine and ad hoc report generation, and interfacing with other systems
and programs.

« Cloud Pay: Provides and overview of our Cloud Pay integration with third-party systems,
including record inquiry and similar routine operations, routine and ad hoc report generation,
and interfacing with other systems and programs.

IC's training is developed and delivered weekly by Ms. Nancy Ripley and Mr. Matt Bolton
from our Client Services Center. Ms. Ripley and Mr. Bolton continually access our training
needs based on trends and requests from customers and add new courses to our
GoToTraining portal as needed.

During implementation, we host joint Customer Portal and Biller Portal training sessions for
City administrators and users, which any number of City departments and personnel can
attend. We guide City staff through the entire system using training documentation, live
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sessions, and access to self-paced elLearning modules. Our training service provides easy
to use, hosted interfaces that support the following payment processing functions:
authorizations, charges, settlement, credits, refunds, voids, scheduled payments, automatic
(AutoPay) payments, chargebacks, and reject notifications. We provide this training with a
qualified instructor in a virtual classroom using GoToTraining technology.

Because all standard training is done remotely, training can be done over several days and
multiple sessions, rather than intensive one-day training. It is more effective for staff to
access more advanced knowledge of the service as the need arise.

After implementation, we offer standard scheduled training to the City with an easy
registration process. This training is scheduled monthly and can be accessed at any time
detailing the current schedule and easy enroliment options. This training helps to refresh
any staff who choose to attend. This training always explains the latest products and
updates to the system. We highly recommend it for new City employees who are hired after
the project is completed.

The City receives a full library of training documentation, including:
¢ Invoice Cloud Customer Portal Training
» Invoice Cloud Biller Portal Training
¢ Reconciliation Training
¢ Quick Reference Guide — Billers
¢ Quick Reference Guide — Customers
+ Online eLearnings for additional product add-on such as:
o Online Bank Direct
o Cloud Pay
o Real Time Data Refresh
o Data Pump
o Cloud Store
Online Billing and Payment Adoption Kit

L]

+ Frequently Asked Questions (Customer facing document)

The City can use the training portal that provides a centralized location to access the
scheduled live trainings, which are available at no charge. This portal allows the City to
review the current training offerings and register for the sessions that are most convenient
(Figure 97).
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.
The Consumer Experience

See the entire customer experience using Invoice Cloud’s software.
|
This training is offered several times. Sclect the date and time that works best for you.

‘ Tue, Jun 5,2018 11:00 AM - 1200 PM EDT v

| The Biller Experience

Learn how to use the bilier portal to manage customer and payment information.

Yhismirﬁngisofferedsevemltimes.Selectﬁwedateandﬁmeﬁutworksbaﬂorym

jun &, 2018 200 PM - 3:30 PM EDT

| Select the desired time and click on Register

Figure 97. Reviewing and Registering for IC’s GoToTraining Courses. The City can find the right classes at
the right times for new users throughout the life of our contract.

After registering, registered City attendees can add the training to their calendar as well as
receive reminders to ensure they do not miss the training (Figure 98).

Jun The Biller Experience
5 Tue, Jun 5,2018

200PM - 330 PMEDT

Tue

Select Add To Calendar

ADD TO CALENDAR

At the above time, Join the Training

Figure 98. Setting a GoToTraining Calendar Reminder. The City can invite users to IC GoToTraining sessions
through most major calendar applications, including Qutiook, Apple, and Google.
Vendor shall, as requested by the City, provide customer notices and similar materials
disclosing all surcharges and conditions applicable to an online and electronic payment
Payor.

IC works with the City to notify customers of convenience fees in the landing page and
applicable payment pages of our Customer Portal through custom text and images (Figure
99).

Confidential/Proprietary InvoiceCloud”




Non-Price Proposal City of Somervilie
RFP #19-83 Payment Gateway and Merchant Services May 29, 2019

Sign In Contact Us

0 Need Help?
You may reath us ot (617} 6255600
Email your Treasury questions io

Pay or View Bills o e VA R g

citrderk Snmeraliiema gov

Please select an item below to gel started. YourSome = (== i

AR GE st ]

Your Baak Name

—‘-"" oo
)) { Personal Property Taxes )) B 323456749 jaresea T 3035e
r—— —

Koy s e
Eaomg Yamdv Acrosat Nembar Check Nammbas

o) ( oo 8) < e 0) ||

payment.

If your electronic chack rejects for any reason,
you will be subject to a $25 ACH REJECT FEE,
which we don't like having to charge.

Thank you for your cooperation and for paying
online!

The City of Somerville 1s excited to offer residents an easy and convenient method to view and pay their real Credit/Debit Card Fee is 2.95%

estate and personal property fax bilis online {$2.85 for every $100)
Enhanced Feature- Account Linking There is no fee for an electronic check

Simply use the same email address for all accounts and pay all bills at one time!
To use Account Linking:

1. Click on bili type to pay

2. Locate bill

3. Register and see instructions for Account Linking.

Figure 99. IC Portal Customization Informs Customers of Convenience Fees. The City can customize the IC
Landing Page fo transparently inform customers of fees, as well as any other important messages about billing or
Town business.
The vendor must provide a dedicated support team for all services provided, both to the City
and its Payors. Phone and email responses from a call center or customer support center
are required, including notice to Payors and City of failed payments.

The City can reach our Client Services Center to report issues, receive training, or request
new functionality by phone, email, fax, or our self-service HelpDesk Ticket System in the
Biller Portal. IC's Client Services Center delivers system and technical support for both City
employees and users through our online HelpDesk ticketing system, call center, and by
email. Clients can call us directly or create tickets in our IT queue through the HelpDesk in
the Biller Portal to report issues, request training, or provide feedback and suggestions.

HelpDesk requests become trackable tickets in our system to resolve all issues, request
training and provide product feedback and suggestions (Figure 100). We strive to use the
ticketing system for all requests so that inquires, and resolutions may be tracked and
resolved in a timely manner. While billers can call client support directly, it is more efficient
for them to use the HelpDesk system because it saves the City time calling customer
service and accelerates the delivery of the ticket to IC.
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Each member of our team must:

Project. IC provides an ETA to have the
request live in production, which we
determine on a case-by-case basis after
scoping the request.

IC monitors our ticketing system 24 hours
a day, 7 days a week, 365 days a year,
and maintains peak Customer Service
Center staffing between 8am and 8pm
Eastern Standard Time (EST). Our entire
support staff sees tickets as the City
submits them, and we route the issue to
the appropriate responder immediately.
We strive to address all emergency tickets
within one hour, no matter when
submitted, and all other tickets within 24
hours. The City can also track the status of
its tickets in the Biller Portal for real-time
status updates, including who's assigned
to it, its escalations path, and notes.

2

Attend educational training every Friday.

Attend PCIl and Security training every six
months.

Review ticket queue constantly to check new
tickets assigned.

Maintain no more than 20 tickets active at
any given time. If the number goes up, they
escalate to management to consider ticket
re-distribution or to be removed from the
gueue until the number of tickets goes back
below 20.

Participate in quarterly performance reviews,
including 10 random calls to review length,
quality of the response, and overall customer
experience.

Use given tools to resolve tickets the same
day. If tickets need to be escalated to other
business units, they follow protocol
(description, research done, attach
documentation, assign severity).

Exercise autonomy, knowledge and
empowerment to resolve most issues to
prevent escalations.

IC's Client Services Center meets the
City's needs through three teams: Client
Services, Training and Education, and
Relationship Management. All three report
directly to our SVP of Operations, Ms.
Martha Greer.

Use the Chain of Command to
escalate directly to the corresponding area
(Finance, IT, etc.) quickly.

Customer Support
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Figure 100. Online
Customer Support
through IC’s HelpDesk.
The City can submit new
and track ongoing support
requests through our Biller
Portal.
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Client Services

Our Client Services Team answers questions for both the City and its customers. They
serve as a direct resource to City staff and in conjunction with the City's staff to answer

111
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customer questions about account, registration, and billing. Any customer questions about
IC service operation or incorrect credit charges are routed automatically from the HelpDesk
to our Client Support Team's Payer Support personnel. We also place a HelpDesk in the
Customer Portal for customers to submit their own tickets at no cost to the City. The City
can track these tickets along with those submitted by its own staff from the Biller Portal.

