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1. Corporate Profile 

Evertec, is a diversified processing business, offering transaction and payment 

processing, merchant acquiring and processing and business process management 

solutions in Puerto Rico and certain countries through the Caribbean, and Latin America. 

Evertec is focused on simplifying commerce for merchants, financial institutions, 

government agencies and consumers.  Evertec owns and operates the ATH network, the 

leading debit payment and automated teller machine(“ATM”) network in Puerto Rico. 

Evertec’s products and services include point-of-sale processing, network and switch 

services, automated teller machine driving services, core bank processing, business 

process outsourcing solutions, IT infrastructure management, financial services 

applications and merchant acquiring services. 

Headquartered in San Juan, Puerto Rico, Evertec has approximately 2,100 employees in 

11 countries throughout the Caribbean, and Latin America and serve businesses across 

26 countries.  

Our Mission  

We aspire to be the most innovative and reliable technology provider for the benefit of 

our customers, communities, and shareholders. 

Our Theme  

The technology of the possible.  

Our Values 

Customer Satisfaction, Accountability, Integrity, Proactivity, Sense of Community, 

Innovation, Passion, and Teamwork. The integration of these values promotes an 

environment of success. 

Date Established 

Evertec, formerly known as GM Group, began 

operations as General Computer Corporation in 

1970.  In 1999 Popular Inc. acquired 100% of GM 

Group.  In 2004 the Operations and Technology 

operations of Banco Popular were merged with GM 

Group forming, officially on April 1, 2004, 

 

Primary Business 

Evertec has two main business focuses.   

Evertec is a provider of business management 

solutions through the use of technology.  We 

manage over 2,600 servers, communications 

devices, and peripherals to support the daily 

operations of our clients.   Our team of professionals 

manages more than 5 major computer centers and 

other satellite operations which are connected to 

Cupey Center, where we have our main facilities.      

 

Business Management solutions include facilities 

management, full outsourcing, integration services, 

hardware and software sales and technical support, 

professional services, and business recovery services. 
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Evertec is also the region’s largest transaction 

processing company.  Evertec processes 

approximately 2 billion electronic transactions every 

year through a series of interconnected systems. 

 

Evertec currently a leader in technology has also 

evolve as one of the TOP Printing & Mailing 

company for many businesses. Our efficient printing 

and mailing service capacity provides our customers 

the reliability and quality needed it in order to 

achieve their goals.  

 

Evertec provides integrated solutions for businesses. 

It has the ability to provide a broad set of services, 

eliminating the need of hiring different suppliers from 

other companies. It offers customers who have 

varied operations in different geographical areas, 

an integrated technology solution that allows them 

to manage their business as a single company. 

Capture and analyze data through the entire value 

chain of transaction processing. The company 

provides value-added services that differ from other 

suppliers that only have the technology, capacity, 

and products to offer a portion of the processing 

chain. 

Total Number of employees 

Evertec has a total of 2,100 employees.  

Approximately 1,400 work in Puerto Rico while the 

rest are located in regional offices in Panamá, 

Dominican Republic, Guatemala, México, Perú, 

Uruguay, Chile, Brazil, Colombia, and Costa Rica 
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2. Executive Summary 

For many years Evertec has maintain the highest quality standards in the business to 

provide WAPA with the best printing & mailing service in the industry, we have keep 

evolving and adding the best solutions for WAPA always looking to help them be the 

leaders in their industry. 

That is why Evertec is the best option for WAPA! We know 

all WAPA systems from all these years of excellent work 

and engagement, we are more than happy to keep this 

relation for many more years. The requirements for this RFP 

are part of our daily basics with WAPA, we have the best 

resources available to keep working with you and to 

provide continuously 24/7 support. 

Our daily operation has given Evertec’s professionals 

practical experience in the process and its functions.  This 

experience allows us to anticipate difficulties and 

proactively react and assist WAPA in its business and 

services to its customers.  

The preparation of this proposal is supported by the 

accumulated experience of our resources, which can 

only be gained from direct delivery of the services. The proposal addresses each of the 

requirement from the RFP plus mores options that will be adjusted to WAPA needs. 

Evertec understand the nature of information processing, its sensitivity to time windows 

specified by the market and regulating entities, as well as privacy matters. 

We believe our unique blend of project management experience, robust planning 

services, and technical expertise, uniquely positions us to meet and exceeded WAPA 

requirements. We feel confident that our company meet your business requirements, as 

we understand them! We have, for many years now, a local office in the USVI, this allow 

us to periodically visit WAPA locations and meet personally with their team and leaders. 

Knowing WAPA’s team, has allow us to keep establishing and solidifying our relationship 

to bring the best support experience to the VI Water And Power Authority. 

To maintain these goals, we have put together the best solution that includes the best 

prices in the printing and mailing industry. 

Our proposal follows.  
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3. Solution Proposed 

3.1. Printing Solution 

Our proposal is based on the receipt of files provided by WAPA containing all the 

information and/or images that will be populated on the documents printed. 

The printing process will begin with the receipt of the 

file from WAPA through the established 

communications channels.  The control department, 

which monitors and schedules pending jobs for 

release, will give the go-ahead to the printing team 

to commence printing once all the data is received 

and the number of documents matches the 

quantity informed by WAPA’s operational liaison. 

After performing the established quality controls that 

ensures the use of the appropriate materials, the printing team will execute the print 

run(s). 

Evertec has in pairs printing equipment that provides the capability to manage 

continuous print (roll-to-roll) and cut sheet printing. The availability of various printing 

devices provides the necessary redundancy to ensure the timely printing of WAPA’s 

output at the agreed upon times. 

3.2. Mailing Solution 

The output of the printing process is delivered 

to the automated insertion area, where the 

mailing team will proceed to fold and insert 

the correspondence following the agreed 

upon procedures for each mailing.  

Marketing materials will be inserted into the 

envelopes as requested by WAPA.  

Evertec has in pairs mailing equipment that 

provided the capability to manage high 

volumes of mailing in continuous form and/or 

loose sheets. Our mailing equipment can manage up to 6 additional inserts per mail 

pieces.  

The availability of these systems, and our Disaster Recovery Site, affords Evertec and 

WAPA the necessary redundancy to ensure the production is completed within the 

allotted timeframe, therefore meeting the agreed upon Service Level Agreements.   

Once the pieces are folded, inserted, and sealed, we will proceed to sort the mail 

pieces by zip code for their presentation to the United States Postal Service.   
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In addition, Evertec has the necessary resources needed to manually handle jobs 

that cannot be processed automatically.   

3.3. Electronic Documents  

Evertec offers EZ Statement as a repository of documents that can be retrieved with 

the use of APIs. We are presenting this solution for WAPA customers to access their 

documents from WAPA’s webpage.  

In addition, we are presenting EZ View as a solution for WAPA employees to access 

electronic documents. EzView is a web application that provides an online self-

service system for electronic presentment of documents. Created under service 

model, EzView allows the user to access their information online without requiring 

additional  development or maintenance of  a technological platform. The following 

are the main features of our solution: 

Web-based Application 

With web-based applications, users access the system via a uniform environment—

the web browser. An intuitive and simple design provides the user with an easy-to-

manage application that is accessible for a range of devices.  

Access 

The users will be able to access multiple documents in an easy and organized way, 

providing the archiving level you have agreed with Evertec. The responsive design of 

EzView allows the user to access the system from almost any web enable device.  

User Management and Security 

EzView uses a role and profile-based user management allowing us to provide 

multiple levels of access accordingly to your institutional needs.  

EzView has been integrated to Evertec Service Center operations to manage any 

Help Desk activity related to the service provision.  

4. Implementation Plan 

Following we included Evertec’s implementation plan suggested if WAPA select a 

different option of the actual offered service. The final plan could be provided after 

WAPA’s approval.    

If WAPA decides to continue with the actual service, this implementation plan 

is not necessary.  

Task 
Name 

Duration 

Changes in template to include logos and print all in black 7 days 

Analysis and Development 20 hrs. 

Evertec Internal Tests 8 hrs. 

Customer Tests 8 hrs. 



 Utility Bill Print and Mail Services Solution - WAPA 
 

 
 

 Page 9 of 26 
  
CONFIDENTIAL 

 

  (787) 759-9999              jose.rodriguez@evertecinc.com 

Task 
Name 

Duration 

Pass to Production Coordination 4 hrs. 

  

Changes in template to include logos and in order to present a digital 

document as printed 

7 days 

Analysis and Development 20 hrs. 

Evertec Internal Tests 8 hrs. 

Customer Tests 8 hrs. 

Pass to Production Coordination 4 hrs. 

  
Configure EZ View for WAPA Internal Users 5 days 

Configure merchant, product, and admin permits 8 hrs. 

Create admin users 12 hrs. 

  
Configure Web Services to present digital documents through WAPA portal 7 days 

Generate API Keys and data encryption public keys 8 hrs. 

Pass to Production Coordination 24 hrs. 

After Go Live Support 8 hrs. 

 

5. Support and Services  

Evertec as the current contractor for printing and mailing services will continue to provide 

WAPA with an excellent quality of service and optimal support, complying with the 

requirements established by the agency. Following we include the contact information 

of the single point Evertec resources available for WAPA: 

Contractual and technical matters:  

José M. Rodríguez Velez  

Sales Account Manager  

Email: jose.rodriguez@evertecicnc.om  

Phone: 787-234-3597 

Training 

As mentioned above, Evertec as the current service provider for WAPA, the training 

process should be very simple. Evertec has the experience necessary to continue to serve 

WAPA efficiently. If any training is necessary, the process can be evaluated. 

6. Project Management Plan  

In Evertec we are committed to our customers’ satisfaction by providing them with the 

most efficient products and services, in order to respond to a competitive time to market. 

Based on this purpose, Evertec developed a unique disciplined system to manage its 

business initiatives. This system is called Evertec Business Lifecycle (EBLC), and integrates 

client, regulatory, and internal requirements. 

mailto:jose.rodriguez@evertecicnc.om
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The Evertec Business Lifecycle is a standardized methodology that allows us to provide 

our customers with the following benefits: 

• Effective requirements management that assures the best solution to respond to 

our customer needs. 

• Smooth implementation since all customer needs, wants, and expectations have 

been addressed in the proposal.  

• Integrated processes that facilitate the execution of applicable industry 

standards. 

• Quality of products and services by fostering business partnership with the client, 

controlling risks and quality across the whole cycle, and streamlining the delivery 

process. 

• Knowledgeable resources, trained, and most of them, certified in the best 

practices available on the market. 

Our methodology ensures compliance with regulations like Sarbanes Oxley (SOX), 

Statement on Auditing Standards (SSAE 16), VISA, and MASTERCARD; regulatory bodies 

as Federal Reserve Bank of New York (FED), and Federal Deposit Insurance Corporation 

(FDIC,); and industry frameworks like the Control Objectives for Information and Related 

Technology (COBIT framework). 

 

At Evertec an initiative starts when a business opportunity emerges for our business 

partners.  From idea (Business Opportunity) moves to an agreed upon solution (Project 

Proposal), to an implementation project (Project), and lastly, to an effective and reliable 

operational solution (Operation). Figure 4.1a illustrates the Evertec Business Lifecycle. 

The Evertec Business Lifecycle facilitates the execution of many of the industry standards 

by integrating them into one methodology: 

✓ Follows the International Institutes of Business Analysis (IIBA) best practices to 

understand the client’s current situation and vision, clearly define the scope and 
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requirements of the initiative, and develop, offer, and agree on a solution that 

represents the best solution for the client and the service provider. 

✓ Follows Project Management Institute’s (PMI), IIBA’s, Infrastructure Technology 

Service Management’s (ITSM), American Society for Quality’s (ASQ) and Software 

Development industry best practices to construct and make functional the 

proposed solution through the guided execution of a project plan.  

✓ Follows ITSM’s best practices to maintain, optimize and divest, when applicable, 

the implemented solution to ensure operation meets established service level 

agreements, and to support the client to ensure smooth and fast resolution of 

operational incidents. 

All resources that work on an initiative have been trained on our unique methodology 

which ensures the same level of service independent of the person handling the request.  

The Evertec Business Lifecycle has been recognized as a unique and state of the art 

methodology by quality management experts and our external auditors. 

  



Utility Bill Print and Mail Services Solution - WAPA 

7. Pricing

In order to present WAPA with the best solution possible, Evertec is presenting solution 

based on an initial setup fee and a pricing per item. The following pricing covers our 

proposed solution and the optional services detailed in the RFP: 

APPENDIX C: VI WAPA PRICING PROPOSAL 

betcr/pjlon ; 
-

IUnlf· [ Prlt:e per.,·Unft\ 
.. - -

Printing Services 

Option one 
Print statement in black and white with black and 
white logo $ 0.159 
(Including processing, printing, folding, inserting, Per Mail Piece 
sorting, return envelope and delivery to USPS) 

Option two (Current Solution) 
Print statement in black and white with color logo 
(Including processing, printing, folding, inserting, Per Mail Piece $ 0.169 
sorting, return envelope and delivery to USPS) 

Charge for additional bill inserts Per insert $0.035 
(including Insertion to statement) 
Printed Black and White 
8.2 x 11 Paper 
Inserted in mail piece 
( Other type of specs must be 
quoted) 

Average ppstage per piece, consider postal sort Per Statement $0.441 
starting at 5-Digit Rate as qualifies. 
(realizing that cost will be estimated, provide 
best estimate per statement) 

Programming fee per hour for set-up along with the Evertec as WAPA current n/a 

estimated hours it takes for a typical customer service provider will not 

set up charge a setup fee for this 

service 

Programming fee per hour for changes after Per hour $95.00 

initial set-up 

One-time cost One-time cost $3800.00 

Applicable if WAPA decides to print black and 

white Invoices 

Any additional cost Per run $150.00 

Print runs requiring special handling 

Any additional cost / Due Notices 

• Option one
Print due notices in black and white with
black and white logo (self mailer format) $ 0.16 

(Including processing, printing, folding, Per Mail Piece 

••• 
'I • •• 

• • •• •• 
: ·. �, ...

----cw-
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sorting, and delivery to USPS) 

• Option two (Current Solution)

Print due notices in black and white with

color logo (self-mailer format)

(Including processing, printing, folding,

sorting, and delivery to USPS)

Per Mail Piece $ 0.16 

Optional additional features or 3rd party 

applications 

EZView Access for employees 

Per month $650.00 

Optional online presentment 

EZ Statement  

Unit and description 

Archive Service Fee (please refer to the point C 

in the pricing assumptions section for more 

details). 

This cost will be increasing 
every month until reach 3 

years of archiving. 
Based on an average of 
132k logical pages per 

month (Invoices Solution) 

Incremental cost 
of $59.36 per 

month 

Other Optional Costs 

• If subscribed to EZ Statement, changes in

template to include logos. In order to

present document as printed.

One-time cost $3800.00 

• If subscribed to EZ Statement, configure web 

services for customers to retrieve

documents from archival.

One-time cost $3800.00 

• If subscribed to EZ View, in order to

employees to access documents,

configuration changes.

One-time cost $1900.00 

7.1. Pricing Assumptions 

a. Pricing is based on US Dollars currency.

b. Estimated prices based on a maximum limit of 132k pages printed monthly.

c. First Year Archive Payment Example.

Month Print Max. Incremental Costs 

1 132,000.000 $59.36 

2 132,000.000 $118.72 

3 132,000.000 $178.08 

4 132,000.000 $237.44 

d. WAPA may request changes to the proposed solution presented in this Proposal.

