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1. SUMMARY AND BACKGROUND 
 
The Department of Water (DOW) is seeking proposals for the implementation of a new Utility 
Billing and Customer Information System (CIS) to replace the Customer Care & Billing 
(CC&B) system currently hosted by Prithibi Consulting, within an Oracle DB.  This 
replacement system will be used department wide and must be able to run as a client-server or 
web-based application.  
 
The DOW is a water utility that serves approximately 22,000 service accounts in the County 
of Kauai, State of Hawaii. 
 

Each bidder must submit their proposal via www.publicpurchase.com by November 30, 
2021 at 2pm Hawaiian Standard Time (HST) and addressed to: 
 
County of Kauai 
Department of Water 
Attention: Christine Erorita, RFP #2022-01 
4398 Pua Loke St. 
Lihue, HI  96766 
 
Any requests for clarification or questions about this RFP must be sent to: 

 
County of Kauai 
Department of Water 
Attn:  Christine Erorita, RFP #2022-01 
E-MAIL ADDRESS: cerorita@kauaiwater.org 

 
Proposals will not be accepted after the appointed time. 
 
Proposals should be brief and concise. The DOW reserves the right to reject any proposal not 
complying with the requirements outlined in this RFP. 

The purpose of this Request for Proposal (RFP) is to solicit proposals from various candidate 
organizations, conduct a fair and extensive evaluation based on criteria listed herein, and 
select the candidate who best represents the direction DOW wishes to go. 

  

http://www.publicpurchase.com/
mailto:cerorita@kauaiwater.org
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2. PROPOSAL GUIDELINES 
 

This Request for Proposal represents the requirements for an open and competitive process.  
Proposals will be accepted until 2pm Hawaii Standard Time (HST) on November 30, 2021.  
Any proposals received after this date and time will not be considered in the evaluation 
process.  All proposals must be signed by an official agent or representative of the company 
submitting the proposal. 
 
If the organization submitting a proposal must outsource or contract any work to meet the 
requirements contained herein, this must be clearly stated in the proposal.  Additionally, all 
costs included in proposals must be all-inclusive to include any outsourced or contracted 
work.  Any proposals which call for outsourcing or contracting work must include a name 
and description of the organizations being contracted.   
 
All costs must be itemized to include an explanation of all fees and costs.   
 
The content of the submitted proposals and demonstrations will be used by DOW to rank the 
proposals. The top ranked respondents will be given an opportunity to give an on-site 
demonstration. A combination of proposal submission and demonstration will be used in the 
selection process.  A software demonstration to observe how the software handles actual day 
to day operations will be required of the top ranked respondents in order to make a final 
decision. 
 

Timeline 
 

Activity       Date 
 
Issue Request for Proposal     10/15/21  
Proposal Due (by 2:00pm, HST)     11/30/21 
Contract Award       1/1/22 
Commence Work (Notice To Proceed)             2/1/22 
Completion of Work      7/30/2022 
 
By submitting a Proposal, the Vendor agrees to be bound by all the terms and conditions set 
forth in this document. A proposal containing variations from the terms and conditions set forth 
herein may, at the sole discretion of DOW, be declared non-responsive. The requirements and 
conditions set forth in this document will become part of the successful Vendor’s contractual 
obligations upon award of the contract. All Proposals must be signed by a representative of the 
company authorized to commit to the provisions of the Proposal. 
 
Vendors are expected to write full answers for each requirement and not refer to a sales 
brochure as a response to a requirement. 
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All proposals submitted will conform to the following format requirements. Deviation from 
these requirements may disqualify a vendor. The proposal shall be divided into sections and 
identified as follows: 
 
Section 1 Cover Letter or Letter of Transmittal 
Section 2 Proposal Executive Summary ** 
Section 3 Response to Requirements 
Section 4 Technical Solution and Description 
Section 5 Project Management Description 
Section 6 Response to Demonstration Requirements 
Section 7 Pricing Section 
 
Appendix A Vendor references and qualifications 
Appendix B Vendor financial qualifications and annual reports 
Appendix C Vendor purchase contract and software license agreements 
Appendix D Vendor additional information 

DOW will select the successful bidder through an evaluation process based on the vendor 
meeting the specification as outlined in this RFP. The following criteria will be used in making 
this determination: 
 
 1. Understanding the objectives of this request. 

2. Project plan and management. 
 3. Technical requirements. 
 4. References. 
 5. Qualifications/Similar projects. 
 6. Product demonstrations. 
 7. Cost of services. 
 8. Site visits. 
 
 
DOW reserves the right to use a consultant to evaluate and select a vendor for this RFP. 
 
*  Estimation of completion date, actual completion date based upon Vendor timeline and 
needs of DOW as outlined in this RFP and during final contract negotiations. 
 
** The executive summary should be used to help familiarize DOW management and 
evaluators with the key elements and unique features of your proposal by briefly describing 
how your company plans to implement this project. It should at a minimum do the following: 
 

• Summarize your overall approach. 
• Describe the business features and benefits for your solution. 
• Discuss any concerns arising from our RFP. 
• Explain what is needed by DOW to begin the project. 
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• Provide a summarized budget to include. 
- pricing summary 
- how pricing was computed 
- any pricing constraints on your part 
- hidden or related costs that DOW may have not anticipated 

 
General Terms and Conditions.  The furnishing of services shall comply with the 
General Terms and Conditions for Professional Services Contracts, dated January 1, 
2019.  A copy of the document can be found at www.kauaiwater.org.  The submission of 
terms and conditions that conflict or replace the Department’s will be rejected pursuant 
to HAR 3-122-6. 
 
Insurance Requirements: Contractor agrees to maintain, on a primary basis and at its sole 
expense, at all times during the life of the Contract, the insurance coverages, limits, including 
endorsements described in the Insurance Requirements of this solicitation. Unless 
preapproved by the Manager and Chief Engineer, the policy or policies of insurance 
maintained by the Contractor shall provide the minimum limit(s) and coverage(s) as specified 
in the Insurance Requirements and be placed with an insurance carrier authorized to do 
business in the State of Hawaiʻi and rated A-VII by A.M. Best. Concurrent with the 
execution of the contract, Contractor shall provide the Department a certificate of insurance 
completed by a duly authorized representative of their insurer certifying that the liability 
coverage(s) is written on an occurrence form. Immediately upon becoming aware that its 
insurance will be cancelled, non-renewed, or materially changed, Contractor will notify 
Department by providing written notice. Failure to secure and maintain the required 
insurance shall be considered a material breach of the Contract.  See Exhibit at the end of this 
RFP for Insurance Requirements. 
 