Training and Education

Our Director of Training and Education, Ms. Nancy Ripley, leads our delivery of weekly
training to all clients through our GoToMeeting Portal. She applies more than 25 years of
experience, including more than 10 in the online payments industry, to tailor content to client
service selections and enhancements to our system.

Relationship Management

IC's Relationship Managers visit clients at least twice a year to solicit direct feedback and
discuss our upcoming enhancements. They are available more frequently at the City's
request.

Project Schedule

The system is to be implemented and go live no later July 1, 2019 or such reasonable date
thereafter as the City may determine.

As the City's current EBPP provider, Invoice Cloud requires no implementation action to
remain live after June 30, 2019. The City continues to receive our full services per the
requirements in this RFP. Should the City require new interfaces with other billing and
payment systems, IC can scope these additions per our formal add-on and change
management process, guaranteeing no interruptions in service for the City's customers.

Notification of Change

In the event of any such changes or withdrawal of authorization affecting the vendor’s ability
to provide services under this RFP, the vendor shall provide the City with written notice
within five (5) business days of the receipt of such notice.

Invoice Cloud agrees. In the event of any material change to our platform, we notify all
clients within five days through email and Biller Portal documentation.

Marketing of Electronic Payment Services

Itis the goal of the City to increase to the extent possible the number of payments made to
it electronically, and the vendor's compensation will increase pro rata as the number of
electronic transactions increase. The winning proposer shall provide to the City, at no cost,
marketing materials promoting the electronic payment services and take any other
appropriate steps to increase the number of electronic transactions processed hereunder.
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As the City and IC develop new ways to help customers pay their bills on time, we provide
access to our professional marketing team at no cost to make them aware (Figure 101).
Our graphics artists and copywriters create custom collateral to explain how to adopt new
payment methods and their benefits, and we sweeten the deal with chances to win Amazon
gift cards and other prizes if they enroll by a certain date.

v Onsite Collateral
Posters & Take Away Cards.

v Web Content & Design
Visible Payment Button on
Homepage, FAQs, Email Blasts,
& more,

¥ Print Material Copy & Design
Envalope Teasers, Bill Inserts,
Bill Messages, Newsletters

Figure 101. IC helps
the City reach
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of IC’s professional
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- - — ’ options.

For example, the City can add its own images to the headers of the Customer Portal, email
notifications, and invoices in the Biller Portal settings. Our professional marketing team can
also work with the City to develop custom text, images, links, banner content, and buttons
for both the City’s web site and their landing page at no cost. Our customization does not
merely mimic the City’s web site; it becomes a part of it by linking back to important
City news and events.

The City can work with our Marketing Department to customize the look and feel to the IC
landing page, including the banner image, button colors, and custom content below those
buttons. Custom content can include text in any or multiple languages, images, and links, as
well as ads for other City initiatives and events (Figure 102 and Figure 103).
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banner/image
can also be
hyperlinked out

| to another

webpage if
needed.

If more than one
banner/image,
each one can
have its own
hyperlink.

The hyperlink can
be made to open
a new browser
window or a tab
within the
existing window.

City of Somerville
May 29, 2019

Figure 102. Custom
Ads in Customer

Portal to Other City
Initiatives. The City
can increase
customer awareness
of other initiatives by
developing custom
ads with IC’s
professional
marketing team.
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With these e-mailed bill reminders going
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Figure 103. Custom
Ads in Email
Notifications of
Other City
Initiatives. The City
can increase
customer awareness
of other initiatives by

Having a social media presence is
J - pretty much the norm today, but it's
dim s s T all in how you market your social

media that will make it successful and ‘

advertising plays a big roll. Our clients developing custom
Y have found the bill reminders are very ads with IC’s
acy owerful in getting the word out. ;
oums P getting the ¥ professional

marketing team.

Transitional Plan & Services

The winning proposer shall work with the vendor currently providing electronic payment
services to the City. All proposers should provide a plan to transition the City’s existing
online Payor accounts from the current vendor to the proposer. Specifically, the proposer
shall describe its process for migrating customers with future- scheduled payments to the
new software platform. In the event the City decides NOT to migrate customers with future-
scheduled payments, that process shall be described as well. Proposers should note that
the pricing schedule which is provided for this RFP does not allow for separate pricing for
these transitional services.

As the City's vendor currently providing electronic payments to the City, no transition of
accounts or migration of customers is required. If, however, the City would like to transition
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accounts to our system from any other vendor's software, we are more than happy to work
with the City and that vendor.

Accordingly, proposers must include their costs for transitional services within the prices on
their Proposals, i.e., Proposers should "build-in" their costs for additional services.

Should the City require the transition of accounts from any other vendor's software to our
solution, Invoice Cloud would perform this transition of data at no additional cost.

The successful proposer shall aiso provide transitional services at the end of the contract
term when it is succeeded by a new vendor. These services shall be priced into your
proposal.

Should the City terminate services with Invoice Cloud and require the transition of accounts
from our system to any other vendor's software, Invoice Cloud would perform this transition
of data at no additional cost.

Disaster/Business Recovery Plan

The proposer shall submit with its proposal a description of the company’s Business
Disaster/Business Recovery Plan in the event of internal failure and/or external disaster
beyond your control. Please define and identify specific backup equipment, personnel and
locations.

IC follows rigorous SLAs to ensure 99.9%, 24/7 service to all clients, including the City. Our
service uses the following technology to maintain a high fault-tolerance:

e Transmission Control Protocol (TCP)

s HTML

e Failure detection mechanisms

¢ Roll-forward and roll-back recovery -

o Off-site data and system redundancy

IC actively supports a data integrity platform that complies with the Payment Card Industry
Data Standards to: Build and Maintain a Secure Network, Protect Cardholder Data, Maintain
a Vulnerability Management Program, Implement Strong Access Control Measures,
Regularly Monitor and Test Networks, and Maintain an Information Security Policy. PCI
standards were developed to ensure that cardholder data is protected throughout the
transaction process. Invoice Cloud facilities are secure both physically and electronically.

IC provides backup, data recovery, and outage solutions. Due to Invoice Cloud’s
commitment to data security, there have been no losses of data or unplanned outages.

We maintain 99.9% uptime through the following processes and features:

» Saa$S Updates to a Single Instance: Because IC updates a single instance of our multi-
tenant, true Saa$ platform, the City does not require individual upgrades, patches, and
associated outages.

Confidential/Proprietary InvoiceCloud”
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« Redundant Hosting: IC protects City customers’ sensitive data and access to it through
warm redundancy at our data center, which is hosted and managed by Microsoft Azure.
Azure provides full redundancy to protect data and eliminate loss of service or downtime.
Azure is SSAE 16 Type Il SOC 1 certified (which supersedes and effectively replaces the
Statement on Auditing Standards (SAS) No. 70 Type II) and PC! certified as a level one
service provider, which reinforces Azure's ability to provide secure services to its customers,
particularly in the e-commerce sector, where the need to protect cardholder information is
critical. The scope of Azure's PCl service provider accreditation covers physical security for
US and UK data centers and offices, as well as employee access to network devices.
Redundancy is carefully planned for all Azure equipment using virtualization and
snapshot/backup technology.

.  Redundant Hardware: In the event of a failure of one or more components in the system,
the Invoice Cloud service will continue to operate properly. During a failure, faults are
isolated and contained to prevent further propagation. Any decrease in operational quality
would be proportional to the severity of the failure. Safe modes are accomplished through
reversion. The service will also continue to operate during the repair process. There is the
potential for downtime in the case of hardware failure. We have a 1-hour replacement
guarantee in the event of a hardware failure.

