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1.0 EXECUTIVE SUMMARY 

INTRODUCTION 
This proposal is offered to The City of Woodland (“City”) to further develop and improve the electronic 
payment options of the City.  By taking advantage of Invoice Cloud’s experience in the rapidly growing 
and changing technology of electronic bill presentment and payment, the City will work with a single 
contractor and still be able to expand their payment options while decreasing the costs of bill 
presentment.  

The Invoice Cloud service fulfills the City’s need for a secure, branded online payment solution that 
integrates with the City’s in-house software(s) and billing records. The service operates in an application 
service provider (ASP) environment (Software as a Service) and will process real-time payments. 
Customers will be offered the option to pay their utility bills with e-checks, credit cards, or debit cards. 
The Invoice Cloud solution will enhance the online payment capabilities already offered by the City by 
providing paperless billing, enrolled scheduled, and automatic recurring payments.  

Invoice Cloud is an experienced merchant services and gateway services provider and can offer the 
payment processing flexibility requested by the City. Invoice Cloud offers a submitter program that 
relieves the City of collecting convenience fees for credit card or electronic check payments (ACH). 
Invoice Cloud is responsible for the costs and collection of the convenience fees.   

By using Invoice Cloud’s email notification management feature to present invoices and collect 
payments online through a branded customer portal, the City can enhance convenience to their 
customers and provide a way for customers to benefit the environment. The Invoice Cloud paper 
suppression functionality can reduce unnecessary paper usage that currently results from paper billing 
and invoicing for the reminders to start and for the original utility bill (available today for all invoice 
types including utilities) when permissible by the State.    

To provide quick and pain-free implementations, Invoice Cloud has; 1) created a SaaS (Software as a 
Service) application that requires no additional software upgrades or maintenance by the City, 2) set 
forth an easy to follow implementation and training process, 3) readied the technical and customer 
support necessary to get the City started, and 4) developed an “Online Billing and Payment Adoption 
Kit” designed to guide the City through the process of promoting online payments and paperless billing 
to their customers. 

Distinguishing Features: 

 Public sector “Submitter Program” provides integrated merchant and gateway services that relieve 
the City of collecting or managing convenience fees. 

 Responsive and dedicated implementation and support staff that work together to please your 
customers and staff. 

 Secure, branded electronic invoice presentment makes the adoption of paperless billing easy and 
reduces printing and postage costs. 

 An automated process lets you know when your customer has signed up to go paperless for 
reminders and therefore doesn’t require a paper bill in the mail. 

 Joint marketing campaigns that encourage your customers to pay and receive their bills online. 

 Synchronized integration will automatically update in-house software with daily payment data. 
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 Customers can easily manage their accounts online with one-time scheduled payments, Auto-Pay, 
24 months of billing history, and customized email notifications and confirmations. 

 By handling sensitive data entry, transmission and storage on the City’s behalf, Invoice Cloud 
effectively relieves the City of the burden and expense of extensive data encryption compliance 
standards and audits. 

 Paper checks created by online bank payment systems can be eliminated with IC Online Bank Direct.  

Best Value 
Invoice Cloud offers the most cost effective solution available on the market today. It provides the 
easiest unified payment system to use and implement, thus creating the overall best value for City. If 
City selects the Invoice Cloud service on technical merit, Invoice Cloud will work City to satisfy the City’s 
financial requirements and constraints. 

The City’s cost burdens are lowered when customers go paperless reducing the unnecessary paper 
usage that currently results from paper billing and paper check remittance. Invoice Cloud’s easy to use 
interfaces increase customer self service, resulting in quicker inquiry resolution (higher customer 
satisfaction) and less labor required from City staff.  

Conclusion 
Invoice Cloud is able to meet all the requirements of the City plus offer many additional features. Our 
robust service capabilities along with our experience, excellent record of customer service and satisfied 
clients make Invoice Cloud the perfect partner to fulfill the payment processing needs of the City. 
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SECTION 2.0 – SCOPE OF SERVICES 

INTRODUCTION 
The Invoice Cloud service will allow the City to offer online payment processing in a securely hosted, 
“real-time” environment. Customers will be able to locate, view and print account statements and 
payment records (up to 18 months old) via the Internet and pay online using credit cards, debit cards 
and electronic checks (ACH). Multiple bill types can be paid online, including utility bills, personal and 
real estate taxes, licenses, vehicle excise, and miscellaneous invoices. 

The system has been designed top to bottom to be easy to use, resulting in high user satisfaction and 
few customer support questions. Invoice Cloud maintains full compliance with current Payment Card 
Industry (PCI) standards, Cardholder Information Security Program (CISP) regulations and National 
Automated Clearinghouse Association (NACHA) rules and guidelines.  

CONFIGURATION FLOW 
 

 
 

2.1 ELECTRONIC INVOICE PRESENTMENT 

The Invoice Cloud service was designed to present bills online and promote paperless billing. The City 
will be able to notify customers automatically when their bill is ready and provide an exact replica of the 



 
 

CONFIDENTIAL BUSINESS INFORMATION 6 EBPP PROPOSAL 

printed bill online. By taking advantage of Invoice Cloud’s marketing collateral and programs, the City 
can promote the adoption of paperless billing. Paperless billing increases convenience for customers and 
reduces print and mail costs for the City. 

Electronic invoice presentment includes two components: electronic notification that a bill is due and 
ready to view online, and the ability to view an exact replica of the paper bill online. Once a customer 
registers or makes a payment and inputs the email address connected to their account, they will begin 
to receive email notifications. If the City already has customer email addresses, they can add them 
directly into the system and email notifications can be sent without any action on the part of the 
customer.  

Email Notifications 

At the conclusion of the payment process, the customer receives an immediate email confirmation of 
payment. Email notifications are delivered for all of the following events: bill available for payment, bill 
payment receipt, registered user welcome email, failed auto payment, failed scheduled payments, auto 
payment registration, paperless registration, late fee bill notice, ACH rejects, credit card expiration and 
customer registration. If the customer has scheduled the payment or signed up for AutoPay, they will 
also receive notice of pending payments. The customer and the City will be notified via email of any 
transactions rejected due to insufficient funds or other processing issues. The email notification includes 
reason code for the reject.  

Email notifications are very flexible. All notifications are template driven so that the City can customize 
the messaging on the notification and use them, if desired, to alert customers to current or pending City 
events or due dates. Concise reporting is available in the City biller portal regarding the status of 
customer email notifications, including whether the customer opened and clicked the email to view/pay 
the electronic bill. 

EASY TO USE NOTIFICATIONS 
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To ensure that customer payments are made by the due date, the Invoice Cloud service offers the ability 
to send 1st, 2nd and 3rd bill notifications via email. The Biller can customize these template driven 
notifications so that they are sent a certain number of days before the due date with content that states 
the number of days remaining until the bill is past due. Once the customer pays the bill (or schedules it 
for payment), the remaining reminder emails are not sent. For example, a customer signed up for Auto-
Pay, will receive the first email notification (which includes the fact the bill is scheduled for Auto-Pay) 
but they will not receive bill notifications 2 and 3. 

