
   

 
Bentonville Utility Board 

Meeting Agenda 
December 2, 2025 

11:30 AM 
Bentonville City Hall 

 
 
 
  Call to Order 
  Pledge of Allegiance 
  Attendance 
  Approval of Minutes: November 18, 2025 
I. New Business 
  1. Update on Water Line Leaks  Informational  
    Update on contractor progress and our purchase of water.  
  2. Resolution for Bella Vista Village 

Property Owner's Association 
Wholesale Water Contract Extension  

Resolution 

 
    Request the Mayor and City Clerk to enter into a contract extension agreement 

with the City of Bentonville and Bella Vista Village Property Owner's Association 
for a time period of 3 months set to expire on March 31,2026.  No budget 
adjustment is needed. 

  3. Resolution Approving a Budget 
Adjustment to Allocate Additional 
Funds for IDIQ  

Resolution 

 
    Staff requests approval of a Resolution amending the 2025 budget in the amount 

of $500,000.00 to continue water service line replacement work. The total 
amendment will be allocated as follows: $300,000.00 to Mo-Ark Utilities and 
$200,000.00 to Calcon, Inc. A budget adjustment is needed.  

  4. Resolution for Spring Creek-Vaughn 
Sanitary Cost Share Agreement with 
RLP Development LLC  

Resolution 

 
    Staff recommends approval of a Development Agreement with "RLP 

Developments LLC." for 1,285 feet of sewer upgrades associated with Walnut 
Grove Phase 4 off-site upgrades. 385 feet of the upgrades were not required 
with the proposed project but are included in this cost to build the entire section 
so it's appropriately sized for the build out of this basin. No budget adjustment is 
needed.  
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  5. Resolution Approving Spring Creek 
Vaughn Construction Administration 
Services  

Resolution 

 
    This resolution authorizes the Mayor and City Clerk to enter into an amended 

agreement with Crafton, Tull & Associates, Inc. for construction services in the 
amount of $115,770.00 for the Spring Creek – Vaughn Gravity Sewer 
project  This amendment increases the original contract total to $201,822.00. 
CTA was chosen following the standard procurement process. No budget 
adjustment is needed.  

  6. Resolution Awarding Bid for Spring 
Creek-Vaughn Gravity Sewer 
Improvements Construction  

Resolution 

 
    Staff requests council award bid IFB-25-77 to Ground Zero Construction Inc in 

the amount of $1,818,008.00 for construction of a new 18" and 24" sanitary 
sewer interceptor for the Spring Creek- Vaughn project. This is a budgeted 
item.  No budget adjustment is needed. 

  7. Resolution to Award Bid IFB-25-82 for 
Street Materials (Premix) to Emery Sapp 
& Sons  

Resolution 

 
    Resolution awarding IFB-25-82 to the lowest bidder. No budget adjustment is 

needed. 
  8. Resolution to Award Bid IFB-25-82 for 

Street Materials (Stone) to APAC  
Resolution 

 
    Resolution awarding IFB-25-82 to the lowest bidder. No budget adjustment is 

needed. 
  9. Resolution to Award RFP-25-48 for Bill 

Design and Print to Doxim  
Resolution 

 
    Resolution authorizing the Mayor and City Clerk to enter into an agreement with 

Doxim for Bill Redesign and Print services as a result of their submission to the 
City's Request for Proposal (RFP)-25-48 to provide bill design and printing 
services for the Utility Billing department. No budget adjustment is needed. 
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Bid Award Change Order
Budget Adjustment      Waiver of Bid Emergency Clause

Ordinance Resolution 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

Title, Recommendation & Justification 

Additional 
Comments for 
Consideration 
(Optional): 

Informational      Enter into an Agreement 
Recognizing Funds 

Informational

Action 
Recommendation & 
Justification: 

Item Type (Check all that apply)

City of Bentonville, Arkansas Agenda Item Form 

Council Meeting Date: 
Phone: For Department(s): 

Submitted By: 
Item Details

Email: 

Title: 

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Budget Adjustment (to be completed by Finance when applicable) 
     YES        NO       ITEM HAS NO COST     OTHER:________________________________Is this Item Budgeted? 

Budget Impact 
Amount for Approval: $

Budget Impact Notes for Consideration (Optional): 

Fund(s) Impacted     
(check all that apply)         General Fund       Utility Fund        Street Fund      Other(s):_________________________________________

Account Description 

Account Description

Account Description 

Account Description Account Number (ORG-OBJECT)

www.bentonvillear.com 
City of Bentonville, Arkansas

City Hall 
305 SW A Street Bentonville, AR 72712

Please Recycle! 
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Contract Extension Agreement 
 

This Contract Extension Agreement (the “Extension”) is made and entered into by 
and between the parties to the contract between the City of Bentonville and Bella Vista 
Village Property Owners Associated dated December 22, 2005, which is set to expire on 
December 31, 2025,  (“Original Agreement”). 

1. Extension of Term. The parties agree to extend the term of the Original Agreement for an 
additional three (3) months, through March 31, 2026. 

2. Purpose. The purpose of this Extension is to provide both parties with additional time to 
negotiate terms of a new or amended agreement or, in the alternative, terminate said 
agreement.   

3. Effect of Extension. Except as expressly modified by this Extension, all other terms and 
conditions of the Original Agreement shall remain in full force and effect. 

IN WITNESS WHEREOF, the Mayor and City Clerk of the City of Bentonville, Benton 
County, Arkansas, by authority of a resolution adopted by the City Council of the City of 
Bentonville, have hereto set their hands and caused the corporate seal to be hereunto 
affixed, and the President and Secretary of Bella Vista Village Property Owners Association, 
Benton County, Arkansas, have hereunto set their hands and seals on this _____ day of 
December, 2025 (for the City) and the _____ day of December, 2025 (for Bella Vista). 

 

___________________________________ 
STEPHANIE ORMAN, MAYOR 
CITY OF BENTONVILLE 
 
___________________________________ 
MALORIE MARRS, CITY CLERK 
CITY OF BENTONVILLE 
 
 
___________________________________ 
BELLA VISTA VILLAGE POA, PRESIDENT-GENERAL MANAGER 
 
___________________________________ 
BELLA VISTA VILLAGE POA, CORPORATE SECRETARY 
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CITY OF BENTONVILLE, ARKANSAS 

________________________________________________ 
Purchasing and Compliance Department – 1000 SW 14th Street, Bentonville Arkansas 72712 

City Hall – 305 SW A Street Bentonville, Arkansas 72712 

AMENDMENT TO STATEMENT OF QUALIFICATIONS CONTRACT 

This amendment (the “Amendment”), dated December 9, 2025 is made by the City of 

Bentonville, Arkansas (“City”) and Crafton Tull & Associates (“Contractor”), parties to the Statement of 

Qualifications with Bentonville Water Utility (BWU) Department, for Professional Civil Engineering 

Services for the Spring Creek-Vaughn Gravity Sewer-Lift Station to NACA, dated October 28, 2024 

(the “Agreement”). 

1. In accordance with Section 4 (Additional Services), Any service outside of the work agreed to or 
included by reference must be pre-approved by the City and executed as an amendment to the 
agreement by the Parties prior to any such work.

2. The Agreement is Amended as follows:

3. Construction administration services for the construction of the Spring Creek – Vaughn Gravity 
Sewer project to be modified as set forth in Exhibit A.

4. The estimated total of payments for the contract is estimated to be $201,822.00 per contract term 
as set forth in Exhibit A.

5. This Amendment shall be effective immediately when fully executed.

6. Except as set forth in this Amendment, the Agreement is unaffected and shall continue in full 
force and effect in accordance with its terms. If there is conflict between this Amendment and the 

Agreement, or any earlier Amendment, the terms of this Amendment shall prevail.

THE CITY OF BENTONVILLE, ARKANSAS 

BY:__________________________________ 

Stephanie Orman, Mayor 

DATE:_______________________________

Company Name:_______________________ 

BY:__________________________________ 

Name(printed):________________________ 

DATE:_______________________________ 
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EJCDC No. E-501 
1999 Edition 

Page 1 of 2 

AMENDMENT NO. 1 TO OWNER-ENGINEER AGREEMENT 

Subject of Amendment:     Modification of Services     

1. Background Data:

a. Effective Date of OWNER-ENGINEER Agreement: 10/28/2024 

b. OWNER:   City of Bentonville, Arkansas

c. ENGINEER:  Crafton, Tull & Associates, Inc.

d. Project: Spring Creek – Vaughn Gravity Sewer – Lift Station to NACA 

2. Nature of Amendment

The scope of services is being modified to include construction administration services to support BWU through 
construction phase services.  

3. Description of Modifications

See Attachments 1 & 2, “Modifications”

OWNER and ENGINEER hereby agree to modify the above-referenced Agreement as set forth in this Amendment.  All 
provisions of the Agreement not modified by this or previous Amendments remain in effect.  The Effective Date of this 
Amendment is        . 

OWNER: ENGINEER: 

CITY OF BENTONVILLE, ARKANSAS CRAFTON, TULL & ASSOCIATES, INC. 

By: By: 
 Stephanie Orman    Lucas Jost, P.E. 

Title: Mayor Title:    Vice President 

Date Signed: Date Signed:    11/25/2025

Exhibit A
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EJCDC No. E-501 
1999 Edition 

Page 2 of 2 

ATTACHMENT 1 

MODIFICATIONS 

• Additional Services to be performed by ENGINEER:

Construction administration services for the construction of the Spring Creek – Vaughn Gravity Sewer 
project described in detail in Attachment 2 based on the 365 days in the anticipated construction contract. 

• Modifications to Payment to ENGINEER:

o The hourly not-to-exceed contract amount is to be increased by $84,322.

• Summary of Contract Payments:
Original Contract: $117,500.00 
Amendment #1:  $84,322.00 
Revised Total: $201,822.00 
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ATTACHMENT 1 
 

MODIFICATIONS 
 

Construction Administration Services to be Performed by ENGINEER 

The ENGINEER shall provide professional construction administration services for the Spring Creek – Vaughn Gravity 

Sewer Project, including oversight, technical review, coordination, and documentation to assist the OWNER throughout the 

construction phase. Services include the tasks outlined below: 

 

1. Pre-Construction Meeting Attendance 

The ENGINEER shall attend the Pre-Construction Meeting in person to provide technical and administrative support to the 

OWNER and CONTRACTOR. Services include: 

 Preparing and coordinating the meeting agenda with the OWNER and CONTRACTOR, covering: 

o Project sequencing 

o Permitting requirements 

o Submittal and RFI procedures 

o Testing and quality control expectations 

o Safety coordination 

o Communication protocols 

 Participating in the meeting to explain design intent, clarify technical requirements, and address contract document 

questions. 

 Assisting in establishing communication and documentation procedures for submittals, RFIs, field reports, and 

progress meetings. 

 Documenting discussions and action items, distributing meeting minutes within 5 business days, and providing 

follow-up clarifications or written responses as necessary. 

 Issue the Notice to Proceed (NTP) upon contract execution, insurance, bond, and other pre-construction requirements.  

 Issue the Notice to Proceed (NTP) upon contract execution, insurance, bond, and other pre-construction 
requirements.   

  
2. Construction Issue Resolution 

The ENGINEER shall assist the City during construction by providing engineering support to identify, evaluate, and resolve 

technical and administrative issues. Services may include: 

 Issue Identification and Evaluation: Review construction problems, field conditions, or discrepancies reported by 

the CONTRACTOR, City, or field inspectors. 

 Technical Guidance and Recommendations: Provide timely engineering judgment for material substitutions, 

unanticipated field conditions, utility conflicts, design clarifications, or constructability concerns. 

2
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 Change Evaluation Support: Assist the City in evaluating proposed change orders or claims, including technical 

input and cost/schedule impact assessments. 

 Site Visits (as required or requested): Observe conditions firsthand to verify reported issues and confirm adequacy 

of proposed corrective actions. Furnish periodic reports to the OWNER on progress and CONTRACTOR compliance 

with schedules. 

 

3. Material Submittal Review 

The ENGINEER shall provide professional engineering expertise to review, evaluate, and address technical and administrative 

matters related to material submittals. Services include: 

 Reviewing samples, catalog data, schedules, shop drawings, laboratory, shop, and mill tests of materials, equipment, 

and other data submitted by the CONTRACTOR. 

 Submittal Log: Develop a log including: 

o Item Name 

o Manufacturer 

o Model Number 

o Date Approved 

 Conduct reviews to ensure: 

o General conformance with design intent 

o Compliance with contract document requirements 

 Review does not relieve the CONTRACTOR of responsibilities, including: 

o Confirming and correlating dimensions at the job site 

o Implementing safety measures 

o Constructing a complete and workable facility per contract documents 

 

4. Review of Pay Applications 

The ENGINEER shall: 

 Review payment applications for compliance with submission procedures. 

 Evaluate applications relative to the approved schedule of values, work completed, and materials/equipment delivered 

but not yet incorporated. 

 Forward applications to the OWNER with written recommendations and observations. 
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5. Preparation & Processing of Change Orders 

The ENGINEER shall assist the City in preparing and processing Change Orders, including: 

 Reviewing CONTRACTOR requests for contract modifications. 

 Evaluating the validity, cost, schedule, and scope impacts of proposed changes. 

 Preparing and recommending Change Orders for City approval. 

 Ensuring proper documentation and coordination among all parties. 

 Maintaining records of approved changes for project files. 

 

Additional Construction Administration Support: 

 Consult with the OWNER in advance of major tests, inspections, or start of important phases. 

 Draft proposed Change Orders, Work Directive Changes, and Field Orders, obtain backup documentation from the 

CONTRACTOR, and recommend for OWNER approval. 

 

6. Field Inspection and Monitoring Responsibilities 

The following scope of services clarifies the field inspection, observation, and monitoring responsibilities of the OWNER, 

ENGINEER, and CONTRACTOR during construction of the Spring Creek – Vaughn Gravity Sewer Project. 

 

6.1 Site Inspections 

OWNER shall perform all standard City inspections per City of Bentonville Sewer Specifications, including: 

o  Inspection of sanitary sewer manholes and appurtenances during construction. 

o  End-of-project camera inspection of installed sewer mains and service laterals prior to final acceptance. 

OWNER shall coordinate inspection schedules with the ENGINEER and CONTRACTOR to ensure timely review and 

documentation of results. 

• Inspection findings will be provided to the ENGINEER for inclusion in project records and for verification of 

corrective actions, if required. 

 

6.2 ENGINEER Field Visits and Construction Support 

The ENGINEER shall perform monthly site visits during active construction to: 

  Observe general construction progress. 

  Verify quantities and work completed in support of pay application reviews. 

  Confirm field accuracy of installed utilities for as-built preparation. 

  Assist in identifying and resolving technical issues observed in the field. 

• Following each visit, the ENGINEER shall furnish a brief field report to the OWNER summarizing observations, 

noted deficiencies, and any recommended actions. 
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6.3 SWPPP and Daily Site Observation Responsibilities 

The ENGINEER shall perform daily SWPPP inspections and on-site construction observations to document compliance with 

regulatory requirements and general construction conditions. 

 

The CONTRACTOR shall cooperate and provide access and documentation as needed for the ENGINEER’s inspections. 

 

The ENGINEER shall review and maintain daily inspection records, communicate any deficiencies promptly to the OWNER 

and CONTRACTOR, and incorporate findings into project documentation. 

 

7. As-Built Survey & Record Drawings (per Bentonville Sewer Specifications) 

The ENGINEER shall prepare As-Built Survey data and Record Drawings per City of Bentonville Sewer Specifications. 

Services include: 

 Verify final horizontal and vertical locations of all installed sanitary sewer facilities, including: 

o Gravity mains 

o Force mains 

o Manholes 

o Service laterals 

o Appurtenances 

 Incorporate surveyed information into Record Drawings accurately depicting constructed improvements and 

deviations from design. 

 Submit final Record Drawings in the City-required format and digital file type for review and approval before project 

closeout. 

 

8. Project Close-Out Assistance 

The ENGINEER shall assist the City with project close-out activities, including: 

 Prior to issuing the Certificate of Substantial Completion, submit to the CONTRACTOR a list of observed items 

requiring completion or correction. 

 Conduct the final inspection with the OWNER and CONTRACTOR and prepare a final list of items to be completed 

or corrected. 

 Observe that all items on the final list have been addressed and provide recommendations to the OWNER regarding 

project acceptance. 

 Assist in verifying that all contractual, regulatory, and documentation requirements have been satisfied prior to final 

project closeout. 
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9. Modifications to Payment 

Payment to the ENGINEER may be modified under the following circumstances: 

 Scope Changes: Additional services requested by the OWNER beyond the original scope must be agreed upon in 

writing prior to performance. 

 Change in Project Conditions: Unforeseen site conditions or regulatory requirements requiring additional services 

must be approved by the OWNER. 

 Revisions to Schedule: Adjustments affecting ENGINEER staffing or resources may warrant corresponding payment 

modifications. 

 Reimbursable Expenses & Billing Adjustments: As defined in the standard PSA for BWU. 

 

10. Deliverables 

The following deliverables are included: 

 Periodic Reports 

 RFI Records 

 Submittal Records 

 As-Builts & Record Drawings 
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Task/Role

CAD

Tech

Project

 Engineer

Project

Manager Inspector Survey Total Cost

Hourly Rate $110 $155 $230 $115 $100 365d/12mo Const. Contract Duration

1 Pre-Con Meeting 2 4 2 $1,460

2 Engineer Site Visits 40 40 $15,400 1 trip/Month per role

3 Material Submittals 24 8 $5,560

4 Pay Apps 18 12 $5,550 1.5+1 Hr/Month - w/ Insp. Weekly Reports

5 RFI/Change Orders 40 40 24 $16,120

6 Observation & SWPPP 520 $59,800 2 hr/day - 5 day/week + Weekly Report

7 As-Built Survey & Drawings 24 8 4 40 $8,800

8 Project Close Out 8 8 $3,080

Total 64 140 100 522 40 115,770$  Total Construction Phase Estimate

31,448$    Remaing on Design Contract

84,322$    Amendment 1

Crafton Tull 

Spring Creek - Vaughn Sanitary Sewer

Construction Phase Manhour Estimate 
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 Effective January 1, 2025

Hourly Hourly
Category Rate Category Rate

CIVIL ENGINEERING PLANNING

ENGINEERING PRINCIPAL …………………………….. 260$       SR. PLANNING MANAGER …………………………………..220$       

SR. ENGINEERING MANAGER ………………………… 230$       PLANNING MANAGER ………………………………….. 210$       

ENGINEERING MANAGER ……………………………….. 195$       SR. PLANNER ………………………………………………..190$       

SR. PROJECT ENGINEER ………………………………. 170$       PROJECT PLANNER ……………………………………. 130$       

PROJECT ENGINEER ……………………………………. 155$       PLANNER III …………………………………………………..120$       

ENGINEER INTERN III …………………………………….. 140$       PLANNER II …………………………………………………..110$       
ENGINEER INTERN II …………………………………….. 130$       PLANNER I ………...……………………………………………..100$       

ENGINEER INTERN I ……………………………………….120$       SURVEYING

SR. ENGINEERING DESIGNER …………………………..165$       SURVEYING PRINCIPAL …………………………….. 240$       

ENGINEERING DESIGNER III ……………………………. 130$       SR. SURVEYING MANAGER ……………………………………205$       

ENGINEERING DESIGNER II …………………………….. 110$       SURVEYING MANAGER ………………………….. 180$       

ENGINEERING DESIGNER I ………………………………100$       SR. PROJECT SURVEYOR …………………………….. 160$       

ENGINEERING CAD TECHNICIAN III ………………………..90$         PROJECT SURVEYOR …………………………………. 140$       

ENGINEERING CAD TECHNICIAN II …………………….. 80$         SURVEYOR INTERN II ………………………………………….125$       
ENGINEERING CAD TECHNICIAN I ……………………… 70$         SURVEYOR INTERN I ………………………………………..110$       

ENVIRONMENTAL SURVEY COORDINATOR ……………………………………120$       

ENVIRONMENTAL MANAGER ………………………. 210$       CREW CHIEF II ………………………………………….. 110$       

SR. ENVIRONMENTAL SCIENTIST ……………………….150$       CREW CHIEF I ……………………………………………. 95$         

PROJECT ENVIRONMENTAL SCIENTIST ………… 120$       FIELD SURVEYOR III …………………………………….. 85$         

ENVIRONMENTAL SCIENTIST II ………………………. 100$       FIELD SURVEYOR II ………………………………………. 75$         

ENVIRONMENTAL SCIENTIST I ………………………. 80$         FIELD SURVEYOR I ………………………………………. 65$         
ENVIRONMENTAL FIELD TECHNICIAN ……………………….65$         SURVEY CAD TECHNICIAN III …………………………….105$       

INSPECTION SURVEY CAD TECHNICIAN II …………………………… 85$         

SR. INSPECTOR ………………………………………….. 115$       SURVEY CAD TECHNICIAN I ………………………………….75$         

INSPECTOR II …………………………………………………….100$       UAV SERVICES

INSPECTOR I ………………………………………………….80$         UAV TEAM LEAD ……………………………………….. 125$       

LANDSCAPE ARCHITECTURE UAV PILOT ………………………………………………… 85$         

LANDSCAPE ARCHITECTURE MANAGER ………… 190$       GEOGRAPHIC INFORMATION SYSTEMS

SR. LANDSCAPE ARCHITECT ………………………………..170$       SR. GIS MANAGER ………………………………………………..175$       

PROJECT LANDSCAPE ARCHITECT ……………………..130$       GIS MANAGER ………………………………………………..140$       

LANDSCAPE DESIGNER II ………………………. 110$       GIS ANALYST …………………...……………………………..105$       

LANDSCAPE DESIGNER I ………………………. 95$         GIS TECHNICIAN II ………………………………………………80$         
LANDSCAPE DESIGN INTERN ……………………….. 85$         GIS TECHNICIAN I ……………………………………………55$         

ADMINISTRATIVE REIMBURSABLE EXPENSES

ADMINISTRATIVE PRINCIPAL ……………………………….225$       GPS Equipment………...….....….………..…....$35/Hour

ADMINISTRATIVE MANAGER ………………………………..170$       Robotic Survey Equipment…….………........…$20/Hour

ADMINISTRATIVE IV ………………………………………..115$       LiDAR Scanning Equipment ……………….…..$35/Hour

ADMINISTRATIVE III …………………………………………..90$         UAV …………………………………….………$1000/Unit

ADMINISTRATIVE II …………………………………………..70$         Job Related Mileage……….....................…...$0.70/Mile
ADMINISTRATIVE I …………………………………………….55$         Per Diem for Out of Town Crews…..Per GSA Allowable

Airfare and other travel related expenses……….At Cost

Black and white 8.5"x11" Copies ….…....... $0.15/sheet

Color 8.5"x11" Copies …….…….…...….…. $1.50/sheet

Photo Paper Color Plan Sheet Copies …... $0.75/sq. ft.