« Daily Backups: |C performs daily backups of all systems with monthly rotations — at any
given time; we have 30 backups dating back 30 days. Additionally, we rotate off-site
backups, keeping them in secure data storage facilities. We take proactive measures to
ensure data integrity.

« Quarterly Tests and Audit Trails: IC holds disaster recovery tests quarterly. We also
maintain audit trails. Application logs control information on all batches of e-bills, payments,
logins, and user activity and email notifications. Audit trails are available to track
customer/CSR/administrative activities. Transactions, inquiries and selections in the IC
service are date and time stamped to provide complete control and accountability.

IC maintains a disaster recovery plan that includes steps to ensure the safety of our
employees, reestablish essential services, and mitigate any impact to the City and its
constituents throughout the emergency condition, disaster declaration, and recovery
process. Our recovery plan operates under the assumptions that 1) resources required for
the restoration of critical service functions reside outside of the Braintree or Brownsville
facilities and 2) vital records required for recovery can be either retrieved or recreated from
an off-site location and moved to the recovery facility within 24 hours.

We use a three-level strategy to restore critical functions after a service center failure. First,
we make every reasonable effort restore the primary facility and/or operate using intra-day
procedures. Second, if manual efforts severely degrade client support, we relocate
personnel and resources to an alternate recovery facility. Third, if the City faces an outage
that will clearly extend past an acceptable period of time, we issue a disaster declaration.
We prevent such a disaster using the redundancy measures described above.

Confidential/Proprietary InvoiceCloud
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Please identify what your Disaster/Business Recovery Plan specifically covers for essential
services.

Disaster Recovery

Invoice Cloud maintains a disaster recovery plan that includes steps to ensure the safety of
Invoice Cloud employees, reestablish essential services, and mitigate any impact on
customers (billers and payers) throughout the emergency condition, disaster declaration,
and recovery process

The Invoice Cloud plan operates under the assumptions that resources required for the
restoration of critical service functions will reside outside of the Braintree or Brownsville
facilities and that vital records required for recovery can be either retrieved or recreated from
an off-site location and moved to the recovery facility within 24 hours.

Recovery Strategy Levels

Invoice Cloud recognizes three levels of strategy to restore critical functions after a disaster.
They include: 1) making every reasonable effort restore the primary facility and / or operate
using intra-day procedures, 2) if manual efforts severely degrade client support, relocating
personnel and resources to an alternate recovery facility, and 3) if the outage will clearly
extended past the acceptable period of time, issuing a disaster declaration. To prevent a
disaster from occurring, Invoice Cloud has put the following procedures in place.

Redundancy

The Invoice Cloud delivers its service with warm redundancy at its data center which is
hosted and managed by Microsoft Azure provides full redundancy to protect data and
eliminate loss of service or downtime. Azure is SSAE 16 Type Il SOC 1 certified (which
supersedes and effectively replaces the Statement on Auditing Standards (SAS) No. 70
Type Il) and PCI certified as a level one service provider, which reinforces Azure's ability to
provide secure services to its customers, particularly in the e-commerce sector, where the
need to protect cardholder information is critical. The scope of Azure's PCI service provider
accreditation covers physical security for US and UK data centers and offices, as well as
employee access to network devices. Redundancy is carefully planned for all Azure
equipment using virtualization and snapshot/backup technology.

Invoice Cloud has full and immediate control over its website domains. This allows Invoice
Cloud to design and implement advanced routing and disaster recovery solutions where
traffic can quickly be pointed to another server in the event of a major failure.

Data Backup

Invoice Cloud performs daily backups of all systems with monthly rotations — at any given
time; we have 30 backups dating back 30 days. Additionally, we rotate off-site backups,
keeping them in secure data storage facilities. We take proactive measures to ensure data
integrity.

Confidential/Proprietary InvoiceCioud™
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Invoice Cloud also maintains audit trails. Application logs control information on all batches
of e-bills, payments, logins, and user activity and email notifications. Audit trails are
available to track customer/CSR/administrative activities. Transactions, inquiries and
selections in the Invoice Cloud service are date and time stamped to provide complete
control and accountability.

Fault Tolerance

In the event of a failure of one or more components in the system, the Invoice Cloud service
will continue to operate properly. During a failure, faults are isolated and contained to
prevent further propagation. Any decrease in operational quality would be proportional to
the severity of the failure. Safe modes are accomplished through reversion. The service will
also continue to operate during the repair process. There is the potential for downtime in the
case of hardware failure. We have a 1-hour replacement guarantee in the event of a
hardware failure.

The service uses the following technology to maintain a high fault-tolerance:
« Transmission Control Protocol (TCP)
s HTML
e Failure detection mechanisms
e Roll-forward and roll-back recovery

s Off-site data and system redundancy

Invoice Cloud actively supports a data integrity platform that complies with the Payment
Card Industry Data Standards to: Build and Maintain a Secure Network, Protect Cardholder
Data, Maintain a Vulnerability Management Program, implement Strong Access Control
Measures, Regularly Monitor and Test Networks, and Maintain an Information Security
Policy. PCI standards were developed to ensure that cardholder data is protected
throughout the transaction process. Invoice Cloud facilities are secure both physically and
electronically.

Invoice Cloud provides backup, data recovery, and outage solutions. Due to Invoice Cloud’s
commitment to data security, there have been no losses of data or unplanned outages.

Key Disaster Recovery Personnel:

| Name | Contact Information Background
Kelton Averyt -

‘ , ¥ Pioneer in the design and development of online
Chief 956-542-6825 payment systems. Has been leading software ‘
Teghnology | kaveryt@invoicecloud.com development teams since 1995. Expert in Cloud ‘

| Officer Technology. A founder of Invoice Cloud.

I . I |

| .

Deborah 901-737-8686 Over 15 years of experience in running an ‘
| Bowler " doowler@invoicecloud.com l operations team and managing implementation
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V—iceErgdent - projects in the credit card processing and internet
of Operations payments industry
Outages

Invoice Cloud has processes in place in case of planned or unplanned outages. In a
planned outage, a Service Update is distributed a minimum of three days, usually a week,
prior to a planned downtime. The Service Update is delivered via email to all biller portal
users or additional staff as requested by the biller. Downtimes typically occur at 3:00 a.m. to
minimize any impact on customers. If an unplanned outage should occur, a Service Update
is delivered within 15 minutes notifying billers of the outage.

During an outage, planned or unplanned, each customer portal displays a message to
customers notifying them of the situation. Using the biller portal, biller staff can also
schedule maintenance windows for a specific duration at a specified time. When a
maintenance window is in effect, customers will see the following message when attempting
to use the system:

The Invoice Cloud payment processing system is currently offline for system maintenance.

We apologize in advance for any inconvenience during these brief system updates. Every
measure has been taken to keep the system updates as short as possible.

We appreciate your patience and understanding. This enhancement is part of our constant effort
to provide you modern and robust processing systems and solutions.

Easy to Set Maintenance Windows
New Maintenance Window %

taintenance o) !E-zm & Disetiption Help?

Description
InvoiceCloud offers our Billers the option to create

Start . Maintenance Windows, which are time spans
Waintenarwe £ ‘(!0 _rlim  =icoT where users are not allowed to run Transactions.
Window At If an attempt £ made during a specific
Maintenance Window the user will be redirected
£nd - to 3 page with s message that the svatem i i
Malntenance T |00 v igg  » COT undergoing Maintenance. Figure _1 04. Easy to
Window At ) Set Maintenance
Maintenance Window time spans are entered x .
- s @ using the 2.4 HR format. Window. The City

can self-service
pause the IC service

Cancel for any reasor from

the Biller Portal

How often is your Disaster/Business Recovery Plan actually tested?

IC holds disaster recovery tests quarterly.
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Have you had to activate the Disaster/Business Recovery Plan due to an actual disaster or
major systems failure within the last three years? If yes, please explain.