Paperless Billing 

To reduce the negative impact of printed invoices and receipts on the environment, the Biller can 
replace printed bills with paperless billing, for the reminders to start and hopefully for the original utility 
bill when permissible by the State.  By encouraging customers to go paperless, the Biller can reduce its 
print and mail costs as well as the labor associated with those activities. Significant cost savings to the 
Biller will be realized through the adoption of paperless billing by customers. This is one of the most 
important benefits gained from implementing the Invoice Cloud electronic presentment and payment 
service. 

It is easy for customers to sign up to “go paperless” and discontinue getting a paper bill. They simply 
save their paperless preference in their “my account profile” and then click through the automatically 
generated email containing terms and conditions to authorize their consent. When a customer goes 
paperless, the Biller will automatically be notified that a bill does need to be printed. This can be 
integrated into the Biller’s printing process so that “paperless” bills are not exported for printing. 

SIMPLE TO SIGN UP FOR PAPERLESS BILLING 

 
 
Invoice Cloud has built in messaging (optional) and self service modules that encourage customers to 
move to paperless billing. Customers become very comfortable receiving notifications about their bills, 
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using self-serve options, and paying online. These activities increase efficiency for staff and customers, 
save time and money, and make payment processing more effective for all parties.  

Because electronic bills look just like paper, customers are more willing to give up paper bills. It saves 
them having to file or destroy the bill and waiting to receive through the postal service. They also 
appreciate using less paper and saving trees. If they need a printed bill, they can download and print the 
electronic bill 24x7. As part of their paperless adoption program, the City of New Bedford is conducting 
an iPod sweepstakes for customers that sign up to go paperless. 

GO PAPERLESS PROMOTION 

 

 

Undeliverable Email Address Alerts 

Invoice Cloud has put in place certain functions that help the Biller ensure that all payers receive their 
bills. For example:  if a payer signs up for paperless billing and subsequently cancels an email address 
without providing a new one, creating an undeliverable email, Invoice Cloud will automatically enroll 
that payer in paper billing. This ensures that they don’t miss a bill and provides complete bill run 
integrity.  
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The City and/or personnel will receive an email notification in the event of expired or incorrect email 
addresses used in the delivery of the ebills. The Customer is also re-enrolled in paper statement delivery 
if the paperless bill is undeliverable due to spam filters. A Paperless Bounced Email report is available 
24/7 that shows any paperless customers who have not received their “bill ready” email notification. 

2.2 CUSTOMER EXPERIENCE 

The Invoice Cloud solution has a very intuitive design that customers immediately feel comfortable using 
and layman’s language is used to indicate each step of the process. The interfaces are user friendly, 
providing a logical step by step process both for customers and personnel. Customers used to viewing a 
paper bill will see the exact bill layout and information on their online. Built-in help tools, like roll over 
messaging for every icon, provide immediate guidance. 

USER FRIENDLY HELP TOOLS 

 

CUSTOMER EXPERIENCE 

There are two key features of the Invoice Cloud service; ease of use and customized flexibility. The 
customer portal is easy for customers to use and navigate. The customer portal is full featured including, 
bill viewing, payment history, automatic recurring payments, scheduled payments and customer 
requests. Customers transition smoothly within the same interface from viewing their account and 
current bill to making a payment online. Plus, the interface is customized to Biller specifications. Biller 
artwork will be used to create a customized portal interface that mimics the Biller website (subject to 
Biller approval), making the process from Biller website to customer portal seamless to the customer. All 
of the branded screens seen in this proposal are standard to our offering. All email communications, 
presented bill formats, and system options are customized and branded to reflect the Biller.  
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Accessing the Customer portal 

Customer payment processing is done through the customer payment portal, securely hosted by Invoice 
Cloud. Invoice Cloud provides a “Virtual Path” or URL link which is posted on the Biller website or 
application. By clicking on the “View or Pay your Bill Online” button (provided by Invoice Cloud to match 
the biller website), customers are taken to the biller’s branded customer portal as shown on the 
following images.  

SAMPLE BILLER PAGE WITH LINK TO SERVICE 
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On the customer portal (shown below), customers will recognize that the bill pay site is secure in several 
ways; the page displays the Trustwave Trusted Commerce seal, there is lock icon with 128 bit SSL secure 
site tag, and the URL begins with https. 

SAMPLE BRANDED CUSTOMER PORTAL 
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Locating the Bill 

Customers must first locate their bill either by going to the Biller’s secure, branded payment portal 
where they can view their bill and or pay online or by clicking on the “View or Pay Now” button in the 
email notification. Once the payer’s email address is in the system, the payer has the option to access 
their bill through the ensuing “A new bill is ready” email notifications.  

Customers locate their account using a variety of data (as determined by the Biller) including, name, 
address, bill #, account ID, or phone number. Invoice Cloud can accommodate data from one or multiple 
sources and can display only the data requested by the Biller in the desired layout through the 
development of invoice templates. If bill information is in the public domain, customers can search for 
their accounts with publicly available information as displayed below. After entering partial or exact 
data as determined by the Biller, the Customer views a list of accounts that fit their criteria and selects 
the appropriate account by clicking the view/pay button. 

CUSTOMIZED REAL ESTATE UTILITY LOCATOR PAGE 
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Viewing the Bill Online 

The registration/one time pay screen (below) includes icons to view their bill and the option to register 
or make a one time payment. The Biller will determine whether to allow one time payments or require 
registration. The service offers two options for viewing the bill online, PDF and html. Both formats can 
be printed; some customers may not have Adobe reader to view PDFs. The online bill replicates the 
Biller’s original paper statement format to make switching to paperless billing as simple as possible. 

SECURE PAYMENT PORTAL TO VIEW AND PRINT OR PAY ONLINE 
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Online Bill Looks Just Like Paper Bill 
The electronic bill format will replicate the Biller’s current print format or include alterations as specified 
by the Biller. The Biller’s customized bill format will be able to be viewed and saved as either a PDF or 
html file. The service also supports the use of bar codes on bills. 

CUSTOMIZED UTILITY BILL FORMAT 
 

 

 
Registration Options and Benefits 

Once the customer has located their bill, they can decide whether to register or make a one-time 
payment.  

If the customer registers, they will have secure access to track their payment activity with drill downs 
that display detailed billing and payment information. They can easily view all activity on their account 
(payments due, made and/or scheduled). They can also update their credit card or bank account 
information and personal information (if Biller allows). They’ll be able to store multiple, masked 
customer payment accounts (bank accounts and credit cards). And they’ll be able to sign up for Auto-
Pay. 
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Whether the customer elects to register or make a one time payment, they will be prompted gently 
through the payment process within the same user interface as described below. The Customer will 
receive an email confirmation immediately following their payment whichever method they choose.   

Scheduled Payments 

Customers can select a future payment date that occurs prior to the bill due date. This option is 
available only to registered users.  

 

Recurring Payments 

Registered customers may sign up for “Auto-Pay” to have their bills paid automatically on the due date. 
The City controls this option from within the biller portal. Auto-Pay processes the payment on the due 
date as specified in the file upload. The system can accommodate budget billing, where customers are 
charged a different amount than their actual bill amount.  

Signing up for Auto-Pay is easy and self-serve. A customer simply accesses their online account, clicks on 
my profile/Auto-Pay and selects the automatic payments option. Customers may change their payment 
method on a pending scheduled or Auto-Pay as long as the change is made prior to the payment date. 