Any changes may affect the project pricing and/or timeline. An amended

Proposal must be executed to indicate acceptance by the parties of any

changes to this Proposal. Furthermore, pricing may change if there are special cw-



 Utility Bill Print and Mail Services Solution - WAPA 
 

 
 

 Page 14 of 26 
  
CONFIDENTIAL 

 

  (787) 759-9999              jose.rodriguez@evertecinc.com 

requirements for WAPA or exceptions to Evertec’s standards that are not noted in 

this Proposal.  A written and signed Change Request describing the change, the 

rationale for the change and the pricing change, if any, will be required if the 

service deliverables change to meet revised objectives once implementation is 

underway. 

e. Estimates in this proposal are based on information provided by WAPA. Under 

these circumstances, our team reserves the right to review or amend the estimates 

provided in this document in the event that any additional information, changes, 

or previously undisclosed information is obtained relative to WAPA functional and 

technical business requirements. Any special development effort required for the 

solution implementation services not contemplated in this proposal will be 

considered as out of scope. 

8. Terms and Conditions  

a) This Proposal will be valid for thirty (90) days from the date of delivery to WAPA. 

b) The term of the contract will be for three (3) years in accordance with our pricing 

schedule. 

c) Change in Law. Any changes mandated by changes in law or regulations that will 

increase Evertec’s cost will passed through WAPA and will be implemented by 

Evertec using its commercial efforts. 

d) WAPA will take primary responsibility of providing access to Evertec’s subject matter 

experts the necessary infrastructure requirements and any other key information 

related to the proposed solution.  Our team’s ability to execute the various services 

will be directly linked to the information, collaboration and support from 

management, IT Staff towards the administrative procedures, program access and/or 

modifications, as well as prompt decisions and evaluations in the design approval 

phases to complete the job on a timely and cost-effective way.  If our team is unable 

to perform services as a result of WAPA   documented inability to deliver appropriate 

resources, our team will not be held liable for such failure to perform. 

e) It is further assumed that a project manager will be assigned by WAPA   to manage 

and serve as liaison with our team during the life of the service contract. 

f) If the parties have entered into a Confidentiality Agreement, such agreement is 

incorporated herein by this reference. Otherwise, each party will insure that all 

confidential information which such party (or any of its respective officers, directors, 

employees, counsel, agents or accountants) may now possess or may hereafter 

create or obtain in connection with this Proposal will not be published, disclosed or 

made accessible by any of them to any other person at any time or used by any of 

them other than in connection with this Proposal, in each case without the prior 

written consent of the other parties; provided, however, that the restrictions imposed 

by this section will not apply (a) as may otherwise be required by law, (b) to the extent 

such confidential information will otherwise become publicly available, or (c) to 

disclosures to regulatory agencies or other governmental authorities exercising 

jurisdiction over such party. As such, the parties agree not to disclose to any third party 
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the existence or contents of this Proposal nor the nature, purpose, or status of the 

parties´ relationship as it pertains to this Proposal. Furthermore, all notices, releases, or 

communications to anyone relating to this Proposal or a possible transaction between 

the parties shall only be as mutually agreed upon by the parties. In the event of 

termination of this Proposal, each party will promptly deliver to the other party all 

documents, working papers and other material (and any reproductions thereof) 

obtained by each party or on its behalf from such other party as a result of this 

Proposal or in connection therewith and will use its best efforts to have any information 

so obtained kept confidential and not used in any way detrimental to the other party. 

g) This Proposal supersedes any previous proposals and quotes.  

h) It is understood that this Proposal is intended to be and shall be construed only as an 

offer that sets forth a framework for more detailed consideration of a service 

agreement between the parties. No legal or equitable duties, responsibilities or rights 

are created by this Proposal and either party may terminate discussions or 

negotiations at any time with or without cause.  

i) This Proposal is expressly conditioned upon and subject to the negotiation and 

execution of a definitive services agreement between the parties that will contain the 

terms and conditions applicable to the services, as well as such representations, 

warranties and covenants as are customary for this type of agreement. 

j) The following detail services are considered out of the scope in this proposal: 

• Installation and training of third-party software not mentioned in this 

proposal. 

• The implementation of additional modules not specified in this proposal. 

• Any modification, programs and additional reports not specified in this 

proposal. 

k) It is further assumed that a project manager will be assigned by WAPA   to manage 

and serve as liaison with our team during the life of the service contract.  

l) Failure to deliver the required mailing material may affect delivery schedules at 

WAPA’s expense. 

m) All mail pieces will be processed and delivered to the USPS accordingly to the agreed 

upon service level agreements. 

n) Postage services for miscellaneous pre-sealed mailing pieces provided by WAPA   will 

be processed under a BEST EFFORT structure.   

o) Evertec shall insert the documents into envelopes, prepare and tray the mail in 

accordance with the United States Post Office guidelines. 

p) Evertec shall ensure that: 

• The envelope seal is properly closed 

• The address window is aligned 

• The numbers of mail pieces are reconciled with statistics provided by WAPA    
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Appendix A – Corporate Profile  

 
Our PROFILE 
 

Evertec® (www.evertecinc.com), is a leading transaction processing services 

company in the Caribbean and Latin America, which provides a wide range of 

merchant acquiring, payment processing and business, process management 

solutions.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our Profile  

 
We are differentiated, in part, by our 

diversified business model, which enables 

us to provide our varied customer base 

with a broad range of transaction 

processing services from a single source 

across numerous channels and 

geographic markets. 

 

What we DO 

 

• Package and provide our customers with 

a comprehensive range of services that 

other businesses must source from multiple 

vendors. 

 

• Serve customers with distinct operations 

across the region with a single integrated 

technology solution that enables them to 

manage their business as a single 

enterprise. 

 

Capture and analyze data along the 

transaction processing value chain, 

providing value-added services superior 

to those offered by vendors who, because 

of technology, capability and product 

limitations, can only handle one 

segment of the transaction 

processing value chain.  

The largest merchant acquirer in 

the Caribbean and Latin America. 

Evertec serves 26 countries in the 

region from its base in Puerto Rico. 

The Company manages a system 

of electronic payment networks 

that process more than 2.1 billion 

transactions annually and offers a 

comprehensive suite of services for 

core bank processing, cash 

processing and technology 

outsourcing. In addition, Evertec 

owns and operates the ATH 

network, one of the leading 

personal identification number 

("PIN") debit networks in Latin 

America. The Company serves a 

diversified customer base of 

leading financial institutions, 

merchants, corporations and 

government agencies with "mission-

critical" technology solutions. 

We serve a broad and diversified 

customer base of leading financial 

institutions, merchants, 

corporations and government 

agencies with a “critical mission” 

technology solution.  
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Regional Presence 

Puerto Rico 

Road #176 k.m. 1.3 Cupey Bajo,   

Río Piedras PR 00926 

PO Box 364527 San Juan,  

PR 00936-4527 

Brazil 

Al. Lorena, 638 3 º Andar - cj.31  

Jardim Paulista CEP 01424-000 

São Paulo 

Chile  

Principal Office 

Londres 76, Santiago  

Colombia  

11 Street # 68 - 39 

Bogotá 

Carrera 65 #45 - 20 office 430 

Medellín 

Costa Rica 

Bo. Tournon Diagonal to 

La República Newspaper San José 

Dominican Republic 

CardNET Building, 5th Floor 

C/Max Henriquez Ureña #6 

Ensanche Naco, Santo Domingo 

Guatemala 

Av. La Reforma 7-62 zona 9 

Aristos Reforma Building, Of. 404 

Mexico  

Jaime Balmes No. 11 

C Tower; Mezzanine. No. 4  

Col. Los Morales Polanco  

Miguel Hidalgo, 11510 CDMX 

Panama 

Torre de las Américas Building – B Tower  

2nd floor, 202 Office - Boulevard Punta 

Pacífica 

Panama City 

Peru 

Víctor A. Belaunde Avenue #147,  

Vía Principal pal. 140, Real 6 Building, 6th floor,  

San Isidro, Lima, 27 

Uruguay 

Italia Avenue #6201 Parque Tecnológico LATU 

Los Tilos Building, Of. 107. Montevideo 
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Our OFFERING  
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Appendix B – Evertec’s Infrastructure 

Cupey Center Infrastructure 

Evertec is the main information technology and processing services company in Puerto 

Rico. We rely on systems and procedures that currently service several other clients 

throughout the island. 

Evertec’s primary operations center is situated on 19.9 acres of property located 

in San Juan, Puerto Rico. This facility houses the primary computer systems and 

operation facilities as described below. 

Our Cupey Data Center functions round the clock 24x7x365. Our electrical 

facilities include a high efficiency 38KV power substation. Due to the criticality of 

our services to the financial backbone of Puerto Rico and the other 19 countries 

that we service, in case of a disaster our incoming electrical feeds will receive 

the same priority as hospitals, police stations, etc. 

 

  

 

 

 

 

 

 

 

 

 

Cupey Campus boasts redundant communication using different carriers. We are 

connected to PRTC Fiber Optic (FO) ring with redundant connections with a bandwidth 

capability of OC92. The AT&T circuit bandwidth capability is OC48, while we also have 

access to PREPANET FO network now and Neptuno Networks.  

  

Cupey Campus: 19.9 acres          5 Buildings          43,626 sq2 construction          1,978 parking 
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Our Facilities 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  

For emergency power we are equipped                        

with two 2,000 KW generators with N+1  

redundancy. 

 

 

 

For cooling purposes our facilities are  

equipped with a chilled water system  

comprised of 4 cooling towers of 350  

tons each (N+3), 4 water pumps (N+3)  

and 4 water chillers of 350 tons each  

(N+3). This configuration provides 15 

CRAH  

Units which represent up to 232 tons of  

cooling in the Data Center (85 watts/ft2).  

The system uses high efficiency filters and  

provides high availability for cooling in 

the 

data center. 

 

 

 

To supply our water needs, we are 

outfitted with a 100,000 gallons water tank 

to provide 5 to 7 days of continuous 

 

operation. We also have 2 water wells on 

campus providing 30 GPM and 12 GPM. 

 

 

 

The fire protection in the data center is 

provided by VESDA heat and smoke 

detection system and FM200 automatic fire 

suppression system. The data center consists 

of with 18,000 sq. /ft. of raised floors with sub 

floor water detection. 

 

Our diesel fuel reserve has a capacity of 

20,000 gallons which gives us up to 7 days of 

continuous operation. 
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At rack level our power is provided by 

dual independent UPS configured as 

parallel redundant. This power 

redundancy protects rack components 

from power outages. There are two 

800KVA UPS in parallel for side A and 

two 800KVA UPS for side B. 

 

 

 

Physical security is provided by a CCTV 

surveillance system supported by a 

network of over 450 digital cameras 

located in key points around the 

campus. This is complimented by 

electronic access control and a single 

point of entry for visitors. 
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Our data processing center includes different platforms, these platforms include: 

Mainframes, RISC and CISC systems, UNIX, LINUX, Windows, High Density servers, Blade 

servers, multiple vendor SAN storages including IBM and EMC. 

DRS 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Evertec has established its Business 

Continuity Program based on the best 

practices of the industry as noted by the 

Disaster Recovery Institute. The program 

includes the policies for creation and 

maintenance of Business Continuity Plans 

for each critical unit of Evertec. These 

plans provide Evertec with the ability to 

recover and continue operations in case 

of an interruption. As part of these policies 

Evertec also has Disaster Recovery Plans 

for its critical systems and applications. 

 

Evertec’s Business Continuity policies 

regarding tests provide for disaster 

recovery test to be conducted, at least, 

once a year for critical applications. 

Evertec has an annual test itinerary that 

includes the different tests to be 

conducted during the year and the 

corresponding schedule. As part of the 

test coordination scenario, objectives, 

results and other related information are 

properly documented for each test. 

During the test, incidents are also 

documented for proper follow up of 

corrective actions. When the test is 

completed a test certification is signed 

indicating test results. All documentation is 

stored together on the test binder and 

provided to the customer and auditors. 

Our Tres Monjitas Recovery Data center is 

comprised of two areas. The area #1 is 

equipped with 2 redundant 350 KW 

power generators with 4,000 gallons of 

diesel, 2 redundant 150KVA UPS, 110 ton & 

120 ton redundant chillers, FM200 Fire 

suppression system and 4,000 ft2 of raised 

floor.  Security is provided by electronic 

access control, CCTV and single point of 

entry. Area #2 is equipped with 350 KW and 

250 KW generators, 100 KVA and 36 KVA 

UPS and 4,000 ft2 of raised floors. Security is 

provided electronic access control, CCTV 

and single point of entry. 

 

FACILITIES PHYSICAL SECURITY 

Evertec has built its systems around security 

features that guarantee that the 

information processed remains protected 

from unauthorized activity or damage. We 

undoubtedly recognize the importance of 

maintaining our System secure and running 

efficiently. In today's technological 

environment, it is crucial that companies 

protect their assets and information through 

dependable security technology and 

follow guidelines for facility directives.  

Additionally, our sites involved in the 

processing of data and/or housing of 

sensitive information are designed with a 

high degree of physical security elements. 

These physical security and access control 

systems monitor and regulate persons 

entering the site, detect unauthorized entry 

attempts and use control mechanisms to 

prevent unauthorized entry. 

 



 Utility Bill Print and Mail Services Solution - WAPA 
 

 
 

 Page 23 of 26 
  
CONFIDENTIAL 

 

  (787) 759-9999              jose.rodriguez@evertecinc.com 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

The securities of our operations centers 

contain logical as well as physical security. 

These systems monitor and control people 

entering the sites, detect unauthorized 

entry attempts and use control 

mechanisms to inhibit unauthorized entry. 

Our centers have sub-floor water 

detection and humidity alarms, and 

controlled access to facilities for 

employees and visitors. These controls are 

primarily accomplished through the use of 

80 color closed circuit television (CCTV) 

cameras deployed throughout the data 

center, proximity reader access systems 

and intrusion detection alarm systems. The 

cameras are strategically positioned so 

that none of them can be compromised 

without detection by neighboring 

cameras. Moreover, both of our Primary 

Data Center and Back up Data Center are 

equipped with Liebert Air Handling Units to 

maintain a reliable operating environment 

and regulate temperatures and humidity 

levels in those critical areas. 

 

ENTRANCE SECURITY 

Evertec’s data processing and 

telecommunications facilities are secured 

24x7x365. Security control begins at the 

main entrance to the Evertec facility with 

a monitored reception area and qualified 

personnel who maintain a sign-in log and 

camera-ready equipment to verify visitor 

identification carefully. A non-authorized 

individual must be positively identified, 

photographed and made to register via 

sign-in log upon entrance into the facility. 

The log must also reflect whom the visitor 

will be meeting and the purpose thereof. 

All visitors are prohibited entry until an 

Evertec employee escorts the individual to 

their destination. While in the facility, the 

visitor remains under escort and wears a 

visitor’s badge until departure. The badge 

must be returned by the individual upon 

leaving the facility. 

 

The computer/control center is housed in a 

separate area within the main building. This 

area has a separate physical control system. 

The entrance is locked at all times by an 

electronic locking mechanism which is 

controlled by a card proximity system. The 

entrance door to the computer/control area 

is also secure against forced entry and 

monitored by personnel at all times. Closed 

Circuit Television (CCTV) cameras are used 

to monitor key areas inside and outside the 

buildings in which transaction data is 

processed. Entrance to these facilities is 

permitted only to authorized employees and 

escorted visitors. 