No, Invoice Cloud has never in our 10-year history needed to activate the Disaster/Business
Recovery Plan due to an actual disaster or major systems failure. We mitigate disaster
outages through the following technology to maintain a high fault-tolerance:

« Transmission Controf Protocol (TCP)

» HTML

» Failure detection mechanisms

s Roll-forward and roll-back recovery

» Off-site data and system redundancy

Do you have a post-disaster contingency plan if your first back-up location becomes
inoperative? If yes, please explain.

Our high fault tolerance provides multiple backups and hosting locations from which to
restore our service. Due to our true Saa$ infrastructure, we can log in and restore service
from anywhere in the world.

Submission of a Disaster/Business Recovery Plan shall be considered a Minimum Criterion.

Invoice Cloud provides our Disaster/Business Recovery Plan above.

PART Il Specifications/Requirements for Micro-transactions:

The Vendor will also be required to process the City’s parking meter
transactions for its fleet of credit card enabled parking meters (currently IPS
and Parkeon) in addition to Parkmobile, the City’s smart mobile parking
payment (pay by phone) platform, as well as any other hereinafter used
payment service platform(s). The City processes approximately 250,000 credit
card transactions on it current fleet of credit card enabled meters. For the
purposes of these micro-transactions, defined herein as any transaction that is
$5 or less, the City requires Vendors provide a fixed per transaction cost
inclusive of all discount, interchange, and any other variable pricing and/or
any and all fees.

Invoice Cloud currently processes payments for the City's Parkeon parking meters and can
add any additional parking systems (or any other non-invoiced payment) to this service. IC
makes it easy for municipalities to accept payments not only for invoiced payments, like
utilities and taxes, but also for non-invoiced, traditionally one-time payments like deposits,
permits, and service fees. We activate custom or integrated invoice types using either Cloud
Store™ or Cloud Pay™.

Confidential/Proprietary InvoiceCloud”
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Cloud Store™

The IC Cloud Store allows billers to accept payments for non-invoiced services, such as
birth certificates, permits, stickers, and other non-recurring needs (Figure 105). IC Cloud
Store works in conjunction with our EBPP Shopping Cart functionality so that the City’s
customers can pay more than one invoice in a single checkout process.

| Pay or View Bills hebsdopiadarmsdy ‘
L 8 au ]

Pleling weksct 30 dem below 10 ol slainsd

A
Animal Permit Renewal only s Figure 105. Adding
‘ Tha Yown of Dacknd Cloud Stores to
evlate motos vebichl FASasd ke e 3¢ 10 85 out ALL Of D2 fodontng 5305 Ay teguered Mdds Mo decotad uah an aitalunk i1 Bill Types Any City
| trpe son wivh 15 wefl 300k 8 ore mtormanon :
| | department can
| \umeduciig Pay il Toun of Dartmoum Redent Status * Ksme * | quickly and
LUREETArS 80 ntdk .
th regater cheh harol  Oamer . painlessly add new
| payments—even

Thix is o teo based AdGIESS * Maitinig Address {if dftecent)
tee fot wates bifts o

non-invoiced fees.

Cloud Payments™

IC Cloud Payments allows billers to accept payments at checkout for various services that
customers select from off-the-shelf billing software products. For example, business
licenses, dog licenses, aquatic park fees, court fees, and parking tickets. Cloud Pay
integrates with these 3rd party software products allowing for secure, PCl compliant
payment processing at checkout.

Third-party software applications must pass specific parameters to IC (e.g. Biller ID #,
Invoice Number, Payment Amount, etc.). IC allows for Optional fields to be passed such as:
Invoice date and due date, customer account number or address information, flags for
allowing partial payments or minimum amount due, flags for controlling payment methods,
and more. Once the customer has navigated the third-party software, they will be re-routed
to Invoice Cloud to process the payment (Figure 106).
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Please review your cart
Piease confirm your selectons beiow Click on Proceed to Checkout when you are ready to pay
Type - Water l
Type Account ¥ Invoice ¥ Duse Date Balance Due Options
water 537298 JVS0333 7132018 $90 05 B Remove trom Cart
PRYONTL GROSAY Tt I Sl Subtotal {1 tems) $90.05
Not inchitsag any oicanie service fees
How would you like to pay? Paymect Summery
Inveice ¥ Amount Procesd lo Chatkout >
Crean Ca0 v PHS-0333 39005 r
SUBTOTAL $9005
. TA '
How much would you like to pay? SRR RS

Aty apchzabie servce lees mnd o dracourts wi e
Gplsyed betore GrocaIang FouA D Mot

¢ Pay Full invoice $30.05

Codtfitie 30 Payment infoemalon ¥
= ——

Figure 106. Third-Party Payment Information Received and Integrated into Cloud Payments. Any City
department can quickly and painlessly provide third-party data for non-invoiced payments to IC for processing
through our Shopping Cart.

Traffic & Parking Requirements—Vendor shall service the City of Somerville’s
account directly in regards to the following:

Setting up terminal stations at each cashiering location, including the training of the City
staff

Invoice Cloud currently provides nine terminals to the City for cashiering purposes. We can
provide additional terminals as needed to receive payments from the City's other parking
and billing systems. We implement terminals at no additional cost, and we provide training
specific to point-of-sale transactions and equipment through our online GoToTraining portal,
which the City can register for at any time, also at no additional cost.

Servicing problems with terminals, ongoing IT support, maintenance and help desk during
normal business days — Monday through Friday 8:30am -7:30pm

Our Client Services Team is available Monday through Friday, 7 a.m. to 8 p.m. EST. We
also monitor calls and HelpDesk requests from the Biller Portal 24/7/365 to address
emergency issues within one hour.

Vendor will invoice the City for all fees- complete payments must be deposited fo accounts

Invoice Cloud invoices the City for all fees. We deposit completed payments to the City's
designated bank accounts.
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Vendor will support reporting discrepancies and charge-backs

Invoice Cloud's reports include Cloud Payment and Cloud Store transactions, including
discrepancies and chargebacks.

Vendor will supply monthly statements by account in excel format

Invoice Cloud supplies monthly statements by account in Excel format.

Period of Performance

The period of performance for this contract begins on or about 7/1/2019 and
ends on or about 6/30/2022. If applicable, optional renewal years may be
exercised by the sole discretion of the City (see cover page for anticipated
contract term).

Invoice Cloud easily meets the contract start date of 7/1/2019 as our solution is already in
place and is fully up to date.

Place of Performance

All services, delivery, and other required support shall be conducted in
Somerville and other locations designated by the Department point of contact.
Meetings between the Vendor and City personnel shall be held at the City of
Somerville, Massachusetts, unless otherwise specified.

As a true SaaS solution, Invoice Cloud requires little-to-no on-site presence to maintain the
City's instance of our platform. Invoice Cloud's President, Mr. Bob Lapides, and Invoice
Cloud, Consolidated's CEO, Mr. Bob Bennett, both reside in the Boston metro area and
work from our Braintree office, easily meeting in the City of Somerville whenever needed.
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Vendor Conduct

The Vendor’s employees shall comply with all City regulations, policies, and
procedures. The Vendor shall ensure that their employees present
professional work attire at all times. The authorized contracting body of the
City may, at his/her sole discretion, direct the Vendor to remove any Vendor
employee from City facilities for misconduct or safety reasons. Such rule does
not relieve the Vendor of their responsibility to provide sufficient and timely
service. The City will provide the Vendor with immediate written notice for the
removal of the employee. Vendors must be knowledgeable of the conflict of
interest law found on the Commonwealth’s website
http://www.mass.gov/ethics/laws-and-regulations-/conflict-of-interest-
information/conflict-of-interest- law.html. Vendors may be required to take the
Conflict of Interest exam.

Invoice Cloud complies with all City regulations, policies, and procedures, resulting in zero
conduct or delivery of service complaints throughout the life of our current contract.