In cases where the City has received written authorization from the customer to participate in Auto-Pay, 
City staff may activate the feature on behalf of the customer.  

This feature has been designed to comply with the Electronic Signatures in Global and National 
Commerce Act (E-Sign Act) enacted by Congress on June 30, 2000. Before the enrollment is finalized, the 
customer must confirm via email their intent to enroll in Auto-Pay. 
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CUSTOMER PORTAL – AUTOMATIC PAYMENT SETUP 

 

 

Whether the customer elects to register or make a one time payment, they will be prompted gently 
through the payment process within the same user interface as described below. The Customer will 
receive an email confirmation immediately following their payment whichever method they choose.   
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Making an Online Payment 

Step 1. Date and Method of Payment 

In Step 1, customers may schedule their payment for a specific date and payment type. If the customer 
is registered, their primary payment account will automatically be selected. If the customer is making a 
one time payment, they will need to enter their account information each time they make a payment.  

CUSTOMER PORTAL – SCHEDULING PAYMENTS 
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Step 2. Payment Options 

In Step 2, customers specify the amount they wish to pay. 

The service can be made to allow payments other than the exact amount due. The allowance of partial 
payments is the result of business rules set according to the Biller specifications. Partial Payments 
and/or over payments can be allowed or disallowed by bill type. Below is an example of what the 
customer payment process will look like if the Biller allows payment amounts above or below the bill 
amount. 

PARTIAL PAYMENT OPTION EXAMPLE 
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Step 3. Review Payment 

In Step 3, customers are asked to verify or edit their payment information. 
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Step 4. Payment Confirmation 

In Step 4, an online payment confirmation is displayed. In this instance, the customer did not register, so 
the service prompts them to register and/or go paperless. Customers also receive an immediate “Thank 
your for your payment” email confirmation. 

 

Convenience Fees 

Generally, service or convenience/transaction fees are paid by the consumer. These fees are clearly 
displayed in the Invoice Cloud system. Any convenience fee is displayed twice before the payment is 
processed, first on the payment options screen and once again on the review payment screen.  

To accommodate Visa Rules for Utility payments (largest card brand in the US), Invoice Cloud distinctly 
shows the utility payer the amount of the utility bill being paid and the amount of the 
service/convenience fee. Then, the service runs the transaction as a single transaction, disaggregates 
the transaction so that the utility payment is deposit directly by the processor into the City’s operating 
account, while the service/convenience fee is deposited directly into the Invoice Cloud account. 
Convenience Fees are displayed as separate line items on both customer credit card statements and 
customer bank statements. Of note is the fact that service/convenience fee rules are very complicated 
and Invoice Cloud can accept all of these card types and offers them all in a compliant manner. Because 
the principals of Invoice Cloud have over 30 years of direct e-payment experience with municipalities 
and others, they are completely familiar with and up to date with all service/convenience fee rules and 
therefore are comfortable enough to indemnify the City. 
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Customers can be made aware of the nature of convenience fees prior to accessing the system. Below is 
an example of how the Town of South Hadley describes the convenience fee and that they do not 
receive it. 

CONVENIENCE FEE EXPLAINED BEFORE PAYMENT 
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Below is an example of the first time the customer is informed of the convenience fee within the 
system. The system will allow a payer to “Go Back” and change their method of payment. The amount 
will automatically be updated if the customer alters their method of payment. Convenience fee amounts 
are kept separate from service amounts in the system and in all reporting. 

CONVENIENCE FEE CLEARLY DISPLAYED DURING PAYMENT 

 
 
Customer Account Management 

Using the customer portal, registered customers can search historical bills and payments for research 
and budgeting purposes. Customers and authorized Biller staff will have 24x7 access to customer invoice 
and payment history going back 18 months from when the first bills were loaded on the Invoice Cloud 
system.  

Registered customers can log into their account and view invoice and scheduled/past payment 
information in the My Account section. The My Profile section contains access to bank and credit card 
accounts, paperless and Auto-Pay options, email and password data.  
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CUSTOMER ACCOUNT VIEW 

 

 

Customer Request System 

A customer request ticketing service, also located in the customer portal, is included with the service at 
no additional charge. This helps billers keep track of customer requests/issues/questions and their 
resolution and date. When a ticket is opened by a customer, an email alert is sent to the appropriate 
Biller staff member who can respond and close the ticket. 

CUSTOMER TICKETING SYSTEM 
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2.3 BILLER EXPERIENCE 

Invoice Cloud provides a highly versatile administrative tool called the biller portal which allows City 
personnel to easily control customer accounts and monitor payment activity. City personnel have the 
ability to ability to add, edit and delete users, review payment information and history, or make a 
payment on behalf of the customer. The City personnel can quickly and easily resend invoices by email, 
can accept payments by credit card or check over the phone, and respond to customer service requests 
through this Invoice Cloud interface. Extensive reporting is available 24/7 in the biller portal.  

The Biller Portal 

City personnel are able to quickly determine how many customers have registered, how much revenue 
is pending in scheduled payments, how many customers have gone paperless, or signed up for AutoPay. 
Navigating the biller portal is quick and easy, requiring little effort to update customer profiles or 
deactivate customers if necessary. The tool is permissions based, so only authorized personnel can edit 
accounts. Actions taken to modify a customer account can be done in the customer portal, by logging in 
as the customer, or in the biller portal from the search invoice screen or customer profile. 

The service provides easy to use, hosted interfaces that support the following payment processing 
functions: authorizations, charges, settlement, credits, refunds, voids, scheduled payments, automatic 
(Auto-Pay) payments, chargeback and reject notifications.  

City personnel are able with one click to login as the customer and see exactly what they are seeing. 
Both personnel and customer can access the customer account at the same time. For customer support, 
it is super easy for City personnel to review an account from the customer perspective by clicking on the 
“login as payer” icon in the biller portal on the search customers screen (computer monitor icon shown 
below). 

MANAGEMENT OF CUSTOMER ACCOUNTS 

 
 
Once a customer has been selected, it is simple to view their account history and set up. Icons in 
account history allow the biller to view the invoice related to the transaction, drill down to any 
payments or credits attached to the invoice, and view any associated late fees or penalties. 
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CUSTOMER TRANSACTION HISTORY 

 
Phone Payments 

City personnel can take payments over phone by making a payment on the customer’s behalf in two 
ways. They can login as the customer and go through the online payment process exactly as the 
customer would. This can be a very useful training tool for customers, showing them how to make their 
first online payment and then encouraging them to do it themselves the following month. Alternatively, 
City personnel can go to the customer profile (the person icon shown above) and enter the payment 
through the “History” tab. It is very simple to click on the “Apply payments and adjustments” icon and 
make a “Real-Time Transaction” that will be tied to that customer’s invoice. Although most offline 
postings and adjustments will be made automatically through the billing software synchronization, it is 
also possible to make a manual offline adjustment by choosing “Offline Posting and Adjustments.” 