 

3. PROJECT PURPOSE AND DESCRIPTION 
 

General Operations 
 
The DOW has approximately 100 employees including IT, engineers, accountants, chemists, 
micro biologists, customer service representatives, meter readers, skilled office workers, water 
plant operators, skilled mechanics, maintenance technicians and equipment operators to 
indicate the range of expertise represented.  

 
The main office, administration, engineering, water resources and planning, construction 
management offices, customer service, information technology, accounting and billing, meter 
reading and engineering, is located at 4398 Pua Loke St., Lihue, Kauai, Hawaii  96766.  

 

  
DOW’s current utility billing and customer information system is hosted by Prithibi Consulting 
using Oracle CC&B.  As part of this implantation, seven years of historical data must be 
retrievable within the new system. The new CIS must provide standard reports that are used on a 
regular basis; daily, monthly and annual reporting and ad hoc reporting on an as needed basis.  
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In addition, DOW currently bills monthly on a cycle basis.  There are 20 cycles with an average 
5 cycles that are read and processed weekly. All printing, stuffing and mailing operations are 
currently completed by an independent mailing service provider.   
 
Data that is collected/maintained by the systems include: 

• Billing and accounts receivable  
• Service requests  
• Customer history  
• Meter information  
• Additional asset information  

  
The following provides a brief narrative of the systems currently used to track this customer 
service and billing data: 
  
Billing and Accounts Receivable: DOW currently has approximately 22,000 service accounts; 
some with multiple billing and meter reading patterns. There are approximately five (5) classes 
tracked by DOW’s billing system, including but not limited to government, agriculture, 
industrial, commercial and residential customers having special billing needs. All meters are read 
and customers are billed monthly.   Water bill payments are received and recorded thru the CSR 
window, through electronic payments such as auto bill pay and third party providers that are 
already set up in the system.    
  
Electronic payment files are received daily via FTP for processing into CIS. 
  
A/R entries are manually entered into the accounting system. The accounting system is a server 
based system from Great Plains and uses a SQL server database. Once the A/R data is entered 
into Great Plains, financial reports are generated. 
  
Customer Service: Customer Service Representatives (CSR’s) use CC&B to view customer 
account information and generate work orders for meter turn-offs and turn-ons. Other types of 
CSR applications include new service contracts, final bills, transfer of accounts, cashiering and 
account changes. Work orders are printed and given to the Meter Reading supervisor for 
distribution. Once the work is completed, the work orders are returned to the billing section for 
CC&B entry. 
  
Reporting: All reporting for the CIS is generated from CC&B. Sales, A/R, Payments, 
Adjustments and billing statistical reports were created prior and after CC&B implementation.    
  
Automatic Meter Reading reports are generated on the Read Center software and are viewed by 
the Meter Readers for errors. If no reads are found, re-read reports are sent back to meter reading 
for resolution. 
  
 Meter Reading: DOW has a staff of 3 Field collectors/Meter readers (FC/MR) and 1Field 
Collector/Meter Reader Supervisor. The meters are read on a Cycle basis, meter read cycle is 
prepared once a month; reading an average of 5 cycles per week or one or more cycle per day. 
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The FC/MR performs re-reads, turn-offs, turn-ons, meter profiles, meter inspections, m-cuts or 
locks and removals.  
 
Geographic Information Systems (GIS): The DOW’s GIS project is in progress and currently 
not interfaced with any program as of today. 
 
Cross Connection: The DOW maintains a database of cross connection devices for its backflow 
prevention program by means of XC2 software. The software is maintained on a server in the IT 
Section for Water Resources & Planning (WRP), with the ability to manage customer 
information with backflow preventer device. 
 
 
 
 
 
The purpose of this project is as follows: 

 
Project Description: 
DOW is seeking a CIS program to maintain its customer data base to provide customer 
information access for customer service, utility billing and collection services; to provide 
customer information access to other divisions of the department for set up of new customer 
accounts or inquiries such as tax map key information,  back flow prevention, temporary fire 
hydrants, application for new meters, calculation and payment of impact fees using per fixture 
unit cost or flat rate and system interface including but not limited to  Microsoft Dynamics Great 
Plains financial information system, MMCS work order, XC2 backflow, GIS, document imaging 
and SharePoint.   

 
4. PROJECT SCOPE  
 
4.0 Scope of Work: Software, Hardware and Service Requirements 
 

4.1 Technical Requirements 
 

The desired software should run without the development of custom programming, or third 
party developed software, while achieving all required functions. Specific technical 
requirements of the system are: 
 

• Microsoft Windows 10 
• Google Chrome and/or Microsoft Edge 

 
4.2 Software Functional Requirements 

 
Software package must meet each functional requirement as follows: 

 
a) New Account Set Up 

• Ability to set up electronic application with digital signatures. 
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b) Deposits 
• Bill for deposit to be sent automatically from information on contract for water 

service (in a bill format). 
• Automatically print listing weekly for accounts that qualify to be charged a 

deposit. 
• Cut-off for non-payment date to be set by DOW and work order to 

automatically print if not paid and add non-payment charge. 
• Deposit information to automatically show on specific screen. 
• Automatically transfer deposit from final bill account to new account, or deduct 

deposit from final bill if customer is no longer a DOW customer. 
•  Ability to monitor in months the length of time the deposit has been in the 

system in order to allow for refunds. 
• Ability to track accounts eligible for refunds. Track latest delinquency and 

returned checks for refunds. 
• Automatically refund if criteria met and generate file for refund checks. 
• Ability to determine deposit amount to be charged based on customer payment 

history or if customer lacks a payment history, a criteria set through DOW SOP 
subject to revisions as needed. 

 
c) Adjustments 

• Roll-back bill to correct billing dates/customer name (i.e. incorrect person on 
service). 