Confidentiality

The Vendor agrees that it will ensure that its employees and others performing
services under this contract will not use or disclose any non-public
information unless authorized by the City. That includes confidential reports,
information, discussions, procedures, and any other data that are collected,
generated or resulting from the performance of this scope of work. All
documents, photocopies, computer data, and any other information of any
kind collected or received by the Vendor in connection with the contract work
shall be provided to the City upon request at the termination of the contract
(i.e., the date on which final payment is made on the contract or at such other
time as may be requested by the City or as otherwise agreed by City and the
Vendor). The Vendor may not discuss the contract work in progress with any
outside party, including responding to media and press inquiries, without the
prior written permission of the City. In addition, the Vendor may not issue
news releases or similar items regarding contract award, any subsequent
contract modifications, or any other contract-related matter without the prior
written approval of the City. Requests to make such disclosures should be
addressed in writing to the Vendor’s point of contact.

Invoice Cloud agrees and has never disclosed non-public City information throughout the
life of our current contract.
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Deliverables

Vendor shall provide for all day-to-day supervision, inspection, and monitoring
of all work performed to ensure compliance with the contract requirements.
The contractor is responsible for remedying all defects and or omissions to
the supplies or services provided to ensure that said deliverables meet the
requirements as detailed in the contract specifications.

Invoice Cloud performs the entirety of our quality assurance management to ensure that our
true Saa$S single code base and the City's instance, which accesses said code base,
comply with contract requirements. We remedy all defects or omissions to our services to
meet requirements.

Confidential/Proprietary InvoiceCioud”




Appendix B
Cost Details

~ Service rate(s): Per Details Below

~ Supply rate(s): Per Details Below
pply

" Number of payments: Per Details Below
~ Payment upon completion of deliverables: Per Details Below

™ Fixed fee: Per Details Below

# Other: Per Details Below

The Vendor shall periodically submit invoices to the City, for which compensation is due under this Contract and requesting payment for
goods received or services rendered by the Vendor during the period covered by the invoice. The invoice must agree to the rates/payment
schedule as indicated in this contract and must include the applicable Purchase Order number. The invoice shall include the following
information: vendor name, vendor remit address, invoice date, invoice number, itemized listing of goods, services, labor, and expenses and

indicating the total amount due.

- This contract is for Payment Gateway and Merchant Services including Micro Transactions for the City of Somerville's Parking

Department.

- The Parking Department will not be subject to the 2.90% Credit Card and Debit Card Payment Fees in PART I of the attached
pricing form. Instead, the Parking and Traffic Department will be subject to ""25 basis points and $0.10

per transaction over interchange, dues, and assessments' for non-micro over the counter transactions as shown in Part II of the

pricing form.

Approved version 9/16/19



RFP #19-83
SECTION 4.0
PRICING

By signing this Price Form, the Proposer certifies the following bulleted statements and offers to supply and

deliver the materials and services specified below in full accordance with the Contract Documents supplied by
the City of Somerville entitled: PAYMENT GATEWAY AND MERCHANT SERVICES

 The proposals will be received at the office of the Purchasing Director, Somerville City Hall, 93 Highland
Avenue, Somerville, MA 02143 no later than 5/23/2019 by 2PM EST

* The Purchasing Director reserves the right to accept or reject any or all proposals and/or to waive any
informalities if in her/his sole judgment it is deemed to be in the best interest of the City of Somerville.

e This form to be enclosed in sealed proposal package.

Should the Proposer believe that the categories below are inadequate to capture one or more unit costs, please use the
“Other Fees” category to provide additional costs, and attach additional forms to fully disclose your pricing. Failure
to complete the form, provide the requested information, or make alterations will be considered a conditional bid and
the bid will be rejected:

PART I - Payment Gateway and Merchant Services Fees:

CraitGard Faymensl by ynog 2.90% 2.90% |2.90% 2.90%
Uebt Card Payments |y gro; 2.00% 2.90% 2.90% 2.90%
AGH Payments $0.25 $0.25 $0.25 $0.25 $0.25
e Up $0.00 $0.00 $0.00 $0.00 $0.00
Annual
Assessment/Compliance |$0.00 $0.00 $0.00 $0.00 $0.00
Gharge BE0K $4.50 $4.50 $4.50 $4.50 $4.50
Other Fees:

-day Wire T f
lgﬁyoeggsi{sans“er o $10.00 per wire | $10.00 per wire |$10.00 per wire | $10.00 per wire |$10.00 per wire
Other Fees:

Other Fees:

Other Fees:

Other Fees:




PART Il - Fixed Micro-Transactions Cost:

et ERay gl . R A 3
Credit Card Payments (micro-
transactions)

0 Basis Paints and $0.10 per
transaction over interchange,

dues, and assesments

0 Basis Points and $0.10 per

dues, and assesments

transaction over interchange,

0 Basis Points and $0.10 per

transacticn over interchange,

dues, and assesments

0 Basis Points and $0.10 per

transaction over interchange,

dues, and assesments

0 Basis Pacints and $0.10 per
transaction over interchange,

dues, and assesments

Debit Card Payments (micro-
transactions)

0 Basis Paints and $0.10 per
transaction over interchange,
dues, and assesments

0 Basis Points and $0.10 per

dues, and assesments

transaction over interchange,

0 Basis Points and $0.10 per
transaction over interchange,

dues, and assesments

G Basis Points and $0.10 per
transaction aver interchange,

dues, and assesments

0 Basis Polnts and $0.10 per
transaction over interchange,

dues, and assesments

Charge Back (micro-transactions)

$4.50

$4.50

$4.50

$4.50

$4.50

Other Fees:
Parking and Traffic

25 Basis Points and $0.10
per transaction over
interchange, dues, and

assessments

25 Basis Peints and $0.10
per transaction over
interchange, dues, and

assessments

25 Basis Paints and $0.10
per transaction over
interchange, dues, and

assessments

25 Basis Points and $0.10
per transaction over
interchange, dues, and

assessments

25 Basis Points and $0.10
per transaction over
interchange, dues, and

assessments

Name of Company/Individual:

Invoice Cloud

Address, City, State, Zip:

30 Braintree Hill Office Park, Suite 101, Braintree, MA 02184

Tel #
781-353-2429

Email:

blapides@invoicecloud.com

Signature of Authorized
Individual /J A/

Addendum #1 \/ #2

Failure to do so may subject the proposer to disqualification.

ACKNOWLEDGEMENT OF ADDENDA:
#3
bag

it4 #5

#7

#8

#9

—
Please acknowledge receipt of any 4nd all Addenda (i! applicable) by signing below and including this form in your proposal package.

#10
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Form: CITY OF SOMERVILLE Rev. 08/01/12

Contract Number:

4=
i ‘_‘i
T

R
s,

Certificate '.(.)f Authority
(Corporations Only)

Instructions: Complete this form and sign and date where indicated below.

1. T hereby certify that I, the undersigned, am the duly elected Clerk/Secretary of
Invoice Cloud, Inc.

(Insert Full Name of Corporation)

2. Lhereby certify that the following individual Robert Lapldes

(Insert the Name of Officer who Signed the Contract and Bonds)

President
(Insert the Title of the Officer in Line 2)

3. I hereby certify that on May 28, 201 9

is the duly elected

of said Corporation.

(Insert Date: Must be on or before Date Officer Signed Contract/Bonds)

at a duly authorized meeting of the Board of Directors of said corporation, at which a

quorum was present, it was voted that

Robert Lapides President

Online at: www.somervillema.gov/purchasing

(Insert Name of Officer from Line 2) (Insert Title of Officer from Line 2)

of this corporation be and hereby is authorized to make, enter into, execute, and
deliver contracts and bonds in the name and on behalf of said corporation, and
affix its Corporate Seal thereto, and such execution of any contract of obligation
in this corporation’s name and on its behalf, with or without the Corporate Seal,
shall be valid and binding upon this corporation; and that the above vote has not
been amended or rescinded and remains in full force and effect as of the date set
forth below.