 

Robust Reporting 

The service offers many standard and ad hoc reports with date ranges and drill down options to view 
detail. All reports are available 24/7 through the biller portal. Most of the standard reports include date 
range or bill type criteria, in addition to criteria particular to the report (like name or email for the 
customer report) to produce targeted results. The Invoice Cloud system uses open architecture and is 
Open DataBase Connectivity (ODBC) compliant to allow data extraction and facilitate reporting. Pre-
configured reports include: 

Search Customers 

Search Invoices 

Search Payment Transactions 

Monthly Summary 

Registration Report 

Auto-Pay Report 

Paperless Report 

Data Synchronization History 

EFT/ACH Rejects 

View Scheduled Payments 

Invoice File History 

Import Errors 
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Daily Payment Received 

Total Outstanding Invoices 

Email Notification Summary 

Email Statistics 

Email Tracking 

Bounced Email Report 

Email Change Report 

 
FLEXIBLE ONLINE REPORT 

 

Report Features 

Staff can use a large selection of pre-configured reports in the online biller portal (which are regularly 
synchronized with the City billing software) to access trend data and resolve inquiries. The City can 
request reports for daily, monthly, or date range activity for payments, scheduled payments, 
registrations, paperless and ACH/EFT rejects. Detail on each transaction in a batch report is fully 
viewable by the City through drilldowns. Individual reports containing specific information can be 
created using the flexible search criteria, including date range. Most reports can be exported to excel 
files. All stored data is truncated and this is reflected in all reports. Batch and Reject reporting is also 
provided via email alert.  

Reconciliation between processing totals and bank deposit totals is aided by our Deposit Reconciliation 
Report. Batch reports match exactly with bank deposits and detail on each transaction in a batch is fully 
viewable by the biller. Reconciliation reports are available by invoice type. City staff has access to the 
biller reports 24/7.  
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DEPOSIT RECONCILIATION REPORT 

 

 

The Biller may also set up the system (using their biller portal) to send daily batch close reports, daily 
management reports, ACH rejects, file processing notifications, ACH Reject Notifications, paperless 
customer email bounce reports, and request system notifications to multiple staff members. This allows 
different departments to get the information they need in a timely manner. 

Email Template Management 

To facilitate the ability to send communications to customers as part of the online bill presentment 
process, Invoice Cloud has created an email notification template system. This system allows the biller 
to present additional announcements and marketing messages to the customer. External 
communications like newsletters, water quality reports, etc. are not attached to or contained within the 
email notification. Billers would enter a link to the communication posted on their website into the 
email template. The primary goal of the service is to present bills and promote online payment, 
therefore it does not allow attachments which might trigger an email filter and prevent the email from 
reaching the customer. 

The templates are very easy to edit and include a test function. Test emails for all template types can be 
sent to any email address. Targeted messages with links to inserts, banners, or news announcements 
can be added to most email templates. The email templates are separated by bill type, so different 
messages can be assigned to water bills and electric bills. 

Email templates are available for each of the following events:  

 First Invoice Notice 

 Second Invoice Notice 

 Third Invoice Notice 

 Payment Transaction Receipt 

 Declined Auto-Pay Transaction 

 Late Fee Invoice Notice 

 Declined Scheduled Payment Notice 

 Registered Customer Welcome Email 

 Auto-Pay Registration 

 Paperless Registration 

 ACH Reject Notification 

 Credit Card Expiration Notification 

 Scheduled Payment Confirmation 

 Auto-Pay Reminder Notification 
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EMAIL MANAGEMENT 

 
 
Business Rules 

The Invoice Cloud solution was designed to allow maximum flexibility for customer and billers. We have 
many rules currently available such as balance forward, late fees, providing prompt payment discounts 
and requiring full payment. We will also undertake the creation of new business rules. Each bill type 
operates independently and can accept different payment types as well as other business rules like 
partial or full-only payments and late fees. Over payments can also be allowed for specified bill types at 
the City’s option.  

Invoice Cloud provides unsurpassed flexibility regarding business rules to support specific needs, 
including: 

Ability to allow payments beyond the due date - The service is designed to accommodate biller specific 
business rules like allowing payments beyond their due date. Paying after the due date requires 
uploading of new bills with interest, if applicable.  

Ability to allow for multiple bills to be made in one transaction - Multiple bills can be paid in a single 
transaction, as long as the payments are made for the same bill type. Payment card association 
convenience fee rules don’t allow the payment of different bill types (like utility and tax) with a single 
payment. 

Ability to allow for multiple payment types for one customer for the same bill - The service allows 
multiple payment types from one customer for the same bill when partial payments are allowed. 
Credit/debit card and e-check (ACH) can be run separately and an unlimited number of remittance types 
can be used. For example, there is no problem for a customer to pay part of a bill with a checking 
account, another part with a Visa Card and the remainder with a second Visa Card or a MasterCard. 
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Customized Options Control 

Throughout the online presentment and payment service, there are biller controlled options to 
customize the way payments and customer accounts are handled. Such as allowing AutoPay and 
scheduled payments, allowing customers to update phone or address, and allowing customers to pay 
more than the balance due. 

BILLER CONTROLLED OPTIONS 

 

System Permissions 

The City can enhance security by controlling personnel access to data and processes within the system 
through the permissions management function located in the biller portal (interface used by the City to 
manage customer profiles, provide customer support, and run reports). The functional areas within the 
biller portal are further broken down into specific tasks which can be allowed or disallowed by user ID. 
The City can, for example, allow individual personnel to research payments but not allow them to 
perform a credit or process a payment. 
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Flexible Permissions Management 

 

Each permission is applied to a user ID on an individual basis to maximize flexibility. The system 
administrator can allow or disallow access to functions such as viewing data, creating reports, resending 
email notices, processing payments, credits or refunds, editing email templates and more. Since it is 
controlled by the City administrator, changes can be made quickly on an as needed basis. 

The City may want to create user IDs that mimic their administrative levels. Personnel can use the same 
ID login at the same time so they do not need to have their own ID to access the system. Even 
administrators are unable to access confidential customer payment information. They can see truncated 
credit card and bank account numbers, but not the complete number. The following permissions can be 
allowed or disallowed for each user ID. 

 
Management Reporting 

Search Customers 

Edit Customer Profile 

View Customer Invoices 

Access Customer portal 

Search Invoices 

Apply Payments and Adjustments 

Download PDF Invoice 

Resend Email Notifications 

Search Payments 

Process Credit Cards 

Process EFT/ACH 

Process Check21 

View Open Batch 

Settle Open Batch 

View Settled Batch History 

Configure Check 21 

Process Non-Invoice Transactions 

Manage Images 

Manage Email Templates 

Manage Features and Options 

Upload Invoices 
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Download Return Data 

Search/View Requests 

Configure 

User Management 

The City may also set up the system (using their biller portal) to send daily batch close reports, ACH 
rejects, file processing notifications, and request system notifications to multiple personnel. This allows 
different departments to get the information they need in a timely manner. 

Block Payments Feature 

The City has the ability to block future payment attempts from customers (for instance repeat offenders 
of insufficient funds) by either ACH/electronic check or credit/debit card. Below is the easy to use 
customer profile screen located in the biller portal. 