Reproducible Plan Copies (Vellum) …........ $1.50/sq. ft
Reproducible Plan Copies (Bond) …......…. $0.35/sq. ft.

All rates are subject to change without notice.

Exhibit "B"

Standard Hourly Rate Schedule
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$ $
Expense Revenue 

$ $
Expense Revenue 

Title, Recommendation & Justification 

Additional 
Comments for 
Consideration 
(Optional): 

Informational      Enter into an Agreement 
Recognizing Funds 

Informational

Action 
Recommendation & 
Justification: 

Item Type (Check all that apply)

City of Bentonville, Arkansas Agenda Item Form 

Council Meeting Date: 
Phone: For Department(s): 

Submitted By: 
Item Details

Email: 

Title: 

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Budget Adjustment (to be completed by Finance when applicable) 
     YES        NO       ITEM HAS NO COST     OTHER:________________________________Is this Item Budgeted? 

Budget Impact 
Amount for Approval: $

Budget Impact Notes for Consideration (Optional): 

Fund(s) Impacted     
(check all that apply)         General Fund       Utility Fund        Street Fund      Other(s):_________________________________________

Account Description 

Account Description

Account Description 

Account Description Account Number (ORG-OBJECT)

www.bentonvillear.com 
City of Bentonville, Arkansas

City Hall 
305 SW A Street Bentonville, AR 72712

Please Recycle! 
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Bid Award Change Order
Budget Adjustment      Waiver of Bid Emergency Clause

Ordinance Resolution 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

Title, Recommendation & Justification 

Additional 
Comments for 
Consideration 
(Optional): 

Informational      Enter into an Agreement 
Recognizing Funds 

Informational

Action 
Recommendation & 
Justification: 

Item Type (Check all that apply)

City of Bentonville, Arkansas Agenda Item Form 

Council Meeting Date: 
Phone: For Department(s): 

Submitted By: 
Item Details

Email: 

Title: 

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Budget Adjustment (to be completed by Finance when applicable) 
     YES        NO       ITEM HAS NO COST     OTHER:________________________________Is this Item Budgeted? 

Budget Impact 
Amount for Approval: $

Budget Impact Notes for Consideration (Optional): 

Fund(s) Impacted     
(check all that apply)         General Fund       Utility Fund        Street Fund      Other(s):_________________________________________

Account Description 

Account Description

Account Description 

Account Description Account Number (ORG-OBJECT)

www.bentonvillear.com 
City of Bentonville, Arkansas

City Hall 
305 SW A Street Bentonville, AR 72712

Please Recycle! 
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CITY OF BENTONVILLE

1-year Blanket Bid

Street Materials
                                                                                                      

Bid No. IFB-25-82

                                                            

                                                           

YEARLY UNIT PRICE WITH

QUANTITY UNIT DESCRIPTION HAUL CHARGE EXTENSION
Our part #  7008

15,000 TON SB2/CLASS 7 BASE
APAC $17.50 $262,500.00

TON Our part #  7005

8,000 CHAT 3/4" CLASS 67 BEDDING MATERIAL
APAC $27.30 $218,400.00

TON Our part #  7004

800 B-STONE (LARGE ROCK FOR DRAINAGE)
APAC $19.70 $15,760.00

Our part # 7007

500 TON PREMIX
EMERY $130.00 $65,000.00

TOTAL BID COST

APAC:  $496,660   Emery:  $65,000
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Bid Award Change Order
Budget Adjustment      Waiver of Bid Emergency Clause

Ordinance Resolution 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

Title, Recommendation & Justification 

Additional 
Comments for 
Consideration 
(Optional): 

Informational      Enter into an Agreement 
Recognizing Funds 

Informational

Action 
Recommendation & 
Justification: 

Item Type (Check all that apply)

City of Bentonville, Arkansas Agenda Item Form 

Council Meeting Date: 
Phone: For Department(s): 

Submitted By: 
Item Details

Email: 

Title: 

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Budget Adjustment (to be completed by Finance when applicable) 
     YES        NO       ITEM HAS NO COST     OTHER:________________________________Is this Item Budgeted? 

Budget Impact 
Amount for Approval: $

Budget Impact Notes for Consideration (Optional): 

Fund(s) Impacted     
(check all that apply)         General Fund       Utility Fund        Street Fund      Other(s):_________________________________________

Account Description 

Account Description

Account Description 

Account Description Account Number (ORG-OBJECT)

www.bentonvillear.com 
City of Bentonville, Arkansas

City Hall 
305 SW A Street Bentonville, AR 72712

Please Recycle! 
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CITY OF BENTONVILLE

1-year Blanket Bid

Street Materials
                                                                                                      

Bid No. IFB-25-82

                                                            

                                                           

YEARLY UNIT PRICE WITH

QUANTITY UNIT DESCRIPTION HAUL CHARGE EXTENSION
Our part #  7008

15,000 TON SB2/CLASS 7 BASE
APAC $17.50 $262,500.00

TON Our part #  7005

8,000 CHAT 3/4" CLASS 67 BEDDING MATERIAL
APAC $27.30 $218,400.00

TON Our part #  7004

800 B-STONE (LARGE ROCK FOR DRAINAGE)
APAC $19.70 $15,760.00

Our part # 7007

500 TON PREMIX
EMERY $130.00 $65,000.00

TOTAL BID COST

APAC:  $496,660   Emery:  $65,000
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Bid Award Change Order
Budget Adjustment      Waiver of Bid Emergency Clause

Ordinance Resolution 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

$ $
Expense Revenue 

Title, Recommendation & Justification 

Additional 
Comments for 
Consideration 
(Optional): 

Informational      Enter into an Agreement 
Recognizing Funds 

Informational

Action 
Recommendation & 
Justification: 

Item Type (Check all that apply)

City of Bentonville, Arkansas Agenda Item Form 

Council Meeting Date: 
Phone: For Department(s): 

Submitted By: 
Item Details

Email: 

Title: 

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Account Number (ORG-OBJECT)

Budget Adjustment (to be completed by Finance when applicable) 
     YES        NO       ITEM HAS NO COST     OTHER:________________________________Is this Item Budgeted? 

Budget Impact 
Amount for Approval: $

Budget Impact Notes for Consideration (Optional): 

Fund(s) Impacted     
(check all that apply)         General Fund       Utility Fund        Street Fund      Other(s):_________________________________________

Account Description 

Account Description

Account Description 

Account Description Account Number (ORG-OBJECT)

www.bentonvillear.com 
City of Bentonville, Arkansas

City Hall 
305 SW A Street Bentonville, AR 72712

Please Recycle! 
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RFP-25-48 BILL DESIGN AND PRINT SERVICES AGREEMENT, CITY OF BENTONVILLE, ARKANSAS  

  

 

 

 

 

 

 

 

BILL DESIGN AND PRINT SERVICES AGREEMENT 

 

THIS AGREEMENT (“AGREEMENT”) is made in Benton County, Arkansas, by and between the City of 

Bentonville, Arkansas, hereinafter referred to as “CITY”, and Doxim, hereinafter referred to as “SERVICE 

PROVIDER” (collectively, the “PARTIES”).  

The PARTIES have caused this AGREEMENT to be effective this _____________________________ 

(“EFFECTIVE DATE”). 

 

RECITALS: 

 

A. WHEREAS, the CITY desires to obtain reliable and efficient bill redesign and print/mail services for the 

City of Bentonville, Arkansas; 

B. WHEREAS, the SERVICE PROVIDER is duly qualified and experienced bill redesign and print/mail 

services for miscellaneous municipal accounts, and has agreed to provide such services to the CITY; 

C. WHEREAS, The CITY has awarded the SERVICE PROVIDER this AGREEMENT using the procedures as 

set forth in Ark. Code Ann. §19-61-506, §14-58-303, and City Ordinance Sec.2-377-Sec.2-378; 

D. WHEREAS, the CITY wishes to contract for Bill Design and Print Services; 

E. WHEREAS, The SERVICE PROVIDER has the skill, experience, ability, background, certifications, and 

knowledge to provide bill redesign and print/mail services; and 

F. WHEREAS, The SERVICE PROVIDER wishes to perform such Services under this AGREEMENT with 

the CITY. 

 

NOW, THEREFORE, in consideration of the terms in this AGREEMENT, the CITY and SERVICE PROVIDER 

agree to the following: 

 

 

 

 

[This page has been intentionally left blank] 
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RFP-25-48 BILL DESIGN AND PRINT SERVICES AGREEMENT, CITY OF BENTONVILLE, ARKANSAS 

APPENDIX A 

RFP-25-48
Service Provider’s Master 

Service Agreement (MSA) 
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v. 02/2025 

DOXIM MASTER SERVICES AGREEMENT 

 

These master services terms and conditions (“Master Agreement”) are a contract between the Doxim legal entity listed in 

Section 13.12 below which is based on Customer location (“Doxim”, “we”, “us”, “our”) and The City of Bentonville  

 
(“Customer”, “you”, “your”).  “Agreement” means the Master Agreement, Schedules, SOWs, Change Orders and service 

level agreements, and any other attachments incorporated into the Master Agreement.  The Effective Date of this Master 

Agreement is December 1, 2025.  “End Users” means Customer users that access or use the Services and includes 

consumers.  “Services” means the Products, Optional Products and Professional Services (each as defined in Section 1.1 

below). 

1. Product.  Optional Products.  Professional Services. 

1.1. Customer can purchase (i) Products and Optional 

Products from us using a schedule provided by us 

(“Schedule”), and (ii) Professional Services using 

a statement of work (“SOW”). “Product” means 

the product listed on a Schedule.  “Optional 

Products” means any additional products or 
optional features you purchase that are described 

in a Schedule.  If Optional Products are 

purchased, Optional Products is included in the 

definition of Product and governed by the terms 

and conditions applicable to Products.  

“Professional Services” mean the professional 

services listed in a SOW.  When you use the 

Services you may also be using Third Party 

Property (as defined in Section 11.3).  Customer’s 

use of Third Party Property is subject to that third 

party’s terms of use. 
1.2. Change Order.  Any changes to Professional 

Services that are described in a mutually executed 

SOW requires a change order signed by both 

parties which will include the agreed upon 

changes (“Change Order”).  Customer 

acknowledges that such changes may result in 

additional fees and a change to timelines 

depending on the changes requested.  No changes 

to the Professional Services described in a SOW 

will be made until Doxim and Customer agree in 

writing to the Change Order.  

1.3. Software. 
(a) Our Products and Optional Products may 

include the use of SaaS based software which is 

hosted by us or a third party hosting provider 

(“Software”).  Notwithstanding any other 

language to the contrary in the Agreement, the 

Software is not sold to you but instead, if you 

comply with the terms of the Agreement 

(including paying us the Fees), Doxim grants 

you, for the term of the applicable Schedule, a 

personal, limited, non-exclusive, non-

transferable, non-sublicenseable, non-assignable 
(except as set out in Section 13.3 of the Master 

Agreement), revocable right to access the 

Software solely for your internal business use up 

to the number of authorized users as may be 

specified in a Schedule and/or SOW. The  

 

 

Software is provided on a subscription basis and 

therefore the rights described herein apply only 

for the time period for which you have paid the 

applicable Fees.  Doxim grants no other rights to 

you except the rights expressly granted herein.   

(b) Customer will not (i) distribute, resell or 
use the Software for any purpose including 

without limitation as part of a service bureau or 

timeshare except as expressly stated in writing in 

this Master Agreement, a Schedule or SOW; (ii) 

provide unauthorized access to the Software to 

any party; or (iii) except as expressly authorized 

in a Schedule, modify, reproduce, duplicate, 

reverse engineer, decompile, disassemble or 

create derivative works of the Software or create 

any software or service that is similar to or 

competitive with the Software. 
(c) Any agreements with your End Users 

applicable to the Services must not be 

inconsistent with the terms of the Agreement. 

1.4. When you purchase Services, the Agreement 

governs the Services purchased.  You are deemed 

to have accepted the Agreement when you (i) sign 

a Schedule and/or SOW, and/or (ii) use the 

Product or when the Professional Services you 

purchase begins. 

2. Fees.  Payment Terms.  Taxes. 

2.1. Fees for the Services will be listed in the 

applicable Schedule and SOW (“Fees”).  Unless 
different payment terms apply in a Schedule or 

SOW, you will pay us Fees, by electronic 

payment/wire transfer, within thirty (30) days of 

receipt of an invoice from us.  You will also 

reimburse Doxim for reasonable travel and out-

of-pocket expenses incurred in providing you 

with the Services.   

2.2. Customer will provide Doxim with accurate 

billing contact information and provide updates if 

that information changes. 

2.3. Increases and Adjustments.  Unless otherwise 
stated in a Schedule, at any time after each twelve 

(12) month period during the Term, we may 

increase the Fees once in each twelve (12) month 

period by no more than 3% higher than applicable 

national Consumer Price Index applicable to 

Canada, for Customers in Canada or in the United 
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States, for Customers in the United States.  Such 

increases will take effect in January of each 

calendar year, regardless of the Effective Date of 

this Agreement, unless we advise otherwise. We 

will provide you with at least thirty (30) days 
prior written notice of any increase in the Fees in 

respect of CPI.  Furthermore, in respect of 

materials used by us in connection with the 

Services (including, without limitation, paper and 

envelopes), the Fees shall be subject to increases 

from time to time based on then current market 

rates.   

2.4. Taxes.  The Fees exclude applicable taxes.  The 

invoice you receive will include the applicable 

sales, use, excise, value-added or similar sales 

taxes or assessments imposed by a governmental 

authority for the Services you purchase from us 
and you will pay us those taxes along with the 

Fees. We will remit those taxes to the appropriate 

taxing authority. You will not be charged taxes 

based upon Doxim’s income.  If you are tax 

exempt and are not required to pay the taxes 

described in this section, you must provide us 

with a valid tax exemption certificate. If we are 

required to pay withholding taxes for the 

Professional Services, we reserve the right to 

gross up the Fees to reflect those withholding 

taxes.   
2.5. Interest. Interest will begin to accrue on unpaid 

invoices on the thirty-first (31st) day after the date 

of each invoice at the rate of 2% per month (24% 

per year) until paid in full. 

2.6. Fee Disputes. 

(a) Fees reasonably disputed by you (along 

with late fees attributable to such amounts) shall 

not be due and payable provided you (i) pay all 

undisputed Fees on or before the date specified in 

the invoice, (ii) no later than thirty (30) days after 

the date of the applicable invoice in dispute you 

provide Doxim a written statement setting out 
reasonable details of the dispute including 

without limitation any billing discrepancies 

together with appropriate supporting 

documentation; and (iii) negotiate in good faith 

with Doxim for the purpose of resolving such 

dispute within thirty (30) days of submitting the 

written statement referred to above.   

(b) If a dispute is resolved in our favor, you 

agree to pay us the disputed Fees together with 

any applicable late fees within five (5) days of 

resolution of the dispute (or such other timeframe 
Doxim’s Finance Dept. may authorize in writing).  

If a Dispute is resolved in your favor, Doxim will 

provide you with a credit for the disputed Fees 

together with any late fees invoiced. 

2.7. Suspension.  If you do not pay an invoice by the 

due date (excluding invoices in dispute), after the 

thirty first (31st) day of an invoice due date 

Doxim may suspend your access to and use of the 

Services, including but not limited to the Service 

Levels (the “Suspension Period”) until you pay 

the applicable outstanding amounts. In the event 

of a suspension of Services, the Term shall, 
subject to any right of termination contained in 

the Agreement, be extended by an amount of time 

equal to that of the Suspension Period.  You are 

responsible for reimbursing Doxim for any 

reasonable collection expenses incurred by 

Doxim in collecting overdue amounts. 

 

3. Support Services.  Service Levels.  Changes. 

3.1. We provide the support services and service 

levels (“Service Levels”) in the attached Support 

Services and Service Level Exhibit (“Exhibit 1”). 

3.2. Changes. We have the right, without cost or 
penalty of any kind, to discontinue, modify or 

place limits on the Services at any time and will 

provide you with at least two (2) months’ prior 

written notice of such change. We will provide 

you with a pro-rated refund for any prepaid Fees 

paid to Doxim for discontinued Services as of the 

effective date of the discontinuance.  If a change 

materially diminishes the functionality of the   

Services you purchase, Doxim will contact you in 

writing and you will have the option to terminate 

the product schedule that applies to the material 
change if that change materially diminishes the 

Doxim Service. Notwithstanding any other term 

to the contrary in the Agreement, the 

aforementioned is Doxim’s sole liability to you 

under this section.     

 

4. Customer Responsibilities. 

4.1. You shall: 

(a) develop your own document and data 

retention and disposition policies and procedures.  

You must use the online controls offered by 

Doxim if you wish to delete Customer PI stored 
in the production environment of the Services. 

“Customer PI” means personal information that 

you provide to Doxim that is considered personal 

information pursuant to the following applicable 

U.S. and Canadian laws, depending on the 

jurisdiction applicable to Customer PI and each 

party’s obligations:  Gramm-Leach-Bliley and 

PIPEDA.  If you are providing Customer PI that 

is considered personal information under any 

other laws including without limitation HIPPA, 

please notify Doxim in advance of executing this 
Agreement to assess any additional Customer 

requirements not provided by the Services.  

Except as expressly set out in Section 7.4 

(Deletion of Data) below or if required for 

business purposes (such as, by example only, 

responding to a complaint) or by law, Doxim will 

not delete or destroy any Customer PI stored in 
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the Services without your prior written consent, 

which consent may be communicated to Doxim 

(i) using the online controls offered by Doxim, in 

which case Doxim will securely delete copies of 

the Customer PI stored in Doxim’s non-
production environments within ninety (90) days 

thereafter, or (ii) in writing, in which case Doxim 

will securely delete all copies of the Customer PI 

within sixty (60) days after Doxim’s receipt of 

your written deletion request; 

(b) be responsible for the accuracy, quality, 

integrity and legality of Customer PI and of the 

means by which you acquire such Customer PI; 

(c) make timely decisions with respect to 

your obligations in the Agreement; 

(d) obtain the lawfully required End User 

informed consents for Doxim to provide the 
Services to your End Users including, without 

limitation, consents required by applicable 

privacy laws and anti-spam laws such as the U.S. 

CAN-Spam Act and Gramm-Leach-Blilely Act 

and Canada’s PIPEDA and CASL legislation;  

(e) be responsible for authentication of 

authorized individuals that access the Services 

and for maintaining the security and 

confidentiality of all passwords.  Customer 

acknowledges and agrees that Customer is 

entirely responsible for all activities that occur 
under Customer’s account;  

(f) provide Doxim with all required 

information, materials, access to personnel and 

assistance in a timely manner in order for Doxim 

to provide Customer with the Services and to 

provide the Services in accordance with any 

applicable service levels;  

(g) provide Doxim with up to date contact 

information should Doxim need to contact 

Customer during or after business hours; and 

(h) comply with applicable laws and industry 

codes, policies and practices that apply to 
Customer’s obligations in the Agreement. 