 

LOCKS 

Evertec’s facilities are manned 24 hours per 

day, 7 days per week. To provide an extra 

measure of security, Evertec always requires 

that the computer/control room be locked 

at all times and all areas with sensitive 

equipment and information also be locked.  

The main facility is always monitored by 

personnel and remains locked. Each door is 

monitored individually and authorized 

access is recorded and documented by the 

access control system. This high level of 

security is maintained 365 days per year. 
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KEYS 

Evertec employs an electronic/card proximity 

system for entry into the computer/control 

area. Keys are never used. Our electronic/card 

proximity system is always active and ensures 

doors are locked. The operation at Evertec’s 

facilities is in the form of 24 hours per day, 7 

days per week therefore a secondary locking 

mechanism is not required.  Access, which is 

authorized using the card, is recorded and 

documented with the time and date of the 

access and identification of the person 

entering or exiting an area. 

 

CIPHER OR PROXIMITY/SWIPE CARD TYPE 

DEVICES 

Evertec recognizes the risk of relying on cipher 

locks. This type of lock does not allow entrance 

on an individual basis nor allows personnel 

monitoring capability. Evertec does not use this 

type of locking device in any of its facilities. As 

previously noted Evertec uses a card proximity 

locking control system. Authorized entry is 

recorded and documented with the time and 

date of the access. These cards are 

programmed to admit personnel only to 

certain areas at specific times during the 24 

hours of operation. If an employee loses their 

badge, they are treated as a regular visitor 

and made to sign the log and allowed 

entrance only by the security personnel. 

 

WINDOWS 

There are no operable windows in Evertec’s 

computer/control rooms. Any windows that 

may be part of an exterior wall of the building 

associated with the 

computer and control areas are physically 

blocked with solid materials. All exterior doors 

are protected with magnetic contacts or 

sensors to announce and document any 

unauthorized access attempts. The facility is 

manned 24 hours per day, 365 days per year. 

 

PERSONAL ACCESS CONTROL 

The main entrance to all operational sites 

where transaction data is processed is 

controlled by personnel at the main 

reception and/or operations desk. The 

computer/control room is a monitored area 

within this facility. This area is additionally 

secured by a card proximity electronic lock 

and an intrusion alarm system. This 

entrance/alarm system is programmed in 

such a manner that personnel are allowed 

into the facility only at those times for which 

they are authorized. All non-employee 

personnel in the building must sign in, identify 

themselves, and remain under escort, as 

must all non-authorized personnel within the 

computer/control area. The facility also has 

strategically placed security cameras.  

It is mandatory that everyone wear a visitor’s 

badge while in the facility and be escorted 

by an authorized staff person at all times. All 

authorized personnel using cards to enter 

controlled areas have their identification 

automatically logged with the time and date 

of entry. 

 

Unauthorized accesses are also monitored 

and recorded. Reports with information of 

people trying to use their card to enter 

unauthorized areas are 
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monitored frequently. Measures are taken 

with those individuals demonstrating 

suspicious activity with their access card. 

 

DATA STORAGE SECURITY 

All transaction data stored on any type of 

medium is kept in the controlled 

computer/control room, in the off-site 

backup data facility, or at an off-site storage 

vault. Access to these areas is strictly 

enforced and limited to authorized personnel 

only. 

 

FIRE PROTECTION AND SUPPRESSION 

Evertec data centers utilize a multi-level fire 

and smoke detection/suppression system to 

detect and suppress fire in the early stages. 

Smoke detectors are located above and 

below floors, and heat detectors and 

monitors are placed throughout these data 

centers. 

 

The system provides FM 200 Waterless Fire 

Protection systems to suppress fires. Alarms 

sound locally and remotely at the 24-hour 

manned control center upon smoke and/or 

fire detection. Alarms are also provided 

through visual signals for further support of the 

Americans with Disabilities Act (ADA). 

 

The detection systems are interlinked so that 

false alarms are minimized. The fire 

suppression system can be hand- 

triggered, should the automatic system 

fail. Hand-held fire extinguishers are 

placed in several areas in the data 

center, and their locations are clearly 

marked. 

 

SECURITY AWARENESS TRAINING 

The Computer Security Act requires 

mandatory security training for everyone 

who will have access to sensitive 

information and the systems that support 

such information. Specifically Section 5.a. 

clearly states: ‘Each Federal agency shall 

provide for the mandatory periodic 

training in computer security awareness 

and accepted computer security 

practice of all employees who are 

involved with the management, use, or 

operation of each Federal computer 

system within or under the supervision of 

that agency. Furthermore, training must 

be customized to fit the specific program. 

Evertec has provided computer security 

training at four levels: 

 

• Executives and Managers 

• Systems and Software Developers 

• Operations Personnel 

• Ongoing Security Awareness 

 

The ongoing efforts of the ongoing 

awareness program involve the periodic 

issuance of information about security 

risks, vulnerabilities and threats 

associated with operations. 
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Copyright© 2020 Evertec Group, LLC (“Evertec”). All rights, including copyright, are 

reserved. The information contained in this document is proprietary of Evertec and 

confidential.  The unauthorized disclosure, reproduction or use of this information is 

prohibited and may violate institutional policies. No one is permitted to disclose, use, 

copy, adapt or change in any way the contents hereof without the prior written 

permission of Evertec. 
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changes to this Proposal. Furthermore, pricing may change if there are special 

requirements for WAPA or exceptions to Evertec’s standards that are not noted in 

this Proposal.  A written and signed Change Request describing the change, the 

rationale for the change and the pricing change, if any, will be required if the 

service deliverables change to meet revised objectives once implementation is 

underway. 

e. Estimates in this proposal are based on information provided by WAPA. Under 

these circumstances, our team reserves the right to review or amend the estimates 

provided in this document in the event that any additional information, changes, 

or previously undisclosed information is obtained relative to WAPA functional and 

technical business requirements. Any special development effort required for the 

solution implementation services not contemplated in this proposal will be 

considered as out of scope. 

8. Terms and Conditions  

a) This Proposal will be valid for thirty (90) days from the date of delivery to WAPA. 

b) The term of the contract will be for three (3) years in accordance with our pricing 

schedule. 

c) Change in Law. Any changes mandated by changes in law or regulations that will 

increase Evertec’s cost will passed through WAPA and will be implemented by 

Evertec using its commercial efforts. 

d) WAPA will take primary responsibility of providing access to Evertec’s subject matter 

experts the necessary infrastructure requirements and any other key information 

related to the proposed solution.  Our team’s ability to execute the various services 

will be directly linked to the information, collaboration and support from 

management, IT Staff towards the administrative procedures, program access and/or 

modifications, as well as prompt decisions and evaluations in the design approval 

phases to complete the job on a timely and cost-effective way.  If our team is unable 

to perform services as a result of WAPA   documented inability to deliver appropriate 

resources, our team will not be held liable for such failure to perform. 

e) It is further assumed that a project manager will be assigned by WAPA   to manage 

and serve as liaison with our team during the life of the service contract. 

f) If the parties have entered into a Confidentiality Agreement, such agreement is 

incorporated herein by this reference. Otherwise, each party will insure that all 

confidential information which such party (or any of its respective officers, directors, 

employees, counsel, agents or accountants) may now possess or may hereafter 

create or obtain in connection with this Proposal will not be published, disclosed or 

made accessible by any of them to any other person at any time or used by any of 

them other than in connection with this Proposal, in each case without the prior 

written consent of the other parties; provided, however, that the restrictions imposed 

by this section will not apply (a) as may otherwise be required by law, (b) to the extent 

such confidential information will otherwise become publicly available, or (c) to 

disclosures to regulatory agencies or other governmental authorities exercising 
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jurisdiction over such party. As such, the parties agree not to disclose to any third party 

the existence or contents of this Proposal nor the nature, purpose, or status of the 

parties´ relationship as it pertains to this Proposal. Furthermore, all notices, releases, or 

communications to anyone relating to this Proposal or a possible transaction between 

the parties shall only be as mutually agreed upon by the parties. In the event of 

termination of this Proposal, each party will promptly deliver to the other party all 

documents, working papers and other material (and any reproductions thereof) 

obtained by each party or on its behalf from such other party as a result of this 

Proposal or in connection therewith and will use its best efforts to have any information 

so obtained kept confidential and not used in any way detrimental to the other party. 

g) This Proposal supersedes any previous proposals and quotes.  

h) It is understood that this Proposal is intended to be and shall be construed only as an 

offer that sets forth a framework for more detailed consideration of a service 

agreement between the parties. No legal or equitable duties, responsibilities or rights 

are created by this Proposal and either party may terminate discussions or 

negotiations at any time with or without cause.  

i) This Proposal is expressly conditioned upon and subject to the negotiation and 

execution of a definitive services agreement between the parties that will contain the 

terms and conditions applicable to the services, as well as such representations, 

warranties and covenants as are customary for this type of agreement. 

j) The following detail services are considered out of the scope in this proposal: 

• Installation and training of third-party software not mentioned in this 

proposal. 

• The implementation of additional modules not specified in this proposal. 

• Any modification, programs and additional reports not specified in this 

proposal. 

k) It is further assumed that a project manager will be assigned by WAPA   to manage 

and serve as liaison with our team during the life of the service contract.  

l) Failure to deliver the required mailing material may affect delivery schedules at 

WAPA’s expense. 

m) All mail pieces will be processed and delivered to the USPS accordingly to the agreed 

upon service level agreements. 

n) Postage services for miscellaneous pre-sealed mailing pieces provided by WAPA   will 

be processed under a BEST EFFORT structure.   

o) Evertec shall insert the documents into envelopes, prepare and tray the mail in 

accordance with the United States Post Office guidelines. 

p) Evertec shall ensure that: 

• The envelope seal is properly closed 

• The address window is aligned 

• The numbers of mail pieces are reconciled with statistics provided by WAPA    
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Appendix A – Corporate Profile  

 
Our PROFILE 
 

Evertec® (www.evertecinc.com), is a leading transaction processing services 

company in the Caribbean and Latin America, which provides a wide range of 

merchant acquiring, payment processing and business, process management 

solutions.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our Profile  

 
We are differentiated, in part, by our 

diversified business model, which enables 

us to provide our varied customer base 

with a broad range of transaction 

processing services from a single source 

across numerous channels and 

geographic markets. 

 

What we DO 

 

• Package and provide our customers with 

a comprehensive range of services that 

other businesses must source from multiple 

vendors. 

 

• Serve customers with distinct operations 

across the region with a single integrated 

technology solution that enables them to 

manage their business as a single 

enterprise. 

 

Capture and analyze data along the 

transaction processing value chain, 

providing value-added services superior 

to those offered by vendors who, because 

of technology, capability and product 

limitations, can only handle one 

segment of the transaction 

processing value chain.  

The largest merchant acquirer in 

the Caribbean and Latin America. 

Evertec serves 26 countries in the 

region from its base in Puerto Rico. 

The Company manages a system 

of electronic payment networks 

that process more than 2.1 billion 

transactions annually and offers a 

comprehensive suite of services for 

core bank processing, cash 

processing and technology 

outsourcing. In addition, Evertec 

owns and operates the ATH 

network, one of the leading 

personal identification number 

("PIN") debit networks in Latin 

America. The Company serves a 

diversified customer base of 

leading financial institutions, 

merchants, corporations and 

government agencies with "mission-

critical" technology solutions. 

We serve a broad and diversified 

customer base of leading financial 

institutions, merchants, 

corporations and government 

agencies with a “critical mission” 

technology solution.  
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Regional Presence 

Puerto Rico 

Road #176 k.m. 1.3 Cupey Bajo,   

Río Piedras PR 00926 

PO Box 364527 San Juan,  

PR 00936-4527 

Brazil 

Al. Lorena, 638 3 º Andar - cj.31  

Jardim Paulista CEP 01424-000 

São Paulo 

Chile  

Principal Office 

Londres 76, Santiago  

Colombia  

11 Street # 68 - 39 

Bogotá 

Carrera 65 #45 - 20 office 430 

Medellín 

Costa Rica 

Bo. Tournon Diagonal to 

La República Newspaper San José 

Dominican Republic 

CardNET Building, 5th Floor 

C/Max Henriquez Ureña #6 

Ensanche Naco, Santo Domingo 

Guatemala 

Av. La Reforma 7-62 zona 9 

Aristos Reforma Building, Of. 404 

Mexico  

Jaime Balmes No. 11 

C Tower; Mezzanine. No. 4  

Col. Los Morales Polanco  

Miguel Hidalgo, 11510 CDMX 

Panama 

Torre de las Américas Building – B Tower  

2nd floor, 202 Office - Boulevard Punta 

Pacífica 

Panama City 

Peru 

Víctor A. Belaunde Avenue #147,  

Vía Principal pal. 140, Real 6 Building, 6th floor,  

San Isidro, Lima, 27 

Uruguay 

Italia Avenue #6201 Parque Tecnológico LATU 

Los Tilos Building, Of. 107. Montevideo 
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Our OFFERING  
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Appendix B – Evertec’s Infrastructure 

Cupey Center Infrastructure 

Evertec is the main information technology and processing services company in Puerto 

Rico. We rely on systems and procedures that currently service several other clients 

throughout the island. 

Evertec’s primary operations center is situated on 19.9 acres of property located 

in San Juan, Puerto Rico. This facility houses the primary computer systems and 

operation facilities as described below. 

Our Cupey Data Center functions round the clock 24x7x365. Our electrical 

facilities include a high efficiency 38KV power substation. Due to the criticality of 

our services to the financial backbone of Puerto Rico and the other 19 countries 

that we service, in case of a disaster our incoming electrical feeds will receive 

the same priority as hospitals, police stations, etc. 

 

  

 

 

 

 

 

 

 

 

 

Cupey Campus boasts redundant communication using different carriers. We are 

connected to PRTC Fiber Optic (FO) ring with redundant connections with a bandwidth 

capability of OC92. The AT&T circuit bandwidth capability is OC48, while we also have 

access to PREPANET FO network now and Neptuno Networks.  

  

Cupey Campus: 19.9 acres          5 Buildings          43,626 sq2 construction          1,978 parking 
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Our Facilities 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  

For emergency power we are equipped                        

with two 2,000 KW generators with N+1  

redundancy. 

 

 

 

For cooling purposes our facilities are  

equipped with a chilled water system  

comprised of 4 cooling towers of 350  

tons each (N+3), 4 water pumps (N+3)  

and 4 water chillers of 350 tons each  

(N+3). This configuration provides 15 

CRAH  

Units which represent up to 232 tons of  

cooling in the Data Center (85 watts/ft2).  

The system uses high efficiency filters and  

provides high availability for cooling in 

the 

data center. 

 

 

 

To supply our water needs, we are 

outfitted with a 100,000 gallons water tank 

to provide 5 to 7 days of continuous 

 

operation. We also have 2 water wells on 

campus providing 30 GPM and 12 GPM. 

 

 

 

The fire protection in the data center is 

provided by VESDA heat and smoke 

detection system and FM200 automatic fire 

suppression system. The data center consists 

of with 18,000 sq. /ft. of raised floors with sub 

floor water detection. 