• All adjustments/debits/credits/ to show on accounts immediately. 
• Ability to print a corrected bill for customers when requested. 
• Ability for system to adjust bad-debt accounts on system instead of by hand. 
• Adjust for other collection charges, such as impact fees, NSF charges, late 

payment charges automatically. 
• Ability to view all on report prior to release to check for accuracy and approval. 
• Retain record of reason for transaction for future reference. 

 
d) Billing 

• Provide billing for other service fees or miscellaneous accounts receivable for 
invoices, meter/tap fees on same system as monthly billing 

• Ability to review bills/notices on system. 
• Show current and previous history of each account (names/dates/final bill). 
• Retain record of contracts on system but have ability to print a contract when it 

is deemed necessary. 
• Retain a record of deleted work orders or contracts. 
• Ability to take a contract for water service for multiple accounts from 

information entered on one account; automatically select deposit charge from 
billing history. 

• Ability to transfer final bills to new accounts. 
• Payment history available for at least a minimum of three years. 
• Ability to place an order or contract into a pending file (must come in or will 

call). 
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• Ability to load work orders onto hand held or vehicle device. 
• Ability to set up new connections by address prior to account being set up.  
• Ability to access by address until account number established. 
• Permanent cross referencing of ground meters/master accounts. 
• Final bill/charged off accounts retain all information. 
• Provide historical rate schedules. 
• Provide for a basic facilities charge based on meter size and number of fixtures. 
• Prorate amount for the periods averaged, taking minimum charges, fees, into 

account. 
• Combine multiple meters into a bill for same account using different rate codes 

for each meter. 
• View rate schedules maintained within the system.  
• Ability to generate pro-rated bills based on actual consumption and dates of 

service that may be more than a 31-day reading period or less than a full billing 
period. 

• Ability to generate bills for accounts requiring deposits; and for special bills 
detailing returned checks 

• Provide on-line inquiry to aged account information for a one year period. 
• Provide the capability to produce consolidated bills. 
• Ability to generate bills daily, weekly, monthly and/or final bills anytime. 
• Estimates: Ability to use previous usage or usage obtained from special meter 

readings as the basis for estimating bills. 
• Ability to customize rate structures based on type of service selected and 

consumption. 
• Ability to print work orders from meter reading codes. 
• Ability to generate bill for unauthorized water usage. 
• Ability to reprint bills. 
• Ability for user defined standard sequence/priorities for applying 

payments/deposits to accounts and ability to adjust that sequence as required 
(i.e. amounts are applied in the following sequence: fees, water charges, billable 
charges, deposits, etc.). 

 
e) Cashiering 

• Ability to allow for payment of invoices, installation fees, new meter account 
fees, and any other fees on system. 

• Ability to allow for debit card, credit card, automatic bank deduction and on-
line payments. 

• Scanned counter payments. 
• Show payment history and how payments were made. 
• Real time posting of payments to accounts.  
• Single and multiple payments handled in the same manner. 
• Retain balancing data in system. 
• Ability for CSRs to set an alternate delinquent cutoff date in the system. 
• Ability to setup payment plans for customers having trouble paying their bills 

(time extensions). 
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• Ability to write-off accounts and monies as directed. 
• Maintain information about accounts that have been placed in a bad debit status. 
• Show amount of returned check due plus fees separate from total due. 

 
f) Collections 

• Ability to customize notices. 
• Ability to handle shut-offs and turn-ons. 
• Tracking for insufficient funds by customer. 
• Write-offs and bankruptcies. 
• Automated customer notification via-mail. 
• Automated customer notification of returned checks, non-pay charge, cut-off 

date. 
• List customers eligible to be placed on or taken off cash only status. 
• Automatically send letters informing customers of cash only status. 
• Ability to trigger “send final notice” for delinquency to landlord and tenant for 

tenant customers. 
 

g) Customer Service 
• Ability to assign duties to any employee on the system. 
• Assigned duties to show on message screen; employee to note when completed. 
• Full circle tracking for work order requests. 
• Record and show who accessed account, date and time for each account daily. 
• Ability to have clerk select type of call (high bill/turn on/meter set, etc.). 
• Ability to time minutes each employee spends on each call. 
• Ability to access two accounts on same screen. 
• Ability to access accounts by name, spousal name, business name, government 

issued identification (ID), telephone numbers, street name or meter number. 
 
h) Metering Information 

• Ability to track meter from installation to disposal. 
• Show history for a minimum of three years for each account. 
• Show meter history after disposal. 
• Ability to track additional hardware with AMR/AMI meters, such as ERT. 
• Ability to configure compound meter, deduct meter and regular meters ranging 

from 5/8”s to 8” including AFS and FH. 
• Ability to inventory additional hardware including but not limited to backflow 

device. 
 
i) Customer Information 

• Ability to view service/work orders for a premise. 
• Ability to store on imaging system. 
• Provide an area for free form messaging specific to an account. 
• Ability to pull a report from any data stored in the system and transfer to Excel. 

 
j) General Reporting/Screens 
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• Ability to choose variety of letters and forms. Fill in spaces and print. 
• Automatically store letter/form in file. 
• Ability to edit the letter. 
• Ability to have room for: Work/home/cell phone numbers. 
• Ability for 5th mailing address line. 
• Room for a supply space (duplex, apt, indust, store, café, etc.). 

 
4.3 Implementation Services requirements 

 
The Vendor will be required to provide complete installation and configuration of software, 
hardware and services. It will be the selected Vendor’s responsibility to monitor, pay and 
resolve any issues with regards to any sub-consultants or other vendors that are used for this 
project. The services to be provided include: project planning, software and hardware 
installation, data conversion, software integration testing, performance tuning, startup 
assistance, training and documentation. These services and deliverables are described below. 
State in detail how you will fulfill the requirements. Give a timeline of the project from start 
to completion, noting any areas that may serve as a bottleneck or roadblock to final completion. 
 

4.3.1 Project Planning 
 

The vendor will define in a written plan the tasks, milestones, schedule, deliverables, 
communication staffing and management of the implementation of this project. Monthly 
or Bi-weekly progress reports as needed, track time and costs versus budget. 
 