4.2. Customer acknowledges and agrees that Doxim 

does not monitor or police the content Customer 

provides or transmits through the Services and 

that Customer is responsible for all such content.  

If Customer intends on providing Customer PI 

that is subject to additional laws other than 

Gramm-Leach-Bliley and PIPEDA, prior to 

executing the Agreement, Customer will notify 

Doxim in writing so the parties can assess 

Customer’s requirements. 
4.3. Customer grants Doxim a non-exclusive, sub-

licensable, assignable, royalty free license to use 

the Customer Property, equipment and other 

Customer materials solely for the purpose of 

performing Doxim’s rights under the Agreement. 

4.4. Customer acknowledges and agrees that in the 

course of providing the Services, Doxim may 

transfer, process, use and store Customer PI and 

other Customer Property in the United States or 

Canada and that Customer has obtained all 

required consents or given all required notices to 

authorize the transfer, processing, use and storage 
of Customer PI in these locations. 

   

 

5. Term and Termination. 

5.1. Term.  Unless terminated earlier as provided in 

Section 6.2 below, the initial term  and any 

applicable renewal term of a Schedule and SOW 

will as set out therein.  Unless terminated earlier 

as provided in Section 6.2 below, the term of this 

Master Agreement, the term of this Master, the 

Master Agreement will not terminate until the 

date of expiration or termination of the last 
applicable Schedule or SOW.   

5.2. Termination. Notwithstanding anything to the 

contrary contained in the Master Agreement, a 

Schedule or a SOW, Doxim or Customer may, in 

addition to any other rights and remedies Doxim 

or Customer may have at law or in equity, 

immediately terminate a Schedule or SOW and 

the Master Agreement if: 

(a) a party to the Agreement breaches any 

material obligation and such breaching party has 

not cured the breach within thirty (30) days after 
receiving written notice of the breach from the 

non-breaching party; or 

(b) the non-terminating party is adjudged as 

bankrupt, makes a general assignment for the 

benefit of its creditors, a receiver is appointed on 

account of such party’s insolvency, or any 

provision of applicable bankruptcy or insolvency 

law is invoked by or against such party. 

In the event that the Customer has not provided a 

request for Services for a period of three (3) 

months or longer, Doxim may, within its sole 

discretion, consider the Agreement, including any 
underlying SOW and/or Schedule, terminated.  In 

such circumstances, Customer shall be required, 

upon notice from Doxim to pay an early 

termination fee where such  fee shall be the 

amount determined based on the average of the 

monthly invoices (prior to all issued credits, 

discounts and rebates) for each Service received 

by Customer and/or an Customer affiliate during 

the 6-month period preceding the effective date of 

such termination (or if no monthly invoice has 

been received, the estimated monthly billing for 
each Service to be received hereunder) multiplied 

by the remaining months of the Term). 

5.3. Suspension Period.  In addition at any time 

during the Suspension Period Doxim may 

terminate this Agreement upon thirty (30) days 

prior written notice to Customer. 
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5.4. Notwithstanding Section 6.2, Doxim will not be 

considered in breach of the Agreement if Service 

Levels are not met.  Customer is provided the 

exclusive remedies described in Exhibit 1 if 

Service Levels are not met.   
 

6. Privacy.  Security. 

6.1. Doxim implements reasonable, technical, 

physical and administrative measures for the 

security, confidentiality and integrity of Customer 

Confidential Information.  Once in each twelve 

(12) month period during the Term of the 

Agreement, you may request in writing a copy of 

our SOC 1 and SOC 2 reports (or equivalent 

report).  If you require additional risk assessment 

services (including responding to your vendor 

questionnaire), Doxim will review your request 
and notify you in writing if such additional 

services are subject to additional fees. 

6.2. Customer acknowledges and agrees that although 

Doxim will endeavor to create a secure and 

reliable system for Customer and its End Users, 

the confidentiality of any communication or 

material transmitted to and from the Services via 

the Internet or other telecommunication means 

cannot be fully guaranteed by Doxim. Doxim 

shall not be liable for any breach in the security of 

information transmittal via the Internet or other 
telecommunications means when Doxim has 

acted in accordance with this Agreement and has 

otherwise put into place the necessary security 

measures to protect Customer PI. 

6.3. Customer PI is and will remain under the custody 

and control of Customer even if Doxim 

temporarily has access to Customer PI.  Customer 

will at all times retain control over the access, 

use, disclosure, retention, destruction and 

integrity of Customer PI.  Doxim will provide 

Customer with a copy of all Customer PI that is in 

Doxim's possession or control within twenty (20) 
business days of Customer’s written request. 

6.4. Deletion of Data. Upon expiration or termination 

of a Schedule or SOW Doxim will notify 

Customer in writing that Customer has sixty (60) 

days from the date of such written notice (“Data 

Access Date”) to retrieve all Customer PI stored 

by Doxim.  Customer acknowledges that, unless 

legally restricted or required for business 

purposes, Doxim will permanently and securely 

delete and destroy all Customer PI sixty (60) days 

after the Data Access Date.  
6.5. Customer acknowledges that the Services 

provided by Doxim as a vendor are in compliance 

with Gramm-Leach-Bliley in the U.S. and 

PIPEDA privacy laws as applicable to the 

Services.  Since Doxim has several obligations 

under applicable U.S. and Canadian privacy laws, 

Customer acknowledges that Doxim requires 

reasonable time to investigate a potential breach 

to understand if it involves Customer PI and to 

gather other important details. If there is a 

potential or actual data breach, Doxim will 

promptly notify Customer of same (which shall 
be no later than five (5) business days after a 

potential or actual data breach) and which will 

include steps Doxim is taking to resolve or 

address the actual or alleged breach. Doxim will 

provide follow up information to Customer as 

soon as possible thereafter which will provide any 

missing information and updates to information 

already provided to Customer.  A final written 

incident report will be provided to Customer once 

the investigation of the incident has concluded.  

Doxim agrees to reasonably assist Customer in 

investigating, responding to and taking risk 
mitigation measures if Customer PI is involved.  

6.6. Claims.  Unless otherwise required by law, if 

Doxim receives a claim or complaint regarding 

Customer PI, or a request for access to or 

correction of Customer PI (collectively “PI 

Issue”) then Doxim will promptly: (i) advise the 

person to notify the Customer’s privacy officer 

(or other contact person as instructed by 

Customer); and (ii) cooperate with and reasonably 

assist Customer regarding the PI Issue. 

6.7. Our privacy policy (which is incorporated herein 
by reference) https://www.doxim.com/privacy-

policy/ explains how we treat your personal 

information and protect your privacy.  By using 

our Services, you agree we can use your data as 

described herein and in our privacy policy.  

 

7. Warranties, Liability and Indemnity. 

7.1. Warranty.  EXCEPT AS EXPRESSLY 

STATED IN THE MASTER AGREEMENT, (A) 

NEITHER DOXIM NOR ANY OF ITS THIRD 

PARTY PROVIDERS OR 

SUBCONTRACTORS GUARANTEES THE 
AVAILABILITY, ACCURACY, 

COMPLETENESS, RELIABILITY, OR 

TIMELINESS OF ANY SERVICES.  TO THE 

EXTENT PERMITTED BY APPLICABLE 

LAW AND EXCEPT AS EXPRESSLY 

STATED IN THESE MASTER TERMS, 

DOXIM AND ITS THIRD PARTY 

PROVIDERS AND SUBCONTRACTORS 

MAKE NO WARRANTIES OF ANY KIND 

WHATSOEVER, EXPRESS OR IMPLIED, 

STATUTORY OR OTHERWISE, INCLUDING 
BUT NOT LIMITED TO ALL IMPLIED 

WARRANTIES OR CONDITIONS OF 

MERCHANTABILITY, NON-INFRINGEMENT 

AND FITNESS FOR A PARTICULAR 

PURPOSE. CUSTOMER EXPRESSLY 

ACKNOWLEDGES THAT ALTHOUGH 

DOXIM AND ITS THIRD PARTY 
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PROVIDERS USE COMMERCIALLY 

REASONABLE EFFORTS TO PROVIDE 

UNINTERRUPTED USE, PROTECTION OF 

CUSTOMER DATA AND TO SECURE THE 

SOFTWARE, DOXIM AND ITS THIRD 
PARTY PROVIDERS DO NOT PROVIDE OR 

GUARANTEE ABSOLUTE SECURITY OR 

UNINTERRUPTED USE.  NO ADVICE, 

STATEMENT OR INFORMATION GIVEN BY 

DOXIM, ITS AFFILIATES, CONTRACTORS 

OR AGENTS SHALL CREATE OR CHANGE 

ANY WARRANTY PROVIDED HEREIN. 

7.2. Limitation of Liability.  

(a) The liability of Doxim and Customer will 

in all circumstances be limited to direct damages 

and in no event will either party have any liability 

to the other, whatsoever, for any special, 
consequential, indirect, incidental, exemplary or 

punitive damages of any kind arising out of the 

Agreement, lost profits, lost or damaged data, 

product liability, failure to realize expected 

savings, cost of procurement of substitute goods 

or services and loss of business, even if such 

party has been advised of the possibility of such 

damages, whether in contract or tort or based 

upon any other legal or equitable theory.   

(b) Notwithstanding anything to the contrary 

contained in an Agreement, and to the fullest 
extent permitted by applicable law, in no event 

will Doxim’s liability to Customer, or to that of 

its directors, officers, employees or users of the 

Services, or to any third parties exceed the Fees 

actually paid to Doxim within the six (6) month 

period immediately preceding the date on which 

the cause of action arose.  Without limiting the 

aforementioned, Doxim is not responsible for 

Customer Property or Third Party Property used 

as part of the Services. 

(c) Service Levels.  Customer acknowledges 

and agrees that Sections 8.2(a) and 8.2(b) do not 
apply to Service Levels and that Customer’s sole 

and exclusive remedy for Doxim’s failure to 

provide any Services in accordance with the 

applicable Service Levels is described in Exhibit 

1 attached. 

(d) Customer acknowledges and agrees that it 

is solely responsible for discharging all reporting 

and notification requirements relating to a data 

breach involving Customer PI, unless Doxim is 

otherwise required by applicable privacy laws to 

directly undertake notification or reporting 
obligations. 

 

8. Indemnity.  

8.1. By Doxim.  Subject to Section 8.2, Doxim will 

defend, indemnify and hold Customer harmless 

from and against any third party liabilities, costs 

and expenses resulting from claims, demands, 

lawsuits, proceedings and investigations 

(collectively “Claims”) alleging that the Services 

infringe or misappropriate a third party’s 

intellectual property rights in the U.S. or Canada. 

Doxim is not obligated to provide the 
aforementioned indemnity if the Claim is based 

on or related to (1) Customer’s modification to 

the Services without Doxim’s prior written 

approval; (2) combining the Services with other 

materials or services where such Claim would not 

have resulted but for such combination, (3) using 

the Services with materials, software or 

equipment not provided by Doxim, and (4) 

Customer Property or Third Party Property.  

8.2. Indemnity Process.  To be indemnified pursuant 

to Sections 9.1 and 9.2 above, the party seeking 

indemnification must (i) promptly notify the 
indemnifying party in writing about the Claim 

provided that failure or delay or alleged delay in 

providing such prompt notice shall not adversely 

affect the indemnified party’s right to 

indemnification hereunder unless and then only to 

the extent that such failure or delay or alleged 

delay has resulted in actual prejudice to the 

indemnifying party, including, without limitation, 

by the expiration of a statute of limitations, (ii) 

reasonably cooperate with the indemnifying 

party, at the indemnifying party’s expense, (iii) 
give the indemnifying party sole control of the 

defense and settlement of the Claim, provided 

that the indemnifying party may not settle any 

Claim without the indemnified party’s prior 

written consent unless the settlement releases the 

indemnified party from all liabilities and such 

settlement does not place any obligation on the 

indemnified party, including without limitation, 

an obligation to change its business practice.  

8.3. NO PARTY TO THE AGREEMENT SHALL 

BE ENTITLED TO ANY FORM OF IMPLIED 

OR EQUITABLE INDEMNIFICATION AT 
ANY TIME, WHETHER BASED ON A 

THEORY OF CONTRACT, TORTS 

(INCLUDING NEGLIGENCE), STRICT 

LIABILITY OR OTHERWISE, AND ANY 

RIGHT THERETO IS HEREBY 

IRREVOCABLY WAIVED AND 

DISCLAIMED BY EACH OF THE PARTIES. 

8.4. THIS SECTION 9 SETS FORTH THE 

COMPLETE LIABILITY OF THE PARTIES 

WITH RESPECT TO INFRINGEMENT OF 

INTELLECTUAL PROPERTY RIGHTS.   
 

9. Representations and Warranties. 

9.1. By Doxim. Doxim represents and warrants:  

(a) it owns or has obtained the applicable 

rights and licenses to the Intellectual Property 

Rights used to provide the Services; 
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(b) it is a corporation in good standing under 

the laws of its jurisdiction of incorporation; and 

(c) the Services Doxim provides will be 

provided in accordance with industry standards 
and will comply w  ith applicable federal, 

provincial and state laws. 
 

10. Ownership. 

10.1. By Doxim.  Doxim owns all right, title and 

interest in the Doxim Property, including without 

limitation, all Intellectual Property Rights therein.  

"Intellectual Property Right(s)" means all right, 

title and interest to intellectual property rights 

recognized in any jurisdiction, including without 

limitation patents, inventions, trade and service 
marks, trade names, domain names, rights in 

designs, copyrights, mask work rights, trade 

secrets, confidential information, moral rights, 

and rights in databases, in all cases whether or not 

registered or able to be registered in any particular 

jurisdiction in the world, and including without 

limitation any extension or renewal of the terms 

of such rights, registrations and applications for 

registration of any such rights that may subsist 

anywhere in the world.  “Doxim Property” 

means the Products (including the Software), 

Optional Products, Doxim Confidential 
Information and all Doxim and its third party 

licensor and supplier materials, equipment, 

strategies, content, hardware, tools, 

methodologies, data, databases, content, format of 

content, systems, technology and software (but 

excluding Third Party Property).  Unless 

expressly provided otherwise in the Agreement, 

nothing in the Agreement contemplates, 

constitutes or creates a transfer or license of any 

Doxim Property or Third Party Property to 

Customer. 
10.2. By Customer.  Customer owns all right, title and 

interest in and to the Customer Property, 

including without limitation all Intellectual 

Property Rights therein.  “Customer Property” 

means Customer PI, Customer Confidential 

Information and all Customer and its third party 

licensor and supplier provided materials, 

equipment, strategies, content, hardware, tools, 

methodologies, data, databases, content, format of 

content, systems, technology, software and End 

User information.   

10.3. Third Party Property.  The provider of the 
Third Party Property retains ownership of all 

right, title and interest in and to the Third Party 

Property including without limitation all related 

Intellectual Property Rights therein.  “Third 

Party Property” means products, hardware, 

software, content and services provided by a third 

party provider and which are included or offered 

as part of the Services. 

10.4. Customer shall not dispose of, share with a third 

party or suffer a lien or encumbrance upon the 

Doxim Property or Third Party Property. 

Customer further agrees it will not (i) modify any 

part of the Doxim Property or Third Party 
Property, (ii) remove any proprietary notices, 

labels or marks from the Doxim Property or Third 

Party Property, (iii) authorize or acquiesce in the 

use of the Doxim Property or Third Party 

Property by persons other than Customer as 

expressly stated in the Agreement, and (iv) copy 

the Doxim Property or Third Party Property or 

any accompanying documentation except as 

expressly authorized in writing. 

10.5. Doxim shall not dispose of or suffer a lien or 

encumbrance upon the Customer Property.  

Doxim further agrees it will not, except as 
required to provide the Services as described in 

the Agreement, (i) modify any part of the 

Customer Property, (ii) remove any proprietary 

notices, labels or marks from the Customer 

Property, and (iii) copy the Customer Property or 

any accompanying documentation. 

10.6. Customer grants Doxim a non-exclusive, non-

transferable, sub-licensable, licence to copy and 

use the Customer Property so Doxim can fulfill 

its obligations to Customer described in the 

Agreement.   
10.7. We may use the data provided through our 

Services to improve our services and for other 

standard business purposes but will only use such 

data in an aggregate and anonymous manner that 

does not identify Customer, Customer PI and any 

End User. 

 

11. Confidentiality. 

11.1. By virtue of the Agreement, each party (the 

“Disclosing Party”) may provide the other party 

(the “Receiving Party”) with or the Receiving 

Party may otherwise access or become aware of 
proprietary or Confidential Information relating to 

the Disclosing Party or its affiliates, suppliers and 

clients (including without limitation the identity 

of such clients).  During the Term and at any time 

after the expiration or termination of the 

Agreement, the Receiving Party will keep in strict 

confidence all Confidential Information of the 

Disclosing Party.  “Confidential Information” 

means information, materials or data obtained, 

shared, accessed, disclosed, used or acquired in 

connection with the Agreement that is marked as 
confidential or which by its nature ought to be in 

good faith considered confidential and proprietary 

to the Disclosing Party, including without 

limitation, strategies, financial information, 

product information, employee information, 

customer and client information, pricing, trade 

secrets, Customer Property, Doxim Property, the 
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Master Agreement, Schedules, SOWs and Exhibit 

1. The Confidential Information will be used for 

no purpose other than for the Receiving Party to 

exercise its rights and fulfil its obligations under 

the Agreement. 
11.2. Nothing in this Section 12 shall restrict the 

Receiving Party from disclosing Confidential 

Information of the Disclosing Party (1) if 

disclosed to its affiliates, lawyers, accountants, 

auditors, managers, representatives, contractors, 

employees and consultants who have a need to 

know the Confidential Information in order to 

fulfill the party’s obligations in the Agreement 

(collectively, the “Representatives”), provided 

that, prior to the Receiving Party disclosing 

Confidential Information to its Representatives (i) 

such Representatives are informed by the 
Receiving Party of the confidential nature of the 

Confidential Information and the obligations in 

this Agreement, and (ii) such Representatives are 

subject to written confidentiality obligations 

similar to the confidentiality obligations set out in 

the Agreement, and in all instances each party 

will be responsible for its Representatives’ 

compliance with the foregoing, or (2) to the 

extent required by applicable law, including 

without limitation requests by a regulatory or 

administrative authority, provided the Receiving 
Party provides prior written notice to the 

Disclosing Party to the extent practicable and 

permitted by law. 

11.3. The Receiving Party will (i) protect the 

Confidential Information of the Disclosing Party 

from unauthorized access, use or disclosure, (ii) 

use at least the same degree of care it uses to 

protect its own Confidential Information of a like 

nature; and (iii) access, use and reproduce the 

Confidential Information of the Disclosing Party 

only as permitted under the Agreement. 

11.4. Confidential Information excludes information 
which: (a) is rightfully in the Receiving Party’s 

possession without breach of this Section 12; (b) 

is or becomes generally available to the public 

other than as a result of a violation of this Section 

12; (c) is lawfully received by the Receiving 

Party from a third party that the Receiving Party 

knows is not prohibited or limited from disclosing 

such information; or (d) is independently 

developed by the Receiving Party or its 

Representatives without any use of or reference to 

the Confidential Information. 
11.5. Injunctive Relief. The parties agree that breach 

or threatened breach of this Section 12 by a party 

or its Representatives may cause immediate and 

irreparable injury to the other party and that, in 

the event of such breach or threatened breach, the 

injured party will be entitled to seek injunctive 

relief as well as any other legal remedies available 

without being required to post any bond or to 

prove any actual damages or other similar 

requirement required to seek injunctive relief. 

11.6. Disclosure Required By Law. Notwithstanding 

anything to the contrary in the Agreement, Doxim 
may disclose all or part of Customer Property if 

required by law.  Unless prohibited by law, 

Doxim will provide Customer reasonable notice 

and an opportunity to challenge such disclosure.    

 

12. General. 

12.1. Customer References. Customer grants Doxim a 

non-exclusive, non-sublicenseable, royalty free, 

worldwide licence to use Customer’s trademarks, 

service marks, trade names, logos, or other 

commercial or product designations (collectively 

the “Marks”) only for the purpose of marketing 
and promoting Doxim’s services. Customer may 

terminate Doxim’s right to use the Marks, in 

whole or in part, upon written notice to Doxim. 

12.2. Severability and No Waiver. If any provision of 

the Agreement is held to be invalid or 

unenforceable for any reason, the remaining 

provisions will continue in full force without 

being impaired or invalidated. The parties agree 

to replace any invalid provision with a valid 

provision that most closely approximates the 

spirit and intent of the invalid provision. The 
waiver by either party of a breach of any 

provision of an Agreement will not operate or be 

interpreted as a waiver of any other or subsequent 

breach. 