 

Our diesel fuel reserve has a capacity of 

20,000 gallons which gives us up to 7 days of 

continuous operation. 
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At rack level our power is provided by 

dual independent UPS configured as 

parallel redundant. This power 

redundancy protects rack components 

from power outages. There are two 

800KVA UPS in parallel for side A and 

two 800KVA UPS for side B. 

 

 

 

Physical security is provided by a CCTV 

surveillance system supported by a 

network of over 450 digital cameras 

located in key points around the 

campus. This is complimented by 

electronic access control and a single 

point of entry for visitors. 
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Our data processing center includes different platforms, these platforms include: 

Mainframes, RISC and CISC systems, UNIX, LINUX, Windows, High Density servers, Blade 

servers, multiple vendor SAN storages including IBM and EMC. 

DRS 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Evertec has established its Business 

Continuity Program based on the best 

practices of the industry as noted by the 

Disaster Recovery Institute. The program 

includes the policies for creation and 

maintenance of Business Continuity Plans 

for each critical unit of Evertec. These 

plans provide Evertec with the ability to 

recover and continue operations in case 

of an interruption. As part of these policies 

Evertec also has Disaster Recovery Plans 

for its critical systems and applications. 

 

Evertec’s Business Continuity policies 

regarding tests provide for disaster 

recovery test to be conducted, at least, 

once a year for critical applications. 

Evertec has an annual test itinerary that 

includes the different tests to be 

conducted during the year and the 

corresponding schedule. As part of the 

test coordination scenario, objectives, 

results and other related information are 

properly documented for each test. 

During the test, incidents are also 

documented for proper follow up of 

corrective actions. When the test is 

completed a test certification is signed 

indicating test results. All documentation is 

stored together on the test binder and 

provided to the customer and auditors. 

Our Tres Monjitas Recovery Data center is 

comprised of two areas. The area #1 is 

equipped with 2 redundant 350 KW 

power generators with 4,000 gallons of 

diesel, 2 redundant 150KVA UPS, 110 ton & 

120 ton redundant chillers, FM200 Fire 

suppression system and 4,000 ft2 of raised 

floor.  Security is provided by electronic 

access control, CCTV and single point of 

entry. Area #2 is equipped with 350 KW and 

250 KW generators, 100 KVA and 36 KVA 

UPS and 4,000 ft2 of raised floors. Security is 

provided electronic access control, CCTV 

and single point of entry. 

 

FACILITIES PHYSICAL SECURITY 

Evertec has built its systems around security 

features that guarantee that the 

information processed remains protected 

from unauthorized activity or damage. We 

undoubtedly recognize the importance of 

maintaining our System secure and running 

efficiently. In today's technological 

environment, it is crucial that companies 

protect their assets and information through 

dependable security technology and 

follow guidelines for facility directives.  

Additionally, our sites involved in the 

processing of data and/or housing of 

sensitive information are designed with a 

high degree of physical security elements. 

These physical security and access control 

systems monitor and regulate persons 

entering the site, detect unauthorized entry 

attempts and use control mechanisms to 

prevent unauthorized entry. 
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The securities of our operations centers 

contain logical as well as physical security. 

These systems monitor and control people 

entering the sites, detect unauthorized 

entry attempts and use control 

mechanisms to inhibit unauthorized entry. 

Our centers have sub-floor water 

detection and humidity alarms, and 

controlled access to facilities for 

employees and visitors. These controls are 

primarily accomplished through the use of 

80 color closed circuit television (CCTV) 

cameras deployed throughout the data 

center, proximity reader access systems 

and intrusion detection alarm systems. The 

cameras are strategically positioned so 

that none of them can be compromised 

without detection by neighboring 

cameras. Moreover, both of our Primary 

Data Center and Back up Data Center are 

equipped with Liebert Air Handling Units to 

maintain a reliable operating environment 

and regulate temperatures and humidity 

levels in those critical areas. 

 

ENTRANCE SECURITY 

Evertec’s data processing and 

telecommunications facilities are secured 

24x7x365. Security control begins at the 

main entrance to the Evertec facility with 

a monitored reception area and qualified 

personnel who maintain a sign-in log and 

camera-ready equipment to verify visitor 

identification carefully. A non-authorized 

individual must be positively identified, 

photographed and made to register via 

sign-in log upon entrance into the facility. 

The log must also reflect whom the visitor 

will be meeting and the purpose thereof. 

All visitors are prohibited entry until an 

Evertec employee escorts the individual to 

their destination. While in the facility, the 

visitor remains under escort and wears a 

visitor’s badge until departure. The badge 

must be returned by the individual upon 

leaving the facility. 

 

The computer/control center is housed in a 

separate area within the main building. This 

area has a separate physical control system. 

The entrance is locked at all times by an 

electronic locking mechanism which is 

controlled by a card proximity system. The 

entrance door to the computer/control area 

is also secure against forced entry and 

monitored by personnel at all times. Closed 

Circuit Television (CCTV) cameras are used 

to monitor key areas inside and outside the 

buildings in which transaction data is 

processed. Entrance to these facilities is 

permitted only to authorized employees and 

escorted visitors. 

 

LOCKS 

Evertec’s facilities are manned 24 hours per 

day, 7 days per week. To provide an extra 

measure of security, Evertec always requires 

that the computer/control room be locked 

at all times and all areas with sensitive 

equipment and information also be locked.  

The main facility is always monitored by 

personnel and remains locked. Each door is 

monitored individually and authorized 

access is recorded and documented by the 

access control system. This high level of 

security is maintained 365 days per year. 
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KEYS 

Evertec employs an electronic/card proximity 

system for entry into the computer/control 

area. Keys are never used. Our electronic/card 

proximity system is always active and ensures 

doors are locked. The operation at Evertec’s 

facilities is in the form of 24 hours per day, 7 

days per week therefore a secondary locking 

mechanism is not required.  Access, which is 

authorized using the card, is recorded and 

documented with the time and date of the 

access and identification of the person 

entering or exiting an area. 

 

CIPHER OR PROXIMITY/SWIPE CARD TYPE 

DEVICES 

Evertec recognizes the risk of relying on cipher 

locks. This type of lock does not allow entrance 

on an individual basis nor allows personnel 

monitoring capability. Evertec does not use this 

type of locking device in any of its facilities. As 

previously noted Evertec uses a card proximity 

locking control system. Authorized entry is 

recorded and documented with the time and 

date of the access. These cards are 

programmed to admit personnel only to 

certain areas at specific times during the 24 

hours of operation. If an employee loses their 

badge, they are treated as a regular visitor 

and made to sign the log and allowed 

entrance only by the security personnel. 

 

WINDOWS 

There are no operable windows in Evertec’s 

computer/control rooms. Any windows that 

may be part of an exterior wall of the building 

associated with the 

computer and control areas are physically 

blocked with solid materials. All exterior doors 

are protected with magnetic contacts or 

sensors to announce and document any 

unauthorized access attempts. The facility is 

manned 24 hours per day, 365 days per year. 

 

PERSONAL ACCESS CONTROL 

The main entrance to all operational sites 

where transaction data is processed is 

controlled by personnel at the main 

reception and/or operations desk. The 

computer/control room is a monitored area 

within this facility. This area is additionally 

secured by a card proximity electronic lock 

and an intrusion alarm system. This 

entrance/alarm system is programmed in 

such a manner that personnel are allowed 

into the facility only at those times for which 

they are authorized. All non-employee 

personnel in the building must sign in, identify 

themselves, and remain under escort, as 

must all non-authorized personnel within the 

computer/control area. The facility also has 

strategically placed security cameras.  

It is mandatory that everyone wear a visitor’s 

badge while in the facility and be escorted 

by an authorized staff person at all times. All 

authorized personnel using cards to enter 

controlled areas have their identification 

automatically logged with the time and date 

of entry. 

 

Unauthorized accesses are also monitored 

and recorded. Reports with information of 

people trying to use their card to enter 

unauthorized areas are 
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monitored frequently. Measures are taken 

with those individuals demonstrating 

suspicious activity with their access card. 

 

DATA STORAGE SECURITY 

All transaction data stored on any type of 

medium is kept in the controlled 

computer/control room, in the off-site 

backup data facility, or at an off-site storage 

vault. Access to these areas is strictly 

enforced and limited to authorized personnel 

only. 

 

FIRE PROTECTION AND SUPPRESSION 

Evertec data centers utilize a multi-level fire 

and smoke detection/suppression system to 

detect and suppress fire in the early stages. 

Smoke detectors are located above and 

below floors, and heat detectors and 

monitors are placed throughout these data 

centers. 

 

The system provides FM 200 Waterless Fire 

Protection systems to suppress fires. Alarms 

sound locally and remotely at the 24-hour 

manned control center upon smoke and/or 

fire detection. Alarms are also provided 

through visual signals for further support of the 

Americans with Disabilities Act (ADA). 

 

The detection systems are interlinked so that 

false alarms are minimized. The fire 

suppression system can be hand- 

triggered, should the automatic system 

fail. Hand-held fire extinguishers are 

placed in several areas in the data 

center, and their locations are clearly 

marked. 

 

SECURITY AWARENESS TRAINING 

The Computer Security Act requires 

mandatory security training for everyone 

who will have access to sensitive 

information and the systems that support 

such information. Specifically Section 5.a. 

clearly states: ‘Each Federal agency shall 

provide for the mandatory periodic 

training in computer security awareness 

and accepted computer security 

practice of all employees who are 

involved with the management, use, or 

operation of each Federal computer 

system within or under the supervision of 

that agency. Furthermore, training must 

be customized to fit the specific program. 

Evertec has provided computer security 

training at four levels: 

 

• Executives and Managers 

• Systems and Software Developers 

• Operations Personnel 

• Ongoing Security Awareness 

 

The ongoing efforts of the ongoing 

awareness program involve the periodic 

issuance of information about security 

risks, vulnerabilities and threats 

associated with operations. 
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1 Introduction  

a. The Virgin Islands Water and Power Authority (“VIWAPA” or “Owner”) is seeking 

proposals from qualified Offerors for the provision of Utility Bill Printing, Inserting and 

Mailing, Electronic Bill Presentment, Consumables and related Professional Services.  The 

Offeror provides staffing support to VIWAPA in performance of its responsibilities 

described in this Request for Proposal (“RFP”).   
 

b. This Request for Proposal (RFP) sets forth the requirements for the requested services and 

solicits a detailed, comprehensive response from Offerors to meet or exceed the requirements 

further described later in this RFP. 
 

c. The Offeror submitting the response to this RFP must accept full responsibility as the prime 

Offeror and disclose all subcontractors that Offeror will be relying on to assist in fulfilling its 

responsibilities under this project.  If Offeror chooses to partner in order to offer a complete 

solution, the partners must explain their partnering business relationship and experience on 

similar projects. 
 

d. VIWAPA is seeking to outsource its current utility bill printing and mailing processes by 

contracting with an Offeror who can provide a more flexible and dynamic service for our 

customers. 
 

e. The proposed solution must provide a flexible mechanism to allow integration with other 

business applications.  The Offeror must demonstrate the professional capability to assist 

VIWAPA in integrating its business processes across its organizational functions via this 

project. 
 

1.1 Request for Proposal  

You are invited by the Virgin Islands Water and Power Authority (herein after referred to as the 

“Authority”) to submit a proposal to provide Utility Bill Print and Mail services.  
 

1.2 Proposal Submittal  

Each Offeror  shall fully conform  in  their  Proposal to  all existing conditions and 

limitations under which the project will be performed and shall include in its proposal a 

sum to cover all costs of all items necessary to perform the work as set forth in the 

Proposal Documents. 
 

The Authority will receive electronic proposal from Offeror until the time specified in the cover 

letter accompanying this document. The Proposal Form (see Appendix A) must be submitted 

with your documents.  The proposal must be submitted to contractservices@viwapa.vi.   

A cover letter must be included with your response. All proposals must be submitted by the date 

and time specified on the proposal cover letter, addressed to: 
 

Delores Donovan 

Contracts Administration Manager  

Virgin Islands Water & Power Authority 

mailto:contractservices@viwapa.vi
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9720 Estate Thomas 

Al Cohen Plaza Office 

St. Thomas, Virgin Islands 00802 

 contractservices@viwapa.vi  

 

All proposals should be in strict accordance with the following: 

I. All Proposal responses shall adhere to the requirements of the Authority’s RFP 

and the Authority’s Professional General Contract Terms. 

 

II. Any exceptions or clarifications to the requirements stated in this RFP, especially 

to the Authority’s Professional General Contract Terms, shall be listed and 

explained in the Offeror’s s proposal. 

 

III. The Offeror is required to submit a statement regarding its previous experience in 

performing comparable work, its business and technical organization, financial 

resources, and equipment available for use in performing the work. 

 

IV.  No telegraphic proposal or telegraphic modifications of proposal will be 

considered. 

 

V. No misdirected proposal or proposal received after the time specified for 

receiving them will be considered. 

 

VI. Proposals shall adhere to the following conditions: 

  

 1.  Address the proposal to the owner at the email given in this section. 

 2. Proposals shall bear the title of the project, the name of the Offeror, the date   

and time of the proposal opening. 

3.  It is the responsibility of the Offeror to see that its proposal is received on 

time. 

 

1.3 Instructions to Offerors  

All Proposal responses shall adhere to the requirements of the Authority’s Request 

for Proposal and the Authority’s Professional General Contract Terms.  Those 

requirements pertaining to the Offeror’s responsibility for taxes, insurance, and 

hiring of local workers, are of paramount importance and shall apply, unless 

expressly waived by the Authority. 

 

The Offeror’s response must expressly state the terms and conditions of the 

Authority’s Professional General Contract terms which the Offeror does not agree. 

The Authority reserves the right depending on the stated exceptions to consider 

any response of Offeror unresponsive and not subject to further consideration. 

 

mailto:contractservices@viwapa.vi
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1.4 Communication  

All correspondence and communication shall be identified by the Request for  

Proposal Number and Title, and addressed below to: 

Delores Donovan 

Contracts Administration Manager 

Virgin Islands Water and Power Authority  

9720 Estate Thomas  

Al Cohen Plaza Office 

St. Thomas, Virgin Islands 00802 

contractservices@viwapa.vi  

Inform Authority of the proper address to which correspondence to the 

Offeror should be directed. 

 

1.5 Withdrawal of Proposal  

A proposal may be withdrawn at any time prior to the time specified as the closing 

time for acceptance of proposals. The successful Offeror may not withdraw or cancel 

or modify its proposal for a period or ninety (90) days from proposal submission.  

 

1.6  Owner’s Rights  

The Owner has a right to reject any or all proposals and to waive informality 

and irregularity in the proposals. 

 

1.7 Request for Proposal is not an Order 

This Request for Proposal is not to be considered as an order by the 

Authority. Upon acceptance of the proposal the Authority will work with the 

Service Provider to develop a service agreement.  

 

2 General Contract Requirements  

1 .  All responses shall adhere to the requirements of the Authority’s proposal request and 

the Authority’s professional general contract terms.  Those requirements in the RFP 

pertaining to the Offeror’s responsibility for taxes, insurance, hiring of local workers 

and the application of liquidated damages, are of paramount importance to the 

Authority and shall apply, unless expressly waived by the Authority. 