4.3.2 Software and Hardware Installation 
 
The vendor will install any packaged or developed application software on DOW provided 
servers. The vendor will also make provisions for separate environment including but not 
limited to training development, testing and production. 
 
Software Installation – The vendor will work with DOW IT to install the application 
software on DOW server database and DOW workstations for development and testing 
purposes. 

 
Software Configuration – The vendor will modify screens, menus and reports, add user-
defined fields and generally configure the software wherever to meet DOW needs such as 
setting up dashboards. Configuration of the system will not include any custom 
programming unless pre-approved in writing by DOW. 
 
4.3.4 Integration 
 
The CIS must allow for flexibility to integrate with new technology for future business 
improvement goals. The CIS must outline if integration is possible with the following 
existing systems: 
 
 Application     Vendor 
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Financial Information System   Great Plains/Dynamics365 
Document Management   SharePoint 
Cross Connection    XC2 
Meter Reading     Beacon AMA Meter Read 
Work Orders     MPET 
    

 
4.3.5 Testing 
 
The vendor will develop a testing plan based on the system design document described in 
section 4.3.9 for approval by DOW. The success of implementation will be based on 
successful completion of the testing plan. Final acceptance of the system installation and 
integration will not take place until one quarter of consecutive successful billing cycles are 
completed after the CIS system has gone “live” in a production environment. 
 
4.3.6 Performance Training 
 
Prior to moving into a production environment, the vendor will assess and modify the CIS 
server environment to achieve best performance and will document optimum settings. 
 
4.3.7 Startup Assistance 
 
At the time of moving the system into a production, “live” environment, the vendor must 
deploy a project team member to be available on-call for a minimum of one month. The 
person onsite must have had significant involvement throughout the project and working 
knowledge of all the CIS system processes and a thorough understanding of the system 
configuration. 
 
4.3.8 Training 
 
The vendor will conduct training on-site for all DOW staff CIS users. The training should 
include system administration and maintenance, general and user functions and advance 
reporting. System Administrator training should cover including but not limited to 
application software administration, software configuration, performance optimization, 
application programming interfaces and scripting, if available or used. The vendor will 
present training options, along with cost and instruction time estimates and a 
recommendation for DOW.  Training for end users will be categorized according to each 
group’s role in the CIS such as system administrators, report writers, general inquiry and 
prime users. 
 
4.3.9 Project Documentation 
 
The vendor is responsible for developing a detailed design/configuration document that 
needs to be signed off by DOW prior to programming activities. This design document will 
be the basis for the vendor to develop a testing plan. The testing plan will have to be 
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approved by DOW and will be used at the end of the project by DOW for final system 
acceptance 

 
The vendor will develop final documentation that identifies all elements of the system, 
including third-party software and custom developed software, along with detailed user 
manuals for end users, system administrators and report writers. All custom developed 
software and source code will be turned over to DOW. 
 
4.4 Support Services Requirements 

 
Following successful installation, startup, and training, the vendor will provide on-going 
support services. These support services will include. 

• Software maintenance – Software and systems updating that incorporates bug    
fixes, new features and other software enhancements. 

• Telephone and electronic support – software troubleshooting and usage advice 
provide via telephone, fax or e-mail. 

• On-site Support – software troubleshooting, reconfiguration, retraining or other 
specialized assistance provided on-site. 

• Remote Support – software troubleshooting through remote access via telephone 
dialup or internet. 

 
Discuss how these services are provided, by whom and the times available. If the services 
are not covered by the standard maintenance agreement, include details of the additional 
costs, terms and conditions. 

 
4.5 Software Licensing and Hardware Requirements 

 
The estimated use of the CIS is as follows: 
10 concurrent (data entry) users 
25 concurrent (inquiry or reporting) users 
 
If per seat licensing is available, then also include what that cost would be. 
 
The selected vendor shall provide all software and hardware required to complete the 
system implementation. The costs for all required software licenses shall be included in the 
cost estimate, as well as the build number needed for optimum performance. 
 
The vendor is responsible for purchasing components that are not specified, but are later 
determined to be required. 
 
Provide complete hardware specifications for all servers required to complete the systems 
implementation including server/computer specifications: 

• Manufacturer 
• Model 
• Processor(s) speed 
• Required memory 
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• Hard disk size and speed 
• Disk and controller configuration 
• Operating system 

 
The selected bidder will be responsible for conducting a thorough business process 
discovery, mapping and planning the project timeline.   
 
 
 

5. REQUEST FOR PROPOSAL AND PROJECT TIMELINE 
 
5.0 Submittal Contents 
 
Vendors must submit their Submittal by the due date specified in Section 2.0.  All requested 
information in sections 4 and 5 of this RFP must be provided. Any failure to do so may be deemed 
non-responsive.  

 
5.1 General Product information 
 
As a separate document or included in Appendix D of your proposal, furnish general 
information about your product, including brochures, specifications and white papers. Also 
include in this section a declaration of any known system deficiencies with respect to 
software functions required by DOW, as enumerated in this RFP, and plans for correcting 
these deficiencies. 
 
5.1.1 System Features (Section 3) 
 
Furnish specific answers to the following: 
 
1. Describe the system’s rate and charge functionality. 
2. Describe how the system handles maintenance of rate increases. 
3. How does the software interface to financial systems? 
4. What kinds of historical data does the software maintain? 
5. Describe how the software supports automated meter reading (AMR/AMI). 
6. Describe the information the software maintains for each account. 
7. Describe the information the software maintains for each premise. 
8. Describe how the software searches for account/premise information (I.E., when a 

customer calls in without account number, how does customer service locate the 
customer’s information). 

9. Describe the information the software maintains for security deposits. 
10. Describe how the system handles automatic service interruption for non-payment. 
11. Does the software round calculations or does it truncate. 
12. How does the software handle multiple billing cycles? How many does it support? 
13. Does the software charge penalties for late payment on amount due? Describe how. 
14. Does the software generate and average bill based on historical consumption? Describe 

how. 
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15. How does the software handle international addresses? 
16. What cash controls does the software provide for payment transactions (including 

interface to cash drawer, cash receipts transaction listing by transaction type and 
agent)? 