EASY TO UPDATE PAYMENT STATUS 

 

Maintenance Windows 

Within the biller portal, City personnel can create a maintenance window for a specific duration at a 
specified time. When a maintenance window is in effect, customers will see the following message when 
attempting to use the system:  

 

The Invoice Cloud payment processing system is currently offline for system 
maintenance. 

We apologize in advance for any inconvenience during these brief system updates. 
Every measure has been taken to keep the system updates as short as possible. 

We appreciate your patience and understanding. This enhancement is part of our 
constant effort to provide you modern and robust processing systems and solutions. 
 

 



 
 

CONFIDENTIAL BUSINESS INFORMATION 32 EBPP PROPOSAL 

EASY TO SET MAINTENANCE WINDOWS 

 

Conveyance Feature 

The Conveyance feature allows the biller to deactivate the current account holder and then re-use the 
same account number for a new holder. The account number will remain the same, but the new holder 
will not have access to the previous holder’s information or account history. The biller may also elect to 
block any future payments from the deactivated holder. This feature is especially useful for new home 
purchases, where the utility or tax address is to be applied to a new owner. 

Flexible Multi-Pay 

This service is only offered by Invoice Cloud. Billers can present all their bill types (water, electric, gas) in 
one bill. Reduce the costs of paper billing by sending only one bill, not four. This patent pending 
functionality of sub-billing will allow billers to: 

 Present all bills as separate line items 

 Allow customers to pay specific amounts toward each bill type 

 Charge convenience fees on some bill types (line items) and not others 
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PARTIAL PAYMENTS ON SUB-BILLS 
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Marketing Guidance 

Invoice Cloud provides guidance, training and documentation to help the City market electronic invoice 
presentment and payment to its customers. The Online Billing and Payment Adoption Kit is an excellent 
reference and ‘how to’ guide. It contains material such as product information, sample marketing 
content for biller websites, how to use email templates, print-ready flyers, customer letters, payer 
adoption techniques and examples, benefit messaging, payment & e-invoicing stats, and online FAQs. 
Invoice Cloud can work with the City’s printer to support their efforts to go paperless with print-ready 
inserts and the ability to promote the service via the paper statement.  

Online Billing & Payment Adoption Kit Contents 

A. Product Information 

B. Marketing Content for Your Website 

1. Website Guide 
 Create a “View or Pay Online” Page 

and Main Menu Item 
 Link to your Invoice Cloud Virtual Path 
 Access to Online Payment FAQs 

C. Using Biller Portal Email Templates 

 Editing the Templates  
 Necessary Email Changes 
 Types of Email Templates 

D. Getting the Word Out 

1. Getting Started 
2. Collecting Payer email addresses  
3. Online Billing & Payment, Easy as 1-2-3 

E. Driving Payer Adoption 

Goals & Objectives 
Frequency 

Payer Adoption Techniques 
1. Printing a message on the front of the 

bill transmittal envelope  
2. Printing a message on the back of the 

return envelope 
3. Including a statement message on 

your paper invoice 
4. Additional messaging for your 

website 
5. Putting an article in your newsletter 

or other customer communication 
6. Running contests to register and 

suppress paper 
7. Placing an insert in your paper 

statement envelope 

F. Marketing Resources 

1. Messaging by Benefit Area 
2. Payment & E-Invoicing Stats 
3. Communication Ideas 
4. Marketing Tips 
5. Trademark, Logo and Copyright 
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2.4 ADDITIONAL SERVICES 

IC Card Pay™ 

Billers can accept credit cards for bill payments at the front desk with IC Card Pay. Invoice Cloud 
provides Point-of-Sale (POS) payment processing through the use of integrated card swipe devices. No 
additional interfaces or other programming requirements would be necessary to incorporate this service 
into the system. There are additional fees for this service. 

Benefits: 

 Eliminates the possibility of miss-keying payment information  

 Handles convenience fees for utility payments  

 Automatically determines whether a convenience fee applies  

 Fully integrated with Invoice Cloud or billing software  

 Compact & easy to use - plugs into USB port  

 Keeps you PCI Compliant, all transaction data is secure 

IC Online Bank Direct™ 

IC Online Bank Direct eliminates paper checks issued by online banking sites. The biller will be able to 
register through Invoice Cloud with online banking networks to electronically deposit citizen payments. 
Electronically depositing these payments will save biller staff time and effort. They will no longer need to 
manually compare citizen names and amounts to the bank issued checks and then enter them into the 
appropriate citizen file. They will also not need to send them to the bank for processing and deposit. The 
IC Bank Direct electronic payments (like lock box files) are matched (when possible) to the payer’s 
account, processed and uploaded into the biller’s customer information management system. There are 
additional fees for this service. 

IC Check 21 Pay™ 

Converting paper checks and deposits into electronic payments is easy using IC Check 21TM. The Check 
Clearing for the 21st Century Act (or Check 21 Act) is a United States federal law, that allows the 
recipient of the original paper check to create a digital version of the original check (called a "substitute 
check"), thereby eliminating the need for further handling of the physical document. 

IC Check 21 is tightly integrated with the biller accounting software, providing the same real-time data 
and reporting as online payments. It is completely bank independent, giving the biller the ability to 
change banks if desired. IC Check 21’s web-based remote deposit with integrated clearing provides the 
following benefits: 

 The use of the reader improves accuracy and speed because there is no manual data entry; 
therefore there are no keying errors  

 Payment information is automatically input into the accounting software eliminating manual 
entry into the accounting software, reducing labor costs.   

 The routing number, account number and credit card number are stored for future use.  

 Invoice Cloud will match payment information with a customer when a check or card is 
subsequently presented  

 No trip to the bank to make a deposit – funds transferred electronically  

 Faster funds availability by accelerating collections and returns (1-2 days) 
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 Lower bank charges for e-payment processing 

 Eliminate accounts at multiple banks by consolidating deposits electronically 

 Check images meet standards of quality - Acceptable, Readable, Usable, Negotiable 

IC Cloud Store™ 

Municipalities provide many services for which a fee must be collected but there is no invoice issued. 
The IC Municipal Cloud Store allows billers to accept payments for non-invoiced services like birth 
certificates, licenses, building permits, or activity programs. The following options are available: 

 Accept electronic check and or credit/debit cards 

 Customer receives immediate email confirmation of payment 

 Department receives email notification of purchase event for instant fulfillment services 

 Ability to apply convenience fees, if required 

 Reporting by service type 

 Linked to City branded payment portal  

 Each service type can have its own online registration form 

 Can be integrated through Invoice Cloud to accept payments over the counter 

IC Cloud Pay™ 

IC Cloud Pay allows billers to accept payments at checkout for various services that customers select 
from off the shelf billing software products. For example, school lunch programs, parks and recreation, 
and parking ticket software. 
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SECTION 3.0 – TECHNICAL INFORMATION 

3.1 Architecture 

Invoice Cloud is a fully hosted system, all payment data is double encrypted and stored on Invoice Cloud 
server’s offsite of the City. The software as a service (SaaS) architecture eliminates the problem of 
sensitive information storage and PCI (Payment Card Industry) Compliance for billers. The service will be 
tightly integrated with the City’s billing software, making the billing, collection and update process easy. 
Payment information is continuously exchanged to synchronize the City’s software with Invoice Cloud, 
keeping payer account data current. Payments made through other channels like POS or IVR can also be 
included in the data synchronization. Because the systems are integrated, payments can be posted 
manually or automatically, increasing efficiency and reducing the City administrative workload.  