 

T h e  O f f e ro r ’ s  r e sp o ns e  mu s t  exp r es s l y  s t a t e  t h e  t e rm s  and  

co nd i t i on s  o f  t h e  A u th o r i ty ’ s  p ro f e s s i on a l  g en e r a l  con t rac t  t e rm s  

t o  wh i ch  th e  O f f e ro r  t ak e s  ex cep t i on .   Un l e s s  exp r es s l y  a ccep t ed  

b y  t h e  A u t ho r i t y  i n  w r i t i ng ,  n o  ex cep t i on  sh a l l  be  d eem ed  

g r an t ed .   Th e  A uth o r i t y  r es e rv e s  t he  r i gh t ,  d ep end i ng  on  th e  

s t a t ed  ex cep t i on ,  t o  con s id e r  an y  p rop os a l  no n - r e sp on s iv e  and  n o t  

s ub j ec t  t o  f u r th e r  co ns id e r a t i on .  

 

A l l  q u e s t i o n s  a n d  i n q u i r i e s  r e g a r d i n g  a n y  m a t t e r  a f f e c t i n g  t h e  

p r o p o s a l  o r  r e s p o n s e  m u s t  e x c l u s i v e l y  b e  d i r e c t e d ,  i n  w r i t i n g ,  

mailto:contractservices@viwapa.vi
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t o  t h e  A u t h o r i t y ’ s  M a n a g e r  o f  C o n t r a c t  A d m i n i s t r a t i o n ,  M s .  

D e l o r e s  D o n o v a n .  

 

2. All RFP’s in their entirety are qualified by the following general requirements: 

All costs and expenses associated with developing and/or submitting a proposal in 

response to the RFP and/or any related activity following the submission of any such 

proposal shall be borne by the Offeror.  While VIWAPA has endeavored to supply 

useful information in the RFP, VIWAPA makes no representation or warranty, 

expressed or implied, as to the accuracy or completeness of any information 

contained herein or otherwise provided to any Offeror by, or on behalf of VIWAPA.  

VIWAPA shall have no liability relating to or arising from any such information or 

the use thereof.  Offerors are encouraged to conduct their own investigation and 

analysis of any and all information contained herein or otherwise provided by or on 

behalf of VIWAPA.  The RFP is not an offer or commitment and is not capable of 

being accepted to form a binding agreement.  VIWAPA reserves the right, in its sole 

discretion, to withdraw or modify the RFP at any time, to accept or reject any or all 

proposals for any reason, to waive any irregularities or informalities in the proposal 

process or any nonconformance with the requirements of the RFP , and to enter into 

further discussion or interviews with any one or more offerors . 

 

G en er a l  C o n t r a c t  R eq u i r em en t s :  

 

The Authority's Professional General Contract Terms shall be applicable to all 

Contracts with the Offeror. The Offeror’s response must expressly state those 

provisions of the Authority's Professional General Contract Terms with which the 

Offeror does not agree. The Authority reserves the right to reject any exceptions, or 

consider any exceptions taken to the General Terms and Conditions to be 

unresponsive and not subject to further consideration. 

 

Taxes:   

 

The price proposed by Offeror shall be the total consideration, inclusive of taxes, if 

applicable.  The Offeror, if awarded the Contract, may be subject to gross receipt 

taxes; excise taxes, import taxes or custom duty, depending on the nature of the scope 

of work.  All taxes are the responsibility of the Offeror unless exempt by law.  The 

Offeror is advised to contact the Virgin Islands Bureau of Internal Revenue (“IRB”), 

(340) 715-1040, for information on their tax obligations.  Neither the Authority, nor 

its employees or representatives, shall be responsible or liable due to any inquiries or 

representations regarding the Offeror’s tax liability. To the extent an Offeror claims 

an exemption from any applicable Virgin Island Tax or custom duty, Offeror 

must, upon contract execution, present the Authority documented evidence from 

IRB or other Virgin Islands Government Department establishing that the 

Offeror is not responsible for taxes.   
 

Pursuant to 33 VIC § 44(a) (b) of the Virgin Islands Code, as amended, the 

Government of the Virgin Islands and its instrumentalities, agencies and public 

corporations are required, when making a payment to any person, partnership, firm 
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corporation of other business association that is subject to the payment of gross 

receipt taxes under the law, to deduct and withhold from such payment, gross receipt 

taxes as required by law at 33 VIC § 43 (a).  Payment for the purposes of withholding 

is defined by law as: 

 

1. any single payment of at least $30,000 

2. any payment pursuant to a contract providing for a total expenditure of $225,000 

or more. 

 

In Contracts where the Offeror  will provide to the Authority, equipment, supplies, 

materials or parts (the “Materials”) which  are to   become the property of the 

Authority and where such Materials are subject to custom duties and/or excise taxes 

(“Taxes”), those Taxes related to importation of the Materials will not apply if :  

(i) the Materials are consigned to the Authority at a port other than the Virgin 

Islands; 

(ii) such consignment provides that the Offeror r retains the risk of loss for the 

Materials until the scope of work of the contract is completed; 

(iii) the Offeror provides insurance against loss or damage to the Materials in the 

amount of 100% of the value of the Materials provided for the benefit of the 

Authority.   

 
Attached please find further direction from the Virgin Islands Bureau of Internal 

Revenue regarding tax obligations for contractors working in the Virgin Islands 

identified as Exhibit B.   

 

Communication with Authority Board Members/ Employees/ Evaluation Committee 

Members 
 

To preserve the integrity of the procurement process, and unless otherwise instructed, 

all communication, written or oral, regarding this RFP and/or solicitation of 

proposals, must be submitted through the Authority’s Contract Services Manager. 

Any direct contact made by an Offeror with the Authority’s Board Members, 

Officers, Directors, employees or the members of the Authority’s Evaluation 

Committee concerning the procurement in an attempt to influence the procurement is 

prohibited and may be grounds for disqualification. 

 

Confidentiality 

 

Offerors are advised that any and all materials, information and documentation in any 

proposal submitted in connection with this RFP may become a record of the 

Authority and may be subject to the provisions of Title 3 V.I.C. § 881, et seq. (Public 

Records Act).  The Public Records Act requires disclosure of public documents upon 

request of any citizen unless the public document is deemed to be confidential or 

otherwise exempted by law.  To date, no court of law has ruled on the application of 

this law to independent instrumentalities such as the Authority.  “Confidential 

Information” includes all technical business, personnel, taxpayer or other information 
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including customer or client information and details of customer accounts, however, 

communicated or disclosed to the receiving party or its employees, relating to past, 

present and future research, development and business activities of the disclosing 

party and that has been identified as “confidential”.  Both parties agree: 

(i) that the receiving party and its employees may disclose Confidential 

Information to others if required by law or with the prior written consent of 

the disclosing party;  

(ii) not to make use of Confidential Information other than for the performance of 

this Agreement;  

(iii) that it will not use such information for its own advantage to the detriment of 

the disclosing party or its customers.  Confidential information shall not 

include information which: 

(i) becomes generally available to the public (other than by the acts or 

omissions of the receiving party or its employees):  

(ii) was known prior to the date of this Agreement by “or becomes known 

to” the receiving party or its employees and was not obtained from any 

person under any obligation of confidentiality to the disclosing party,  

(iii) is independently developed by the receiving party: or  

(iv) is required to be disclosed pursuant to legal process or regulation.  

 

Contract Execution  

 

 The final contract sent to the Offeror for execution must be executed and returned to 

the Division of Contract Administration within seven (7) business days of receipt.  

Failure by the Offeror to return the executed contract within the stated time may 

result in the contract award being rescinded.  It is the responsibility of the Offeror to 

timely advise the Authority of any issues affecting contract execution so that the 

parties may discuss additional time for execution. 

 

Notice to Proceed 

 

The Notice to Proceed contains the commencement date of the contract work.  The 

Notice to Proceed form must be executed and a copy presented to the Manager of 

Contract Administration prior to the final execution of the contract by the Authority’s 

Contracting Officer. 

3 Completion of Responses  

Information presented by Contractors in their Proposals will be used to evaluate the 

qualifications and cost structure of the solution and to determine the contractor(s) 

which will be selected to provide the aforementioned services to the Authority.  

 

Responses shall be completed in accordance with the requirements of this RFP. 

Statements made by the Contractor(s) shall be without ambiguity, and with adequate 

elaboration, where necessary, for clear understanding. 
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4  Cost Incurred in Responding  

All cost directly or indirectly related to the preparation of a response to this RFP, or 

any oral presentation required to supplement and/or clarify a Proposal which may be 

required by the Authority, shall be the sole responsibility of and shall be borne by the 

Offeror.        

5 Business Objectives 

VIWAPA wishes to obtain utility bill printing and mailing services that meet the following 

objectives: 

• Provide error free printing and mailing of utility bills, notices, and letters. 

• Provide a stable, redundant environment for the production of utility bills, notices, and 

letters. 

• Reduce the cost of printing and mailing utility bills, notices, and letters. 

• Provide capability for VIWAPA to manage the printing and mailing services remotely over a 

secure internet connection. 

• Select an Offeror with a proven and stable history performing the services outlined in this 

RFP. 

• Select an Offeror that best meets VIWAPA’s business and technical requirements as outlined 

in this RFP. 

• Select an Offeror that performs the functions described in this RFP in a reliable, cost 

effective, and expeditious manner. 

• Select an Offeror that enables VIWAPA to maintain and modify the print formats at a 

reasonable cost and pace as the business functions change. 

• Select the Offeror that enables best practice business processes, eliminating existing manual 

procedures/processes. 

• Enable VIWAPA to further enhance its customer service and provide timely, accurate and 

efficient utility bill printing, mailing and electronic bill presentment. 

• Enable users of the system to receive timely, accurate information and monitor the processes 

start to finish.  

• Select an Offeror that provides customer self-service options and allows for future growth. 

• Select an Offeror that provides Coding Accuracy System Support (CASS) certification 

options including automatic address corrections and updates. 

6 Background/Current Environment  

The Virgin Islands Water and Power Authority (“VIWAPA”) is a public-power utility whose 

core purpose is to provide water and electricity for the USVI community with a population of 

approximately 106,405 residents. 
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The Authority was created in 1964 by the Virgin Islands Water and Power Authority Act, 

Chapter 5 of Title 30 of the Virgin Islands Code. It was created as a body corporate and politic 

constituting a public corporation and autonomous governmental instrumentality of the 

Government of the U.S. Virgin Islands (“Government”). It was created for the purpose of 

developing, utilizing and aiding in the development and utilization of adequate water and electric 

power systems for the people of the Virgin Islands. 

 

VIWAPA provides service to approximately 55,000 electric customers and approximately 

13,000 potable water customers in the United States Virgin Islands, which include St. Thomas, 

St. John and St. Croix, along with Hassel Island and Water Island, located near St. Thomas 

Harbor.  VIWAPA also installs and maintains streetlights in the territory. VIWAPA is 

considered a not-for profit public corporation.  

 

6.1 Organization 

The Customer Accounts Department is responsible for providing billing for all services.  A 

centralized Information Technology (IT) Department provides support for the Authority’s 

networks and hardware.   

 

6.2 Current Utility Billing System 

The current Utility Billing System, known as Central Square (formerly SunGard), performs billing 

functions for the utilities provided by the Authority. 

7 Utility Bill Print and Mail Services Functional Requirements 

7.1 Functional Requirements 

The Authority Bill Print and Mail Services Functional Requirements include OCR, barcode and 

consumption bar graph. 

 

7.2  Scoping Parameters 

Print Parameters Description 

Contract term  3 years, options for multiple 3-year 

renewals 

Number of cycles per month that bills, notices and 

letters are generated for printing and mailing. 

12 billing cycles per year. 

 

Billing occurs each business day of 

the month. Bills and notices, could be 

produced every business day of the 

month. 

Volume of Bills Approximately 62,000/month. 

Volume of Notices Approximately 22,000/month 

File transmission Format preference Flat Files 
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Print Parameters Description 

Daily Transmission Time of File  Currently between 6:00 PM and 

10:00 PM EST 

Data file transmission method  SFTP or similar secured method 

Service Level Target – Time from Approval to 

Postal Service Delivery   

End of business – same day  

If unable to provide same day, 

please provide service level target. 

Average Number of Pages per Billing. One page per bill, double sided 

Portrait or Landscape  Portrait  

Bill formats/templates  1 bill format 

Notice formats 1 notice format 

Minimum Number of Insertions with Bill.  1 self-addressed return envelope 

Selective inserting customers on 

AutoPay will not receive a return 

envelope 

Number of Additional Insertions per Bill or Notice 

(i.e. How many different additional insertions  

could be managed through one month) 

 

1 - 5  

Paper and Print Quality Printing shall be laser quality with a 

resolution of at least 600 x 600 DPI.  

The paper should be of a brightness 

factor to allow for a contrast ratio of 

paper to print to ensure reliable OCR 

and barcode scanning. 

Perforation for payment stub  

Bar Graph The Service Provider must have the 

capability to print a bar chart 

displaying the customer’s usage over 

a 13-month period. 

Paper Size  Bills 8.5 x 11 

Notices 8.5 x 11 

 

Fold Specifications  Tri-fold  

Remittance Envelope Size Envelope standard #9   
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 Electronic Presentment shall be listed as an option in pricing.  

Electronic Presentment  

Parameters 

Description  

Desired archive retrieval periods  Archive 3 years from date of document 

issuance. 

Desired delivery method  HTTPS access to bills, notices, and letters 

stored on Offeror’s server. In addition, some 

bills, notices, and/or letters will need to be 

mailed to the customer. 

Preferred format for electronic and archived 

documents  

Vendor should propose a preferred format. 

CSRs with access to the document archives  20+ 

Archive documents Yes  

Archive insertions Yes  

Archived documents stored in monochrome 

or color 

Color  

 

8 Scope of Work 

8.1 Introduction 

a. The Authority is seeking an immediate solution to align with the current Utility Billing 

System as well as a solution that will work with the future replacement Utility Billing 

System.  The Offeror will have full responsibility and contractual obligation to complete the 

implementation of all aspects of the proposed solution.   

 

b. Immediate services will be retained for Bill Printing and Mailing Services including 

statements and disconnect notices to residential, commercial and industrial utility customers 

with address correction and encoding capabilities.  Vendor shall propose an optional service 

to provide and store electronic image file or PDF and/or data to render an image of the bills, 

notices, and letters as mailed for VIWAPA to use on their website for customer enabled web-

based viewing. Offerors need to describe proposed methods, formats, and pricing of these 

services separately for bills, notices, and letters hosted by the offeror. 

 

c. Offerors are encouraged to propose optional solution components; however, any out-of-scope 

solutions or services must be clearly marked as such and shall be itemized separately in the 

pricing proposal as specified in Appendix C, VIWAPA Pricing Proposal. 

 

8.2  Scope of Services 

a. Offerors must provide a proven methodology and implementation approach that minimizes 

potential for disruptions to VIWAPA’s operations and minimizes risk to business processes and 

systems.  The transition to a new Bill Print and Mail Service must be transparent to VIWAPA’s 

customers. 
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b. The Offeror’s methodology and implementation approach must address all services deemed 

necessary to achieve a successful implementation.  Offerors should include all services required 

for the evaluation, delivery, installation, testing, training, configuration, and interface development 

for the proposed solution, including acceptance tests.  The proposed methodology and 

implementation approach must include, at a minimum, the following project activities: 

− Project Management 

− Business Analysis and To-Be Process Development 

− Design 

− Configuration 

− Interface Design and Development 

− Reporting 

− Application/System Testing 

− Performance Testing 

− Production Environment Installation / Configuration 

− Project Team Training 

− Bill Print and Mail Service Documentation 

− Acceptance Testing/Sign-off 

− Deployment/Go-Live 

− Post Implementation Support 

 

8.3  Design and Development 

a. The Offeror may be responsible for the design of bills, notices, letters, inserts, envelopes, and 

postcards.  All versions of layout, formatting, and transformation files and scripts related to 

generating the bill, notice, letter, and insert will be the property of VIWAPA.  VIWAPA will 

receive all versions from Offerors as changes are made to the layout files. 