17. What types of receipt printers does the software support? 
18. How much historical information is maintained for service/work orders? 
19. How does the software handle customers that file for bankruptcy? 
20. How does the system handle and/or track returned checks? 
21. How does the system handle scheduled draft payments when the customer changes 

billing cycles and/or when a customer transfer occurs? 
22. Describe the typical sorting and selecting options for reports. 
23. Describe any audit trails the software maintains. 
24. Does the software produce a billing register that includes regular and final bills, and 

provides an audit trail for bills produced? What kinds of report totals are produced? 
25. Does the software produce past due notices and delinquent letters? What are the sorting 

options? Are the notices and letter customizable? 
26. Does the software produce a list of delinquent accounts showing amounts in arrears? 

Is the report aged? What are the ageing intervals (i.e., 30, 60, 90 days, etc.)? 
27. How does the software process credit/debit card transactions? 
28. Does the software produce a monthly billing report? What is shown on the report? What 

types of totals are collected? 
29. Does the software produce a monthly cash applied report? What is shown on the report? 

What types of totals are collected? 
30. Does the software produce shut-off notices for accounts in arrears? Are the parameters 

user defined? What is on the notice? 
31. Does the software produce a report of meters due for testing or replacement? How are 

these meters selected? 
32. Does the software support reading route re-sequencing? Is an audit report produced? 

What is on the report? 
33. Does the software provide the ability to re-print a bill at any time? How far back can 

the software go? 
34. Does the software produce a detail route report by reading sequence? What is on the 

report? 
35. What types of meter reading devices does the software support (i.e., AMR/AMI, 

Mobile data collection, etc.)? 
36. Please describe the account application process? Is the application form printed? Is the 

application form customizable? Can user-defined forms be printed when certain 
conditions are met? 

37. How does software apply payments? 
38. What work order and meter inventory software do you support? 
39. How does the software handle abandon property accounts? 
40. How does the system apply pre-service account fees, such as tapping and impact fees? 
41. How does the system apply deposits? Process overpayment refunds and deposits? 
42. Does system allow per fixture calculation for impact fees?  Describe how? 
43. Can system be configured to calculate average usage for 12 months and apply a certain 

block rate for leak adjustments?  
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44. Describe how the information will be gathered for cost of service and rate studies? 
45. Are there any limitations on the dollar amount charged for a customer bill? 
46. Does system allow for pay plan and payment arrangements?   

 
5.2 Project Team Information (Section 5) 
 
Furnish information on the team organization, including roles, resumes, and home office 
locations of the key personnel that will be providing service to DOW. Clearly indicate the 
Project Manager who will have day-to-day responsibilities for the duration of the contract. 
 
Vendors shall designate key personnel deemed necessary to satisfy the requirements of this 
RFP. Once identified, vendors may not change key personnel without prior notice and 
acceptance from DOW. DOW shall have 30 days’ notice of any change in the project’s key 
personnel. 
 
5.2.1 Software Vendor Information (Appendix B) 
 
Furnish information about the CIS vendor(s), including: 
Number of employees 
Breakdown of employees by function (administration, sales, product development, 
support, consulting) 
Annual revenue by year for past 5 years 
Primary business 
Primary locations with staff count 
Date founded 
Managing principals 
Number of total installations as of today. 
Number of new installation each year for past 5 years 
Number of water utility or municipal installations 
If a team of vendors has been proposed, include information on each vendor, and furnish a 
team organization chart clearly indicating the lead vendor. 
Current audited Annual Financial Report 
 
5.2.2 Integrator Information (Appendix B) 
 
Furnish information about the CIS integrator, including: 
Number of employees by function (administration, sales, support, consulting) 
Annual revenue by year for past 5 years 
Primary business 
Primary locations with staff count 
Date founded 
Managing principals 
Number of total installations 
Number of new installation each year for past 5 years 
Number of water utility or municipal installations 
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If a team of integrators or consultants has been proposed, include information on each, and 
furnish a team organization chart clearly indicating the lead integrator or consultant. 

 
5.3 References (Appendix A) 
 
Furnish at least five references of our comparable size or larger of customers who are using 
the proposed software. Provide contact names, address, phone number, start date of 
installation, completion “live” date and version of software implemented. 
 
If possible, provide references for customers that are water utilities. 

 
A complete list of all customers for the past five years along with the start date of 
installation and go live date of implementation. 
 
5.4 Implementation Scope of Work (Section 5) 
 
Describe your project approach, including: 
 

• Methodology 
• Workshops 
• Interviews 
• Documentation 
• Installation, date conversion, system integration and testing 
• Training 

 
Include in your approach a proposed schedule with tasks and milestones, addressing all the 
service elements listed in Section 4.3 Describe any scope of work assumptions you are 
making, such as maximum quantities (e.g., number of trainees), maximum level of effort 
(e.g., limited man-hours for a task), or maximum time frame (e.g., up to a week of effort 
on a task). 
 
5.5 Training Materials/Samples (Section 5) 
 
Furnish examples of training materials to be used as an appendix to your proposal. Samples 
should, at minimum, include a training manual.  
 
5.6 Budget Cost Bid (Section 7) 
 
Furnish a detailed cost bid that fully reflects your understanding of the project requirements 
as described in this RFP by providing answers in the appropriate designated area. 
 
5.7 Projected IT Staffing (Section 7) 
 
In order to insure that DOW has the necessary staffing, for on-going operation of the system 
after it is placed into production, furnish a listing of the people needed and required skills 
to support and maintain the system as configured in this RFP. 
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Request for Proposal Timeline: 
 
Each bidder must submit their proposal via www.publicpurchase.com by November 30, 
2021 at 2pm HST and addressed to: 
 
County of Kauai 
Department of Water 
Attention: Christine Erorita, RFP #2022-01 
4398 Pua Loke St. 
Lihue, HI  96766 
 
Evaluation of proposals will be conducted from December 1, 2021 until December 15, 2021.  
If additional information or discussions are needed with any bidders during this two week 
window, the bidder(s) will be notified. 
 
The selection decision for the winning bidder will be made no later than January 1, 2022. 
 