FULLY INTEGRATED PROCESS FLOW 

 

Fault Tolerance 

The Invoice Cloud service runs on a fault-tolerant system, hosted and managed by Rackspace US, Inc., 
with full redundancy to protect data and eliminate loss of service or downtime.  

In the event of a failure of one or more components in the system, the Invoice Cloud service will 
continue to operate properly. During a failure, faults are isolated and contained to prevent further 
propagation. Any decrease in operational quality would be proportional to the severity of the failure. 
Safe modes are accomplished through reversion. The service will also continue to operate during the 
repair process. There is the potential for downtime in the case of hardware failure. We have a 1 hour 
replacement guarantee in the event of a hardware failure. 
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The service uses the following technology to maintain a high fault-tolerance:  

 Transmission Control Protocol (TCP) 
 HTML 
 Failure detection mechanisms 
 Roll-forward and roll-back recovery 
 Off-site data and system redundancy 

Invoice Cloud actively supports a data integrity platform that complies with the Payment Card Industry 
Data Standards to: Build and Maintain a Secure Network, Protect Cardholder Data, Maintain a 
Vulnerability Management Program, Implement Strong Access Control Measures, Regularly Monitor and 
Test Networks, and Maintain an Information Security Policy. PCI standards were developed to ensure 
that cardholder data is protected throughout the transaction process. Invoice Cloud facilities are secure 
both physically and electronically.  

Supported Browsers 

Invoice Cloud operates with any web browser version that has more than 5% market share. The versions 
below represent the majority of current browsers in use today. It is very likely that the Invoice Cloud 
portals will work with older versions and possibly other versions not listed. These are the specific 
browser versions that are supported for use with the customer and biller portals: 

Windows 

 Safari 4, 5 

 Chrome 10, 11 

 Opera 10, 11 

 Firefox 3.6, 4 

 Internet Explorer 7, 8, 9 

iPhone and iPad 

 Mobile Safari 4x 

Apple/Mac  

 Firefox 3.6, 4.0 

 Chrome 11 

 Opera 10.x, 11 

 Safari 4, 5 

Ubuntu (Linux) 

 Opera 9.6 

 Firefox 3.6 

3.2 Integration 

Because Invoice Cloud is software independent, we are able to integrate to any software based on the 
exchange of standard file formats, through APIs or Web Services. We take on the integration burden, at 
no charge to City. A reasonable level of cooperation (provision of file formats) from the biller software 
provider is necessary to allow full integration which delivers the most benefit to the biller.   

Invoice Cloud can accommodate data from one or multiple sources and can display only the data 
requested by City in the desired layout through the development of invoice templates. Bill type, status, 
date and other conditions can be used to determine template to be displayed. There is no limit to the 
number of templates. 

3.3 Security/Privacy 

Invoice Cloud provides secure, private and PCI compliant storage of customer payment information and 
is certified by Trustwave’s Trust Commerce Program. Data is secure during collection and transmission 
via SSL with 128 bit encryption or better. All confidential information is treated in accordance with the 
Payment Card Industry (PCI) standards. Invoice Cloud policies limit access to personal user information 
that is collected by the system. Our employees receive training about the privacy policies and 
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procedures of Invoice Cloud Corporation as do our affiliates and partners. We acknowledge that 
protecting consumer privacy is a key part of our trusted relationship with our clients 

To minimize the impact of PCI requirements on City (PCI applies to anyone that touches the credit card 
process), the system has been designed to mask confidential data, so that the City does not have access 
to it and therefore does not need to store it or engage in cumbersome processes to protect it. Sensitive 
customer payment information is masked, even to Invoice Cloud personnel.   

The IC service uses double encryption that complies with CISP, PCI, and NACHA regulations to safeguard 
confidential information. Each biller has a globally unique identifier used to identify file exchange 
sources. Each administrator login for biller personnel uses a separate user name and password. Each 
customer must authenticate first their acct with unique id information then create a unique user name 
(email address) and password. Within the biller portal each administrative login can be assigned 
permissions detailing what functions each personnel can access. In no cases, can personnel or customers 
see full credit card numbers or bank account numbers. Elaborate encryption schemes with keys and key 
management overlays the entire service from data capture through transmission and storage. 

Audit Trails 

Invoice Cloud application logs control information on all batches of e-bills, payments, logins, and user 
activity and email notifications. Audit trails are available to track customer/CSR/administrative activities. 
Transactions, inquiries and selections in the Invoice Cloud service are date and time stamped to provide 
complete control and accountability.  

Privacy 

Invoice Cloud is committed to protecting the confidentiality of biller and customer data. Invoice Cloud 
does not sell confidential data to third parties under any circumstances. If required by law to provide 
such information, Invoice Cloud will comply. Our privacy policy is available on our website at 
www.invoicecloud.com.  

To combat internal and external risks to the security, confidentiality, and/or integrity of any electronic, 
paper or other records containing personal information, Invoice Cloud adheres to technical and physical 
safeguards for the protection of personal information. Our procedures for evaluating electronic and 
physical methods of accessing, collecting, storing, using, transmitting, and protecting personal 
information comply with standard best practices as well as State and Federal guidelines, regulations and 
laws. Our policies limit access to confidential data to our employees and agents and the employees 
and/or agents of our affiliates and business partners who need the information to fulfill their business 
responsibilities and are under strict confidentiality requirements. In addition, we employ a Written 
Information Security Plan (WISP).  

http://www.invoicecloud.com/
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SECTION 4.0 – IMPLEMENTATION & SUPPORT 

4.1 IMPLEMENTATION 

Project Completion and Delivery 

To effectively manage and implement the EBPP system for the City, a team comprised of a project 
manager, implementation coordinator, technical personnel (3) and marketing specialist will be assigned 
to complete the system integration and delivery from beginning to end. 

The project completion and delivery is dependent upon two major factors: the amount integration 
required for the service to work with City’s software and the speed with which City is able to supply the 
information needed to set up their service. The estimated timeframe for implementing an EBPP service 
for a single bill type in a single interface that includes online billing and payment and Merchant Services 
and Gateway Services is 60-90 days after completion of the biller order form and receipt of data files. 

This section includes the following documents used during the implementation. Invoice Cloud uses an 
organized, implementation process that begins with a kick off meeting once the biller order form, 
merchant services contract and supporting documentation has been approved.  

Implementation Process 

Your Invoice Cloud service will be fully set up and operational to present invoices, receive payments, 
provide online accounts to customers, create reports and integrate with your in-house software. Invoice 
Cloud will help you upload your first bills and test them thoroughly before your service goes live. There 
are no additional charges for integration with your billing software, implementation or for branding and 
customizing features like; paperless options, payment functions (partial, AutoPay, etc.), search criteria, 
bill presentment layouts, or email notifications. 

