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March 24, 2026 
  
City of Lauderhill, FL 
 
Re: RFP 2026-025 - UTILITY BILL PROCESSING SERVICES 
  
To the Review Team: 
  
InfoSend, Inc. is pleased to present this response to the City of Lauderhill, FL. InfoSend, Inc., founded in 1996, is a privately 
held California corporation with a mission to provide the best possible Customer Communications Management (CCM) 
platform while still maintaining a client-focused company culture. Now delivering more than 300 million print 
and electronic documents annually across multiple channels, InfoSend proudly maintains an industry best client retention 
and satisfaction rate. 
  
InfoSend has never accepted investment from Private Equity or Venture Capital firms. The company was founded with 
capital provided by its CEO, and all growth since has been funded through bank financing and reinvested profits. This 
consistent ownership structure has given our clients a uniquely stable, long-term partner. 
  
For more than 30 years, our focus has been delivering high-quality service and support that foster enduring client 
relationships. While many competitors pursue rapid market share by pricing services at or near cost—only to later sell to 
investment firms—InfoSend has taken a different path. We offer competitive yet sustainable pricing, ensuring quality 
service, minimal risk of ownership change, and protection from the service declines that often follow cost-cutting by new 
owners. 
  
InfoSend provides a comprehensive outsourced bill printing, mailing, and eBilling/payments setup to over 900 clients 
nationwide. InfoSend’s team is confident that our offering and benefits presented herein will provide the City of Lauderhill 
and its customers with the greatest value in the market today.  InfoSend meets or exceeds the requirements specified in 
the scope of work, and additional to quoting services pertaining to the requirements we have also included supplemental 
information about our processing setup, data security, and bill print/mail solution. We propose to provide the City of 
Lauderhill’s print and mail services from our InfoSend Florida facility without the use of subcontractors for any portion of 
the production, including disaster recovery. InfoSend has five production facilities strategically positioned across the 
country and has provided detail on each location in this response document. 
  
Key Advantages of InfoSend 

• Company culture prioritizes client satisfaction, leading to industry best client retention and satisfaction rate. 

• Over 230 employees across multiple states, with high employee retention ensuring clients are handled with consistent 
knowledge and care. 

• Wholly owned and operated out of 5 regional production facilities. We never use subcontractors to sub excess printing 
volume out to other vendors. 

• Modern Electronic Billing, Payment and Presentment platform, with PCI-Level 1 certification, IVR and SMS. 

• Specializes in supporting more than 700 utility clients nationwide, out of our 900+ clients. 

• InfoSend is CIS agnostic and has interfaced with more than 50 different CIS platforms, including Tyler Technologies CIS. 
InfoSend has extensive expertise in implementing and supporting clients operating Tyler Technologies and has over 130 
clients currently operating on a Tyler platform. 

• 30+ years of expertise working with the USPS, guaranteeing the lowest cost presort and most efficient setup, never marking 
up postage from USPS rates. 

• Excellent account management tools and personnel with continued attention to cost savings. 

• No need to order preprinted stock, due to our full color duplex variable printing capabilities and customer targeted 
messaging. 

• We manufacture our own #10 outgoing and #9 return envelopes. 
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• Capacity to handle both high-volume and low-volume, specialized print and mailing requests with fast turn-around times. 

• PCI DSS Level 1 Compliant and SOC 2 Type I & II Audited as well as other regulatory compliance. 

  
Summary 
The InfoSend solution is a complete, proven technology practice that includes print/finish/mail services, and an enhanced 
print and delivery process. InfoSend provides unequalled technical support, based on our proven experience and 
significant investment in staff and R&D roadmap. We believe that efficiencies can be improved by introducing new 
thoughts and ideas. We are proud to say that in 30 years we have never had a public agency client discontinue services 
with InfoSend due to programming, production, quality, customer service, or operational issues. We think that makes us 
pretty unique in our industry.  
  
InfoSend's Customer Communications Management (CCM) platform distributes critical documents across multiple 
channels, including InfoSend's own manufacturing environments in Texas, California, Illinois, Florida and Massachusetts 
for Data Processing, Printing and Mailing (DPPM). InfoSend's hosted Electronic Billing, Presentment and Payment (EBPP) 
applications drive the customer remittance process with web, IVR, SMS and Bank BillPay payments. The cloud-based, 
Software as a Service (SaaS) approach allows InfoSend to refine offerings without client-side installed software or 
maintenance, as well as providing for flexible integrations to existing systems or vendors. 
  
InfoSend is capable and eager to meet the requirements as laid out in this proposal, leveraging our experience and focus 
on client satisfaction. Further, the commitment to evolving the services ensures that a partnership with InfoSend will help 
your organization evolve with the continually changing landscape of consumer communication, interaction, and 
payments. 
  
  
  
Thank you for the opportunity. 
 

      
Russ Rezai      Marty Bielecki  
President      Territory Sales Manager 
Email: russ.r@infosend.com    Email: marty.b@infosend.com 
Office: 714.993.2690 x233    Mobile: 239.247.4419 
 
4240 E La Palma Ave     13891 Jetport Loop #15 
Anaheim, CA  92807      Fort Myers, FL 33913 
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TAB #1 – Proposer’s Qualification Statement 
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TAB #2 – Statement of Capabilities 
Provide a narrative that explains why your firm is best qualified to deliver the required services. 