 

b. The Offeror shall work with VIWAPA’s staff to incorporate VIWAPA’s current bill, notice, 

and letter formats/content into the formats used by the Offeror’s software.  

 

c. VIWAPA will provide sample logos and layouts in order to assist with the design and 

development effort. 

 

d. Bill and notice formats need to include the option for VIWAPA staff to add or change 

messages on statements within defined fields. 

 

e. The Offeror shall work with VIWAPA and its agents to incorporate manually generated letter 

formats in an automated manner from the current and new Utility Billing System.  

 

8.4  Extract Files 

a. VIWAPA will transmit extract files to the Offeror each day usually by a time agreed upon by the 

Offeror and VIWAPA.   
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b. The daily volume of extract files will vary. Currently extract files are generated for bills and 

notices.   

8.5  Data Processing – Customer Bills 

a. The Offeror shall process the extracted files provided by VIWAPA for the generation of 

customer bills, notices, and letters. 

b. Offeror must provide the quality assurance process and metrics proposed to be used in 

conducting quality assurance on the bills, notices, and letters. Offeror must reconcile existing 

file information received from VIWAPA with the output upon completion of data processing 

and generation of customer images. Offeror must provide the results of each quality 

assurance review to VIWAPA daily. 

c. The Offeror shall maintain the daily files and records identifying the bills, notices, and letters 

with messages and inserts included for each customer. VIWAPA needs access to this 

information via a secured internet site or interface for viewing purposes throughout the 

business day. 

8.6 Review Process 

In addition to the Offeror ’s quality assurance process, VIWAPA shall have the opportunity to 

review individual, group, or an entire batch of bills, notices, and letters electronically. This 

process will allow VIWAPA to release bills, notices, or letters for mailing or reject the mailing 

of a bill, notice, or letter. This process must be available prior to the printing and release for 

insert and mailing for distribution to customers by the Offeror.  

 

a. The Offeror shall provide at least the following information to VIWAPA to assist in the 

review: 

• Number of bills produced 

• Number of notices produced 

• Number of bills suppressed 

• Number of notices suppressed 

 

8.7      Online Availability 

a. If the online presentation option is chosen by VIWAPA, the Offeror shall make renderings 

available to VIWAPA staff on the day of bill, notice, or letter generation per Section 8.9 

below.  Information will also be provided indicating whether the bill, notice, or letter was 

mailed, presented electronically, or mailed and presented electronically.  

 

8.8     Notice and Processing Volume 

a. In addition to utility bills, VIWAPA generates notices for printing and mailing.  Volumes are 

included in Section 7.2 above.  

 

b. The notices are standardized; VIWAPA will provide notice and letter extract files to the 

Offeror via SFTP or other secured method each day at a time agreed upon by the Offeror and 

VIWAPA. Daily volume will vary. 
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c. The Offeror shall provide at least the following information to VIWAPA: 

• Number of bills produced 

• Number of notices produced 

• Number of bills suppressed 

• Number of notices suppressed 

 

8.9      Online Presentment  

a. VIWAPA personnel will need the ability to view bill, notice, and letter images online.   

b. The Offeror shall archive bills, notices, and letters in excess of thirty-six months of age and 

provide a copy of the archival to VIWAPA on CD or other acceptable media. 

c. Appearance: Bills, notices, and displayed online shall be an exact representation of the bills, 

notices, or letters provided to customers via USPS, electronic mail, or other means to customers. 

d. Offeror needs to provide separate pricing for the viewing of bills, notices, and inserts in Appendix 

C. 

8.10 Service Interruption or Disaster Recovery 

a. The Offeror shall provide back-up facilities in the event that the primary operational site 

experiences a service interruption or disaster to ensure that services are provided in accordance 

with the contractual requirements. 

b. In the event of a service interruption or disaster, the Offeror shall immediately notify the 

VIWAPA Customer Accounts Manager of the event and procedures implemented to meet the 

contractual requirements including the location to be used for processing the VIWAPA Bill Print 

and Mail Services. Should the Offeror anticipate a delay in meeting VIWAPA’s service 

requirements, Offeror shall provide mitigation information. 

c. The Offeror shall describe options within the Proposal to provide: (1) a fully operational hot site 

and (2) a cold site in the event of a service interruption or disaster. Pricing and impacts to Service 

Level Targets must also be described.  

8.11 Quality of Work 

a. The quality of the Offeror ’s work shall: 

(i) Be consistent with USPS requirements for mailed items; 

(ii) Meet VIWAPA’s Bill Print and Mail Services processing and imaging expectations and 

contractual requirements; 

(iii) Be in accordance with the workmanship standards and responsibility for maintaining the 

integrity of the VIWAPA Bill Print and Mail Services processing without service 

interruption.  Offeror shall describe these standards within the proposal. This will be a key 

area addressed prior to work beginning under the contract; 

(iv) Be in accordance with all other requirements identified in the Request for Proposal. 
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b. Data receipt, print problems, or other concerns shall be reported to the VIWAPA Information 

Technology Department immediately upon recognition. 

c. The Offeror shall establish and maintain quality control procedures to facilitate logging, tracking 

and checking of all items from the time they enter the Offeror ’s system through the time they are 

fully processed satisfactory to VIWAPA. Offeror shall provide the recommended quality control 

procedures within the proposal. 

d. The Offeror shall correct print errors at the Offeror ’s expense including, but not limited to, labor, 

supervision, supplies, postage and all other expenses associated with correcting the error. 

e. Should mailings not be delivered to the USPS for mailing on a regular and timely manner, 

penalties shall be assessed in accordance with the terms and conditions of the Contract. 

Additionally, contract termination may result for unsatisfactory services as determined by 

VIWAPA. 

8.12 Project Management 

The Offeror shall be responsible for and provide project management services for the 

coordination of staff and project team members during the course of the project. Offeror must 

provide the project team approach and strategy that they intend to deploy, including the 

VIWAPA and Offeror roles and responsibilities.  

8.13  Project Completion and Acceptance Testing 

a. VIWAPA and the Offeror shall agree in writing on the acceptance test procedures for the system. 

b. The test plan shall contain a process for the correction of errors, defects and deficiencies including 

but not limited to data migrations and reporting.  

c. The Offeror r shall develop an acceptance test plan by providing VIWAPA examples of test plans 

or templates and providing expertise regarding the scenarios to be tested. 

8.14 Support and Services 

The Offeror shall provide the following:  

• A single point of contact within the Offeror ’s firm for contractual matters. 

• A single point of contact within the Offeror ’s firm for technical matters. 

• Reference documentation for the printing and mailing services provided. Offeror shall 

provide a sample within their response. 

• Training of VIWAPA staff required for the implementation of the printing and mailing 

services provided.  Offeror r shall provide sample training curriculum within their 

response. 

 

8.15 Transition Services 

a. Should the contract between the Offeror  and VIWAPA be terminated for cause or for 

convenience, the Offeror  shall provide to VIWAPA all historic image data and the software 

necessary for VIWAPA to continue to present archived bill images to customers through 

either an in-house or alternative out-sourced solution. Offeror shall describe how it could 

fulfill this expectation. 
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b. Offeror shall diligently work with VIWAPA to assure all services relating to the transition 

are met in a timely, proficient, and organized manner. 

 

8.16 System Development and Change Control 

a. The Offeror shall perform all development, integration, upgrades, maintenance and other 

services relating to the improvement and advancement of printing systems and functionality 

on a regular and structured basis. Offerors should describe this process and frequency within 

their response. 

 

b. The Offeror shall provide adequate advanced notice to VIWAPA when services are 

scheduled to occur and provide quality tests to assure no adverse consequences associated 

with the changes. 

 

c. Should VIWAPA require modification of any Bill Print or Mail Services, VIWAPA shall 

notify the Offeror in writing of the required specification changes in advance. 

 

d. The Offeror shall work with VIWAPA to develop an acceptance test plan to mitigate any 

adverse consequences associated with any changes. 

 

8.17  Cybersecurity and General Computer Controls 

Service Provider should describe cybersecurity policies and general computer controls. Please 

provide a copy of your System and Organization Controls (SOC) 1, SOC 2 and SOC 3 reports if 

available. 

9 Pricing Proposal   

9.1 Pricing Proposal Instructions 

a. Appendix C contains a pricing proposal to be completed as-is by the Offeror.  Offerors are 

requested to submit an all-inclusive fixed price encompassing one-time costs as well as on-going 

costs (broken out by categories as specified in the model). 

b. If applicable, Offerors must include all the necessary software components, hardware components 

(whether supplied by Offeror or Third-Party) and professional services required to implement a 

working, fully functional system.  Any exceptions to this must be clearly indicated. 

c. Offerors will also be asked to separate and detail any optional or third-party applications, 

hardware or professional services included in their proposal. 

d. Although VIWAPA seeks a fixed price proposal, Offerors are required to also provide the number 

of hours proposed for each implementation phase.  These proposed hours should reconcile to the 

effort contained in the Offerors Implementation Plan.  This will enable VIWAPA to make a fair 

and accurate comparison of proposals. 
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10 Project Staffing and Implementation Plan 

10.1  Project Staffing 

Offeror s must provide the project team approach and strategy that they intend to deploy, 

including the VIWAPA and Offeror roles and responsibilities, time spent on-site versus off-site, 

and percentage of time Offeror ’s resources are allocated to the project (full time versus part 

time). 

 

10.2  Implementation Plan 

a. A carefully planned Implementation Plan and associated work breakdown structure must be 

provided with the proposal using Microsoft Project. The Implementation Plan and associated work 

breakdown structure must show the tasks to be performed by VIWAPA and by the Offeror, 

including respective resource requirements. 

b. Implementation Plan must be approved by VIWAPA prior to go-live.  

c. The Implementation Plan shall include milestones and logical breakpoints during which 

VIWAPA, and the Offeror shall assess the progress to date and prepare for the next phase. The 

Implementation Plan should provide as much detail (work breakdown structure) as possible and 

highlight all major milestones for each component of the project. The first milestone of your 

Implementation Plan should be contract signing. 

d. Offeror s should describe all key assumptions made in developing their Implementation Plan, as 

well as any dependencies and constraints of which the Offeror is aware. 

11 Proposal Content and Format  

In order to ensure a fair comparison of the responses received, Offerors are requested to submit 

their responses conforming to the format outlined below. Variations from the format may result 

in Offeror being declared non-responsive. 

 

1. Cover Letter 

a. Introduction to the Offeror and the Offeror ’s proposal.  Must state that the proposal is 

valid for a minimum period of 180 days following the date of receipt of the proposal 

submission. 

 

b. Must be signed by the Offeror. 

 

2. Table of Contents 

 

3. Executive Summary (two-page maximum) 

Offeror must outline the contents of its proposal, including main features and benefits they 

may offer to VIWAPA, and describe how they can successfully meet the objectives. 

 

4. Corporate Profile 

a. Brief overview and history of your company. 
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b. Describe the organization of your company. 

 

c. Corporate financial information, including latest financial reports. 

 

d. Offeror and subcontractors must provide information about any active or recent (within 

the last 5 years) litigation.  If there are arbitration claims related to projects similar in 

scope to this RFP, list the parties to the dispute, the forum of the dispute, the date a final 

decision was reached and the outcome of the litigation or arbitration.  Should the Offeror 

have settled any disputes, which resulted in a non-disclosure agreement, Offeror must 

inform VIWAPA that it has done so. 

 

e. If the Offeror has had a contract terminated for default during the past five (5) years, all 

such incidents must be described. “Termination for default” is defined as notice to stop 

performance due to the Offeror ’s non-performance or poor performance, and the issue 

was either (a) not litigated or (b) litigated and such litigation determined the Offeror to be 

in default. 

 

f. Submit full details of all terminations for default experienced by the Offeror during the 

past five (5) years, including the other party’s name, address and telephone number. 

Present the Offeror ’s position on the matter. VIWAPA will evaluate the facts and may, 

at its sole discretion, reject the Offeror’s proposal if the facts discovered indicate that 

completion of a contract resulting from this RFP may be jeopardized by selection of the 

Offeror. 

 

g. If the Offeror has experienced no such termination for default in the past five (5) years, 

so declare. 

 

h. If the Offeror  has had a contract terminated for convenience, non-performance, non-

allocation of funds or any other reason, which termination occurred before completion of 

the contract, during the past five (5) years, describe fully all such terminations, including 

the name, address and telephone number of the other contracting party. 

 

i. Provide the following information:  

(i) number of years in business; 

(ii) number of years involved with utility bill print and mail services; 

(iii) number of employees; 

(iv) number of employees dedicated to utility bill printing and mailing services 

(provide a detailed breakdown on the number of resources dedicated to product 

activities, including development, testing, training, help desk, professional 

services, sales and marketing, management); 

(v) number of utility bill print and mail installs (by customer type and size); 

(vi) number of utility bill print and mail installs on the release being proposed (with 

customer names, type, size);  

(vii) number of signed utility bill print and mail contracts in progress 
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5. Statement of Experience and References 

a. Provide information concerning general organization and proposed project staffing 

experience in utility bill printing and mailing services for both privately owned and 

municipal water utilities of similar size and complexity. 

 

b. Provide a minimum of three references, per proposed solution, including a brief overview 

of services provided and client contact name, address, phone number and email addresses 

and contract dates (see Appendix B, References Form).  Two of these references must 

have installed the proposed software release.  Offeror should consider the criteria 

referenced in Section 1e of this Request for Proposal in providing references. 

 

c. Any subcontractor must also include a minimum of three client references, including a 

brief overview of services provided and client contact name, address, phone number, 

email addresses and contract dates (see Appendix B, References Form). 

 

d. Provide descriptions of actual results from three (3) previous similar projects, including 

contact information and key customer service, billing and financial metrics immediately 

following go-live and for a period of 12 months following conversion. 

 

6.   Implementation Plan 

a. Provide a description of your proposed project approach. 

 

b. Provide a description of all proposed project methodologies and automated tools. 

 

c. Provide representative sample deliverables or deliverable templates for all proposed 

project deliverables and reports, minutes, memoranda, etc. 

 

7. Proposed Project Personnel and Project Organization 

a. Offerors should determine and provide any associated project roles and responsibilities as 

deemed necessary to support your proposal for both VIWAPA and the Vendor.   

 

b. The Offeror must submit resumes of Offeror’s key personnel and key subcontractors (if 

any) to be assigned to the project. The Offeror must also indicate, in your proposed 

project Implementation Plan, milestones and task assignments for each individual so 

named. VIWAPA requires named staff to remain on the project for the defined duration 

of specified activities. The Offeror must obtain VIWAPA’s approval to remove or 

replace any Named Key Person. Failure to comply with this provision may be cause for a 

breach of the contract agreement.  At a minimum, the proposed Project Manager and the 

proposed Team Lead(s) must be named. 

 

c. The Offeror must submit identification of any partner relationships that are part of the 

proposal. 