12.3. Assignment. Except for the right to receive 

payment and except as provided in Section 5 

above, neither party may assign nor delegate the 

Agreement, whether by operation of law or 

otherwise, without the prior written consent of the 

other party, which consent shall not be 

unreasonably withheld or delayed, provided 

however, either party may assign the Agreement 
without the other party’s consent if such 

assignment is to a parent or affiliate, to a 

successor in interest to substantially all of the 

business of that party to which an Agreement 

relates or as part of a corporate reorganization. An 

assignee of either party authorized hereunder shall 

be bound by all the terms of an Agreement and 

shall have all of the rights and obligations of the 

assigning party set forth therein. The provisions 

contained herein are for the sole benefit of the 

parties hereto. 
12.4. Independent Contractors. The parties to the 

Agreement are independent contractors and no 

agency, partnership, joint venture or employment 

relationship is intended or created. Except as 

expressly stated in an Agreement, neither party 

shall have the power to obligate or bind the other. 

12.5. Governing Law, Jurisdiction and Venue.  
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(a) United States.  If the Customer is a U.S. 

entity or individual and this Agreement is entered 

into with Doxim Inc., the Agreement shall be 

construed pursuant to the laws of the State of 

Arkansas, United States without regard to conflict 
of law principles or choice of law doctrine. Any 

action or proceeding will be brought exclusively 

in the courts located in Arkansas.   

(b) Canada.  If the Customer is a Canadian 

entity or individual and this Agreement is entered 

into with Doxim Solutions ULC, the Agreement 

shall be construed pursuant to the laws of the 

Province of Ontario, Canada without regard to 

conflict of law principles or choice of law 

doctrine. Any action or proceeding will be 

brought exclusively in the courts located in 

Toronto, Canada. 
(c) The United Nations Convention for the 

International Sale of Goods does not apply to the 

Agreement.  

12.6. Notices.  Notices shall be in writing and will be 

deemed delivered on the day it is personally 

served, when received by successful transmission 

via facsimile, or on the date delivered if sent via 

certified or registered mail to the following 

addresses (or to such other addresses given in 

writing by either party to the other). 

If to Customer: at the address in the Schedule or 
SOW. 

If to Doxim Inc. at: 2200 Production Drive, 

Indianapolis IN, 46241 United States 

Attention:  Legal Department 

With a copy to: legal@doxim.com 

If to Doxim Solutions ULC at: 1160 – 2375 

Fremont Street, Port Coquitlam, BC Canada 

V3B 0N9 

Attention:  Legal Department 

With a copy to: legal@doxim.com 

12.7. Counterparts. Each Agreement may be executed 

in one or more counterparts, each of which shall 
be deemed an original and all of which shall be 

taken together and deemed to be one instrument. 

12.8. Force Majeure. Neither party is liable for any 

delay or failure to perform any obligation under 

an Agreement where the delay or failure results 

from a Force Majeure.  “Force Majeure” is a 

cause of action beyond the party’s reasonable 

control including catastrophic events, wars, 

terrorism, utilities or telecommunications failure, 

strikes or other labor disputes, accidents, fires, 

weather conditions materially preventing or 
impairing work, equipment or machinery failure, 

delays in transportation, civil commotion, 

sabotage, interruption by government, court 

orders, and material changes in applicable 

legislation and regulations.  Notwithstanding any 

other provision of an Agreement, if a party is 

wholly or partly unable to perform material 

elements of its obligations hereunder, that party 

shall be relieved of those obligations to the extent, 

and for the period, that it is affected by Force 
Majeure provided the affected party gives the 

other party prompt written notice of such 

inability. The party affected by Force Majeure 

shall use all reasonable efforts to remedy the 

situation and remove the cause of its inability to 

perform, in a timely manner, provided that there 

shall be no obligation on a party so affected to 

settle labor disputes or to test or to refrain from 

testing the validity of any order, regulation or law 

in any court having jurisdiction. 

12.9. Non-Solicitation. Both Doxim and Customer 

agree that during the Term and for a period of one 
(1) year following the expiration or termination of 

an Agreement, neither party shall, directly or 

indirectly, hire or offer to hire or entice away or 

in any other manner persuade or attempt to 

persuade any officer, employee, or agent of the 

other party to discontinue his or her or its 

relationship with that other party.  The foregoing 

prohibition does not apply to Doxim or Customer 

advertising positions in the normal course of its 

business or where the employee contacts the 

hiring party on his or her own initiative, provided, 
in both instances, the hiring party does not induce 

the employee to apply for the position or leave its 

employ. 

12.10. Survival.  The following sections shall survive 

the expiration or termination of the Master 

Agreement, regardless of the reasons for its 

expiration or termination, in addition to any other 

provision which by law or by its nature should 

survive: Sections 2.1, 2.4, 2.5, 2.6, 6.5, 7.2, 7.4, 8, 

9, 11, 12 and 13. 

12.11. Entire Agreement.  The Agreement, and any 

documents referenced in the Agreement, 
constitute the complete agreement between 

Doxim and Customer with respect to the subject 

matter hereof and supersedes any prior 

agreements or understandings. This Agreement 

may only be amended by a document that 

references this Agreement and that is signed by 

both the Customer and Doxim. 

12.12. If you are located in the United States, then you 

are contracting with Doxim Inc. with a registered 

office at 200 Bellevue Parkway, Suite 210, 

Wilmington DE, 19809 United States.  If you are 
located in Canada, then you are contracting with 

Doxim Solutions ULC with an office at 1380 

Rodick Road, Suite102, Markham, ON, Canada 

L3R 4G5.   
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By signing below Customer and Doxim agree to the terms and conditions in this Master Agreement and acknowledge they 

have the authority to bind their respective companies.  

Doxim Customer: The City of Bentonville 

Signature: Signature: 

Printed Name: Printed Name: 

Title: Title: 

Date: Date: 
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Exhibit 1  

Support Services and Service Level Agreement 

 

This Exhibit 1 “Support Services and Service Level Agreement” (“Exhibit 1”) is incorporated into and governed by the 

attached Master Services Agreement.  Capitalized terms and definitions used in this Exhibit 1 but not defined herein will 
have the meanings described in the Master Agreement and applicable Schedule and SOW.  

1. Definitions 

(a) “Business Day” means a 24-hour day other than Saturday, Sunday or statutory holiday. 

(b) “Business Hours” means (i) 8am – 6pm EST for the U.S., and (ii) 8:00 a.m. to 8:00 p.m. EST for Canada. 

2. Support Services 

(a) Definitions: 

(i) “Recovery Time” means the time by which Doxim implements a Workaround for an incident. 

(ii) “Response Time” means the time by which Doxim notifies one of Customer’s support contacts 

that Doxim has assigned the incident reported by Customer to Doxim’s customer support team for 

assessment and resolution. 

(iii) “Solution” means a final solution to resolve an incident which causes the Services to conform to 

and operate in accordance with the descriptions and specifications set out in an Agreement by 
providing the same level of functionality and results that occurred immediately prior to the 

incident.  If an incident resulted in corruption of a database then the Solution means Doxim’s 

correction and reconstruction of the database (and all related data) to the initial database structure 

in place immediately prior to the incident. 

(iv) “Tier 1 Support” means the initial triaging of an incident reported to the Customer by their users 

of the Services. 

(v) “Tier 2 Support” means Doxim’s assessment, investigation and diagnosis of an incident reported 

by Customer using the reporting process identified in this Exhibit 1 so Doxim can implement 

Workarounds and Solutions. 

(vi) “Workaround” means a practical, temporary solution to an incident reported by Customer using 

the reporting process identified in this Exhibit 1 that causes the Services to substantially conform 
to, and to function, operate, perform and generate results in accordance with, the requirements and 

specifications set out in an Agreement with substantially the same level of functionality, operation, 

performance and results as immediately before the occurrence of the incident. 

(b) Responsibilities.  Throughout the Term: 

(i) Customer will provide Tier 1 Support as further described in Section 2(d) below.  

(ii) Doxim will provide Customer with Tier 2 Support as described in this Exhibit 1. 

(c) Hours of Availability:  Tier 2 Support is available during Business Hours.  

(d) Customer Tier 1 Support Responsibilities:  Customer will be the initial point of contact for any support 

inquiries related to the Services. Before escalating an issue to Doxim for Tier 2 Support, Customer will 

engage with the individual inquiring about the Services and will use Customer’s administrative access to 

the Services to attempt to resolve the issue. If Customer is not able to resolve the issue using Customer’s 

administrative access to the Services, then Customer can report the issue to Doxim to receive Tier 2 

Support. 

(e) Tier 2 Support Procedure:  In order to receive Tier 2 Support, Customer must report all incidents to Doxim 

using the contact information in Table 3.  

(f) Assistance by Customer:  If Customer reports an incident to Doxim for Tier 2 Support, Customer will 

reasonably assist Doxim in order for Doxim to properly diagnose and resolve the incident.  At a minimum, 

Customer must provide the following information and any additional information reasonably requested by 

Doxim: a detailed description of the issue, a description of the efforts made by Customer to resolve the 

issue and the results of those efforts. 

(g) Responding to Incidents:   
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All Tier 2 Support incidents submitted to Doxim using the process described in this Exhibit 1 will 

generate an incident number. Doxim will acknowledge and respond to each reported incident in 

accordance with the applicable Response Times set out in Table 2 below and will thereafter, as 

promptly as possible in the circumstances, perform all work required to verify, assess, and resolve 

reported incidents. Doxim will use reasonable efforts to provide updates to Customer for P1 and 
P2 incidents not less than every two hours following the initial response or within a different 

timeline for updates that Doxim agrees upon in writing. 

(h) Tracking/Reporting: 

(i) Incident Number: The incident number must be referred to by both parties in all communications. 

(ii) Incident Handling System:  Doxim will log and track information regarding all Tier 2 Support 

incidents using Doxim’s electronic issue handling system which will include the date and time for 

each of the following: (i) when a Tier 2 Support request is received by Doxim; (ii) when Doxim 

provides the requested Tier 2 Support for the incident; and (iii) the names of Customer’s 

representatives involved in each communication. Doxim will promptly update the information in 

the electronic issue handling system on an ongoing basis to reflect the progress of work. 

(iii) Monitoring / Reporting:  Support incidents are reviewed during Doxim’s regular monthly 

managers meeting. The incidents are discussed and key points / challenges are highlighted and 

used, as appropriate, to address internal issues applicable to the incident reported. 

(iv) Within a commercially reasonable timeframe after Customer’s written request, Doxim will 

provide Customer with information regarding the progress of Doxim’s work to resolve an incident, 

including the current status of the incident, details of the work to date to resolve the incident, 

details of planned work to resolve the incident and the estimated time to resolve the incident. 

(i) Workarounds:  When Doxim implements a Workaround for an incident, Doxim may request written 

confirmation from Customer that the Workaround is satisfactory and effective. Customer agrees it will 

promptly respond to Doxim’s confirmation request. 

(j) Solutions:  Doxim will use commercially reasonable efforts to implement a Solution for each incident as 

soon as reasonably possible. When Doxim implements a Solution for an incident, Doxim may request 

written confirmation from Customer that the Solution is satisfactory and effective. Customer will promptly 

respond to Doxim’s confirmation request. 

(k) Priority Levels:  Each incident will be assigned a Priority Level by Doxim in order to establish the urgency 

and appropriate level of response, based upon the criteria below in Table 1.  Upon written request by 

Customer from time to time and provided such requests are reasonable, Doxim will reassess the Priority 

Level assigned to such incident and if Doxim determines the Priority Level of an incident should be changed 

Doxim will change the Priority Level using the information provided by Customer. If Customer disagrees 

with the Priority Level of an incident, then the Priority Level specified by Doxim will apply and govern 

until Doxim implements a Workaround for the incident.  

Table 1 – Incident Priority Levels 

Priority Level Description 

P1  

 

An incident that: (1) causes important functionality, operation, performance or results of the 

Service to be inoperative or unstable, or causes the Service to yield flawed results/output; (2) 

impairs the security or integrity of the Service or of any data stored in the Service or presents 

a risk of a security or privacy breach (including unauthorized access to or disclosure of data 
stored in the Service); or (3) is reasonably expected to be likely to do any of the above in the 

immediate future. 

 

P2  

 

An incident that is not Priority Level P1, but nevertheless degrades or impairs (other than in 

an inconsequential, temporary and non-recurring manner) an important functionality, 

operation, performance or results of the Service or is reasonably expected to be likely to do 

so in the near future.   

 

P3  

 

Any incident that is not Priority Level P1 or P2 but is not merely cosmetic or trivial.  The 

following are examples of possible P3 priority level incidents: (a) isolated instances in which 

an individual member’s eStatement is not available or accessible by the member or 
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Customer’s staff: or (b) isolated instances in which the Solution is temporarily inaccessible 

for a short period by an individual member of Customer’s staff. 

 

P4  

 

Any incident that is not Priority Level P1, P2 or P3 

 

 

 

Table 2 – Support Response SLA 

Priority Level Response Time  

P1  

 

2 Business Hours 

 

P2  
 

4 Business Hours   
 

P3  

 

6 Business Hours 

 

P4  

 

Next Business Day 

 

 

 

Table 3 – Doxim Contact Details for Support Services 

 Canada United States 

Email contact and 

Web submission 

support@doxim.com 

www.doxim.com/technical-support-request 

 

support@doxim.com 

www.doxim.com/technical-support-request 

 

Telephone (905) 475-9876 or 

1-866-475-9876 

1-888-354-0118 
 

 

In order to receive notifications, Customer must provide Doxim, in writing, with current Customer contact 

information for such notifications. 

3. Service Levels.  The following describes the performance metrics (“Service Levels”) for the products and services 

offered by Doxim: 

(a) Service Levels: SaaS Availability 

(i) Definitions: The following definitions apply to this section: 

(1) “Available” and “Availability”, means the SaaS is accessible and responds to a 

request or query within three seconds at the 95th percentile measured at five (5) minute 

intervals by timing responses to enquiries using a commercially available, third-party 

tool that measures availability at the edge of Doxim’s network.   

(2) “Emergency Maintenance Period” means a period during which Doxim intends to 

perform maintenance work on the Services that Doxim in good faith determines cannot 

be reasonably performed during a Maintenance Window. 

(3) “Maintenance Window” means 6:00 a.m. to 12:00 p.m. (Eastern Time) on Sundays.  

Doxim will provide Customer with no less than 10 (ten) Business Days’ written notice 

of Doxim’s intention to utilize a Maintenance Window. 

(4) “Planned Downtime” means the time that the SaaS is not Available during either a 

Maintenance Window or during an Emergency Maintenance Period. 

(5) “SaaS” means the Software provided by Doxim that is included with the Services, as 

more specifically described in the applicable Schedule.  

(6) Total Monthly Fees” means all fees paid or payable by Customer in respect of the 

affected SaaS for the applicable month in which a Service Level is not met. 

(ii) Service Levels:  The SaaS will be Available not less than 99.5 percent of the time, calculated on a 

monthly basis. Customer acknowledges and agrees that the aforementioned Service Level 

obligations (and Service Level Credits in Section 5 below) are subject to and will not apply to the 
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extent the Service Level is affected by (i) a Planned Downtime, (ii) Maintenance Window, (iii) 

Emergency Maintenance Period, (iv) acts or omissions of Customer or its employees, contractors, 

agents, vendors or End Users, (v) cyber-security attacks on Doxim’s systems, (vi) a force majeure 

event, and (vii) third party products and services including without limitation telecommunication, 

Internet and third-party software and hardware providers, (collectively “Unavailability 

Criteria”).  

(iii) Minutes:  For the purposes of calculating Availability, Planned Downtime, Maintenance Window 

and Emergency Maintenance Period, a fraction of a minute that is less than a half minute will be 

rounded down and a fraction of a minute that is half a minute or greater will be rounded up. 

(iv) Monitoring/Reporting:  Within fifteen (15) days of Customer’s written request for information 

about Service Levels not being met by Doxim , Doxim will deliver to Customer an incident report 

detailing the cause of and actions taken with respect to Service Levels in this section not being 

met. 

(v) Service Level Credits:  If the actual Availability of the SaaS during a month is less than the Service 

Levels, and subject to such Service Levels being impacted by the Unavailability Criteria, then 

Doxim will provide Customer with a Service Level credit (“Service Level Credit”) equal to a 

percentage of the Monthly Fees for the relevant month and the relevant SaaS product, in 

accordance with the following Table 4: 

Table 4 – Service Level Credits  

Unavailability Service Level Credit 

Two failures to achieve the SaaS Service Levels during 

any semi-annual calendar period (January-June and July-

December of each year). 

10% of SaaS Monthly Fees 

Three failures to achieve the Service Levels during any 

semi-annual calendar period (January-June and July-

December of each year). 

25% of SaaS Monthly Fees.  

(vi) If the Service Levels are not met for six (6) consecutive months because Doxim did not meet the 

Service Levels and not as a result of Unavailability Criteria, then, in addition to the above remedies 

Customer may, at its option: 

(1) Require Doxim to form a working group, including representatives from Customer, to 

review the situation and propose solutions. The costs of creating any such joint plans 

and implementing any solutions shall be paid by Doxim, or 

(2) Request that an independent third party, mutually agreeable to the parties, review the 
situation and propose solutions. The costs of creating any such joint plans and engaging 

any such third party shall be paid by Doxim. 

 

Both Doxim and Customer will work together in good faith to resolve the issue and agree upon a 

solution. 
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This Schedule for the Doxim Customer Communications Management (CCM) products (individually or 
collectively referred to as “Product” or “Products”) is governed by the Doxim Master Services 
Agreement with an Effective Date of November 15, 2025 (the “Master Agreement”), as the same may 
be modified, updated, amended or otherwise changed from time to time between the City of 
Bentonville (“Customer”, “you”, “your”) and the Doxim entity listed therein.  

This Schedule is effective as of November 15, 2025 (the “Schedule Effective Date”).  Capitalized terms 
used in this Schedule but not defined herein will have the meanings described in the Master Agreement.  
The Schedule is incorporated into and governed by the Master Agreement.  The Master Agreement and 
this Schedule are collectively referred to as the “Agreement”.  If any of the terms in this Schedule 
conflict with the terms in the Master Agreement, the terms in this Schedule take precedence and prevail 
over the Master Agreement conflicting terms. 

1) Doxim CCM Products and Services

Product, Optional Products and Professional Services are considered “Services”. Customer is
purchasing and Doxim will provide Customer with the Services as summarized below and detailed in
Exhibit A. Mark “x” for applicable Services:

a) ☒ Data and Document Processing is comprised of the following core features:
i) Receive data and files
ii) Data parsing
iii) Postal processing
iv) Application of production integrity controls

b) ☒ Document Composition is comprised of the following core features:
i) Support for data-driven, dynamic documents
ii) Output for print, digital and archival formats
iii) Secure processing environment

c) ☒ Print and Mail is comprised of the following core features:

i) Print production
ii) Document insertion
iii) Production integrity managed by page level controls
iv) Submission to postal service

d) ☒ Digital Services is comprised of the following core features:

i) Document storage
ii) Document presentment via API to current Invoice Cloud customer portal
iii) Online Admin Portal

2) Service Levels

Doxim will provide Services in accordance with the service levels set out in Exhibit B.
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3) Fees 

You will pay the Fees set out in Exhibit C. 

 

4) Additional Terms 

a) Fees for the Services are exclusive of postage and taxes. 
b) Fees are based on projected volumes set out in Exhibit A. Doxim reserves the right to reassess 

Fees based on volumes that are 25% lower than the projected volumes. 
c) In cases where Print and Mail services are being provided:  

i) If your documents are printed in color, you agree to a maximum coverage for full color print 
that is not more than 15% of the page. 

ii) If standard Doxim paper and envelopes are not used, Fees for any materials ordered 
explicitly for your use will be due upon receipt.  

iii) For the materials used by Doxim in connection with the Services (including, without 
limitation, paper, and envelopes), the Fees shall be subject to increases from time to time 
based on then current market rates.  We will provide you with at least thirty (30) days prior 
written notice of any such increase in Fees.  

iv) Prior to the commencement of services, a postage deposit equivalent to sixty (60) days of 
postage expenses, totaling ~$20,000, will be required. This deposit will be held in escrow for 
the duration of the Product Schedule. The escrowed deposit will be returned to the 
Customer after the services are no longer provided, and any outstanding invoices have been 
paid in full. If postage costs increase during the contract term, the deposit amount may be 
reevaluated and adjusted to ensure it continues to reflect sixty (60) days of postage 
expenses at the updated rates. Any such increases in postage will also be passed through 
and billed to the Customer accordingly. You will pre-fund postage fees thirty (30) days in 
advance of the need for the postage fees 

d) In cases where text messaging services (SMS) are being provided, the telco carrier fees 
associated with the message recipient’s service provider are subject to change without notice.   

e) Data stored in Doxim systems will be purged 60 days after termination or expiration of the 
Agreement. You will have until the termination or expiration of the Agreement to provide a 
written request to Doxim if they wish to transition the data. A transition quote based on the 
estimated effort and then current Professional Services rate will be provided to you for 
approval. 

f) You will be responsible for performing your own review to certify that any work performed 
meets your own compliance guidelines. 

g) You will be responsible for adhering to acceptable use standards as defined in Doxim-provided 
Services information, user training and user documentation.  