ATTEST: LA_}-
Signature: AFFIX CORPORATE SEAL HERE

(C_ierk or Secretary)
Printed Name: Nelson Blitz

Printed Title: S€Cretary

bae. May 28, 2019

(Date Must Be on or after Date Officer Signed Contract/Bonds)

Page 1 of 1
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State Howse, @0&[0/2., Massachusetts 02753

William Francis Galvin
Secretary of the
Commonwealth

Date: December 19, 2019

To Whom It May Concern :

[ hereby certify that according to the records of this office,

INVOICE CLOUD, INC.

a corporation organized under the laws of

DELAWARE

on January 05,2009 was qualified to do business in this Commonwealth on

March 01, 2010 under the provisions of the General Laws, and I further certify that said

corporation is still qualified to do business in this Commonwealth.

[ also certify that said corporation is not delinquent in the filing of any annual reports required to

date.

In testimony of which,
I have hereunto affixed the
Great Seal of the Commonwealth

on the date first above written.

Secretary of the Commonwealth

Certificate Number: 19120490950

Verify this Certificate at: http://corp‘sec.state.ma.us/CorpWeb/Certiﬁcates/\/erify.aspx

Processed by:



INSURANCE SPECIFICATIONS
INSURANCE REQUIREMENTS FOR AWARDED VENDOR ONLY:
Prior to commencing performance of any work or supplying materials or equipment covered by
these specifications, the contractor shall furnish to the Office of the Purchasing Director a
Certificate of Insurance evidencing the following:

A. GENERAL LIABILITY - Comprehensive Form
Bodily Injury Liability..............$_One Million
Property Damage Liability........ $_One Million

B. PROFESSIONAL LIABILITY........ $ 1,000,000.00

C. COVERAGE FOR PAYMENT OF WORKER'S COMPENSATION BENEFIT
PURSUANT TO CHAPTER 152 OF THE MASSACHUSETTS GENERAL LAWS IN
THE AMOUNT AS LISTED BELOW:

WORKER'S COMPENSATION................ $Statutory
EMPLOYERS' LIABILITY...................$ _Statutory

D. AUTOMOBILE LIABILITY INSURANCE AS LISTED BELOW:

BODILY INJURY LIABILITY.......... $ STATUTORY
l. A contract will not be executed unless a certificate (s) of insurance evidencing above-
described coverage is attached.
2. Failure to have the above-described coverage in effect during the entire period of the
contract shall be deemed to be a breach of the contract.
3. All applicable insurance policies shall read:
"CITY OF SOMERVILLE" as a certificate holder and as an additional insured for
general liability only along with a description of operation in the space provided on the
certificate.

Certificate Should Be Made Out To:
City Of Somerville
¢/o Purchasing Department
93 Highland Avenue
Somerville, Ma. 02143

Note: If your insurance expires during the life of this contract, you shall be responsible to
submit a new certificate(s) covering the period of the contract. No payment will be made
on a contract with an expired insurance certificate.



®
ACORD
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CERTIFICATE OF LIABILITY INSURANCE

DATE (MM/DD/YYYY)
1/7/2020

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS

CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND,

EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES

BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED

REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must have ADDITIONAL INSURED provisions or be endorsed.
If SUBROGATION IS WAIVED, subject to the terms and conditions of the policy, certain policies may require an endorsement. A statement on
this certificate does not confer rights to the certificate holder in lieu of such endorsement(s).

PRODUCER . . R
Mount Laurel NJ 08054 ADDRESS:
INSURER(S) AFFORDING COVERAGE NAICH
B INSURER A : Hartford Fire Insurance Company 19682
INSURED INVOCLO-0| \\syrer B : Trumbull Insurance Company 27120
gnovgfgn(«t;rlggdﬂiwgfﬁce Park INSURER ¢ : Hartford Casualty Insurance Company 29424
Suite 101 INSURER D : Hartford Underwriters Insurance Company 30104
Braintree MA 02184 INSURERE :
INSURER F :

COVERAGES CERTIFICATE NUMBER: 936066371

REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

INSR | ADDL[SUBR POLICY EFF | POLICY EXP
LTR TYPE OF INSURANCE m;?’@ POLICY NUMBER (MM/DD/YYYY) | (MM/DD/YYYY) LIMITS
A | X | COMMERCIAL GENERAL LIABILITY 08UUNAZ9995 1/1/2020 1/1/2021 EACH OCCURRENCE $ 1,000,000
DAMAGE TO RENTED
CLAIMS-MADE OCCUR l PREMISES (Ea occurrence) | § 1,000,000
MED EXP (Any one person) $ 10,000
3 PERSONAL & ADV INJURY | § 1,000,000
GEN'L AGGREGATE LIMIT APPLIES PER: GENERAL AGGREGATE $ 2,000,000
X | poLicy B Loc PRODUCTS - COMP/OP AGG | § 2,000,000
OTHER: $
B | AUTOMOBILE LIABILITY 0BUENBA0205 1/1/2020 11112021 | GMENEDRPMNCLELMIT 1 51,000,000
ANY AUTO BODILY INJURY (Per person) | §
OWNED SCHEDULED !
OWNED, v - ScHED BODILY INJURY (Per accident)| $
X_| HIRED X_| NON-OWNED PROPERTY DAMAGE I's
AUTOS ONLY AUTOS ONLY _(Per accident) |
$
¢ | X | uMBRELLA LIAB X | oceur 08XHUAZ8387 1/1/2020 1/1/2021 | EACH OCCURRENCE $5,000,000
|EXCESS LIAB CLAIMS-MADE | AGGREGATE | $5,000,000
|
DED TXT RETENTIONS 10 ann | s
D |WORKERS COMPENSATION 08WBAC5UBS 1/1/2020 1/1/2021 Efhrure | | &R
AND EMPLOYERS' LIABILITY YIN : =]
ANYPROPRIETOR/PARTNER/EXECUTIVE E.L. EACH ACCIDENT $ 1,000,000
OFFICER/MEMBEREXCLUDED? D N/A —
{Mandatory in NH) E.L. DISEASE - EA EMPLOYEE| $ 1,000,000
If yes, describe under ———
DESCRIPTION OF OPERATIONS below E.L. DISEASE - POLICY LIMIT | § 1,000,000

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (ACORD 101, Additional Remarks Schedule, may be attached if more space is required)

City of Somerville is an Additional Insured as respects to the General Liability policy, pursuant to and subject to the policy's terms, definitions, conditions and

exclusions when required by a written contract.

CERTIFICATE HOLDER

CANCELLATION

City of Somerville

c/o Purchasing Department
93 Highland Ave
Somerville MA 02143

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE
i

K;ﬁzé]&@f

ACORD 25 (2016/03)

©1988-2015 ACORD CORPORATION. All rights reserved.

The ACORD name and logo are registered marks of ACORD




Form: CITY OF SOMERVILLE Rev. 04/18/2019
Contract Number:

CITY OF SOMERVILLE CODE OF ORDINANCES SECTION 2-397 et seq’.

Instructions: This form shall be included in all Invitations for Bids and Requests for Proposals
which involve the furnishing of labor, time or effort (with no end product other than reports) by
vendors contracting or subcontracting with the City of Somerville, where the contract price
meets or exceeds the following dollar threshold: $10,000. If the undersigned is selected, this
form will be attached to the contract or subcontract and the certifications made herein shall be
incorporated as part of such contract or subcontract. Complete this form and sign and date
where indicated below on page 2.

Purpose: The purpose of this form is to ensure that such vendors pay a “Living Wage” (defined
below) to all covered employees (i.e., all employees except individuals in a city, state or

* federally funded youth program). In the case of bids, the City will award the contract to the
lowest responsive and responsible bidder paying a Living Wage. In the case of RFP’s, the City
will select the most advantageous proposal from a responsive and responsible offeror paying a
Living Wage. In neither case, however, shall the City be under any obligation to select a bid or
proposal that exceeds the funds available for the contract.

Definition of “Living Wage”: For this contract or subcontract, as of 7/1/2019 “Living Wage”
shall be deemed to be an hourly wage of no less than $15.00 per hour. From time to time, the
Living Wage may be upwardly adjusted and amendments, if any, to the contract or subcontract
may require the payment of a higher hourly rate if a higher rate is then in effect.