 

8. Training Plan 

a. Offeror must provide a training plan outlining the content of instruction and verification 

of learning for users and system administrators, including details on modules, new 



Virgin Islands Water and Power Authority 

Request for Proposals for Utility Bill Print and Mail Services 

 

 

Page 19 
 

business processes, recommended location, duration, and how training is matched to 

personnel skill levels.  VIWAPA desires that the Offerors propose project team training 

and user training well in advance of go-live. 

 

9. Maintenance and Support 

a. Offerors must describe their maintenance and support service level targets and the 

expertise of the individuals providing support. This must include hours of availability, 

on-site services provided, problem reporting and escalation procedures, and the office 

that would support VIWAPA. 

 

b. Provide proposed maintenance agreements, licensing requirements and any options. 

 

c. Describe the typical VIWAPA staffing requirements for ongoing system operation, 

management, administration, user support, upgrades, report writing, etc. 

 

d. Offerors must provide an overview of their user group, including how the user group is 

involved in prioritizing system changes for future releases. 

 

e. Describe all warranties on software and services. 

 

f. Describe how transition services will be handled should the contract be terminated for 

either cause or convenience.   

 

g. Describe how the VIWAPA historic image data will get transitioned to VIWAPA should 

the contract be terminated for either cause or convenience.  (VIWAPA would need to 

present the bill images to the customer using either an in-house or an alternative out-

sourced solution). 

 

10. System Performance and Availability 

Offerors must provide the following information about their proposed solution: 

• How many hours of the day the system is available for user inquiry? 

• Describe any processing windows and run times. 

 

11. Sample Invoice  

Provide an example of the billing invoice VIWAPA can expect to receive. 

 

12. Required by VIWAPA –  

a.   Appendix A - Proposal Submittal Form 

b. Appendix B – References Form 

c. Appendix C – VIWAPA Pricing Proposal 

 

12 Proposal Evaluation 

12.1 Evaluation Criteria 

VIWAPA reserves the right to modify the evaluation criteria or waive portions thereof.  

Evaluation criteria may include the following: 
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a. Satisfaction of Requirements  

This criterion will include evaluation of the Offeror ’s responses to the Functional 

Requirements specified in this Request for Proposal.  It will also include an evaluation of the 

quantity and quality of integrated modules available from the Offeror, and an extensive 

review of the reporting features of the system. 

 

b. Pricing  

Total cost of the proposed solution (as measured in initial, ongoing and net present values) 

will be a significant, but not the only determining factor in Offeror selection. 

 

c. Implementation Approach  

The Offeror’s ’s approach to implementation will be important in minimizing the risks 

associated with this project.  The implementation methodology, explanation of how the data 

conversion is to be accomplished, proposed work plan, demonstration of Offeror’s project 

management skills and other related criteria will be used in the evaluation.  The ease and 

likelihood of a successful, timely installation and implementation is critical.  Offerors should 

refer to Section 10.2, Implementation Plan for additional details. 

 

d. Proposed Team  

The Offeror’s proposed team will demonstrate the expertise in delivering solutions for 

similar utilities.  If selected, the Offeror’s proposed team will be required to review the 

Implementation Approach and Project Schedule with VIWAPA. 

 

e. Offeror Experience and References 

Offerors must possess an understanding and appreciation of VIWAPA’s requirements by 

virtue of municipal utility expertise.  References and other relevant sources will be contacted 

and considered. 

 

f. Offeror Stability  

Financial stability and staying power in this market will be assessed.  The Offeror must have 

qualified and experienced development, data conversion, and implementation and 

maintenance personnel.  If selected to demonstrate the proposed solution, Offerors must 

provide audited financial statements to VIWAPA and make available appropriate personnel 

to address questions related to Offerors ’s ability to meet their financial obligations related to 

the project. 

 

12.2 Evaluation Process 

a. Responses to this RFP will be the primary source of information used in the initial evaluation 

process.  Therefore, Offerors are advised to be as complete as possible in their responses.  

VIWAPA reserves the right to the following: 

• Contact any Offeror to clarify a response; 

• Contact any Offeror references or other users of the Offerors ’s solution; 

• Solicit information from any available source concerning any aspect of an Offeror ’s 

response 
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b. VIWAPA does not intend to award a contract solely on the basis of any response made to 

this RFP.  Based upon the criteria identified above, a Selection Committee appointed by 

VIWAPA will evaluate, score and rank Offeror s and its proposed solutions. 

 

c. The Selection Committee will also conduct reference checks and/or site visits for selected 

Offerors, along with other detailed analysis as deemed necessary.  The Offeror will be 

required to provide an updated list of all current users of their product and indicate which 

users would be willing to permit an on-site visit by the Selection Committee.  The 

recommended clients shall be municipal owned multi-service water utilities that have an 

operating environment, functional requirements, transaction levels, services, and organization 

size similar to VIWAPA.  Recommended clients must be using the proposed version of 

software.  During each visit, the Selection Committee should have an opportunity to meet 

with the customer’s key users, customer’s Billing Manager and team, and technology 

department representatives.  Offeror’s representatives will not be present during certain on-

site interviews. 

 

13 Evaluation Scoring Requirement 

Evaluation Scoring Requirement (Total must equal 100) 

 

  

Cost 15% 

Quality of Service/Product 10% 

Time for Performance/Delivery 10% 

Experience/Ability to Perform Work 15% 

References 5% 

Financial Strength 10% 

Competitiveness of Price 5% 

Reputation of Company 10% 

Customer Service/Support Staff 10% 

Responsiveness 10% 

 

14 Appendices 

Appendix A Proposal Submittal Form 

Appendix B References Form 

Appendix C VI WAPA Pricing Proposal 
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APPENDIX B:  REFERENCE FORM 

Complete the Reference Form for three (3) clients for whom you have implemented utility bill print  

and mail services of like size and complexity.  The references shall be municipal owned  

multi-service utilities that have an operating environment, functional requirements, transaction  

levels, services, and organization size similar to VIWAPA.  Recommended clients must be using  

the proposed version of software.  VIWAPA reserves the right to contact the references listed below and 

ask questions relating to the utility bill print and mail service and your firm’s performance.  Offerors   

shall ensure that the reference information provided is accurate.  The contact person listed shall have  

been actively involved in the utility bill print and mail service project and able to discuss system  

details, cost information, and the overall reflection of your firm’s performance. 

Project Reference 1 

Company Name 

Contact Person 

Telephone Number 

Email Address 

Description of Project 

Project Start Date 

Project End Date 

Services Provided Similar 

to VIWAPA’s 

Scope of Services? 

 Yes – Explain similarities:

 No

Project Reference 2 

Company Name 

Contact Person 

Telephone Number 

Email Address 

Description of Project 

Project Start Date 

PRTC Claro
Yatira Lozada Solis
787-749-3029
yatira.lozada@claropr.com

2007
Present

We provide to  Claro a full printing and mailing service 
for many years.

X
Evertec provide to Claro the same services 
requested by WAPA in this RFP.

Abarca Health
Hector Hernandez 
787-523-1212
hector.hernandez@abarcahealth.com
Evertec porvide to Abarca Health a full printing and 
mailing service for many years.

2013



Virgin Islands Water and Power Authority 

Request for Proposals for Utility Bill Print and Mail Services 

Page 24 

Project End Date 

Services Provided Similar 

to VIWAPA’s 

Scope of Services? 

 Yes – Explain similarities:

 No

Project Reference 3 

Company Name 

Contact Person 

Telephone Number 

Email Address 

Description of Project 

Project Start Date 

Project End Date 

Services Provided Similar 

to VIWAPA’s 

Scope of Services? 

 Yes – Explain similarities:

 No

Present
X

Evertec provide to Abarca Health the same services 
requested by WAPA in this RFP.

Medical Card System
Sergio Palacios
787-758-2500
sergio.palacios@medicalcardsystem.com 

2008
Present

Evertec provide to MCS the same services 
requested by WAPA in this RFP.

X

Evertec provides to MCS a full printing and a
mailing service for many years.
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APPENDIX C: VI WAPA PRICING PROPOSAL 

Description Unit Price per Unit 

Printing Services  

Option one 

Print statement in black and white with black and 

white logo 

(Including processing, printing, folding, inserting, 

sorting, return envelope and delivery to USPS)  

Per Statement 

Option two 

Print statement in black and white with color logo 

(Including processing, printing, folding, inserting, 

sorting, return envelope and delivery to USPS)  

Per Statement 

Charge for additional bill inserts 

(including insertion to statement) 

Per insert 

Average postage per piece, consider postal sort 

starting at 5-Digit Rate as qualifies. (realizing that 

cost will be estimated, provide best estimate  per 

statement) 

Per Statement 

Programming fee per hour for set-up along with the 

estimated hours it takes for a typical customer set 

up 

Per Hour 

Programming fee per hour for changes after 

initial set-up 

Per Hour 

One-time cost Unit and description 

Any additional cost Unit and description 

Optional additional features or 3rd party 

applications 

Unit and description 

Optional online presentment Unit and description 

***For a detailed pricing information please refer to  Evertec's proposal section 7***



 

 

 
 

 

September 18, 2020 

 

 

Jose Rodriguez 

Evertec Group, LLC 

P.O. Box 364527 

San Juan, PR 00936-4527 

Jose.rodriguez@evertecinc.com  

 

PR-05-21 Utility Bill Print and Mail Services 

 

Dear Mr. Rodriguez:  

 

The Virgin Islands Water and Power Authority hereby request a proposal for the procurement of  

Utility Bill Print and Mail Services. 

 

The Authority shall hold a Non-Mandatory Pre-Bid Meeting on Thursday, September 24, 

2020 at 9:30 am-10:30 am, AST.:  

Join Microsoft Teams Meeting 

+1 929-229-5275   United States, New York City (Toll) 

Conference ID: 400 227 716# 

------ 

Join with a video conferencing device 

265642310@t.plcm.vc VTC Conference ID: 1146620530 

 

Please note that the last day for submitting any questions to this proposal is Monday, 

September 28, 2020 at 3:00 p.m., AST.  Responses to questions submitted in accordance with 

this request for proposal shall be transmitted to bidders no later than, Wednesday, September 30, 

2020 at 4:00 p.m., AST.  

 

A complete copy of the proposal must be submitted electronically in PDF format. 

Transmission must be fully completed on or before 10:00 a.m., AST, on Friday, October 2, 

2020 to me at contractservices@viwapa.vi. In compliance with the Governor of the Virgin Islands 

directive to limit public gatherings, the Virgin Islands Water and Power Authority will, until 

further notice, not be holding public bid openings.  Offerors and Bidders will however be provided 

the opportunity, for a period of up to (10) ten days after the opening of the bids or proposals to 

review them.  Anyone wishing to exercise this option is encouraged to email their request to 

Contract Administration Division for viewing after the date set for submission.  

 

Inspections will be limited to no more than (3) three persons per appointment. Your email 

request should be sent to contractservices@viwapa.vi. Once received, you will be provided with 

VIRGIN ISLANDS 

WATER 
AND POWER 
AUTHORITY P.O. BOX 1450 

ST. THOMAS, USVI 
U.S. VIRGIN ISLANDS 00804-1450 

TELEPHONE: (340) 774-3552 
FAX:  (340) 774-3422  

 
 

mailto:Jose.rodriguez@evertecinc.com
https://nam11.safelinks.protection.outlook.com/ap/t-59584e83/?url=https%3A%2F%2Fteams.microsoft.com%2Fl%2Fmeetup-join%2F19%253ameeting_MzUxNGJlZDUtMTExNi00ZmJmLWI1M2ItNzZkYjcyOGU0YzY3%2540thread.v2%2F0%3Fcontext%3D%257b%2522Tid%2522%253a%25229784518e-b5bb-4f04-b0ab-ff802fbf4259%2522%252c%2522Oid%2522%253a%25223d4ca927-6b55-42e6-8da9-2c4ee7080344%2522%257d&data=02%7C01%7CNicole.Aubain%40viwapa.vi%7C046364f2f38e497a7cd408d85a4bd13b%7C9784518eb5bb4f04b0abff802fbf4259%7C0%7C0%7C637358628980040681&sdata=bF7mztrlVtg2HCkCTXzy%2Blv18s02%2BScJkBdd1bhoWKE%3D&reserved=0
tel:+1%20929-229-5275,,400227716# 
mailto:contractservices@viwapa.vi
mailto:contractservices@viwapa.vi
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a date and time to review said documents.  No walk-ins will be accommodated.  Your 

cooperation in this matter is appreciated.  

 

There is no grace period and proposals submitted after the due date and time for submission shall 

be rejected. If any questions arise concerning this proposal, please contact me at 

contractservices@viwapa.vi. 

 

Sincerely, 

 

 

Delores Donovan 

Manager, Contract Administration 

 

Attachments: Specification w/Attachments 

  Professional General Contract Terms  

  Exhibits A and B   

 
 
 

mailto:contractservices@viwapa.vi
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A. Liability and Workers Compensation Insurance Requirements 

During construction, Contractor and/or its general contractor are to carry the liability and workers’ 

compensation insurances set out below.  Subcontractors are to carry the same coverages but required 

limits may be amended at the discretion of the Contractor for subcontractors to reflect the size of 

their contracts, subject to a minimum limit of $1,000,000 each for Commercial General Liability, 

Automobile Liability and Employers Liability.  After receipt of evidence of insurance for any 

subcontractor, WAPA reserves the right to require limits up to those required for the Contractor. 

 

Once operations have begun, Contractor and/or its general contractor shall have in place and at all 

times maintain the below liability and workers’ compensation insurances. 

 Coverage Type Minimum Limit Maximum Deductible or 

Retentions 

1. Commercial 

General Liability 

$2,000,000* Combined single limit per 

occurrence and in the 

aggregate where 

applicable 

$100,000  Per 

occurrence 

2. Automobile 

Liability  

$2,000,000* Combined single limit per 

accident 

$100,000 Per accident 

3. Employers 

Liability 

$2,000,000* Each accident for bodily 

injury by accident 

Each employee and policy 

limit for bodily injury by 

disease 

$100,000 Each accident 

or employee 

(for disease) 

4. Workers 

Compensation 

Statutory 

requirements 

Per occurrence N.A. N.A. 

5. Professional 

Liability 

$2,000,000* Per occurrence and in the 

aggregate 

$25,000 Per 

occurrence 

* Combination of primary and excess or umbrella liability policies.  Any combination of primary 

and excess limits is acceptable if the total equals or exceeds the specified amount. 

 Liability Insurance Terms and Conditions 

 a. Occurrence 

Basis 

The primary General Liability policy and any Excess or Umbrella 

Liability policy that provides additional limits over the primary General 

Liability policy shall be “occurrence-based” policies.  Claims-made 

policies will not be accepted. 

 b. Additional 

Insured 

The General Liability policy and any Excess or Umbrella Liability policy 

shall be endorsed to name WAPA as an additional insured.  Any such 

policy shall contain language that: "Such insurance as afforded by this 

policy for the benefit of WAPA shall be primary as respects any claims, 

losses, damages, expenses, or liabilities arising out of this Agreement, and 

insured hereunder, and any insurance carried by WAPA shall be excess of 

and noncontributing with insurance afforded by this policy." 

 c. Completed 

Operations 

The Contractor and any subcontractors’ General Liability coverage in 

place during construction shall include Completed Operations coverage, 
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which coverage is to continue for a minimum of two years following 

completion of construction. 

 d. Defense Costs Defense costs in all primary liability policies shall be “outside the limit”, 

i.e., the full policy limits are for the payment of damages. 