 

5) Schedule Term 

The term of the agreement shall be for a one (1) year term renewable annually upon mutually 
written agreement via amendment for a maximum term not to exceed three (3) years. The Initial 
Term and Renewal Term are collectively referred to as the “Term”.  
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By signing below, Customer and Doxim agree to the terms and conditions in this Schedule and 
acknowledge they have the authority to bind their respective companies. 

 

Doxim City of Bentonville 

 

Signature: 

 

Signature: 

 

Printed Name:  

 

Printed Name: 

 

Title: 

 

Title: 

 

Date: 

 

Date: 
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Exhibit A: Product and Service Details 

1. Data and Document Processing
Doxim will:
a) Maintain an SFTP site for you to submit input data / files
b) Process input data and files as per your requirements established in an implementation project,

change request and/or work order.
c) Provide the following postal processing services for all in scope document types:

i) ☒ CASS address standardization

ii) ☒ Pre-sort, IMB creation

iii) ☒ NCOA for address changes

d) ☒ Householding of print documents as required

e) Provide these Services for the following in-scope document types:

2. Document Composition
Doxim will:
a) Maintain customized document templates to support the in-scope document types
b) Incorporate static backer page into documents as required
c) Support data insertion and merging to compose final documents for required output formats

d) ☒ Support static document onserts and message changes.

e) ☒ Support appended inserts i.e., addition of static pages to end of each document

f) ☒ Support targeted messaging on both printed statements and/or digital documents if

configured in a current application
g) Apply production control marks to support static and selective insertion by document type
h) Provide these Services for the following in-scope document types:

In-scope Document Types Inserts Output Formats 

Statements Selective Print, PDF, Archive 
Notices None Print, PDF, Archive 

3. Print and Mail
Doxim to provide:
a) Print of full color, duplex, multiple page documents with dynamic perforations
b) Collation, folding and insertion into specified envelopes
c) All required preparation and paperwork for mail entry to the postal service
d) Materials as specified for the in-scope document types:

In-Scope Document Type Cycle 
Projected Volumes per 

Cycle 
Statements Monthly 30,000 
Notices (Shut off + Final Delinquency) Monthly 3,500 
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4) Digital Services   

Doxim will provide:  

Services  Details 

Document Services 

☒ Document storage 24 months + PDF transfer or 36 
months retention  

☒ Document presentment via customer portal  

☒ Document presentment via API  

CCM Admin Portal: Self-Serve Features 

☒ Document archive access Post all 

☒ Document notifications management  

☐ Account / servicing notifications management  

☒ Static document onsert management  

☒ Appended insert management  

☐ Document approval: preflight, production  

☒ Document exception management  

CCM Admin Portal: Reporting 

☒ Address QA  

☒ File / document processing  

☒ Production job status reporting  

☐ Operational event notifications  

CCM Admin Portal: Premium Features  

☒ Piece level production status tracking   

☒ USPS Informed Visibility mail tracking   

☐ Targeted onserts (self-serve)  

☐ Adhoc correspondence (self-serve)  

 
 

 

  

Documents Stock Envelope 

Statements 24# bond Standard double window outgoing #10 and selective standard 
single window BRE  

Notices 20# bond Standard outgoing double window #10  
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Exhibit B: Service Levels 
 
1. Doxim will provide a turnaround for services contained in this Agreement according to the table 

listed below according to the following definitions: 
a) Turnaround times are calculated based upon when final, complete and approved 

documents/marketing materials/data are received by Doxim. This is Day 0.  
b) Documents/marketing materials/data received after 10 a.m. (Eastern Standard Time) are 

considered late and Day 0 will be considered as the next business day. 
c) Except for Daily Jobs, all turnaround times are Day 0 plus 1 day. 
d) Doxim will provide a same day turnaround for Daily Jobs with the understanding all final and 

approved notice files and postage are received by 6:00 a.m. (Eastern Standard Time); otherwise, 
delivery will be the next business day. 

 
2. Service turnaround times in days excluding weekends and holidays (as noted below): 

a) Changes to applications, or other software changes, must be completed and approved by 
4:00pm ET the business day prior to the document application being processed. 

b) Message changes or other minor formatting changes can be submitted up to one business day 
prior to document processing.  

c) Approved cycles received by 12:00 am EST, with total volumes of approximately two days’ of 
documents will be processed and printed at standard service levels. 

d) Approved cycles are document cycles that have been reviewed and authorized to print by you 
unless you have waived such review in writing.  

e) Holiday schedule: The actual holiday schedule for each calendar year will be provided to reflect 
the observed date.  

Holiday Date Holiday Date 

New Year's Day January 1 Labor Day 1st Monday in September 
Martin Luther King Day 3rd Monday of January Thanksgiving 4th Thursday in November 
Presidents Day 3rd Monday in February Day After Thanksgiving 4th Friday in November 
Memorial Day Last Monday in May Christmas Eve December 24 
Independence Day July 4 Christmas Day December 25 
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Exhibit C: Service Fees 
 

1. Recurring Fees 
You will pay Doxim the fees based on the pricing below for CCM Products included in this 
Agreement. Fees are based on projected volumes set out in Exhibit A.  

All applicable Service Fees are marked with an “x”: 

 Products/Services Description Fee 

 Data and Document Processing 

☒ Data and file transmission File transmission protocol maintained to 
receive and deliver files between 
Customer and Doxim 

Included 

☒ Data parsing  Defined data parsing and processing 
workflows maintained for expected input 
files 

Included 

☒ Householding Aggregation of documents in single mail 
package 

Included  

☒ Postal processing CASS/DPV standardization, IMB 
barcodes, postal qualification 

Included 

☒ NCOA processing NCOA address changes to comply with 
USPS Move Update standards 

$0.25/changed address 

 Document Composition 

☒ Document composition  Creation of documents using client-
provided data, established templates 
and business rules 

Included  
 

☒ Print output file Creation of production file for print and 
mail, production integrity controls in 
place, presorted with mail tray tags and 
paperwork to support maximum postal 
discounts 

Included  

☒ PDF output file Creation of PDF documents for 
paperless accounts 

Included  

☒ Archive output file Archive PDF and index (36 months) or 
(24 months + PDF transfer) 

$0.03/document 

 Print and Mail 

☒ Base statement package Includes standard duplex printed sheet, 
inserted into outgoing #10 envelope 

$0.117/package 

☐ Statement print/mail Print imaging only Included  

☒ Notice print/mail Processing and print $0.117/package  

☒ Additional page print/mail Print and insert for additional document 
pages 

$0.06/sheet 

☒ Physical inserts Inclusion of client supplied physical 
inserts into mail package 

$0.01/insert 

☐ Co-mingling of non- Reduce postage cost by co-mingling non- Included 
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qualifying mail packages qualified mail pieces 

Digital Services 

☒ Document storage Indexing and storage of digital 
documents for 24 months + PDF transfer 
or 36 months retention 

$0.03/doc 

☒ Doc access via API Support API endpoint Included 

☒ Online Admin Portal Licensing fee for CCM portal that allows 
you access to job tracking and 
management of document processes 

$850/month 

☒ Document Lifecycle
Reporting

Online job-tracking module that 
provides real-time updates of the entire 
production process. 

Included 

☒ Exception Management Online bill review and audit tool that 
presents bills based on triggered 
business rules. Not available with pre-
composed input. 

Included 

☒ Documents by Account Online interface for your internal teams 
to view stored digital documents. 

Included 

☒ Address QA Manage undeliverable addresses before 
mailing 

Included 

☒ Message Management Online on-bill message management 
tool to provide you with direct control of 
content on your bills. 

Included 

☐ Adhoc Letter Management Self-serve letter creation tool that allows
you to submit letter batches directly to 
Doxim Production and digital storage  

Included 

Optional Services 

☒ Additional Materials Production of additional materials / 
inserts for document mailings 

Quoted upon request 

☒ Adhoc mailings Processing, composition, print and mail 
of adhoc document packages 

Quoted upon request 

2. Implementation / One Time Fees
a) This Agreement is subject to a one-time implementation fee of $5,000 as set out in the

Statement of Work in Exhibit D.
b) If you require Professional Services for development work during the Term, the fees for those

Services will be described in a Statement of Work, Change Request or Work Order that you will
approve and accept before the work is initiated.

c) This Agreement’s Professional Services rate is $180/hr.
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SCOPE OF SERVICES  
 

Service Provider shall be responsible for securely receiving and processing billing data files, producing customer 

bills in full-color, duplex (two-sided) format, fold, insert, and seal bills into #10 window envelopes, presort and 

prepare for induction into the U.S. Postal Service (or applicable postal carrier) and providing the City with monthly 

reports. All services must be delivered in compliance with industry standards for data security, print production, and 

mail processing 

 

1. Data Management & Pre-Production 

• Securely receive and process billing data files from The City in the agreed format. 

• Perform data validation, cleansing, and postal address standardization (CASS certification, NCOA 

updates). 

• Apply approved bill templates, logos, and formatting in compliance with City’s branding guidelines. 

Conduct pre-production proofing for City review and approval prior to live production. 

• Provide seamless integration with Invoice Cloud for PDF presentment to ensure bills are available 

electronically in the customer portal. 

• Interface directly with CentralSquare Technologies’ Naviline CIS system to support data transfer, 

formatting, and ongoing operational compatibility. 

 

2. Printing & PDF Bill Design 

• Produce customer bills in full-color, duplex (two-sided) format. Bill Layout: 

a) Front Page: Provide a clear summary of account information, balance due, due date, and payment 

options. Include a Message Center section capable of delivering tailored communications to customers 

either at the individual account level or globally to all customers. 

b) Back Page: Display detailed service usage information (e.g., meter readings, consumption history, 

service breakdowns). 

• Ensure print and electronic versions match in layout and content. 

• Provide a secure portal for City staff to manage Message Center communications, including 

scheduling, targeting, and content approval. 

• Integrate additional inserts, flyers, or regulatory notices as requested. 

 

3. Finishing & Mailing 

• Fold, insert, and seal bills into #10 window envelopes (or other City-approved envelope stock). 

Match mailing components using barcode verification or equivalent integrity controls. 

• Presort and prepare mail for induction into the U.S. Postal Service (or applicable postal carrier) with 

optimized postage rates. 

• Provide confirmation of delivery to postal services with daily/weekly reconciliation reports. 

 

4. Quality Assurance 

• Maintain 99.9% or higher accuracy for print-to-mail match. 

•  Implement sample audits and random pulls for quality checks.  

• Track and report on production issues, misprints, or undeliverables. 

 

 

 

 

 

5. Reporting & Customer Support 
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• Provide monthly reports summarizing print volumes, postage usage, and undeliverables.

• Maintain service logs and performance metrics to ensure compliance with agreed Service Level

Agreements (SLAs).

• Provide City with a designated account manager and support team for issue resolution.

6. Security & Compliance

• Handle all City data in compliance with applicable data security regulations (e.g., SOC 2, PCI DSS,

HIPAA if applicable).

• Maintain secure facilities and processes for data transfer, storage, and destruction.

• Provide business continuity and disaster recovery documentation upon request

This Section Intentionally Left Bank 
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PRICE  

Base Services   

Base bill package: processing, 1 full color, duplex printed 23# 
sheet, standard #9 single window BRE (as required) inserted into 
standard #10 double window envelope, CASS processing, presort, 
excludes postage 

$0.117 Per package 

Additional duplex printed sheet $0.06 Per sheet 

eBill creation, notification with bill access $0.117 Per record 

Doxim CCM portal: production reporting, message management, 
bill QA/proofing, access to bill archive  

$850 Per month 

Bill archive with 24 month retention and API access $0.02 Per document 

Bill processing setup fee: new bill template creation, design data 
mapping, creation of business rules and implementation of 
products. Estimated at $15,0000, discounted to $5,000.  

$5,000 One-time 

   

Optional Services   

Return PDF archives to client $0.01 Per PDF 

Additional inserts, if provided by client $0.01 Per insert 

NCOA  $0.25 
Per address 

change 

Special handling/oversized packages  $0.75 Per package 

Bill pulls  $12 Per bill pull 

Creation/production of additional inserts 
Estimated upon 

request 
 

Warehousing of client materials  $25 
Per skid per 

SKU per month 

Professional services  $180 Per hour 

Minimum job run fee  $200 Per job run 

Postage Pass-through Per USPS rate 
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PROPOSAL FOR 

CITY OF BENTONVILLE 
Bill Design and Print Services RFP-25-48 

 

Due Date: 

September 25, 2025 | 4:00 PM CST 

Executive Sponsor: 

Mitch Anderson | Regional Vice President 

205-370-5637 

mitch.anderson@doxim.com 

Point of Contact: 

Josh Ciccia | Account Executive 

519-820-5046 

josh.ciccia@doxim.com  
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COVER LETTER  

September 25, 2025 

City of Bentonville Administrative Services Building 
Attn: Purchasing and Compliance Department – 2nd Floor 
1000 SW 14th St 
Bentonville, Arkansas 72712 

RE: BILL DESIGN AND PRINT SERVICES RFP-25-48 

Dear Kelsi Frederick and Evaluation Committee,  

Thank you for providing Doxim with the opportunity to submit our proposal in response to your Bill 

Design and Print Services RFP-25-48. Over the past 36 months, we have had the opportunity to 

meet with many members of the Bentonville team and gain a deeper understanding of the City’s 

current customer communications process. Through these conversations, we have come to 

appreciate both the strengths of your existing approach and the areas where there may be 

opportunities to streamline, modernize, and enhance the overall customer experience. 

We believe that the comprehensive Doxim Bill Redesign and Print/Mail communications approach 

outlined will demonstrate how we are the right partner to support both your needs today as well as 

evolving future customer demands. In addition, our partnerships with over 110 utilities give us a 

strong understanding of the importance of delivering clear, timely, and reliable customer 

communications. 

Furthermore, our experience in developing custom solutions that leverage CIS data – including 

work with CentralSquare Technologies’ Naviline – uniquely positions us to provide tailored 

support. Doxim also brings a proven track record of helping utilities successfully transition from in-

house operations to outsourced print and mail solutions.  

Below is your point of contact and executive sponsor information: 

Point of Contact Executive Sponsor 

Josh Cicca | Account Executive 
519-820-5046 

josh.ciccia@doxim.com 

Mitch Anderson | Regional Vice President 
205-370-5637 

mitch.anderson@doxim.com 

As requested, we have included the following required response documents with our proposal 

response: 

• Execution of Proposal 

• Appendix A: Contractor/Vendor Disclosure 
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• Appendix B: Non-Collusion Affidavit 

Doxim’s 25-year history in the metered services industry has built a foundation of excellence. Our 

commitment to the city is to exceed expectations and be a trusted partner delivering reliable 

communications and exceptional service. We look forward to answering any questions you may 

have and introducing you to the Doxim team as you proceed with your evaluation process. 

 

Sincerely,  

 
 
Josh Ciccia | Account Executive 
519-820-5046 

josh.ciccia@doxim.com   
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QUALIFICATIONS, EXPERIENCE, COMPETENCE AND CAPACITY 

As you begin the process of selecting a best-in-class CCM partner, we are excited to introduce the 

Doxim Customer Communications solution and the opportunity to build a long-term strategic 

partnership with the Bentonville team. Our proposed solution reflects the proven scope we 

provide to utilities nationwide. Doxim CCM delivers a unified print and digital distribution network 

for all customer-facing communications, incorporating the following: 

• Print distribution across North America 

o Over 3.5B+ images annually  

o Over 700M+ pieces of mail annually 

 Figure 1. Strategic Footprint

 

For more than 25 years, Doxim has supported utilities enhance their customer communications 

while maximizing engagement. Through working closely with our utility clients, we have 

developed and continually evolved our solutions to align with their needs and support their 

growth. Figure 2 highlights a selection of our current utility partners. 
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Figure 2. Doxim’s Utility Experience 

 

Today, Doxim CCM, in conjunction with our print and mail offering, provides a suite of integrated 

technology solutions to manage essential touchpoints across the customer journey. The platform 

and our solutions are designed to shield you from the complexity of data management, 

composition and delivery, while providing business users with self-serve control such as on bill 

messaging that bring value to your utility and customers each day.   

We are proud to be recognized as the nationally known provider of print and mail solutions for 

utilities, offering one of the largest production footprints with six (6) state-of-the-art facilities in the 

US, ensuring continuous error-free printing during production. Our printing capabilities include 

black and white printing, highlight printing, full-color printing, letter and legal-size printing, OCR 

printing, barcode printing, MICR check printing, and laser printer quality or better.  

Key Values and Benefits  

Our Doxim CCM admin platform has the capabilities to address your critical requirements and 

deliver many benefits, including:    

• Streamlined operations: Automated end-to-end processes from receipt of source data; to custom data 

parsing, auditing, validation, and reconciliation; to custom document composition (bills, notices, 

letters, inserts and other documents) and the creation of output for print and digital delivery. All of this 
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takes place within Doxim's strong, reliable, and scalable network of print/mail facilities and Tier-3 data 

centers throughout the US. 

• CIS Expertise: We have experience with providing custom solutions based on your CIS data. Our team is 

well-versed in working with CentralSquare Technologies’ Naviline and has established strong 

partnerships with several Naviline clients to date. We also have experience working with other systems 

such as Oracle CC&B, Banner, Tyler Technologies and Hansen. 

• Flexibility and customization: Doxim CCM Admin Portal will give the City’s stakeholders self-serve 

control to manage document customization, customer messaging and management, while driving the 

creation and delivery of relevant, timely and compelling documents to the customer’s mailbox.  

• Bill Design: Doxim partners with utility clients to guide the bill design, or redesign process. As the most 

frequent form of communication with your customers, your bill design should promote a consistent 

company image, communicate concise information, and maximize each communication touchpoint. 

We take a consultative approach with impeccable attention to detail and provide each client with a 

positive experience. 

• ebill Presentment and Payments: We recognize the focus of this RFP is for print and mail services but 

wanted to mention Doxim provides the opportunity to consolidate vendors through offering the 

industry’s most comprehensive multichannel billing and payments platform, delivering an end-to-end 

customer engagement solution from enrollment through reconciliation. 

• Proven security and compliance: Doxim processes are built for security and compliance, making it easy 

to keep pace with regulatory changes. Our technology, best practices, and infrastructure are audited 

and verified by third parties. We have a verified cyber security posture, provide visibility and 

transparency to clients, enable real-time updates and alerts to clients, align with and exceed required 

industry standards, and are top ranked across all regulatory and security criteria. 

We are confident in our ability to meet and exceed the City’s printing and mailing requirements as 

outlined in the RFP – offering the stability and scale our clients have come to expect (see Figure 3) – 

while also leveraging your billing data to support a bill redesign. Please refer to the Method of 

Doing Work section for a detailed explanation of how we fulfill all requirements outlined in 

the Scope of Work. 
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Figure 3. Areas of Expertise 

 

Maintenance and Upgrades 

Technical maintenance and upgrades are scheduled around customer delivery timelines, with 

preventative maintenance performed after peak production and system updates scheduled mid-

month. All downtime, whether planned or unplanned, is reviewed and authorized by the Doxim 

Change Approval Board (CAB) to ensure thorough testing and contingency planning. Customers 

are notified of updates, and project implementations are avoided during traditional holidays to 

maximize support and minimize service interruptions. We maintain maintenance agreements with 

equipment manufacturers and have in-house or co-located vendor staff for rapid response and 

preventative maintenance. Appropriate spare part inventories for key equipment are maintained at 

our production facilities. 

Project Management Methodology and Implementation Methodology 

We follow a well-defined project management methodology that aligns with the standard project 

management process groups. This structured approach ensures that all project scenarios are 

effectively addressed, enabling us to consistently meet – and exceed – your current and future 

goals, operational needs, and customer expectations. 

Doxim’s Project Management team applies these standard process groups throughout every 
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engagement (see Figure 4): 

Figure 4. Your Partner in Driving Successful Projects  

 

To successfully execute the City’s work, the following key roles and responsibilities have been 

defined:  

Account Executive | Josh Ciccia 

Years of Solution/Industry Experience: 5+  

Primary Responsibilities:    
• Consultative account manager who positions your organization to 

successfully engage Doxim’s resources and technology via business 
reviews and consistent communication.    

Customer Success Manager 

Years of Solution/Industry Experience: 10+   

Primary Responsibilities:   • Client Champion throughout your entire Doxim journey.    

Client Services Manager 

Years of Solution/Industry Experience: 10+   

Primary Responsibilities:     
• Dedicated and main point of contact for supporting your daily 

operational needs.    

During implementation, the Project Manager (PM) will serve as a critical extension of the Account 

Management team, providing overall leadership and direction. This role will coordinate and guide 

Doxim’s functional subject matter experts (SMEs) to ensure the City’s communications are 

successfully deployed within the Doxim CCM environment.  

