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Finished example of a vendor response to a fictional public RFP. Mirror the buyer’s section numbering where the RFP asks you to, answer every requirement in the compliance matrix, and never leave a “Partially meets” without saying how.
Cover letter
November 20, 2026
Ms. Carla Jimenez, Procurement Officer, City of Fairhaven
Dear Ms. Jimenez,
Tidewater Systems is pleased to submit this response to RFP 2026-117. We propose our cloud billing platform, already serving 41 municipal utilities, configured for Fairhaven’s water, sewer and stormwater rates, with a customer portal that lets residents pay, start or stop service and report issues from any device.
Our response meets all 48 mandatory requirements. We propose go-live in 11 months for a five-year total cost of $1,486,000, and we accept the City’s standard contract terms with the two clarifications in Section 9.
Sincerely,
Daniel Ortiz, Vice President, Public Sector
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Executive summary
Fairhaven needs to replace a 19-year-old billing system before its vendor support ends in December 2027, cut the 9,000 monthly calls about bills, and move customers to paperless billing. Our proposal addresses each goal directly:
1. Replace on time: a fixed 11-month plan with go-live in October 2027, two months before end of support.
1. Reduce calls: self-service for the six reasons that drive 70% of calls today, based on the call data in Appendix C of the RFP.
1. Go paperless: e-bill enrolment during portal sign-up, which reached 54% adoption within a year at comparable utilities.
Understanding of requirements
We understand the City bills about 28,500 accounts monthly across three service types, with tiered residential water rates, a stormwater fee based on impervious area, and a low-income assistance program that must be applied automatically each cycle.
Proposed solution
Billing and rating
Rates are configured, not coded: City staff can add a rate tier or change a fee schedule with an effective date, test it against last cycle’s bills, and approve it without vendor involvement.
Customer portal
Residents can view and pay bills, set up autopay, start, stop or transfer service, see 24 months of usage, and report leaks or meter problems with a photo. The portal meets WCAG 2.2 AA and is available in English and Spanish.
Technical architecture
Hosting and availability
The platform runs in a US-only government cloud region with a second region for disaster recovery. We commit to 99.9% monthly availability, a recovery point objective of 15 minutes and a recovery time objective of 4 hours.
Security
1. SOC 2 Type II report (latest in Attachment 4); annual third-party penetration testing.
1. Card payments are tokenized by a PCI DSS Level 1 processor; no card numbers touch our database.
1. Single sign-on for City staff with multi-factor authentication through the City’s identity provider.
Integrations
Table 1. Integrations
	City system
	Integration
	Method

	Meter data (AMI head-end)
	Hourly reads for billing and leak alerts
	Nightly secure file + API

	Financial system
	Daily GL journal and payments
	API, reconciled daily

	GIS
	Service addresses and impervious area
	Weekly sync

	Work orders
	Portal issue reports create work orders
	Real-time API


Implementation plan
Table 2. Implementation phases
	Phase
	Months
	Key outputs

	Discovery and design
	1–2
	Confirmed requirements, rate configuration workbook, data mapping

	Configuration and integration
	3–6
	Configured system, four integrations built and tested

	Data conversion
	4–8
	Three mock conversions with reconciliation to the penny

	Testing and training
	7–10
	Parallel billing for two cycles, staff training, train-the-trainer

	Go-live and support
	11–12
	Cutover, 60 days of hypercare, transition to support


Compliance matrix
Our response to each mandatory requirement in RFP Section 5. The full matrix of 48 requirements is in Attachment 2; the table shows the format.
Table 3. Requirements compliance (excerpt)
	Req.
	Requirement
	Compliance
	Where answered

	5.1.3
	Tiered water rates with effective dating
	Fully meets
	Section 4.1

	5.1.9
	Automatic low-income discount each cycle
	Meets with configuration
	Section 4.1

	5.2.4
	Portal available in English and Spanish
	Fully meets
	Section 4.2

	5.3.2
	Recovery time objective of 4 hours or less
	Fully meets
	Section 5.1

	5.4.7
	Text message outage notifications
	Partially meets
	Section 9 (roadmap Q2 2027)


Pricing
Table 4. Five-year cost
	Item
	Qty
	Unit price
	Total

	Implementation (fixed fee)
	1
	$412,000
	$412,000

	Data conversion
	1
	$68,000
	$68,000

	Subscription, years 1–5 (per account per year)
	142,500
	$6.80
	$969,000

	Training (on-site days)
	12
	$3,083
	$37,000

	Five-year total
	
	
	$1,486,000


Pricing note:  Subscription is priced per active account per year (28,500 accounts × 5 years). Prices are fixed for the contract term; renewal increases are capped at 3% a year.
Assumptions and exceptions
1. The City provides a single point of contact and decisions within five business days.
1. Clarification 1: limitation of liability at 2× annual fees rather than unlimited.
1. Clarification 2: text message notifications (5.4.7) delivered as a roadmap item in Q2 2027 at no extra cost.
References
Table 5. Client references
	Utility
	Accounts
	Contact

	Town of Marlow Water Department
	18,200
	Finance Director, available on request

	Clearwell County Utilities
	46,000
	Utility Billing Manager, available on request

	City of Ashby Public Works
	31,500
	IT Director, available on request


Authorized signature
I certify that I am authorized to bind Tidewater Systems, Inc. to this proposal, which remains valid until the date stated on the cover.
	 
Authorized officer
Daniel Ortiz, Vice President, Public Sector
Date: Click or tap to enter a date.
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