Upon notification, the contract negotiation with the winning bidder will begin immediately.  
Contract negotiations will be completed by January 31, 2022. 
 
Notifications to bidders who were not selected will be completed by February 1, 2022. 
 
Project Timeline: 
 
Project initiation phase to start not later than February 1, 2022. 
 
Project planning phase must be completed by February 28, 2022.  Project planning phase will 
determine the timeline/schedule for the remaining phases of the project. 
 

6. BUDGET 
 
All proposals must include proposed costs to complete the tasks described in the project 
scope.  Costs should be stated as one-time or non-recurring costs (NRC) or monthly recurring 
costs (MRC).  Pricing should be listed for each of the following items in accordance with the 
format below: 
 
Project Initiation and Planning  NRC  MRC 
Market Research    NRC  MRC 
Site/Database Development  NRC  MRC 
Site/Database Testing   NRC  MRC 
Site/Database Deployment  NRC  MRC 
Site/Database Hosting   NRC  MRC 
 
NOTE: All costs and fees must be clearly described in each proposal. 

http://www.publicpurchase.com/
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7. BIDDER QUALIFICATIONS 

 
Bidders should provide the following items as part of their proposal for consideration: 

• Description of experience in planning, converting and exporting current and historical 
customer data base from one CIS to another CIS, testing and implementing a new CIS 
system, list of any other related program interfaces. 

• List of how many full time, part time, and contractor staff in your organization 
• Examples of 3 or more government utility organizations designed and implemented 

by your organization 
• Testimonials from past clients on utility billing and CIS. 
• Anticipated resources you will assign to this project (total number, role, title, 

experience) 
• A full testing plan 
• Timeframe for completion of the project 
• Project management methodology 

 
8. PROPOSAL EVALUATION CRITERIA 

 
DOW will evaluate all proposals based on the following criteria.  To ensure consideration for 
this Request for Proposal, your proposal should be complete and include all of the following 
criteria: 

• Overall proposal suitability: proposed solution(s) must meet the scope and needs 
included herein and be presented in a clear and organized manner 

• Organizational Experience: Bidders will be evaluated on their experience as it 
pertains to the scope of this project 

• Previous work: Bidders will be evaluated on examples of their work pertaining to 
utility billing implementation as well as client testimonials and references 

• Value and cost: Bidders will be evaluated on the cost of their solution(s) based on the 
work to be performed in accordance with the scope of this project 

• Technical expertise and experience: Bidders must provide descriptions and 
documentation of staff technical expertise and experience 
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EXHIBIT #TBD 
INSURANCE REQUIREMENTS 

BOARD OF WATER SUPPLY, COUNTY OF KAUA‘I 
  

Contractor shall procure and maintain, on primary basis and at its sole expense, at all times 
during the life of the contract insurance coverages, limits, including endorsements described herein 
against claims for injuries to persons or damages to property which may arise from or in connection 
with the performance of the work by the Contractor or the Contractor’s agents, representatives, 
employees or subcontractors.  The requirements contained herein, as well as the Board’s review 
or acceptance of insurance maintained by the Contractor is not intended to and shall not in any 
manner limit or qualify the liabilities or obligations assumed by the Contractor. 
  

To the extent applicable, the amounts and types of insurance will conform to the minimum 
terms, conditions and coverage(s) of Insurance Service Office (ISO) policies, forms, and 
endorsements. 
  
A. General Conditions 
  

Waiver of Subrogation.  Contractor shall agree by entering into a contract with the Board to 
provide a Waiver of Subrogation for the Commercial General Liability, Automobile Liability, 
and Workers Compensation policies.  When required by the insurer, or should a policy 
condition not permit Contractor to enter into a pre-loss agreement to waive subrogation without 
an endorsement, the Contractor shall agree to notify the insurer and request the policy be 
endorsed with a Waiver of Subrogation in favor of the Board.  This Waiver of Subrogation 
requirement shall not apply to any policy, which includes a condition specifically prohibiting 
such an endorsement, or voids coverage should Contractor enter into such an agreement on a 
pre-loss basis. 

  
Additional Insured.  Contractor shall agree to endorse the BOARD OF WATER SUPPLY, 
COUNTY OF KAUA‘I as an Additional Insured with a CG026 Additional Insured – 
Designated Person or Organization endorsement, a copy of the applicable policy language, or 
similar endorsement to all required insurance policy(ies), except for Workers Compensation 
and Professional Liability. 

  
Deductibles and Self-Insured Retentions.  Any deductibles or self-insured retentions must 
be declared to and approved by the Board.  At the discretion of the Board, the Board may 
require Contractor to reduce or eliminate such deductibles or self-insured retentions as respects 
to the Board; or the Contractor to provide a financial guarantee (audited financial statement or 
bond) satisfactory to the Board guaranteeing payment of losses and related investigations, 
claim administration and defense expenses.  Any deductibles or self-insured retentions are the 
sole responsibility of Contractor and its subcontractor(s) if any.  The Board reserves the right 
to deduct from the final payment to Contractor any unsatisfied deductibles or self-insured 
retentions which would result in a lien against the project. 

  
When any deductibles or a self-insured retention (SIR) exceeds $50,000, the Board reserves 
the right, but not the obligation, to review and request a copy of the Contractor’s most recent 
annual report or audited financial statement. 
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Contractor must declare any exception to the requirements of this provision as a question to 
the solicitation prior to submission of their offer, and must declare their ability to provide a 
bond or other satisfactory guarantee in lieu of any deductibles or self-insured retention.  The 
Board will make a determination as to any exception(s) via an addendum to the solicitation 
prior to final submission of offers. 

 
Contractor’s Responsibility.  The Contractor is responsible for paying any portion of any 
loss not covered because of the operation of any deductible, co-insurance clause or self-insured 
retention applicable to the insurance required herein.  If the Board is damaged by the failure of 
the Contractor to maintain insurance as required in this paragraph, then the Contractor shall 
bear all reasonable costs properly attributable to that failure. 

  
Primary and Non-contributory.  All policies required of the Contractor will be endorsed as 
primary and any insurance or self-insurance program maintained by the Board shall be non-
contributory. 