Doxim’s dedicated project team will include the following key roles and responsibilities: 
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Project Manager    

Years of Solution/Industry Experience: 5+   

Primary Responsibilities:     

• Facilitate the Project Kick off and Planning sessions, working with 
the Customer’s Project Lead.  

• Establishing and maintaining the project Risk, Action, and Issue 
Management (RAID) logs.  

• Providing project status reports.  

• Scheduling and managing key project deliverables.  

• Managing Change Request Orders.  

• Scheduling and managing of Doxim’s resources and SMEs as 
required.  

• Managing project budget.  
Business Analyst    

Years of Solution/Industry Experience: 5+   

Primary Responsibilities:     

• Facilitate discovery and requirements gathering workshops (Data, 
Design, Delivery).  

• Service driven SME.  

• Creates and maintains Business/Functional requirements 
documentation within an active project phase.  

• Presenting / Translating documentation using clean, precise, 
relevant language/methods to satisfy target audience needs (Story).  

• Triaging project defects between Doxim and client during testing 
phases (QA/UAT).  

• Conduit and primary support between PM, QA, Development, Client 
Services, Product, and our clients.  

• Support and maintain project scope + changes.  

• Maintain fluid communications between all stakeholders.  
Development/Implementation Specialist    

Years of Solution/Industry Experience: 3+   

Primary Responsibilities:     
• Develop the functionality required based on the approved 

requirements.  
Quality Analyst   

Years of Solution/Industry Experience: 3+   

Primary Responsibilities:     
• Conduct the necessary testing and due diligence on each task to 

ensure the results are in line with the requirements.  

We are staffed for multiple concurrent and parallel projects. Doxim uses its own employees 

(Professional Services) for project work. Please refer to the Method of Doing Work section for a 

detailed explanation of our implementation process and estimated timeline to launch. 

As the project advances beyond the Planning phase, there will be critical milestones that require 

active participation from the City’s SMEs. To ensure alignment and timely decision-making, the 

City’s project team should include the following roles: 
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Project Manager/Coordinator 

Anticipated Effort: 100% 

Primary Responsibilities:    

• Acts as the primary liaison and oversees the day-to-day activities of 
the City's team as they impact the project. 

• Will be asked to participate in all meetings with Doxim.  
Billing / Business Process Experts 

Anticipated Effort: 75% 

Primary Responsibilities:    
• Liaise with Doxim's Business Analysts and act as experts for any 

project questions.  
IT Support 

Anticipated Effort: as required 

Primary Responsibilities:    • Will be tasked with any connectivity testing, if required.  

After-Hours Availability 

Standard support hours are Monday to Friday, 8:00 am to 5:00 pm CST. If after-hours support is 

required, we have an extended support model to meet client needs. Our IT department monitors 

all operating environments 24-7 and responds to emergency requests when required. 

Ongoing Support 

All clients are provided with a primary Client Services contact for service support during business 

hours. Issues can be reported via phone, email, or online ticketing system. Support SLAs are 

defined by incident priority: P1 (2 business hours), P2 (4 business hours), P3 (6 business hours), P4 

(next business day). Updates are provided at least every two hours for P1 and P2 issues, or as 

agreed. Incident reports detail root cause and preventive actions upon closure. 

Previous Experience and Successful Implementations 

Over the past 24 months, we have successfully implemented approximately 100 new projects 

across North America, encompassing a wide range of complexity and regulatory requirements. 

These projects have included numerous engagements with municipality and utility entities, which 

demand high standards of compliance, accountability, and performance. 

We have consistently delivered outcomes that meet or exceed expectations, and we take pride in 

having no unresolved implementation failures or client disputes. Our commitment to continuous 

improvement is supported by a strong client feedback loop, including: 

• Annual customer satisfaction surveys 

• Post-implementation reviews 

• Customer support evaluations 

• Regular input from customer advisory boards 
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This data-driven feedback process allows us to refine our services and maintain a high level of 

client satisfaction across all engagements. 

References for Similar Engagements 

Doxim specializes in serving the needs of Municipality and utility organizations, providing scalable, 

secure, and compliant solutions tailored to their operational requirements. Our extensive 

experience in this sector enables us to deliver reliable, high-performing services aligned with 

industry best practices. 

For the City’s review, we have included three (3) professional references from recent engagements 

with similar governmental or utility entities. These references will attest to our successful track 

record in: 

• Delivering complex solutions on time and within scope 

• Maintaining high-quality standards 

• Demonstrating diligence and responsiveness throughout the project lifecycle 

Reference #1  

Customer’s Business Name Greenville Utilities Commission  

Primary Contact Name: Scott Mullis - Director of Customer Relations 

Address: mullisjs@guc.com  

Telephone Number: 252-551-3312 

 
Reference #2  

Customer’s Business Name City of Albemarle  

Primary Contact Name: Bart Davis - Customer Accounts Supervisor 

Address: bdavis@ci.albemarle.nc.us      

Telephone Number: 704-984-9616 

 
Reference #3 

Customer’s Business Name Black Hills Energy (Fayetteville Arkansas)  

Primary Contact Name: Brandon Rozema - Manager, Revenue Assurance  

Address: brandon.rozema@blackhillscorp.com  

Telephone Number: 605-939-1583  

Partnering for Success    

We believe our extensive experience in print and mail, combined with our strategic consulting 

expertise, positions Doxim as a trusted long-term partner for enhancing the City’s communications 

and supporting future growth. 

With deep knowledge of the utility market and its evolving dynamics, we are uniquely equipped to 
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help you adapt as your business needs change. Managing in-house print and mail operations can 

be complex, resource-intensive, and increasingly difficult in today’s rapidly changing environment. 

That is why many organizations choose to focus on their core business while outsourcing bill 

creation and delivery – across both print and digital channels – to a proven partner. 

By entrusting your mission-critical billing communications to Doxim, you gain a partner committed 

to delivering industry-leading, omni-channel solutions that streamline operations and strengthen 

customer engagement.  
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METHOD OF DOING WORK 

Doxim will not be using any subcontractors. All services will be supported in-house. 

Given the critical nature of utility billing, Doxim CCM was created for the purpose of billing for 

metered services, and this platform provides our clients with the latest approach for data 

reception, data parsing, document composition, bill production, selective inserting, archiving, and 

multiple channel delivery. High-level functionality includes: 

• Data reception and mapping

• Document composition and management

• Postal processing services including National Change of Address (NCOA), Coding Accuracy Standard

(CASS), and Delivery Point Validation (DPV)

• Online proofing

• Full-color print production

• Intelligent inserting

• Archiving/PDF services

• Multi-channel bill delivery

• Reporting statistics

1. Data Management & Pre-Production

• Securely receive and process billing data files from The City in the agreed format.

We securely receive and process billing data files from Bentonville in the agreed format,

including tab delimited index files and other structured formats. Data transmissions are

automatically logged, processed, and tracked to the point of production printing, with

production samples created and submitted for City approval prior to release.

• Perform data validation, cleansing, and postal address standardization (CASS certification, NCOA updates).

Data validation, cleansing, and postal address standardization are performed using Coding

Accuracy Support System (CASS) certification and National Change of Address (NCOA)

updates. Delivery Point Validation (DPV) software is also utilized to maximize postal

processing efficiency and ensure mailing addresses are standardized and updated, with

CASS-certification and NCOA validation included as part of our address hygiene efforts.
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• Apply approved bill templates, logos, and formatting in compliance with City’s branding guidelines.  

Approved bill templates, logos, and formatting are applied in compliance with the City’s 

branding guidelines. Our document composition services leverage client-specific templates 

for layout and data mapping, validating paper requirements and print quality, and ensuring 

branding consistency across all communications. 

• Conduct pre-production proofing for City review and approval prior to live production. 

Pre-production proofing is conducted for City review and approval prior to live production. 

The Doxim CCM portal provides a bill QA review module, allowing City staff to review 

composed billing documents individually or by sample set based on business rules, with the 

ability to disposition each bill before production. Print and electronic deliveries are placed 

on hold until a QA-complete signal is received from the City, and records of job metrics, 

balancing, QA pass/fail, and SLA adherence are all maintained. 

• Provide seamless integration with Invoice Cloud for PDF presentment to ensure bills are available electronically in the 
customer portal. 

Doxim provides seamless integration with Invoice Cloud to support PDF presentment within 

your customer portal. This ensures invoices are delivered electronically, securely, and are 

easily accessible to customers. Today, this integration is already established with many of 

your fellow utility peers utilizing both Doxim and Invoice Cloud for their billing and payment 

services.   

Our Enterprise Content Management (ECM) system stores and presents bills in real-time. 

Documents are compliant, accessible, and notifications (email/SMS) can be triggered when 

new bills are available. 

This API integration helps streamline operations, enhance digital self-service, and reduce 

service center inquiries. Below we have included several benefits of the integration: 

o Centralized, secure PDF document storage within our ECM platform. 

o Smooth integration with Invoice Cloud for presenting PDFs directly in your customer portal. 

o Cost savings via reduced reliance on print and mail. 

o Improved customer engagement through timely access and notifications. 

o Operational efficiencies through fewer support inquiries and quicker staff access to documents. 

o Compliance and accessibility are built into the portal experience. 

• Interface directly with CentralSquare Technologies’ Naviline CIS system to support data transfer, formatting, and 
ongoing operational compatibility. 

We interface directly with CentralSquare Technologies’ Naviline CIS system to support data 
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transfer, formatting, and ongoing operational compatibility. Our experts oversee the 

integration with existing backend systems, including industry-specific core systems, to 

ensure all business-critical systems work together seamlessly for optimal performance and 

results. 

2. Printing & PDF Bill Design 

• Produce customer bills in full-color, duplex (two-sided) format. Bill Layout:  
a) Front Page: Provide a clear summary of account information, balance due, due date, and payment options. Include a 
Message Center section capable of delivering tailored communications to customers either at the individual account 
level or globally to all customers. 
b) Back Page: Display detailed service usage information (e.g., meter readings, consumption history, service 
breakdowns).  

We produce customer bills, letters and notices in full-color, duplex (two-sided) format using 

state-of-the-art, high-volume inkjet production capabilities. Our technology supports 

dynamic perfing and MICR printing, enabling vibrant, accurate, and engaging documents 

for every customer communication. Bill Layout: 

a) Front Page: We provide a clear summary of account information, balance due, due date, 

and payment options. The bill design incorporates a Message Center section that can 

deliver tailored communications to customers at the individual account level or globally to 

all customers. This is achieved through flexible bill composition and segmentation features, 

allowing targeted messaging and marketing content, including program information, 

payment plans, and relevant seasonal or account-status communications. 

b) Back Page: The back of the bill displays detailed service usage information, including 

meter readings, consumption history, and service breakdowns. Our redesigns utilize color 

coding and graphical elements to enhance clarity of charges and usage history, supporting 

customer understanding and reducing call center contacts.  

We have included a few samples on the following pages for the City’s review. 
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Bill Sample #1 

Bill Sample #2 
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Bill Samples #3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

• Ensure print and electronic versions match in layout and content.  

Print and electronic versions of bills match in layout and content. The PDF bill available to 

customers and City staff is drawn from the same document repository, ensuring consistency 

between print and electronic formats. Both CSRs and customers can view the bill 

concurrently, accessing identical versions. 

• Provide a secure portal for City staff to manage Message Center communications, including scheduling, targeting, and 
content approval.  

We provide a secure portal (Doxim CCM Portal) for City staff to manage Message Center 

communications. This portal enables scheduling, targeting, and content approval for bill 

messaging. It supports configurable user group access, tracks all actions for accountability, 

and presents real-time production and activity information. The portal also allows for self-

serve management of customer communications, including customization, approval 

workflows, and enhanced message delivery.  

The Bentonville team will have self-serve access through the Doxim Admin Portal to update 

or change on-bill messaging as needed. In addition, the portal provides production and 

mail tracking, allowing you to see when bills have completed printing and where they are 
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within the USPS mail stream. You’ll also have visibility into addresses flagged by the USPS as 

potentially undeliverable, with the option to either suppress or proceed with mailing based 

on that flag. 

• Integrate additional inserts, flyers, or regulatory notices as requested. 

We can integrate additional inserts, flyers, or regulatory notices as requested. Bill 

composition services allow inserts to be built into the billing document as onserts (defined 

areas for insert content) or appended inserts (additional pages within the bill). Our 

intelligent inserting technology supports selective and dynamic inclusion of up to six slots 

per mailpiece, with error detection, quality assurance, and reprocessing capabilities to 

ensure integrity. 

3. Finishing & Mailing 

• Fold, insert, and seal bills into #10 window envelopes (or other City-approved envelope stock). Match mailing 
components using barcode verification or equivalent integrity controls. 

We fold, insert, and seal bills into #10 window envelopes (single or double window) or other 

City-approved envelope stock using intelligent inserters equipped with camera systems for 

barcode verification. These systems read insertion barcodes, determine the sheets and 

inserts for each envelope, and verify envelope integrity to ensure correct document 

matching and eliminate double stuffs. Our automated finishing and assembly capabilities 

support collation, folding, and selective insertion of sheets into various envelope sizes, 

including #10, 6x9, and 9x12 envelopes. Production integrity barcodes are used throughout 

the process for page-level reconciliation and quality control, with final in-process camera 

readings after sealing to ensure all mailpieces are accounted for. 

• Presort and prepare mail for induction into the U.S. Postal Service (or applicable postal carrier) with optimized postage 
rates.  

We presort all addresses to obtain the lowest possible USPS First Class mail rates or, where 

zip code densities may not be achieved, mail can be commingled via a presorter service for 

additional discounts. Our automated processing platform generates USPS tray tags and 

batch paperwork to ensure optimal postage rate qualifications. Address hygiene processes, 

including CASS-certification, DPV, and NCOA validation, are performed to maximize postal 

processing efficiency and minimize postage costs. Bills with the same mailing address can 

be bundled and mailed in one envelope to further reduce postage. 

• Provide confirmation of delivery to postal services with daily/weekly reconciliation reports. 

We provide confirmation of delivery to postal services through daily consolidated payment 
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transaction reports via SFTP in Excel or CSV formats, supporting internal processing and 

end-of-day reconciliation. Our Automated Process Queue (APQ) monitors and tracks the 

document lifecycle, and confirmation samples are available for review prior to printing. Tray 

tags, placards, and postal reports are created and transmitted to clients, with automated 

email notifications confirming production totals, including page counts and mailpiece 

counts, broken out by file split, intercept, and exception codes. Quality control procedures 

ensure all mailpieces are reconciled and accounted for, with reporting and documentation 

at each production step. 

4. Quality Control 

• Maintain 99.9% or higher accuracy for print-to-mail match. 

We maintain a 99.9% or higher accuracy for print-to-mail match through a comprehensive 

quality assurance process. Each page of every document is uniquely barcoded and tracked 

throughout production and insertion, ensuring every file delivered results in a package 

mailed to the designated recipient within defined SLAs. Our standard quality assurance 

processes include barcode scanning during insertion, reconciliation against piece-level 

databases, and automatic diversion of any mail pieces that fail checks for closed-loop 

reprinting. 

• Implement sample audits and random pulls for quality checks. 

Sample audits and random pulls for quality checks are implemented at multiple stages. 

Production samples are created and submitted to approval authorities before being 

released into the print queue. QC pieces are systematically generated for review and sign-

off by Production Supervisors. Operators perform visual checks and sign off at QA 

checkpoints, with dedicated QA staff conducting final checks before mailing. Manual 

oversight includes quality control slips and control lines for reconciliation, and any damaged 

or non-conforming pieces are logged and reprinted through a closed-loop process. 

• Track and report on production issues, misprints, or undeliverables. 

We track and report on production issues, misprints, or undeliverables through formal 

incident management systems. All sites have systems for controlling and managing errors, 

including triple-check processes, QA procedures, and a 20-point document integrity 

checklist. Non-conformances are tracked as production incidents, assigned priorities, and 

addressed the same day, with patterns reviewed by the Client Service team for process 

improvements. Processing capacity and system performance are monitored 24x7x365, with 
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weekly management reviews, and any issues are communicated to clients as needed. 

Returned or undeliverable mail is tracked and reported, with pertinent data provided to 

clients for address correction and process improvement. 

5. Reporting & Customer Support 

• Provide monthly reports summarizing print volumes, postage usage, and undeliverables. 

We provide comprehensive monthly reports summarizing print volumes, postage usage, 

and undeliverables. These reports are available through the online Doxim portal for self-

serve access and can include job/file details by application type, mail pieces, document, 

page and impression counts, as well as shipment tracking and postage activity including 

mail categories, associated volumes, discount/full rates, and total postage fees. Mail 

tracking scans and undeliverable mail reporting are also available in real-time via the IMB 

and USPS data. 

• Maintain service logs and performance metrics to ensure compliance with agreed Service Level Agreements (SLAs). 

We maintain service logs and monitor key performance metrics, including system response, 

uptime, production SLA fulfillment, and issues reported through Customer Support. 

Performance standards are tracked daily, with job alerts configured for exceptional activity, 

and regular reporting is provided to ensure compliance with agreed SLAs. Reporting 

frequency and content are determined during implementation and reviewed regularly with 

our Account Management team. 

• Provide City with a designated account manager and support team for issue resolution. 

Dedicated client partner support and resources will be provided to City upon award. 

Doxim’s team includes utility experts averaging 10+ years' experience. The Account 

Management team for the City will be led by your Account Executive, Josh Ciccia, and 

supported by an experienced Customer Success Manager and Client Services Manager. This 

team will have direct access to the cross-functional SMEs across our organization to ensure 

that we are able to address all requests and inquiries that you may have. Clients have 

flexibility in communication methods, including email, text, phone, and online case 

management.  

6. Security & Compliance 

• Handle all City data in compliance with applicable data security regulations (e.g., SOC 2, PCI DSS, HIPAA if applicable). 

We handle all City data in compliance with applicable data security regulations, including 

SOC 2, PCI DSS, and HIPAA where applicable. Our compliance is verified through annual 
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independent audits, including SOC 2, HIPAA, PCI, ISO 27001, ISO 27701, and HITRUST, 

with no exceptions reported. Personally Identifiable Information (PII) is defined, classified, 

and protected according to all applicable privacy regulations, and our policies are regularly 

updated to ensure ongoing compliance. 

• Maintain secure facilities and processes for data transfer, storage, and destruction.

We maintain secure facilities and processes for data transfer, storage, and destruction.

Physical and virtual data handling environments are governed by strict IT Governance

protocols. Data transfer is secured using protocols such as TLS 1.2 or higher, and SFTP is

used for covered information. Storage procedures ensure that records are readable,

retrievable, and protected according to their classification and retention requirements. Data

destruction methods include secure wiping, degaussing, shredding, and use of dedicated

disposal vendors with Certificates of Destruction provided. Paper and electronic media are

securely stored prior to destruction, and all processes align with industry standards and

regulatory requirements.

• Provide business continuity and disaster recovery documentation upon request.

Business continuity and disaster recovery are supported by a comprehensive, documented

six-step disaster recovery plan. This plan targets restoration of business-critical IT and

printing functions within 48 hours of a disaster declaration, with clear designation of critical

and non-critical functions, recovery teams, vendor and customer notification procedures,

and IT recovery protocols. Data centers maintain replication capabilities and meet recovery

time and point objectives as defined in client SLAs. All supporting documentation, including

the Doxim Business Continuity and Disaster Recovery Plan, is available upon request.

Proposed Method of Doing Work 

Contracting process 

Doxim reviews the Standard Terms and Conditions upon selection as a potential vendor to ensure 

alignment with client expectations. Necessary edits are made, and a mutually agreeable 

agreement is finalized after incorporating required changes. 

Configuration process 

Configuration is managed by a dedicated Doxim PM and SMEs following contract signing. Key 

tasks include requirements gathering, solution design, development, integration, and validation. 

The PM coordinates with client SMEs to capture business and operational requirements and 
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configure Doxim solutions accordingly. The configuration process prioritizes integration and setup 

of core solution components, with phased rollout and validation at each stage. 

Implementation process and estimated timeline to launch 

The foundation for our ongoing success in client implementations is built upon a tested and 

proven transition methodology. Doxim will provide the City with a full scale, end-to-end 

implementation methodology that will ensure this project will be transitioned on time, on budget, 

and with no disruption of service.  

Upon signature of the contract between our two organizations, a dedicated Doxim PM will be 

assigned to transition the scope of work into our environment. Throughout the implementation 

project, regular project meetings will be led by the Doxim PM to ensure the alignment of both our 

teams.  

Our methodology defines business needs at the beginning of the project and maintains visibility 

throughout the implementation. We will continuously transfer leading-edge knowledge to you 

based on our experience and involvement with clients similar in size and scope to you. 