CERTIFICATIONS

1. The undersigned shall pay no less than the Living Wage to all covered employees who directly
expend their time on the contract or subcontract with the City of Somerville.

2. The undersigned shall post a notice, (copy enclosed), to be furnished by the contracting City
Department, informing covered employees of the protections and obligations provided for in the
Somerville Living Wage Ordinance, and that for assistance and information, including copies of
the Ordinance, employees should contact the contracting City Department. Such notice shall be
posted in each location where services are performed by covered employees, in a conspicuous
place where notices to employees are customarily posted.

3. The undersigned shall maintain payrolls for all covered employees and basic records relating
hereto and shall preserve them for a period of three years. The records shall contain the name and
address of each employee, the number of hours worked, the gross wages, a copy of the social

*Copies of the Ordinance are available upon request to the Purchasing Department.

Online at: www.somervillema.gov/purchasing Page 1 of 3




Form: CITY OF SOMERVILLE Rev. 04/18/2019
Contract Number:

security returns, and evidence of payment thereof and such other data as may be required by the
contracting City Department from time to time.

4. The undersigned shall submit payroll records to the City upon request and, if the City receives
information of possible noncompliance with the provisions the Somerville Living Wage
Ordinance, the undersigned shall permit City representatives to observe work being performed at
the work site, to interview employees, and to examine the books and records relating to the
payrolls being investigated to determine payment of wages.

5. The undersigned shall not fund wage increases required by the Somerville Living Wage
Ordinance by reducing the health insurance benefits of any of its employees.

6. The undersigned agrees that the penalties and relief set forth in the Somerville Living Wage
Ordinance shall be in addition to the rights and remedies set forth in the contract and/or
subcontract.

CERTIFIED BY:

Signature: ﬁ /sz LM

(Duly Author“ized Represenfative of Vendor)

Title: President

Name of Vendor: Invoice Cloud

Date: 05/23/2019

Online at: www.somervillema.gov/purchasing Page 2 of 3




Form: CITY OF SOMERVILLE Rev. 04/18/2019
Contract Number:

INSTRUCTIONS: PLEASE POST

NOTICE TO ALL EMPLOYEES
REGARDING PAYMENT OF LIVING WAGE

Under the Somerville, Massachusetts’ Living Wage Ordinance (Ordinance No. 1999-1),
any person or entity who has entered into a contract with the City of Somerville is required to
pay its employees who are involved in providing services to the City of Somerville no less than a
“Living Wage”.

The Living Wage as of 7/1/2019 is $15.00 per hour. The only employees who are not
covered by the Living Wage Ordinance are individuals in a Youth Program. “Youth Program” as
defined in the Ordinance, “means any city, state or federally funded program which employs
youth, as defined by city, state or federal guidelines, during the summer, or as part of a school to
work program, or in any other related seasonal or part-time program.”

For assistance and information regarding the protections and obligations provided for in
the Living Wage Ordinance and/or a copy of the Living Wage Ordinance, all employees should
contact the City of Somerville’s Purchasing Department directly.

Online at: www.somervillema.gov/purchasing Page 3 of 3



TO:

City Vendors

FROM: Fleet Division, City of Somerville
SUBJECT:  Vehicle Inspections Process under Somerville City Ordinance Chapter 12, Article VIII (“Ordinance to

Safeguard Vulnerable Road Users™)

Prospective bidders must familiarize themselves with the City of Somerville’s Ordinance to Protect Vulnerable Road
Users. The full text of this local law can be found here.

1.

Request for Inspection: Inspections are conducted on Thursdays from 4pm-7pm at the Somerville Department of

Public Works, located at 1 Franey Road. Each inspection takes approximately 20 minutes.

a. Any vendor covered by this Ordinance shall complete an inspection request form and email it to
fleetinspections@somervillema.gov.

b. Please submit request form no later than 3pm on the Tuesday before the requested inspection date.

Fee: The fee for the initial inspection is $100. The fee for a renewal inspection (every two years) is $50.

a. Payment of the fee is due upon scheduling of the inspection. The fee can be paid via check or credit card.
Checks should be made out to the City of Somerville and include the vendor’s phone number.

Approval: Vehicles inspected and approved by the Fleet Division will have an inspection approval sticker affixed

to the windshield of the vehicle. A copy of the inspection report and certificate of inspection shall be issued to the

vendor.

a. Inspection stickers are not transferable.

b. Any major overhaul of safe guard equipment shall be required to be re-inspected.

Rejection: If a vehicle is rejected for failing to comply with any of the technical specifications outlined in the

ordinance, it shall be corrected and henceforth re-inspected within 30 days at no additional fee.

a. If a second inspection results in a rejection, a fee of $50 will be required for any subsequent inspections.

b. Any vendor who fails to comply within 60 days of their first inspection may be subject to having their contract
cancelled.

5. Questions: Please direct questions about vehicle inspections to Fleet Superintendent Ron Bonney at
rbonnev@somervillema.gov or at (617) 625-6600, ext. 5524.
Acknowledgement

In accordance with Sec, 12-119 “Requirements” in the Ordinance, bidders must sign the following:

Unless certified that the Ordinance is not applicable to this contract or otherwise waived by the City, I acknowledge that
my company has installed (or will install prior to commencing work for the contract) side guards, cross-over mirrors or
equivalent blind spot countermeasures, convex mirrors or equivalent blind spot countermeasures, side-visible turn
signals, and appropriate warning signage, in accordance with SCO Chapter 12, Article VII on all large vehicles it uses
or will use within the City of Somerville in connection with any contract.

Robert Lapides, President Za/{kﬂ(/ W 05/24/2019
i /

Authorized Signatory’s Name

Date

Invoice Cloud

Company Name

I certify that the Ordinance does not apply to this contract for the following:
0 Vehicles do not meet or exceed Class 3 O Vehicles do not exceed 15 MPH E/No vehicles on project

0 Other:




Form: CITY OF SOMERVILLE Rev. 08/01/12
Contract Number:

X f-"’_ L‘!:::-{hj\v‘}’

Non-Collusion Form and Tax Compliance Certification

Instructions: Complete each part of this two-part form and sign and date where
indicated below.

A. NON-COLLUSION FORM

I, the undersigned, hereby certify under penalties of perjury that this bid or proposal
has been made and submitted in good faith and without collusion or fraud with any other
person.

As used in this certification, the word "person” shall mean any natural person,
business, partnership, corporation, union, committee, club, or other organization, entity,
or group of individuals.

Signature: /Lrg ¥ W

(Individual Submitted Bid or Proposal)
Duly Authorized

Invoice Cloud

Name of Business or Entity:

pate: 99/23/2019

B. TAX COMPLIANCE CERTIFICATION

Pursuant to M.G.L. ¢. 62C, §49A, I certify under the penalties of perjury that, to the
best of my knowledge and belief, I am in compliance with all laws of the Commonwealth
relating to taxes, reporting of employees and contractors, and withholding and remitting
child support, as well as paid all contributions and payments in lieu of contributions
pursuant to MGL 1514, §19A(b).

Signature; W {M

(Duly Authorized Represenfative of Vendor)
Invoice Cloud

Name of Business or Entity:

Social Security Number or Federal Tax ID#: 26-3972596

bate, 05/23/2019

Online at: www.somervillema.gov/purchasing Page 1 of 1




Addendum No. 1 to RFP 19-83

CITY OF SOMERVILLE, MASSACHUSETTS

Department of Purchasing
JOSEPH A. CURTATONE
MAYOR

To:  All Parties on Record with the City of Somerville as Holding
RFP 19-83 Payment Gateway and Merchant Services

From: Thupten Chukhatsang
Date: 5/20/2019

Re: Extension of Deadline
Question and Answers

Addendum No. 1 to RFP 19-83

Notice:

The due date for submission of sealed proposals is extended to 1:00 PM, May 29" 2019.