The City is responsible for: 

 providing email and phone customer support contact information 

 submitting relevant information, like invoice formats and data files to Invoice Cloud (so that we 
can duplicate the layout electronically, making it easy for customers to adopt online 
presentment) 

 reviewing and approving system set-up (bill layout, customer portal content, etc.) 

 modifying message content for emails to customers if desired. Invoice Cloud provides a full set 
of best practice templates for initial use but many clients use the email reminders to cross 
market and make announcements 

 updating biller website to link to the new virtual path to pay bills online through Invoice Cloud 

 supplying their IT and Financial personnel with computers capable of accessing the Internet and 
providing compatible card swipe, check readers and any other equipment (if applicable) at each 
point of sale or over the counter location. 

 supplying personnel with software capable of opening exported reports (excel, text, etc). 
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Project Model 

This document outlines the steps taken during a new biller implementation. It will vary depending on 
the services selected and the number of bills types to be presented. 

Invoice_Cloud_Project

_Model_and_Items_-_Version_3.0.pdf
 

Biller Order Form 

This form includes every service functionality and option available to the biller. It is a comprehensive 
document that is used by all implementation team members. 

 

Biller Checklist 

The biller checklist helps billers to understand their new online presentment and payment service as 
well as providing a Q&A to make sure all set ups are approved by the biller. 

Biller Go Live 

Checklist updated 9.26.11.pdf
 

4.2 TRAINING AND SUPPORT 

Training 

City personnel will be guided in how to use the system through training documentation, live sessions 
and access to highly responsive client support. Joint customer and biller portal training sessions are held 
for administrators and users. All standard training is done remotely if the City wishes to have onsite 
training, this can be arranged. Additional costs are listed in the EBPP fee schedule. One-on-one training 
is conducted for City technical personnel regarding the uploading of bill files. 

In addition to ongoing phone and Go-To-Meeting training during the first month of use, Invoice Cloud 
provides a helpdesk ticketing system for billers within their biller portal to get help from Invoice Cloud 
Client Support. This tool makes it easy for billers to track and retain resolutions. The ticketing system 
includes a knowledge base so that billers may learn from each other, saving time and resources. By using 
the Helpdesk, City personnel can get quick instructions on how to deal with incidents as they arise. 

Support 

Customer Support (for customers) is two tiered with City personnel as the first line of support for 
customers regarding account, registration and billing questions. Issues with the Invoice Cloud service 
operation or incorrect credit card charges are routed to Invoice Cloud Client Support via telephone or a 
biller helpdesk ticket. The most common questions from customers involve locating their account 
number so that they can register, questions about a recent payment or inquiries regarding bill amounts. 
These types of questions are best handled by the biller which results in higher satisfaction levels for 
customers using the online/onsite bill pay system. A customer request ticketing service, located in the 
customer portal, is also included with the service at no additional charge. This helps City keep track of 
customer requests/issues/questions and their resolution and date. 

Client Support - If City personnel encounter an inquiry which they cannot resolve, such as reconciling a 
batch or transaction, or an issue arises that requires technical support, they would create a helpdesk 
support ticket. Invoice Cloud Client Support then resolves the issue and trains the biller on how to 
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resolve that type of issue in the future (if applicable). Client support is highly responsive and 
knowledgeable. Most tickets are resolved within 24 hours. Invoice Cloud biller and technical support is 
available during business hours. 

HELPDESK SUPPORT TOOL (BILLER PORTAL) 

 

 
Routine Technical Support - Technical Support is available during business hours 8 AM-6 PM EST, M-F. 
While billers can call customer support directly, it more efficient for them to use the helpdesk system 
because the entire personnel sees those tickets as them come in and the appropriate person to resolve 
the issue will pick it up and respond.  

Emergency After-Hours Support – the helpdesk service is monitored after hours and emergency support 
issues are addressed within 1 hour. An emergency support issue would involve the system being down 
and inoperable, not helping a particular payer with a payment issue. 

Upgrades and Enhancements 

All updates, upgrades and enhancements for the electronic invoice presentment and payment service 
are performed by Invoice Cloud, in the “cloud” rather than at the City location. There is no additional 
cost for updates or upgrades. Since Invoice Cloud is a SaaS application, no additional processing 
software or equipment is required. If updates to the Invoice Cloud service require a software or 
hardware change, Invoice Cloud will provide support and documentation to facilitate the changes. 

Invoice Cloud is highly responsive to the needs of billers and often improves or adds to its service 
offering. Most enhancements do not require action on the part of the biller. When an enhancement is 
pending, a Service Announcement is delivered via email outlining the enhancement and how it will 
affect the biller and/or payer. Upgrades are done at the Invoice Cloud level, so there are no mandatory 
actions for the biller to take. Support levels are not affected by upgrades. 
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SECTION 5.0 – COMPANY INFORMATION 

5.1 COMPANY BACKGROUND 

Invoice Cloud, Inc. (www.invoicecloud.com) provides simple, secure web based electronic invoice 
presentment and processing solutions that reduce costs, speed payments and help the environment. 
Invoice Cloud, Inc. is headquartered in Boston, MA with offices in Brownsville, TX and has 16 employees. 
The Invoice Cloud principals have over 30 years experience in performing the work described in this RFP 
and formed this company in January, 2009. The guiding philosophy in the formation of Invoice Cloud 
was to create a service that provided the functionality found in very large companies, was easy to use 
and put decision makers at the front lines to resolve issues quickly. 

Invoice Cloud has many clients throughout the US and enjoys good relationships and communications 
with those clients, who especially appreciate the expertise and speed of technical support. Invoice Cloud 
management and staff has well over 60 years of experience directly related to electronic payment.  

Invoice Cloud has successfully signed up over 220 billing entities at over 120 municipal locations since 
2009. Clients are using Invoice Cloud to provide electronic bill presentment and payment processing to 
customers, lower their billing costs and promote green services.   

Here are a few client comments about their experience with the Invoice Cloud service. 

To all, 

I am so excited that we have achieved another milestone in our quest to become a seamless bill payer 

system and in a seemingly short period of time (anything less than 6 months is short for government 

remember it takes us an hour and half to watch “60 Minutes”) we have provided Maynard residents 

with a real-time system to review and pay their municipal obligations. 

Thank you to each of you for the important role you have played in this initiative. 

Michael J. Sullivan 

Maynard Town Administrator 

 

Bob, 

This [simplified customer login] is a much appreciated improvement that will make a major difference to 
our registered taxpayers. 

Once again, you have listened and followed through. 

Much thanks. 

Jean Montgomery, Treasurer Collector 

Town of Hingham, MA 
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Mike, 

I think a webinar is a wonderful way to get the new information to your customers. Invoice Cloud is very 
cutting edge and responsive to keeping their product at its best. I really appreciate all the efforts you are 
making. I think I told you or someone there before, but I was amazed at how smoothly the online portal 
worked once we went live with it. I braced myself for tons of customer complaints, but only had two. 
That is amazing from our notoriously cranky customer base! 

Good work Invoice Cloud. 

Joanne 
Dallas Creek Water 

 

Key Personnel – Invoice Cloud  

KEY PERSONNEL 

Bob Bennett, CEO (877) 256-8330 x2521 
bbennett@invoicecloud.com 

Creator of the Invoice Cloud vision as the 
leading web based provider of Electronic 
Invoice Presentment and Processing 
partnerships. Former President of Sage 
Payment Solutions, a multifaceted 
electronic payment company with over 
$300 million in annual billings. 