Below, we have provided a proposed implementation plan for the City (see Figure 5). A more 

detailed project plan and confirmation of your project timeline will be provided as we move 

through the process and understand your target go live and requirements in full detail. 
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Figure 5. Sample Implementation Timeline 

Our ability to confidently establish timelines, backed by SLA guarantees, is the result of having dedicated expert teams that utilize a 

well-documented project management methodology. We survey our clients after every project and would be happy to have them 

talk specifically with you about how we ran their implementation. In addition, we can schedule a demonstration of our project 

planning process to provide you with better insight into our process.
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Training process 

Training is incorporated during the implementation phase, including dedicated training sessions 

and materials for client staff. Doxim provides training on solution usage, operational procedures, 

and administrative functions. Training is delivered prior to go-live and post-launch as needed, 

ensuring client teams are fully equipped to operate and manage the solution. 

Scheduled maintenance 

Technical maintenance and upgrades are strategically scheduled around customer delivery 

timelines. Preventative maintenance is performed after peak production periods, and system 

updates are typically conducted mid-month. All planned or unplanned downtime requires review 

and authorization by the Doxim Change Approval Board (CAB), ensuring thorough testing and 

contingency planning. Clients are notified of upcoming maintenance, and updates are scheduled 

to avoid traditional holidays to maximize support and minimize service interruptions. 

How new versions (updates) impact currently implemented active versions 

Minor software updates are tested and deployed quarterly, including back-end enhancements, 

features, and security improvements. Clients are notified in advance of any changes. Significant 

product features and functional improvements are beta tested with selected clients and deployed 

semi-annually. All key stakeholders receive advance notification of product features and system 

improvements via email and direct communications through Client Success Managers. Updates 

are designed to minimize disruption and ensure compatibility with active versions, with thorough 

testing and validation prior to deployment. 
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PRICE  

Base Services   

Base bill package: processing, 1 full color, duplex printed 23# 
sheet, standard #9 single window BRE (as required) inserted into 
standard #10 double window envelope, CASS processing, presort, 
excludes postage 

$0.117 Per package 

Additional duplex printed sheet $0.06 Per sheet 

eBill creation, notification with bill access $0.117 Per record 

Doxim CCM portal: production reporting, message management, 
bill QA/proofing, access to bill archive  

$850 Per month 

Bill archive with 24 month retention and API access $0.02 Per document 

Bill processing setup fee: new bill template creation, design data 
mapping, creation of business rules and implementation of 
products. Estimated at $15,0000, discounted to $5,000.  

$5,000 One-time 

   

Optional Services   

Return PDF archives to client $0.01 Per PDF 

Additional inserts, if provided by client $0.01 Per insert 

NCOA  $0.25 
Per address 

change 

Special handling/oversized packages  $0.75 Per package 

Bill pulls  $12 Per bill pull 

Creation/production of additional inserts 
Estimated upon 

request 
 

Warehousing of client materials  $25 
Per skid per 

SKU per month 

Professional services  $180 Per hour 

Minimum job run fee  $200 Per job run 

Postage Pass-through Per USPS rate 
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DISCLAIMER  

All information provided herein, unless otherwise indicated, is of a confidential nature and is being 

delivered to the City of Bentonville (“Client”) on the express understanding that it will be used by 

Client for the sole purpose of evaluating a proposed business transaction. By accepting receipt of 

this document, Client agrees that it will keep confidential all information contained herein or made 

available to Client in connection with the proposed business transaction. 

The information provided herein by Doxim is based on specific information contained in the 

Client’s RFP dated August 31, 2025 (the “RFP”). Should any such information provided by Client in 

the RFP prove to be inaccurate or incomplete, Doxim reserves the right to modify the information 

and/or responses contained herein. Doxim shall not be liable to Client for any responses, 

assumptions or information contained in this document, which are based on inaccurate or 

incomplete information provided in the RFP. 

Notwithstanding anything in the RFP or Doxim’s response thereto, the information and/or 

responses contained herein shall not and do not create any obligation on Doxim and are not 

intended to create legally binding obligations relating to the proposed transaction or the services 

contemplated herein. 
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Contractor/Vendor Disclosure  

________________________________________ 

THIS DOCUMENT MUST BE COMPLETED AND INCLUDED IN ANY SUBMISSION 

Company Name: ________________________________________ 

Identify each employee of the City Of Bentonville to whom you, any of your 

Employees owning more than 5% interest in your Company, or are a  

Director/Executive/Decision Maker of your Company are immediately related. 

Immediate Relation includes: 

• Spouse/Domestic Partner

• Parents-Natural or Legal/Step/In Laws

• Children/Step, Siblings-Whole/Half/Step/ In Laws

• Grandchildren/Step, Great Grandchildren.

__________________________________________________________

__________________________________________________________ 

__________________________________________________________ 

__________________________________________________________ 

OR  

Check this box if there are no applicable relationships to disclose. 

Failure to disclose shall be considered a material breach and grounds for immediate termination of this 

contract/agreement.  Note:  Any change in circumstances resulting in a conflict or appearance of a 

conflict shall be reported within 30 days of change of circumstance.  

 _____   Initials

City of Bentonville Request for Proposal (RFP)-25-48 Page 16 of 18
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NON-COLLUSION AFFIDAVIT 
BID INVALID IF THIS AFFIDAVIT IS NOT SIGNED AND NOTARIZED AND SUBMITTED WITH THE BID 

___________________________________________________________________ 

State of ______________________________ 

County of ___________________________ 

I __________________________________________________ (Printed Name of Authorized Representative/Agent) of lawful 
age, being first duly sworn, on oath says that: 

1.They are the duly authorized representative/agent of the Bidder and/or contractor submitting the Competitive Bid and/or
procuring the contract which is attached to this statement, for the purpose of certifying the facts pertaining to the existence
of collusion among Bidders and between Bidders and City officials or employees, as well as, facts pertaining to the giving or
offering of things of value to government personnel in return for special consideration in the letting of any contract pursuant
to the Invitation for Bids to which this statement is attached;

2. They are fully aware of the facts and circumstances surrounding the making of the Bid and/or the procurement of the
contract to which this statement is attached and have been personally and directly involved in the proceedings leading to the
submission of such Bids;

3. Neither the Bidder/contractor nor anyone subject to the Bidder/contractor’s direction or control has been a party;

a. to any collusion among Bidders in restraint of freedom of competition by agreement to bid at a fixed rate or to
refrain from submitting;

b. to any collusion with any City official or employee as to quantity, quality or price in the prospective contract, or as
to any other terms of such prospective contract, nor

c. in any discussions between Bidders and any City official concerning exchange of money or other thing of value for
special consideration in the letting of a contract;

d. to paying, giving, donating or agreeing to pay, give or donate to any officer or employee of the City of Bentonville,
any money or other thing of value, either directly or indirectly, in procuring the contract to which their statement is
attached.

To be completed by Company (Authorized Representative/Agent):  

Signature of Authorized Representative/Agent: __________________________________________  

Title (of Authorized Representative/Agent): _____________________________________________ 

To be completed by Notary (include Seal): 

Subscribed and sworn before me this: __________________day of _____________________________, 20______

Notary Public Signature: ______________________________________My commission expires: ________________ 

Seal: 

City of Bentonville Request for Proposal (RFP)-25-48 Page 18 of 18
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CITY OF BENTONVILLE, ARKANSAS 
PURCHASING AND COMPLIANCE DEPARTMENT  

2ND FLOOR ADMINISTRATIVE SERVICES BUILDING 

1000 SW 14TH ST  

BENTONVILLE, ARKANSAS  72712 

EXECUTION OF PROPOSAL & ACKNOWLEDGEMENT OF ADDENDA 

(REQUIRED RESPONSE FORM) 

EXECUTION OF PROPOSAL (REQUIRED) 

Upon signing this Proposal, the proposer certifies that he or she has read and agrees to the requirements set forth in this Proposal 

including specifications, conditions and pertinent information regarding the articles being proposed on. Unsigned Proposals will 

be rejected without exception. 

NAME OF FIRM (Must match W-9):        PHONE NUMBER:              EMAIL: 

BUSINESS STREET ADDRESS:    CITY:           STATE:    ZIP:  

SIGNATURE OF AUTHORIZED PERSON:     DATE:  

PRINTED OR TYPED NAME:    TITLE:  

ARKANSAS SALES OR USE TAX NUMBER (if applicable): 

__________________________________ 
ACKNOWLEDGEMENT OF ADDENDA (REQUIRED WHEN ADDENDA ISSUED) 

Addendum Number Initials to Acknowledge 

_________ ___________ 

_________ ___________ 

_________ ___________ 

_________ ___________ 

City of Bentonville Request for Proposal (RFP)-25-48 Page 3 of 18

*N/A

*No addenda were issued, as all questions and answers were posted directly on the portal. 
We acknowledge that we have reviewed all Q&A.

Allison Payment Systems LLC DBA Doxim

2200 Production Drive Indianapolis, IN 46241 46241IN 

Mitch Anderson RVP

September 19, 2025

Sales and Use Tax (Account Number): 00167048-SLS 

mitch.anderson@doxim.com(205) 370-5637

Docusign Envelope ID: 5708611E-2EA1-46F9-9BBA-5CEAAA7B4A0D
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CITY OF BENTONVILLE, ARKANSAS 

PURCHASING AND COMPLIANCE DEPARTMENT  

ADMINISTRATIVE SERVICES BUILDING 

1000 SW 14TH STREET BENTONVILLE, AR 72712 

(479)-271-3115 – purchasing@bentonvillear.com 

FOR PUBLICATION 
PUBLICATION DATE: August 31, 2025 

NOTICE  
Bill Design and Print Services 

REQUEST FOR PROPOSALS  
(RFP)-25-48 

The City of Bentonville, Arkansas is accepting formal, sealed proposals from properly qualified, experienced, licensed 
and insured providers for bill design and printing services.  The selected vendor will be responsible for securely 
receiving and processing billing data files, producing customer bills in full-color, duplex (two-sided) format, fold, 
insert, and seal bills into #10 window envelopes, presort and prepare for induction into the U.S. Postal Service (or 
applicable postal carrier) and providing the City with monthly reports. All services must be delivered in compliance 
with industry standards for data security, print production, and mail processing, and vendors must demonstrate a 
proven track record of delivering similar services  for the City of Bentonville Utility Billing Department. The awarded 
Proposer will be required to sign a binding Contract with the City; the awarded Contract will be for a one (1) year 
term, renewable annually upon mutual written agreement via amendment for a maximum term not to exceed three 
(3) years. The City reserves the right to award a contract to one or multiple Proposers based on the City’s sole
determination and in accordance with the City’s best interest.

Interested parties can obtain the required Response Packet by emailing purchasing@bentonvillear.com, by calling 
479-271-3115, or from the Purchasing and Compliance Department located at the address below. The Response
Packet may also be downloaded from the Purchasing and Compliance Page of the City’s website
(http://www.bentonvillear.com/211/Purchasing) by clicking ‘Review Open RFQs and RFPs’; however, the City
encourages any Parties whom download the Response Packet to alert the Purchasing and Compliance Department
via the contact information above to ensure they receive any issued Addenda or Q&A. Interested Parties should
note that there may be a 24-48 hour delay in the Response Packets being uploaded on the City’s website from the
date of publication.

The deadline for submission of a Proposal in response to this request is September 25, 2025 at 4:00 PM CST. 
Submissions shall only be delivered to the City of Bentonville Purchasing and Compliance Department, located 
within the City of Bentonville Administrative Services Building, located at 1000 SW 14th Street Bentonville, AR 
72712, on the 2nd Floor. All Submissions must be received by the Purchasing and Compliance Department prior to 
the deadline for submissions stated in this Advertisement and shall be delivered in a sealed envelope and as 
required in the Response Packet for this solicitation. In accordance with Arkansas Procurement Law and Rules, it is 
the responsibility of vendors to submit responses at the designated location before the required due date and 
time. Responses received after the deadline date and time will be considered late and will be rejected, without 
exception.  Proposals which are unsigned will be rejected.  

The City of Bentonville encourages all qualified small, minority and women owned business enterprises to submit 
proposals/bids for City contracts.  

All questions must be submitted via written communication only to purchasing@bentonvillear.com. The deadline 
for questions to be submitted regarding this Request is September 18, 2025 at 4:30 PM CST, after this time the City 
will only provide clarifications or responses pertaining to items in the Response Documents that do not result in a 
change or Addendum (see Response Documents for additional information). 

Department Responsible for Advertising Costs: Purchasing and Compliance

City of Bentonville Request for Proposal (RFP)-25-48 Page 1 of 18
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CITY OF BENTONVILLE, ARKANSAS 
PURCHASING AND COMPLIANCE DEPARTMENT  

2ND FLOOR ADMINISTRATIVE SERVICES BUILDING 

1000 SW 14TH ST  

BENTONVILLE, ARKANSAS  72712 

REQUEST FOR PROPOSAL 
SOLICITATION INFORMATION 

Proposal Number: RFP-25-48 Date of Issuance: August 31, 2025 

Brief Description: Bill Design and Print Services 

Agency: The City of Bentonville, Arkansas: Utility Billing Department 

SUBMISSION DEADLINE FOR RESPONSE

Proposal Submission Deadline: 

(Date) 
September 25, 2025 Proposal Submission Deadline: 

(Time) 
4:00 PM CST 

Proposals must be received by the Purchasing and Compliance Department prior to 4:00 PM CST on Thursday, September 25, 2025. In 

accordance with Arkansas Procurement Law and Rules, it is the responsibility of vendors to submit Proposals at the designated location on or 

before the Proposal submission deadline. Proposals received after the designated Proposal submission deadline will be considered late and will 

be rejected.  

DELIVERY OF RESPONSE DOCUMENTS 

Delivery Address: 
*Prospective vendors assume all risk

for timely, properly submitted 

deliveries.

City of Bentonville Administrative Services Building   

Attn: Purchasing and Compliance Department – 2nd Floor 

1000 SW 14th St  

Bentonville, Arkansas 72712 

Proposal’s Outer Packaging: Outer packaging must be sealed and properly marked with the following information: 

• Proposal Number: RFP-25-48

• Vendor’s name and return address

Proposals which must be opened to be identified will be considered incomplete and may be 

rejected. 

Number of Copies for Submission: (1) One signed original and one (1) digital of the Proposal is to be delivered by the specified

date and time of the Proposal deadline listed herein. Failure to deliver the specified number

of originals will be considered a late submission and will be rejected, without exception.

Submissions may not be submitted via email; digital copies received via email will be

deleted upon receipt and will not be acknowledged as submitted.

CITY OF BENTONVILLE, ARKANSAS PURCHASING AND COMPLIANCE OFFICE CONTACT INFORMATION 

Purchasing and Compliance 

Manager: 

Kelsi Frederick Purchasing and Compliance 

Email:  

purchasing@bentonvillear.com 

Purchasing and Compliance 

Phone Number: 

(479) 271-3115 Purchasing and Compliance 

Address: 

Administrative Services-2nd 

Floor 1000 SW 14th St. 

Bentonville, AR 72712 
Questions regarding this Proposal should be directed ONLY to the Purchasing and Compliance Department via written 

communication (email or mail). The deadline for submitting questions related to this Request for Proposal is September 18, 

2025 at 4:30 PM CST 

------------------------------------------------------------------------------------------------------------------------- ------------------------------ 
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CITY OF BENTONVILLE, ARKANSAS 
PURCHASING AND COMPLIANCE DEPARTMENT  

2ND FLOOR ADMINISTRATIVE SERVICES BUILDING 

1000 SW 14TH ST  

BENTONVILLE, ARKANSAS  72712 

EXECUTION OF PROPOSAL & ACKNOWLEDGEMENT OF ADDENDA 

(REQUIRED RESPONSE FORM) 

EXECUTION OF PROPOSAL (REQUIRED) 

Upon signing this Proposal, the proposer certifies that he or she has read and agrees to the requirements set forth in this Proposal 

including specifications, conditions and pertinent information regarding the articles being proposed on. Unsigned Proposals will 

be rejected without exception. 

NAME OF FIRM (Must match W-9):        PHONE NUMBER:              EMAIL: 

BUSINESS STREET ADDRESS:    CITY:           STATE:    ZIP:  

SIGNATURE OF AUTHORIZED PERSON:     DATE:  

PRINTED OR TYPED NAME:    TITLE:  

ARKANSAS SALES OR USE TAX NUMBER (if applicable): 

__________________________________ 
ACKNOWLEDGEMENT OF ADDENDA (REQUIRED WHEN ADDENDA ISSUED) 

Addendum Number Initials to Acknowledge 

_________ ___________ 

_________ ___________ 

_________ ___________ 

_________ ___________ 
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CITY OF BENTONVILLE, ARKANSAS 
PURCHASING AND COMPLIANCE DEPARTMENT  
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BENTONVILLE, ARKANSAS  72712 
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CITY OF BENTONVILLE, ARKANSAS 
PURCHASING AND COMPLIANCE DEPARTMENT  

2ND FLOOR ADMINISTRATIVE SERVICES BUILDING  

1000 SW 14TH ST  

BENTONVILLE, ARKANSAS  72712 

 

 

SUMMARY: SERVICES & DEADLINES 
SUMMARY OF REQUESTED SERVICES   

The City of Bentonville, Arkansas is accepting formal, sealed proposals from properly qualified, experienced, 

licensed and insured providers for bill design and printing services.  The selected vendor will be responsible for 

securely receiving and processing billing data files, producing customer bills in full-color, duplex (two-sided) format, fold, 

insert, and seal bills into #10 window envelopes, presort and prepare for induction into the U.S. Postal Service (or 

applicable postal carrier) and providing the City with monthly reports. All services must be delivered in 

compliance with industry standards for data security, print production, and mail processing, and vendors must 

demonstrate a proven track record of delivering similar services  for the City of Bentonville Utility Billing 

Department. The awarded Proposer will be required to sign a binding Contract with the City; the awarded 

Contract will be for a one (1) year term, renewable annually upon mutual written agreement via amendment 

for a maximum term not to exceed three (3) years.  

Interested in submitting?  

- Read through this entire Response Packet. This is the City’s document for requesting Proposals. It 

contains important information regarding the Scope of Work, location and the terms and conditions of 

the work and the contract.  

- Submit questions (prior to the deadline listed in this Packet) if you need clarification on something or 

have specific questions (submit to purchasing@bentonvillear.com).  

- If you would like to submit a Proposal, be sure to include information that relates to the Evaluation 

Criteria listed in this Response Packet (this is how your Proposal will be ranked).  

o You can create your Proposal in the format you choose, include pictures if you want to and 

choose the method you would like to tell the City about the services you provide and what you 

are Proposing to the City. Just remember to sign Page 3 of this Packet and your Proposal, and 

include it when you submit your Proposal.  

- Remember that, while the City reserves the right to interview any or all Proposers, the City may select 

and award the Contract to a Proposer without discussion with the Proposer, so Proposals should be 

submitted with the most favorable terms.  

- Remember to submit your Proposal BEFORE the SUBMISSION DEADLINE. The submission needs to be 

sealed (as instructed in this Response Packet).   

DEADLINES: 

 Advertisement Published, Requesting Proposals: August 31, 2025      

 Deadline to Submit Questions: September 18, 2025 (4:30 PM CST) 

 Deadline to Submit Proposals: September 25, 2025 (4:00 PM CST)  
 
*The hard copy Submission must be delivered prior to the deadline date/time in a SEALED envelope. 

PROPOSALS CANNOT BE EMAILED. 
City of Bentonville Request for Proposal (RFP)-25-48 Page 5 of 18
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CITY OF BENTONVILLE, ARKANSAS 
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SCOPE OF WORK 
The City of Bentonville, Arkansas is accepting formal, sealed proposals from properly qualified, experienced, licensed and 

insured providers for bill design and printing services.  The selected vendor will be responsible for securely receiving and 

processing billing data files, producing customer bills in full-color, duplex (two-sided) format, fold, insert, and seal bills into 

#10 window envelopes, presort and prepare for induction into the U.S. Postal Service (or applicable postal carrier) and 

providing the City with monthly reports. All services must be delivered in compliance with industry standards for data 

security, print production, and mail processing, and vendors must demonstrate a proven track record of delivering similar 

services  for the City of Bentonville Utility Billing Department. The awarded Proposer will be required to sign a binding 

Contract with the City; the awarded Contract will be for a one (1) year term, renewable annually upon mutual written 

agreement via amendment for a maximum term not to exceed three (3) years.  

1. Data Management & Pre-Production 

• Securely receive and process billing data files from The City in the agreed format. 

• Perform data validation, cleansing, and postal address standardization (CASS certification, NCOA 

updates). 

• Apply approved bill templates, logos, and formatting in compliance with City’s branding guidelines. 

Conduct pre-production proofing for City review and approval prior to live production. 

• Provide seamless integration with Invoice Cloud for PDF presentment to ensure bills are available 

electronically in the customer portal. 

• Interface directly with CentralSquare Technologies’ Naviline CIS system to support data transfer, 

formatting, and ongoing operational compatibility. 
 