 
Certificate of Insurance.  Concurrent with the execution of the contract, Contractor shall 
provide the Board a certificate of insurance completed by a duly authorized representative of 
their insurer certifying that the liability coverage(s) is written on an occurrence form.  
Immediately upon becoming aware that its insurance will be cancelled, non-renewed, or 
materially changed, Contractor will notify Board by providing written notice. 

  
The Certificate Holder address shall read: 

  
Board of Water Supply, County of Kaua‘i  
4398 Pua Loke Street, Līhu‘e, HI  96766 
Attention:  Christine Erorita, RFP #2022-01 
Contract No.:  TBD 
Project Title:  RFP #2022-01, Utility Billing and Customer Information System 
(CIS) 

  
Concurrent with the execution of the contract the Contractor shall furnish the Board with 
original certificates and endorsements effecting required coverage(s).  The Board reserves the 
right to require complete copies of all required insurance policies, including the policy 
declarations and endorsements affecting the coverage at any time. 

  
Failure to secure and maintain the required insurance shall be considered as a material breach 
of the contract.  Should the Board be forced to expend funds that would have been covered 
under the specified insurance, Contractor shall reimburse the Board for such funds.  In the 
event the Board determines, in its sole and absolute discretion, that it is necessary to purchase 
the coverages herein required of the Contractor, and which the Contractor has failed to secure, 
the Contractor shall reimburse the Board for the expenditure of such funds. 

  
Right to Revise or Reject.  Board reserves the right, but not the obligation, to review and 
revise any insurance requirement, not limited to limits, coverages and endorsements based on 
insurance market conditions affecting the availability or affordability of coverage; or changes 
in the scope of work or specifications affecting the applicability of coverage.  Additionally, the 
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Board reserves the right, but not the obligation, to review and reject any insurance policies 
failing to meet the criteria stated herein or any insurer providing coverage due to its poor 
financial condition or failure to operate legally. 

  
B. Minimum Insurance Coverage Requirements 

Unless otherwise approved by the Director of Finance, the policy or policies of insurance 
maintained by the Contractor shall provide the following minimum limit(s) and coverage(s) as 
specified herein and be placed with an insurance carrier authorized to do business in the State 
of Hawai‘i and rated A-VII by A.M. Best: 

  
☒ Commercial General Liability.  The Contractor shall procure and maintain Commercial 
General Liability, with dedicated required limits, as set forth herein, written on occurrence 
form providing: 

  
☒ Designated premises basis OR  ☐ Per Project basis 

  
(Per Project Basis.  The Commercial General Liability policy aggregate limits shall apply 
to both the general and products/completed operations limits.  The term “project basis” 
should not be construed to mean the Board is requiring the Contractor to purchase a 
separate project specific general liability and products completed operations policy for 
the project.) 

  
The coverages shall include the following: 

☒ Premises Operations 
☒ Independent Contractors 
☒ Products and Completed Operations 
☒ Broad Form Property Damage including completed operations 
☒ Blanket Contractual Liability 
☒ Personal Injury 
☒ Employees named as Additional Insured 
☒ Severability of Interest 
☐ Explosion, Collapse and Underground Property Damage 
 

  
The minimum limits of liability may be satisfied by providing either: 
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Bodily Injury and 
Property Damage 
Combined Single Limit: 
  

• $2,000,000 per 
occurrence 

• $2,000,000 annual 
aggregate 

  
  
  
  

OR 

Personal Injury: 
• $1,000,000 per occurrence 
• $2,000,000 annual aggregate 

  
AND 

  
Products and Completed 
Operations: 

• $1,000,000 per occurrence 
• $2,000,000 annual aggregate 

  
Contractor must provide evidence that the Board is an Additional Insured for 
Products/Completed Operations coverage for both ongoing operations and after substantial 
completion of the work.  ISO Form CG 20 10 04 13 and ISO Form CG 20 39 12 19, or 
equivalent forms are required from the Contractor.  Coverage provided by a non-equivalent 
CGL form shall be specifically endorsed providing both the course of construction and 
products/completed operations.  ISO CG 20 10 04 13 and ISO Form CG 20 39 12 19, or 
equivalent forms are required from the Contractor.  The Contractor and subcontractor(s), if 
any, shall provide evidence to the Board on an annual basis the products/completed operation 
coverage is in effect for two (2) years after substantial completion of the project. 

  
☒ Business Automobile Liability.  The Contractor shall procure and maintain Business 
Automobile Liability written on occurrence form for all Owned, Non-owned, and Hired 
automobiles.  If the Contractor does not own automobiles, Contractor shall agree to maintain 
coverage for Hired & Non-Owned Auto Liability, which may be satisfied by way of 
endorsement to the Commercial General Liability policy or separate Business Automobile 
Liability.  Coverage shall be for automobile contractual liability, uninsured and underinsured 
motorist coverage, basic no-fault, and personal injury protection, as required by Hawaiʻi law 
with the following limits: 

  
Bodily Injury 

  
$1,000,000 per person 
$1,000,000 per occurrence 

  
Property Damage 

  
$1,000,000 per accident 

  
☒ Workers’ Compensation and Employer’s Liability.  The Contractor shall procure and 
maintain at all times during the term of the contract the following insurance liability coverage:  
Workers’ Compensation, Temporary Disability Insurance (TDI), and similar insurance that is 
required by the State of Hawaiʻi or federal laws.  Self-insurance is permitted subject to 
submission of a copy of the appropriate governmental authorization and qualification by the 
Contractor and subcontractor(s). 
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The minimum limits of liability to be maintained are as follows: 
  

Coverage A:  State of Hawaiʻi Workers’ Compensation Law: 
Statutory Limits 

  
Coverage B:  Employer’s Liability: 

Bodily Injury from each accident  $1,000,000 
Bodily Injury from disease   $1,000,000 
Bodily Injury from disease aggregate  $1,000,000 

 
☐ Builder’s Risk.  The Contractor shall procure and maintain an Inland Marine Builder’s Risk 
policy providing coverage to protect the interests of the Board, Contractor, sub-contractors, 
architects, and engineers, including property in transit and property on or off-premises, which 
shall become part of the building, or Project.  Coverage shall be written on an All Risk, 
Replacement Cost, and Completed Value Form basis in an amount at least equal to 100% 
of the projected completed value of the Project as well as subsequent modifications of that 
sum, unless an agreed amount is otherwise stated between the Board and the Contractor.  The 
policy shall insure all work, labor, and materials furnished by the Contractor and the 
Contractor’s subcontractors against loss occasioned by fire, lighting, windstorm, theft, 
vandalism, malicious mischief, flood, earthquake, and collapse. 