 

 

 

B. Environmental Impairment Liability Insurance Requirements 

Contractors are to carry Environmental Impairment Liability (“EIL”) insurance with a minimum 

limit of $2,000,000 annual aggregate.  EIL coverage is to be maintained during the full term of the 

contract and for five years following completion of construction.  The EIL policy (or policies if the 

limit is met with a combination of primary and excess policies) are subject to the following terms 

and conditions: 

 

1. There shall be no exclusion for prior acts or conditions of which the insured is unaware. 

2. The EIL policy shall be endorsed to name WAPA as an additional insured.  Any such policy 

shall contain language that  "Such insurance as afforded by this policy for the benefit of WAPA 

shall be primary as respects any claims, losses, damages, expenses, or liabilities arising out of 

this Agreement, and insured hereunder, and any insurance carried by WAPA shall be excess of 

and noncontributing with insurance afforded by this policy." 

3. The EIL policy will cover liability for property damage or bodily injury to third parties, 

including clean-up or remediation of any damaged property. 

4. The insurer may, but is not required to participate in the defense of any claim. 

5. Defense costs are to be covered as part of the annual aggregate limit. 

 

 

 

 

C. 

 

 

Property Insurance Requirements 

Property policy(ies) shall cover all risks of direct physical loss to the property, including coverage for 

collapse and transit (with respect to property in transit that will become a part of buildings or 

structures under construction). 

 

Boiler and machinery coverage on a breakdown basis is to be included in the All Risk policy or 

provided in a separate policy.  Testing of any equipment is to be included. 

 

There shall be no exclusion for the perils of explosion, collapse or underground damage. 

1. Builder’s Risk Property Insurance (to be in place from inception of construction through final 

testing and acceptance at which time property insurance converts to the permanent property 

insurance program (see B.2.), 

Coverage Type Minimum Limit Maximum Deductible or 

Retentions 
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Earth Movement 

including 

Earthquake, 

Volcanic Activity, 

and Subsidence. 

Replacement Value of 

Insurable Real and Personal 

Property 

Annual 

Aggregate 

5% of 

Replacement 

Value 

Per 

Occurrence 

Hurricane/ 

Windstorm 

Annual 

Aggregate 

5% of 

Replacement 

Value 

Per 

Occurrence 

Flood including 

Tsunamis 

Annual 

Aggregate 

5% of 

Replacement 

Value 

Per 

Occurrence 

Debris Removal 20% of Replacement Value Per 

occurrence 

Included 

Ordinance or Law 10% of Replacement Value Per 

occurrence 

Included 

Expediting Expense 20% of Replacement Value Per 

occurrence 

Included 

 

All Other Perils 

(including boiler 

and machinery 

perils where 

applicable)  

Replacement Value of 

Insurable Real and Personal 

Property 

Per 

occurrence 

$100,000 Per 

Occurrence 

 Soft Costs 100% of costs which would be incurred 

again following a total loss at the end of 

construction. 

45 Days Per 

Occurrence 

2. Property Insurance (Permanent program to be in place simultaneously with the expiration or 

cancellation of the Builders’ Risk coverage (see B. 1.) and shall remain in place continuously 

through the term of the Agreement) 

Coverage Type Minimum Limit Maximum Deductible or 

Retentions 

Earth Movement 

including 

Earthquake, 

Volcanic Activity, 

and Subsidence. 

Replacement Value of 

Insurable Real and Personal 

Property.   

Annual 

Aggregate 

5% of 

Replacement 

Value 

Per 

Occurrence 

Hurricane/ 

Windstorm 

Annual 

Aggregate 

5% of 

Replacement 

Value 

Per 

Occurrence 

Flood including 

Tsunamis 

Annual 

Aggregate 

5% of 

Replacement 

Value 

Per 

Occurrence 

Debris Removal 20% of Replacement Value Per 

occurrence 

Included 
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Ordinance or Law 10% of Replacement Value Per 

Occurrence 

Included 

All Other Perils 

(including boiler 

and machinery 

perils where 

applicable)  

Replacement Value of 

Insurable Real and Personal 

Property 

Per 

Occurrence 

$500,000 Per 

Occurrence 

 Extra Expense/ 

Expediting 

Expense Combined 

20% of Replacement Values Per 

Occurrence 

Included 

 Replacement 

Power Extra  

Expense 

To the extent coverage is reasonably 

available, 100% of incremental expense that 

WAPA incurs to replace the annual output 

of the Facility for one year following a 

covered occurrence, such amount to be 

determined with WAPA each year. 

45 Days Per 

Occurrence 

 Property Insurance Terms and Conditions 

 a. Coinsurance No property policy may contain a coinsurance clause. 

 b. Ordinance or 

Law 

Each property policy is to cover the costs incurred in repairing or replacing 

the damaged property to meet current building codes. Coverage is to be 

provided for: 

Loss to the Undamaged Portion of the Building 

Demolition Cost 

Increased Cost of Construction 

 c. Terrorism  Terrorism coverage is not required. 

 

 

D. 

 

 

Requirements Applicable to All Insurance Policies 

 1. Insurance 

Company 

Rating 

All insurance companies shall be rated A- or better by A.M. Best’s.   

Should an insurance company’s rating fall below A-, Seller (or its general 

contractor) shall replace that insurance company with a qualifying 

insurance company within 60 Days. 

 2. Notice of 

Cancellation  

Each insurance company shall provide written notification to WAPA 60 

Days prior to the effective date of any cancellation or non-renewal.  

 3. Evidence of 

Compliance 

with 

Insurance 

Requirements 

at Insurance 

Date 

Evidence is to consist of an original certificate of insurance signed by an 

approved officer of the insurance company or its authorized representative.  

The certificate shall show: 

 The name of the insurance company 

 The policy period 

 The policy number 

 The description of the property 

 The name of the Seller/Policyholder 

 WAPA as an additional insured (General Liability and Excess or 

Umbrella Liability only) 
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 WAPA as loss payee (Builders Risk Property Insurance and 

Property Insurance including Replacement Power Extra Expense) 

 The 60 Days cancellation notice 

Liability insurance certificates are to be on ACORD form 28 or its 

equivalent for property insurance and ACORD form 25 or its equivalent 

for liability insurance.  Evidence of workers’ compensation insurance shall 

be issued by the appropriate Workers’ Compensation Administration 

bureau of the Government of the Virgin Islands. 

 4. Evidence of 

Renewal or 

Replacement 

Policies 

Contractor shall advise WAPA of any renewals or replacements of the 

required insurances by providing the same documentation required in C.3 

above.  Such evidence shall be provided prior to the expiration date of the 

policy that is being renewed or replaced.   

 



 

GOVERNMENT OF 

THE VIRGIN ISLANDS OF THE UNITED STATES 

--------0-------- 

VIRGIN ISLANDS BUREAU OF INTERNAL REVENUE 

 

 

6115 Estate Smith Bay  4008 Estate Diamond Plot 7 B 

St. Thomas VI  00802 Christiansted VI  00820-4421 

Phone: (340) 715-1040                                   Phone: (340) 773-1040 

Fax:     (340) 774-2672                                       Fax: (340) 773-1006 

 

 

 

This letter serves to inform you of your tax filing obligations to the Government of the Virgin 

Islands. The following describes the primary taxes that are administered by the Virgin Islands 

Bureau of Internal Revenue.   You are advised to contact a tax professional or an accountant to 

ensure that you satisfy your tax filing and payment obligations relative to the conduct of trade or 

business in the US Virgin Islands. 

Income tax: 

Pursuant to the laws enacted by the US Congress, the US Virgin Islands uses the Internal Revenue 

Code as its income tax code, and the income taxes are paid directly to the Bureau of Internal 

Revenue.  If you operate as a sole proprietor, you will file and pay using Form 1040, along with a 

Schedule C to include your business income.  If you operate as a corporation, you will file and pay 

using Form 1120.  A USVI corporation will file and pay income tax on its worldwide income.  A 

US corporation will file and pay tax on Form 1120F, including only the income sourced in the 

Virgin Islands.  The rates that apply are the same rates under the Internal Revenue Code. For 

corporations, in addition to the regular rates, the Virgin Islands imposes an additional ten percent 

(10%) surcharge on the tax liability of the corporation.  

If you are a United States resident, who has income from working for a period of time in the Virgin 

Islands, you are required to file Form 8689 to allocate the Virgin Islands sourced income to the 

Virgin Islands. This form is in addition to the Form 1040, and can be obtained from www.irs.gov.  

Employment Taxes: 

A sole proprietor, a corporation, or any other firm or entity doing business in the US Virgin Islands 

must withhold income taxes from the wages paid to its employees performing services in the US 

Virgin Islands.  The withheld taxes must be paid to the Bureau of Internal Revenue and not to the 

IRS. This applies to those employees that are hired locally, or those transferred to work in the 

Virgin Islands temporarily.   For the applicable withholding tax rates, please review Circular E, 

Publication 15.  All withheld amounts must be paid to the Bureau of Internal Revenue. 

Deposits of withheld taxes should be done on Form 501VI.  Form 941VI, Employer’s Quarterly 

Withholding Tax Return, must be filed by the last day of the month following the quarter, and 

include any outstanding amount owed.  All payments should be made directly to the Bureau of 

Internal Revenue.  Employers must provide Form W-2VI to the employees who perform work in 

the Virgin Islands. 

EXHIBIT B

http://www.irs.gov/
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Gross Receipts Tax: 

A Gross Receipts Tax is imposed on all income received in the Virgin Islands.  This means that 

all trade and business income received   from the conduct of business within the Virgin Islands, 

without reduction for any expenses whatsoever, is subject to gross receipts tax at the rate of 5%.   

Taxpayers must file and pay gross receipts tax using Form 720VI or 720B, whichever is applicable.   

Excise Tax: 

The Virgin Islands imposes an excise tax on goods imported into the territory by any individual, 

firm, or corporation doing business in the Virgin Islands.  The tax applies to all goods, 

merchandise, or commodities manufactured in or brought into the territory for sale or disposition 

in the course of trade or business, for processing or manufacturing, or for any other business 

purpose, unless a statutory exemption exists.  The excise tax is based on the invoice value, and is 

marked up by 5%.  The applicable excise tax rates range from 2% to 25%, depending on the type 

of good imported.  If no specific rate is designated in the Virgin Islands Code, the tax is 4%.  

There is no exemption for items brought into the territory by contractors of the Virgin Islands 

Government.  The excise tax is filed on Form 721VI. 

 

Highway User’s tax: 

The Highway User’s tax is imposed on every person or firm registering a vehicle requiring 

licensing in the US Virgin Islands for the first time. The tax is based upon the unladen weight of 

the vehicle, at the rate of sixteen cents per pound, with a minimum tax of $25.  Vehicles subject to 

the highway user’s tax are exempt from excise tax.  Vehicles imported into the territory by a 

contractor, which must be registered to be driven on the road, will be subject to highway user’s 

tax. 

A member of my staff will be making direct contact with you in order to ensure that any questions 

or concerns you may have will be addressed, and that you are in full compliance with your tax 

obligations.  If you have any questions, please contact Ms. Jacqueline Luke, Acting Chief of 

Delinquent Accounts and Returns, at (340) 715-1040, ext. 2261. 

 

Sincerely, 

 

 

Jacqueline Luke 

Acting Chief of Delinquent Accounts and Returns Branch 



 

 

 

VIRGIN ISLANDS WATER AND POWER AUTHORITY 
(VIWAPA) 

 
PR-05-21 

 
Utility Bill Print and Mail Services 

 
Addendum I 

September 24, 2020 
 
Non-Mandatory Meeting’s date and time has been changed due to 

technical issues. Please see date and time along with Go-To Meeting 

Information listed below : 

Mail Services RFP  

Fri, Sep 25, 2020 11:00 AM - 12:00 PM (AST)  

 

Please join my meeting from your computer, tablet or 

smartphone.  

https://global.gotomeeting.com/join/469749813  

 

You can also dial in using your phone.  

United States: +1 (224) 501-3412  

 

Access Code: 469-749-813 

   

https://nam11.safelinks.protection.outlook.com/?url=https%3A%2F%2Fglobal.gotomeeting.com%2Fjoin%2F469749813&data=02%7C01%7CNicole.Aubain%40viwapa.vi%7C0ac3349fbeab4b99105f08d860920bee%7C9784518eb5bb4f04b0abff802fbf4259%7C0%7C0%7C637365527679185580&sdata=TXXg%2FqXgAyi5yLzPu7EObaQfgnPvlvfaIEWD9bSA6NY%3D&reserved=0
tel:+12245013412,,469749813


 

 

 

VIRGIN ISLANDS WATER AND POWER AUTHORITY 
(VIWAPA) 

 
PR-05-21 

 
REQUEST FOR PROPOSALS 

 
UTILITY BILL PRINT AND MAIL SERVICES 

 

 

RESPONSE TO QUESTIONS 
Addendum II 

September 30, 2020 
 
 
 

Addendum II to Offeror: 

 
 

1. Question: Are you a tax-exempt organization?  We see you are a not for profit Public 

Corp. and wanted to confirm your tax status.  

Answer: Yes 

 

2. Question: May we have a copy of a recent postal sortation report, 3600 USPS form, 

and invoice?  This will assist us in estimating our return postage information. 

Answer: No, we are unable to provide the information requested.   

 

3. Question: May we please have a copy of the front and back of the forms to include 

data areas, along with your envelope fronts and backs to confirm colors and window 

placement on the envelopes? 

Answer: Yes, see following pages  

 

 



Bill Envelope Front 

 
 

Bill Envelope Back 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Front of bill 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Back of Bill 

 
Return self-addressed envelope  

 
 

 



Notice front/back(pressure seal form) 

 
 

 

 

 

 

 



Notice inside

 
 

 

 

 



4. Question: Can you provide a copy of the last bid tabulation for this bid, or a copy of the 

current pricing/contract with your vendor?

Answer: No, we are unable to provide the information requested.

5. Question: I believe you confirmed this on the Pre-bid call, but my understanding is you 

included data on both sides of your Utility Bills (usage graph, etc. on the back of the 

form).

Answer: Yes, data is included on both sides of the utility bills (See Question #3)

6. Question: Is it possible to receive a one-week extension on the due date/deadline since the 

answers to the questions will be provided on 9/30, two days before the due date.   It will 

enable us to more accurately provide pricing based on the samples of your envelopes and 

forms?

Answer: The deadline has been extended to October 9, 2020 no later than 10:00 am., AST

7. Question: Will any other format, besides using Microsoft Project, be considered 
responsive for our Implementation plan?

Answer: Yes, you can use an alternate to Microsoft Project for the Implementation plan; 

however, the file must be submitted in a format easily viewed by VIWAPA.

8. Question: Section 8.9 – Service Interruption Disaster Recovery.  Can you elaborate 

more on the requirement?

Answer: If a disaster affects your operations, what measures are in place to resume the 

processing of bill print with limited interruptions.

9. Question: Section 9.9 – Online Presentment. Does WAPA have Current Billing Online 

System? If not, can the bidder provide a solution in the proposal?

a. Should it be integrated in this one? Or separate from this offer?

Answer: Yes, WAPA does have current Billing Online System.

a. It should not be integrated in this one. It should be separate from this offer.
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