2. Printing & PDF Bill Design 

• Produce customer bills in full-color, duplex (two-sided) format. Bill Layout: 

a) Front Page: Provide a clear summary of account information, balance due, due date, and payment 

options. Include a Message Center section capable of delivering tailored communications to customers 

either at the individual account level or globally to all customers. 

b) Back Page: Display detailed service usage information (e.g., meter readings, consumption history, 

service breakdowns). 

• Ensure print and electronic versions match in layout and content. 

• Provide a secure portal for City staff to manage Message Center communications, including 

scheduling, targeting, and content approval. 

• Integrate additional inserts, flyers, or regulatory notices as requested. 
 

3. Finishing & Mailing 

• Fold, insert, and seal bills into #10 window envelopes (or other City-approved envelope stock). 

Match mailing components using barcode verification or equivalent integrity controls. 

• Presort and prepare mail for induction into the U.S. Postal Service (or applicable postal carrier) with 

optimized postage rates. 

• Provide confirmation of delivery to postal services with daily/weekly reconciliation reports. 
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4. Quality Assurance 

• Maintain 99.9% or higher accuracy for print-to-mail match. 

•  Implement sample audits and random pulls for quality checks.  

• Track and report on production issues, misprints, or undeliverables. 

•  
5. Reporting & Customer Support 

• Provide monthly reports summarizing print volumes, postage usage, and undeliverables. 

• Maintain service logs and performance metrics to ensure compliance with agreed Service Level 

Agreements (SLAs). 

• Provide City with a designated account manager and support team for issue resolution. 
 
6. Security & Compliance 

• Handle all City data in compliance with applicable data security regulations (e.g., SOC 2, PCI DSS, 

HIPAA if applicable). 

• Maintain secure facilities and processes for data transfer, storage, and destruction.  

• Provide business continuity and disaster recovery documentation upon request. 

 

 

 

 

 

 

 

(This Space Intentionally Left Blank) 
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CITY OF BENTONVILLE, ARKANSAS 
PURCHASING AND COMPLIANCE DEPARTMENT  

2ND FLOOR ADMINISTRATIVE SERVICES BUILDING 

1000 SW 14TH ST  

BENTONVILLE, ARKANSAS  72712 

Required Response Information 
Responses to this Request for Proposals are required to, but are not limited to include the following information: 

1. General Requirements:

Demonstrate the qualifications, competence and capacity of the firm seeking to perform the services listed herein and 

provide the necessary items to do so and as requested. 

The response should be prepared simply and economically, providing a straightforward, concise description of the 

Proposer’s capabilities to satisfy the requirements set forth in this RFP and in the SCOPE OF WORK.  

2. References for Similar Engagements:

Please provide at least three (3) references and descriptions for similar engagements that the Proposer has completed. 

References must include the customer’s business name, primary contact name, address and telephone number. 

References may be contacted by the City as part of the evaluation process.  

3. Key Information:

In addition to responding to all aspects set forth in the SCOPE section of this RFP, Proposers should pay special attention 

to demonstrating their ability to furnish a comprehensive project management software, as specified in this RFP.  

4. Proposed Method of Doing Work

In addition to responding to all aspects set forth in the SCOPE section of this RFP, Proposers must include a description 

of the following:  

- Contracting process

- Configuration process

- Implementation process and estimated timeline to launch

- Training process

- Scheduled maintenance

- How new versions (updates) impact currently implemented active versions

5. Capacity and Estimated Timeline:

The Proposal shall include a summary of the Proposer’s capacity and availability to undertake this project and provide 

the software solution. This information shall include a summary of current availability for configuration and 

implementation, as well as an estimated timeline for implementation. 

6. Subcontracting, Partnerships, or Additional Requirements:

If the Proposer intends to hire additional entities as subcontractors to assist with the goals outlined in this RFP, those 

entities should be identified, including a summary of their current availability and qualifications to provide the 

subcontracted services and/or elements.  

If the Proposer is proposing to deliver the software solution to the City as part of partnership with another entity, that 

partnership shall be described in their response, and shall include similar information related to qualifications and 

capability as described throughout this RFP.  
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If there are required elements of the software solution, such as implementation being sourced separately from the 

software provider, or other required elements which will not be included in the submitting entity’s Proposal/Contract, 

those elements must be clearly defined with information included regarding where the element occurs in the timeline, 

as well as a description of integrating the elements with the software solution.  

7. Demonstrations Available (Demo):  

Top-rated Proposers will be required to provide a more in-depth and comprehensive demonstration to fully showcase 

the functionality and features of the Bill Design, Printing, and Mailing Software they are proposing. (via USB Flash Drive, 

CD, or reputable shareable link), or may work with the City to schedule a live demonstration. Scheduled demonstrations 

must have the capability of being recorded to allow City staff to share internally as needed. The Final Demonstration 

should be no longer than two (2) hours. 

8. Proposed Cost of Performing Services:  

The Proposed Cost of Performing the services, as specified herein, shall be conveyed through Appendix C Pricing Model. 

All costs shall be conveyed rounded to the nearest cent.  

All Proposed Costs of Performing Services shall be inclusive of, but not limited to: all tax, and fees to the City of 

Bentonville, Arkansas.  

 

 

 

 

 

 

 

(This Space Intentionally Left Blank) 
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EVALUATION FACTORS  
 

Proposers should address each of these factors in their Submission for the Committee’s review when ranking.  

These Evaluation Factors will be used by the Selection Committee to rank each Proposal. Each Evaluation Factor has a 

point value (Ex. 25 points); the Selection Committee Members will use this to rank the Proposer/Submission based on 

the number of points possible (ex. 1 =lowest/25=highest). Additional information or interviews may be requested from 

the three Proposers deemed to be the most highly qualified to provide the services, based on the Evaluation Scores. A 

Contract will be negotiated with the Proposer ranked the most qualified by the Selection Committee.  

 

 
 

 

 
 
 
 

 

 
 

  

 

 
 
  

 

 
 

1. Response  
o How complete, thorough and responsive the Proposer is to the Request for Proposal and documents.   

 

Point Value: 20 

2. Qualifications: Experience, Competence and Capacity  
o Proposer’s experience, competence, and capacity for performance of the services. 

o The Proposer should take special care to convey to the City their ability to meet, or exceed, all requirements as stated 

herein and that are standard to the services described herein. 

o Proposer’s short and long-term approach and method for supporting the product; including maintenance, upgrades, 

project management teams, implementation methodology, after-hours availability, on-going support, and approach 

to general support structures. 

o Proposer’s should provide past experience, including but not limited to: 

o References, as described in the Required Responses Section of this RFP. 

o Previous experience and success in implementations to similar governmental entities will be a significant factor.Past 

performance includes, but is not limited to quality of work, timely performance, diligence and any other important 

information.  

o Proposers ARE REQUIRED to provide a list of similar jobs performed and contact information for each job 

(references).  

3. Method of Doing Work 
o The Proposal must set forth the proposed method of doing work, as described herein (Scope of Work and other 

sections) and as standard to performing the services described in this Request for Proposals.  

 

5. Price 
o The Proposed Cost of Services, as described herein.  

o All-inclusive pricing for the software solution, including a detailed description of each cost. All costs shall be conveyed 

as a line item as specified in Appendix C. Deviation from using this Pricing Model may be considered failure to be 

responsive and the Proposal may be rejected.  

 

Point Value: 30 

Point Value: 30 

Point Value: 20 
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TERMS & CONDITIONS 
1. Firms responding to this Request for Proposal (“RFP”) must submit their Proposals prior to the deadline 

provided herein.  

2. The City of Bentonville, Arkansas will be referred to as “City”. The Proposer submitting a Proposal in 
response to this RFP will be referred to as “Proposer”, “Submitter”, “Provider”, or “Contractor” periodically 
throughout this RFP. 

3. Proposals must be submitted in a sealed package or envelope, clearly listing the following information on 
the outer envelope: 

• RFP Number: RFP-25-48 

• Proposer’s Information: Name and address 

No telephone, electronic, or facsimile Proposals will be considered.  

4. Proposers shall include all information in the Required Response Section of this RFP, as well as any 
additional information of their choosing.   

There are no Proposal format restrictions, except as stated herein.  

5. The City reserves the right to:  

• Reject any and all Proposals received as a result of this RFP.  

• Waive or decline to waive any informalities and any irregularities in any Proposal or responses 
received.  

• Adopt all or any part of the Proposal.  

• Negotiate changes in the scope of work or services to be provided.  

• Withhold the award of contract.  

• Select the Proposer it deems to be in the best interest of the City and most qualified to fulfill the 
needs of the City. The Proposer with the lowest costs offered may not necessarily be selected for 
award.  

6. Any and all inquiries or requests for explanation in regard to the City’s requirements, or any other 
information pertaining to this Request for Proposal, should be made to the Purchasing and Compliance 
Office via the information on page one (1) of this RFP document.  Only written requests will be considered. 
No oral interpretations or clarifications will be given as to the meaning of any part of this RFP.  All 
questions, clarifications, and requests, together with answers, if any, will be provided to all firms that have 
indicated an interest or intention to submit proposals, but the names of any firms submitting any 
questions, clarifications, or requests will not be disclosed until after the deadline for submitting Proposals. 

7. It shall be clearly understood that any costs incurred by the Proposer in responding to this Request for 
Proposal is at the Proposer’s risk and expense as a cost of doing business. The City is not responsible for 
any reimbursement to the Proposer for any expense so incurred, regardless of acceptance of Proposal or 
issuance of award.  

8. All Proposals and other materials submitted shall become the property of the City.  
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9. Any conditions or expectations on the part of the Proposer for performance by the City Of Bentonville
must be set forth in the Proposal.  The City is not obligated to consider the Proposer’s post submittal terms
and conditions.

10. This Proposal must contain the signature of a duly authorized officer or agent of the Proposer’s company
empowered with the right to bind and negotiate on behalf of the Proposer for the amounts and terms
proposed.

11. Any information provided herein is intended to assist the Proposer in the preparation of Proposals
necessary to properly respond to this RFP.  This RFP is designed to provide the qualified Proposers with
sufficient basic information to submit Proposals meeting minimum specifications and test requirements,
but is not intended to limit an RFP’s content or to exclude any relevant or essential information.

12. At the discretion of the City, one or more Proposers may be asked for more detailed information before
final ranking and/or award of the Proposal.

13. The selected Proposer will exercise due professional care in understanding the type of engagement and in
performing the services described herein.

14. While the City reserves the right to interview any or all Proposers, award of a contract may be made without
discussion with Proposer after proposals are received. Proposals should, therefore, be submitted on the
most favorable terms available.

15. The City of Bentonville requires all vendors and contractors doing business with the City not to
discriminate against any person on the basis of race, age, color, religion, sex, ancestry, non-job-related
handicaps, or national origin.

16. Restriction of Boycott of Israel: Pursuant to Arkansas Code Annotated § 25-1-503, a public entity shall not

enter into a contract valued at $1,000 or greater with a company unless the contract includes a written

certification that the person or company is not currently engaged in, and agrees for the duration of the

contract not to engage in, a boycott of Israel. By signing the execution of bid section, the Contractor agrees

and certifies that they do not boycott Israel and will not boycott Israel during the remaining aggregate

term of the contract.

17. Term: The term of the awarded Contract is a one (1) year term, renewable annually upon mutual written
agreement via amendment for a maximum term not to exceed three (3) years.  There shall be no change in
the terms of the contract during the original contract term, or any renewal term thereafter, unless
mutually agreed upon in writing and in accordance with the City of Bentonville Purchasing and Compliance
Policy and applicable laws.

18. Insurance: Provider may be required to maintain insurance and provide proof of such. Provider is

responsible for maintaining insurance for themselves, their employees or independent contractors, as

applicable and as required by law, such as Workers Compensation.

19. Criminal Background Checks: The awarded Proposer and any employee or representative of the awarded
proposal who will be performing work under the awarded contract may be subject to a criminal
background check, to be administered by the City of Bentonville.

20. Credit Report: The awarded Proposer may be subject to a credit check, performed by the City of
Bentonville.
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21. Timeline: The City intends to award the contract at the October 14, 2025 Council Meeting, however this 
date is subject to change, an estimate, and is not guaranteed.  

22. Investigation: It shall be the responsibility of the Proposer to make any and all investigations necessary to 
become thoroughly informed of what is required and specified in the Proposal. No plea of ignorance by the 
Proposer of conditions that exist or may hereafter exist as a result of failure or omission on the part of the 
Proposer to make necessary examinations and investigations will be accepted as a basis for varying the 
requirements of the City of the compensation to the Proposer or performance of the Contract.  
 

Each Proposer submitting a Proposal is responsible for examining the complete Proposal package and any 

Addenda, and is responsible for informing itself of all of the conditions that might in any way affect the cost 

of the performance of any work or requirements related to the work described herein. Failure to do so will 

be at the sole risk of the Proposer.   

 

23. Proposer Qualifications: The City reserves the right to award Contract to the highest rated Proposer, as 

determined through Proposal evaluation and the evaluation criteria, who furnishes evidence satisfactory to 

the City that Proposer has the necessary abilities, experience, equipment, and financial and physical 

resources available to fulfill the conditions of the contract and execute the work.  

 

In determining the responsibility of any Proposer, the City reserves the right and may take into account other 

factors in addition to financial responsibility, such as past records of its or other entities transactions with 

the Proposer, experience, ability to complete performance within the necessary time limits, and other 

pertinent considerations such as, but not limited to, reliability, reputation, competency, skill, efficiency, 

facilities and resources. The Proposal will be awarded in the City’s best interests based on these and other 

legally-allowable considerations.  

 

The City reserves the right and may make any investigations deemed necessary to determine the ability of 

the Proposer to perform the work. The Proposer agrees to furnish any information and data requested by 

the City for this purpose.  

 

The City reserves the right to and may require the Proposer to provide proof of its capability to perform the 

work as described and required herein; however, prequalification of the Proposer shall not be required. 

 

24. Cancellation/Rescheduling: The City reserves the right to cancel the whole or any part of the Contract if the 

Contractor fails to perform any of the provisions of the Contract or fails to pick up material as specified. The 

Contractor will not be liable to perform if situations arise by reason of strikes, acts of God or public enemy, 

acts of the City, fires or floods.  

 

25. Taxes and Other Costs: The Proposer is responsible, and the City expects Proposer, to pay all 

relevant/applicable taxes (including City, State and Federal) and all other costs associated with doing 

business.  
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26. Copyrights: By submitting a Proposal, the Proposer certifies that no products offered to the City infringe 

upon any copyrights and furthermore that Proposer owns all rights to the products or owns the right to 

sell (and/or resale) the products provided under the awarded Contract. The awarded Proposer(s) shall 

solely responsible for any copyright infringement or any other recourse sought against them for the sale or 

use of any products or graphics provided under the Contract.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
(This Space Intentionally Left Blank) 
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APPENDIX A  

VENDOR DISCLOSURE  

(REQUIRED RESPONSE DOCUMENT) 
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Contractor/Vendor Disclosure  

________________________________________ 

THIS DOCUMENT MUST BE COMPLETED AND INCLUDED IN ANY SUBMISSION  

 

Company Name: ________________________________________  

Identify each employee of the City Of Bentonville to whom you, any of your 

Employees owning more than 5% interest in your Company, or are a  

Director/Executive/Decision Maker of your Company are immediately related.   

 

Immediate Relation includes:  

• Spouse/Domestic Partner    

• Parents-Natural or Legal/Step/In Laws 

• Children/Step, Siblings-Whole/Half/Step/ In Laws 

• Grandchildren/Step, Great Grandchildren. 

__________________________________________________________  

__________________________________________________________  

__________________________________________________________   

__________________________________________________________   

OR  

Check this box if there are no applicable relationships to disclose.   

Failure to disclose shall be considered a material breach and grounds for immediate termination of this 

contract/agreement.  Note:  Any change in circumstances resulting in a conflict or appearance of a 

conflict shall be reported within 30 days of change of circumstance.  

 

 _____   Initials 
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APPENDIX B 

NON-COLLUSION AFFIDAVIT 

(REQUIRED RESPONSE DOCUMENT) 
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NON-COLLUSION AFFIDAVIT 
BID INVALID IF THIS AFFIDAVIT IS NOT SIGNED AND NOTARIZED AND SUBMITTED WITH THE BID 

___________________________________________________________________ 

State of ______________________________ 

County of ___________________________ 

I __________________________________________________ (Printed Name of Authorized Representative/Agent) of lawful 
age, being first duly sworn, on oath says that: 

1.They are the duly authorized representative/agent of the Bidder and/or contractor submitting the Competitive Bid and/or
procuring the contract which is attached to this statement, for the purpose of certifying the facts pertaining to the existence
of collusion among Bidders and between Bidders and City officials or employees, as well as, facts pertaining to the giving or
offering of things of value to government personnel in return for special consideration in the letting of any contract pursuant
to the Invitation for Bids to which this statement is attached;

2. They are fully aware of the facts and circumstances surrounding the making of the Bid and/or the procurement of the
contract to which this statement is attached and have been personally and directly involved in the proceedings leading to the
submission of such Bids;

3. Neither the Bidder/contractor nor anyone subject to the Bidder/contractor’s direction or control has been a party;

a. to any collusion among Bidders in restraint of freedom of competition by agreement to bid at a fixed rate or to
refrain from submitting;

b. to any collusion with any City official or employee as to quantity, quality or price in the prospective contract, or as
to any other terms of such prospective contract, nor

c. in any discussions between Bidders and any City official concerning exchange of money or other thing of value for
special consideration in the letting of a contract;

d. to paying, giving, donating or agreeing to pay, give or donate to any officer or employee of the City of Bentonville,
any money or other thing of value, either directly or indirectly, in procuring the contract to which their statement is
attached.

To be completed by Company (Authorized Representative/Agent):  

Signature of Authorized Representative/Agent: __________________________________________  

Title (of Authorized Representative/Agent): _____________________________________________ 

To be completed by Notary (include Seal): 

Subscribed and sworn before me this: __________________day of _____________________________, 20______ 

Notary Public Signature: ______________________________________My commission expires: ________________ 

Seal: 
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Committee Member 1 Committee Member 2 Committee Member 3 Committee Member 4

Data Forms, Inc. 61 77 70 45 253

DOXIM 83 95 96 80 354

Peretrine Services, Inc. 53 75 64 35 227

Technical Programming Services, Inc. 58 88 82 55 283

The Master's Touch, LLC. 78 82 93 75 328

Data Forms, Inc. 253 1

DOXIM 354 2

Peretrine Services, Inc. 227 3

Technical Programming Services, Inc. 283

The Master's Touch, LLC. 328

Notes: 

The Master's Touch, LLC. 

Technical Programming Services, Inc. 

 BILL DESIGN AND PRINT SERVICES

DOXIM

CITY OF BENTONVILLE PURCHASING AND COMPLIANCE OFFICE 

RFP-25-48 

TOTAL (auto 

calc)

TOP RATED FIRM SCORE SUMMARY 

SELECTION COMMITTEE MEMBERS

PROPOSERS SELECTED FOR 

EVALUATION 

Results Tabulated On 10/13/2025

Evaluation Committee Meeting: Not held for tabulation; will be conducted if necessary. 

EVALUATION VERIFICATION

purchasing@bentonvillear.com - (479) 271-3115 - www.bentonvillear.com

X
Tanya Moore

Purchasing and Compliance Specialist

X
Kelsi Frederick

Purchasing and Compliance Manager
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	Action Recommendation  Justification1: Request the Mayor and City Clerk to enter into a contract extension agreement with the City of Bentonville and Bella Vista Village Property Owner's Association for a time period of 3 months set to expire on March 31,2026.  No budget adjustment is needed.
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	Action Recommendation  Justification2: Staff requests approval of a Resolution amending the 2025 budget in the amount of $500,000.00 to continue water service line replacement work. The total amendment will be allocated as follows: $300,000.00 to Mo-Ark Utilities and $200,000.00 to Calcon, Inc. A budget adjustment is needed. 
	Additional Comments for Consideration Optional2: This additional funding will allow the IDIQ contractors to continue working through the end of the year and into 2026. Both contractors are meeting production expectations and are helping to reduce water loss with every service line that is replaced.
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	Action Recommendation  Justification3: Staff recommends approval of a Development Agreement with "RLP Developments LLC." for 1,285 feet of sewer upgrades associated with Walnut Grove Phase 4 off site upgrades. 385 feet of the upgrades were not required with the proposed project but are included in this cost to build the entire section so it's appropriately sized for the build out of this basin. No budget adjustment is needed. 
	Additional Comments for Consideration Optional3: The developer is responsible to up-size seven existing sections of sanitary sewer main to 12", 15", and 18" due to the proposed flow from their project. The proposed agreement covers the cost of upgrading all lines to 24" and adding an additional 385 feet of 24" line to upgrade the impacted interceptor line in entirety. The upgrade will also add capacity based on the Plan Bentonville growth strategies and in accordance with the Spring Creek Vaughn Gravity Sewer Project.
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