  
The amount of coverage for the perils of flood and earthquake may be subject to a sub- limit.  
The sub-limit shall provide coverage of at least 25% of the full replacement cost. 

  
The policy shall also include coverage for debris removal and reasonable compensation for 
architect’s and engineer’s services and expenses required as a result of an insured loss.  The 
Contractor shall endorse the policy with a manuscript endorsement eliminating the automatic 
termination of coverage in the event the building is occupied in whole or in part, or put to its 
intended use, or partially accepted by the Board.  The manuscript endorsement shall amend the 
automatic termination clause to only terminate coverage if the policy expires, is cancelled, the 
Board’s interest in the building ceases, or the building is accepted or insured by the Board. 

  
The Contractor shall name the Board of Water Supply, County of Kaua‘i as a loss payee on 
the Builder’s Risk policy. 

  
☐ Installation Floater.  The Contractor shall procure and maintain an Installation Floater 
policy providing coverage to protect the interests of the Board, Contractor, sub- contractor(s), 
architects, and engineers, including property in transit and property on or off-premises, which 
shall become part of the project.  
 
Coverage shall be written on an All Risk, Replacement Cost, and Completed Value Form 
basis in an amount at least equal to 100% of the projected completed value of the Project as 
well as subsequent modifications of that sum, unless an agreed amount is otherwise stated 
between the Board and the Contractor.  The policy shall insure all work, labor, and materials 
furnished by the Contractor and the Contractor’s subcontractors against loss occasioned by 
fire, lighting, windstorm, theft, vandalism, malicious mischief, flood, earthquake, and 
collapse.  
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The amount of coverage for the perils of flood and earthquake may be subject to a sub- limit.  
The sub-limit shall provide coverage of at least 25% of the full replacement cost. 
 
The policy shall also include coverage for debris removal and reasonable compensation for 
architect’s and engineer’s services and expenses required as a result of an insured loss.  The 
Contractor shall endorse the policy with a manuscript endorsement eliminating the automatic 
termination of coverage in the event the building is occupied in whole or in part, or put to its 
intended use, or partially accepted by the Board.  The manuscript endorsement shall amend 
the automatic termination clause to only terminate coverage if the policy expires, is 
cancelled, the Board’s interest in the building ceases, or the building is accepted or insured 
by the Board.  
 
The Contractor shall name the Board of Water Supply, County of Kauaʻi as a loss payee on 
the Installation Floater policy. 
 
☒ Professional Liability (Errors and Omissions).  The Contractor and its subcontractors 
shall procure and maintain Professional Liability Insurance (Errors and Omissions Insurance) 
that covers all such activities under the contract.  Such insurance shall have these minimum 
limits and coverage(s):  
 
  $1,000,000 per occurrence 
       $2,000,000 
 
For policies written on a “Claims-Made” basis, Contractor warrants the retroactive date 
equals or precedes the effective date of the contract.  In the event the policy is canceled, non- 
renewed, switched to an Occurrence Form, retroactive date advanced; or any other event 
triggering the right to purchase a Supplemental Extended Reporting Period (SERP) during 
the life of the contract, Contractor shall agree to purchase Supplement Extended Reporting 
Period (SERP) with a minimum reporting period not less than two (2) years.  The 
requirement to purchase a SERP shall not relieve Contractor of the obligation to provide 
replacement coverage. 
 
 
☐ Pollution Legal Liability.  The Contractor shall procure and maintain Pollution Liability 
or similar Environmental Impairment Liability at a minimum limit not less than:  
 
  $1,000,000 per occurrence 

$2,000,000 annual aggregate 
 
The policy shall provide coverage for damages against, but not limited to, third-party 
liability, clean-up, corrective action including assessment, remediation and defense costs. 
 
☐ Contractor’s Pollution Liability.  Contractor shall procure and maintain pollution 
liability insurance when the Scope of Work involves removal, abatement, encapsulation or 
other treatment, disposal or remediation of asbestos or other hazardous materials or an 
exposure to pollutants or impairment of the environment.  The policy shall provide coverage 
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for third party liability, clean-up, and corrective action including assessment remediation and 
defense costs.  The policy may be written on either an occurrence form or claims made.  The 
minimum limits of liability shall be:  
 

$1,000,000 per occurrence 
$2,000,000 annual aggregate 

 
☐ Crime Insurance or Commercial Fidelity Bond.  Contractor shall procure and maintain 
Commercial Crime Insurance or Fidelity Bond providing Employee Dishonesty on a blanket 
basis covering all of the Contractor’s employees with a minimum amount of insurance at 
least equal to the amount of the contract.  The policy shall be endorsed to cover “Third-Party 
Liability” including a third-party beneficiary clause in favor of the Board.  The policy shall 
include a minimum twelve (12) month “Discovery Period” when written on a Loss Sustained 
basis. 
 
☐ Property.  The Tenant or Lessee, shall agree to maintain property insurance including 
flood and windstorm written on a replacement cost basis in an amount not less than 100% of 
the replacement cost of the building(s) and contents, including betterments and 
improvements made by the Tenant or Lessee, located on the premises.  Contractor shall agree 
to be fully responsible for any deductible or self-insured retention, and to provide this 
coverage on primary basis. 
 

Umbrella or Excess Liability.  Contractor may satisfy the minimum liability limits required 
above under an Umbrella or Excess Liability policy with $1,000,000 per occurrence and 
$2,000,000 aggregate.  If Contractor is using its Umbrella or Excess Liability Insurance policy to 
satisfy the minimum requirements, Contractor shall agree to endorse the Board of Water Supply, 
County of Kaua‘i as “Additional Insured” on the Umbrella or Excess Liability policy, or shall 
confirm in writing that its Umbrella or Excess Liability policy “follows form.” 
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