Please acknowledge receipt of this Addendum by signing below and including this form in
your proposal package. Failure to do so may subject the proposer to disqualification.
NAME OF COMPANY / INDIVIDUAL: Invoice Cloud

s: 30 Braintree Hill Office Park, Suite 101

ADDRES

TELEPHONE/FAX/EMAIL: 781-353-2429, blapides@inVOiCECIONd.Com

SIGNATURE OF AUTHORIZED lNDIVlDUAL://? cj;e/j,/’f %m,?'y/«(‘zrz

ACKNOWLEDGEMENT OF ADDENDA:

Addendum #1 X #2 43 44

Somerville City Hall « 93 Highland Avenue » Somerville, Massachusetts 02143
(617) 625-6600, Ext. 3400 « TTY: (866) 808-4851 « Fax: (617) 623-1344
www somervillema.gov




Quality Requirements

Quality requirements, or basic business requirements, are the minimum set of standards that an entity must meet
and certify to be considered responsible and responsive. Please complete the Quality Requirements form,
below, and submit it with your completed proposal. The City of Somerville will disqualify any response that
does not meet the minimum quality requirements. A "No™ response to items 1 - 10, or a failure to respond to any
of the following minimum standards, will result in disqualification of your proposal.

QUALITY REQUIREMENTS

Proposet’s firm is in good standing and has no reports of unsatisfactory or non-performance X
against them?
1.  Bidders must list any unsatisfactory or non-performance reports against them and
any pending litigation(s). Listed shall be the reporting municipality, contact person
& telephone number.
2. | Vendor provides a PCI-compliant gateway. X
3 Proposer has a minimum of five (5) years’ experience in performing the work described in | X
" | this RFP.
4 Proposer shall have a minimum of five (5) government clients in Massachusetts (please list
" | clients in technical proposal) X
Proposer shall list by name and provide contact information for all on-line program X
5. | registration and payments packages with which your system can interface. Vendors shall
also submit a minimum of two (2) municipalities where this interface occurs.
6 Proposer has capacity to set up terminal stations at each cashiering station, including
" | training of City staff. X
7 Proposer shall service problems with terminals, ongoing IT support and maintenance, and
~ | help desk during normal business days, Monday through Friday from 8:30 a.m. to 7:30 p.m. [ X
g Proposer provides live and/or immediate Payor support options via telephone and e-mail or
" | live chat during normal business hours. X
9. | Proposer provides a pay-by-phone option. X
10 Proposer shall invoice City for its dues in a manner determined by City depending on
| revenue stream (for example, debiting will only occur for charge-backs). X
Optional: X
11. Are you a Mass. Supplier Diversity Office MBE/WBE certified minority or woman
owned business? Additional minority designations may be submitted by attaching
supporting documentation.

In order to provide verification of affirmative responses to items 1-11 under the quality requirements listed in
the Quality Requirements Form, Offeror must submit written information that details the general background
experience, and qualifications of the organization. Subcontractors, if applicable, must be also included.

b



REFERENCE FORM

Bidder: Invoice Cloud

BID#/ Title: RFP #19-83/Payment Gateway and Merchant Services

Reference: City of Boston, MA Contact: G€orges Hawat
Address: 1 City Hall Square, Suite 500 Phone: 617-635-4783
Boston, MA 02201-2013 Eiaile georges.hawat@boston.gov

Description and date(s) of supplies or services provided:

Invoice Cloud provides ali online and electronic payments for the City. Boston has been a client of Invoice Cloud since
2013. The City uses Invoice Cloud for all their Online and Point of Sale processing. EBPP & Payments for Towin? Fees
(Conduent), Business Improvement District, Personal Property Tax, Real Estate Tax (Tyler MUNIS), Motor Vehicle
Tax, Boat Excise Tax, Dog Licenses, Parking Tickets, Fire Permits, Physician Certificates, BostonCanShare Program,
Police Dept. Exam Fees, Fire Dept. CanShare, Police Dept. CanShare, Boat Mooring Permits and Code Enforcement
Tickets.

Reference: Marion County, IN Contact: Claudia Fuentes
Address: 200 E. Washington Street Phone: 317-327-4444
Indianapolis, IN Email: claudia.fuentes@indy.gov

Description and date(s) of supplies or services provided:

Marion County Treasurer's office has used the Invoice Cloud EBPP platform since 2012. They have experienced incredible growth year

_after year with online e-adopti A ite of features for personal property tax_real-estate tax and mobile
home tax. They rely heavily on the IC flex-pay (payment plans) for citizens along with using the Online Bank Direct, Auto Pay, IVR, E-Bill
reminders and many more aspects to the IC platform.

Reference: City of Cambridge, MA Contact: Irene Giannopoulos
Address: 795 Massachusetts Avenue Phone: 617-349-4223
Cambridge, MA 02139 Email: igiannopoulous@cambridgema.gov

Description and date(s) of supplies or services provided:

Cambridge has been a client of invoice Cloud since 2014. The City uses Invoice Cloud for Online and Point of Sale processing. EBPP &

Ity al E r.\Veh i arki Conduent), Police
Detail & False Alarms Fees (QED), Municipal Lien Certificates, Vital Records, Dog Licenses, Scholarship Donations, Mayor's Disaster Relief
Fund, Towing Fees.




CITY OF SOMERVILLE
PURCHASING DEPARTMENT
RFP 19-83

The City of Somerville, through the Purchasing Department, invites
sealed proposals for:

Paymont Gateway and Merchant Services

A request for proposais (RFP} may be obtained online at http.//ewww,
somervillema.govidepartments/finance/purchasing or from the Pur-
chasing Department, Somerville City Hall, 93 Highland Ave_, Somer-

ville, MA, 02143 on or after May Bth, 2019

Sealed proposals will be received at the above office untit: May 23rd.
2019 at 2.000m ET. The Purchasing Director reserves the right to re-
jact any or all proposals i, in her sole judgment, the best interest of
the City of Somerville would be served by so doing.

Please email ichukhatsang@somervillama.qov for mare informaton.

Thupten Chukhatsang
Procurement Analyst
617-625-6600, x3400

5/8/19 The Somerville Times
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City of Somerville

BID SOLICITATION

Bid Opening Date: 05/23/2019 02:00 PM
Printed: 05/09/2019 10:11 AM

Bid Number

BD-19-1166-COS01-
C0S01-39450

S Alternate ID
Description: RFP 19-83 Payment
Gateway and Merchant Services RFP 19-83
Requisition Number
Item Class-ltem Quantity Unit Unit Price Total
1 RFP 19-83 Payment Gateway and Merchant Services 1 EA
TOTAL:

THIS IS NOT AN ORDER, AND DOES NOT COMMIT THE
PURCHASING ENTITY TO PURCHASE ANY GOODS OR
SERVICES.

PURCHASED
By: Thupten Chukhatsang

Phone#: (617) 625-6600
Email: tchukhatsang@somervillema.gov
BUYER




5/1/2019 SPR Goods and Services Submit Confirmation

J William Francis Galvin
Secretary of the Commonwealth of Massachusetts

HOME DIRECTIONS CONTACT US Search sec.state.ma.us
| Search

Goods and Services submission confirmation

Tl'hg following Goods andfsﬁrvices.
submission Was successfully received.

Planned date of pubiish is 5/6/2019

Awarding Agency
Agency Name |City of Somerville Purchasing Department - City Hall 93 Highland
and Address: |Avenue Somerville, MA 02143

[Bid Number: |RFP 19-83

Contact Information

Name: (Thupten D. Chukhatsang

Title:

[Phone: 1762 | Fax|617-625-1344

Email Address: [tchukhatsang@somervillema.gov ]

|Notify email address listed when final i igned.

Address:
'-l(if different

from above)

Description '

|Payment Gateway and Merchant Services
IContract Information

Estimated Rate | Duration|3 Years
Bid Release 05/08/2019 Release

Date | Time

Bid Deadline ||05/23/2019 Deadline{2:00 PM
Date Time
Additional

Information N .

This page can be printed for your records.

William Francis Galvin, Secretary of the C Ith of M h

Terms Conditions

www.sec.state.ma.us/sprpublicforms/GSSubmitConfirmation.aspx?1D=73473 "
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