 

Bob Lapides,  
Executive Vice President 

(877) 256-8330 x2522 
blapides@invoicecloud.com 

A founder of Invoice Cloud with more 
than 25 years of sales, general and 
operational management experience in 
the software, SaaS and consulting services 
marketplaces. 

John Morabito,  
Chief Technology Officer 

(703) 825-3525 
jmorabito@invoicecloud.com 

Over 20 years experience managing the 
development of payment systems for 
banking, credit card, and ACH 
applications. 

Kelton Averyt, 
SVP Software 
Development 

(956) 542-6825 
kaveryt@invoicecloud.com 

Pioneer in the design and development of 
online payment systems. Has been leading 
software development teams since 1995. 
Expert in Cloud Technology. 
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SECTION 6.0 – FEE SCHEDULE 

6.1 FEE SCHEDULE 
Invoice Cloud is a pay as you go model. There are no annual license fees or up front fees. Portal usage 
fees are paid monthly and transaction fees accrue as transactions occur. There are no additional EBPP 
charges for initial document set up, additional documents, future document modifications (within 
reason), or document complexity. There is no limit to the number of document types that can be set up 
initially. Processing costs are per bill transaction, there is no additional cost for multi-page bills. 

Because Invoice Cloud takes on the burden of integration, no payments are required prior to acceptance 
of the system by City.  

The following fee schedule is broken down into three parts; processing costs if the City absorbs the 
convenience fee to take advantage of the utility processing rate program (as suggested above), 
processing costs if the City determines to utilize our submitter program and pass the convenience fee 
cost onto customers, and costs for optional services and contract requirements. As suggested above, 
fees will not be coincident with payments but will be debited from the operating account at the end of 
the month, with detailed statements provided. 

Utility Rate Fee Schedule 

I. The average credit card per transaction cost (inc fees below) will be less than $1.60 for consumer 
cards. This program is reserved for Utility billers who do not charge a convenience fee to residents.  

II. The cost per ACH transaction is always $0.95  

Account Access for Branded Customer and Biller Portal Fee 

One biller administrative user name $75.00 

Each additional unique biller administrative user name $10.00 

Monthly Access fee for City Customers:  The Monthly Account Access 
Fee is required for all billers utilizing any portion of the Service. In 
addition to full access by the Biller, the service provides full access to 
payers for online payment, invoice and payment history - free for 
billers’ customers (payers).   

$0 
 

Electronic Invoice Presentment Fees. Fee 

Electronic Invoice Fee – per transaction * $0.40 

*Electronic Invoice fee ONLY if paper is suppressed – invoices not mailed. This fee is only collected on 
accounts that have “gone paperless.” Because it is less than the cost of statement printing and postage, 
there is no negative impact to City, and is funded out of savings.  

Electronic Payment Fees   

E-Check/ACH – ALL PROGRAMS $0.95 per transaction 

Visa, MC and Discover (will average less than $1.50/transaction) Interchange at pass through, 
plus fees, dues and 

assessments, plus $0.75 per 
transaction or authorization 

Customer Service Requests 

Service Request – per request $0 
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Other Fees for Merchant Services with Utility Program 

ACH Reject Fee $15.00 per reject 

Credit Card Chargeback Fee $20.00 per chargeback 

Monthly Statement Fee $10.00 per type - Credit Card, 
EFT, per month 

Monthly Secure Gateway Fee $10.00 per month 

Annual PCI Compliance Fee $50.00 per account 

Annual Fee $99.50 per account 

 
 

Submitter Model Fee Schedule 

Invoice Cloud will collect and retain online payment service fees paid by the customer, as outlined 
below. Invoice Cloud is responsible for the cost of the online payment transactions. 

Account Access for Branded Customer and Biller Portal Fee 

One biller administrative user name $75.00 

Each additional unique biller administrative user name $10.00 

The Monthly Account Access Fee is required for all billers utilizing 
any portion of the Service. In addition to full access by the Biller, the 
service provides full access to payers for online payment, invoice and 
payment history - free for billers’ customers (payers).   

$0 
 

Electronic Invoice Presentment Fees. Fee 

Electronic Invoice Fee – per billing cycle $0.40 

Electronic Invoice fee ONLY if paper is suppressed – invoices not mailed. This fee is only collected on 
accounts that have “gone paperless.” Because it is less than the cost of statement printing and postage, 
there is no negative impact to City. The City saves money when customers go paperless.  

Electronic Payment Fees  

E-Check/ACH $0.95 per transaction 

Visa, MasterCard, AMEX, and Discover – Fee Per Transaction – 
Utilities 

Fixed Fee – $2.95 based on 
average transaction size of 

$100 with a maximum 
transaction size of $150 

 

Optional Services 

 

IC Online Bank Direct Program (Optional) 

Monthly Access Fee $50.00 per month 

Online Bank Transaction Fee $.15 per transaction 

IC CardPay - Point of Sale Processing (POS) Over the Counter Fee 
Visa, MasterCard, AMEX,  and Discover – Fee Per Transaction – 
Utilities 

Interchange, fees, dues, 
assessments plus 0.75%.  

Equipment $100 per card swipe 

 

File transmission fees (fees only apply to POS transactions) Fee 
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Visa , MC and Discover Authorization Fee $.20 per transaction 

Amex and Diners Auth Fee $.25 per transaction 

PIN based debit transactions - per transaction  $.75 

Merchant services set-up fees $0 

Gateway services set-up fees $0 

Monthly fees for Merchant Services (POS only)  

These fees only apply to POS transactions. Convenience fees at POS 
are not allowed for utility payments. 

 

ACH Reject Fee $15.00 per reject 

Credit Card Chargeback Fee $20.00 per chargeback 

Monthly Statement Fee $10.00 per type - Credit Card, 
EFT 

Annual Fee $95.00 per account 

Monthly Secure Gateway Fee $10.00 

Check 21 - Point of Sale Processing (POS) Over the Counter Fee 

Check Conversion $.40 per transaction 

Check Scanner Rental  $100/month 

 
Billing Process 

Billers receive a monthly statement summarizing the fees, which are deducted from the operating 
account each month, for invoice presentment (for customers who have gone paperless) and access. If 
City chooses the Utility Rate Fee Schedule, then City will have merchant accounts (credit card and ACH), 
where transaction fees for ACH and Credit Card will be deducted monthly (typically from the operating 
account that is receiving credit card and ACH deposits), at the end of each month. If City selects the 
Submitter Program, then Invoice Cloud (IC) will hold the merchant account, convenience fees will be 
paid to IC by the customers and IC will pay for the costs associated with the ACH and Credit Card 
transaction fees. Costs for equipment, if any, will be billed the first month that City is live.  

Additional Services 

Invoice Cloud does not charge for integration with your billing software, implementation or for branding 
and customizing features like; paperless options, payment functions (partial, Auto-Pay, etc.), search 
criteria, bill presentment layouts, or email notifications.  Any custom file work for integration would be 
billed out at $150.00 per hour. It is rare that an Invoice Cloud Utility customer requires any custom 
development.  
 
If desired, on-site training is available for $1,000.00 per day, plus travel expenses. On going support and 
(remote) training is available free of charge through the Customer Support Helpdesk. 