Get to Know InfoSend - A Reliable Partner 

InfoSend, founded in 1996, is a privately held California corporation with a mission to provide the best possible Customer 
Engagement solution while still maintaining a client-focused company culture. Now delivering more than 300 million print 
and electronic documents annually across multiple channels, InfoSend proudly maintains an industry-best client retention 
and satisfaction rate. 

• Privately held corporation, founded in 1996 and headquartered in Anaheim, CA. 

• Provider of Customer Engagement solutions to distribute critical communications and receive payments from customers 
across multiple channels. 

• Company culture and business practice prioritizes client satisfaction, leading to an industry-best client retention and 
satisfaction rate. 

• Utilizes a Software as a Service (SaaS) approach. 

• Customer Communications Management (CCM) solutions, with secure and owned Print and Mail manufacturing 
environments in CA, TX, IL, FL and MA. 

• Electronic Billing, Payment and Presentment (EBPP) solutions, with paperless billing, web, IVR, SMS and Bank BillPay 
payments. 

• More than 300 million print and electronic documents distributed annually. 

• Over 230 employees across multiple states, with high employee retention ensuring clients are handled with knowledge and 
care. 

InfoSend has provided business process outsourcing services since 1996, handling the processing and distribution of 
over 300 million critical documents annually for industries throughout the United States. Utilizing the most current 
technology, InfoSend's Customer Engagement platform offers a single source provider to reach customers with effective 
and timely interactions. 
  
InfoSend's Customer Communications Management (CCM) platform distributes critical documents across multiple 
channels, including InfoSend's own manufacturing environments in California, Texas, Illinois, Florida and Massachusetts 
for Data Processing, Printing and Mailing (DPPM). InfoSend's hosted Electronic Billing, Presentment and Payment (EBPP) 
applications drive the customer remittance process with web, IVR, SMS and Bank BillPay payments. The cloud-based, 
Software as a Service (SaaS) approach allows InfoSend to refine offerings without client-side installed software or 
maintenance, as well as providing for flexible integrations to existing systems or vendors. 
  
Integrity is at the core of InfoSend, with a goal to retain and provide complete satisfaction for each client. InfoSend 
has over 230 employees across multiple states, and the company culture has led to high employee retention, 
affording clients familiarity and quality service. From our internal operations, to how we support our valuable clients, 
InfoSend's client-focused service has led to an industry-leading client retention and satisfaction rate. 
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TAB #3 – Proposal / Project Approach  

Submit an outline of the elements and organizational structure of the team established to manage 
the project. This is to include the administrative operation and key personnel and their area of 
responsibility.  

InfoSend Organizational Chart  

 
Executive Management and Sales: 
 
InfoSend designated Contract Administrator: Russ Rezai, President 
InfoSend designated Contract Manager:  Matt Schmidt, COO 
InfoSend Sales Contact: Marty Bielecki, Sales Executive 
  
Delivery Team: 
 
Executive Management and Sales Team:  will serve as the City’s main contact for RFP questions and contract negotiations. 
Client Services Team:  manage ongoing processing, and will be main points of contact during the new client 
implementation process.  Primary and secondary Client Services contacts will be assigned during the contracting phase if 
InfoSend is selected as the successful vendor.  These contacts will report directly to Matt Schmidt, COO and Josue 
Martinez, Director of Client Services. 
IT team:  will provide back-end support for the City’s jobs.  IT works in conjunction with InfoSend Client Services during 
any improvement projects and actively monitors program functions after go-live.  
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Primary Account Manager: Bob Woods 
Primary Developer: Alicia Tsang 
Secondary Account Manager: Audra Maxwell  
Secondary Developer: Jeffrey Chiu 
 
InfoSend's Key Support Personnel 
 
InfoSend's mission to provide the industry-best support requires excellence and attention to detail within the Client 
Services (CS) department. InfoSend has designed support around extensive procedural controls to ensure client output is 
handled accurately and issues are addressed expeditiously. If InfoSend is awarded the City’s contract, we will at that point 
assign a dedicated Account Manager to work with the City on the implementation project.  This Account Manager will 
remain the City’s main point of contact throughout the implementation and will also be available after go-live for ongoing 
maintenance or improvement projects. 
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2. Describe your methodology for managing the contract, including: Program administration and 
scheduling, Communication processes, Customer service and complaint resolution, Training, 
supervision, and performance management of staff, any challenges encountered in similar projects 
and how they were resolved  

InfoSend Implementation 

InfoSend's client-focused service and industry-leading client retention rate starts with a successful implementation. Since 
1996 InfoSend has continually refined the implementation process to ensure clients Go-Live occurs expeditiously and 
without error. 
  
All InfoSend implementations have 4 key phases. 

1. Requirements Gathering 

2. Application Build 

3. User Acceptance Testing (UAT), Samples, Parallel Testing, and Training 

4. Go-Live and Follow Up 

Requirements Gathering 
The project is started with a dedicated Account Manager assigned to the project.  The Account Manager acts as the 
primary point of contact with clients while working with all internal InfoSend programming and operations staff, and will 
chair a recurring (often weekly) implementation meeting with the client's key staff. InfoSend, as a cloud-based solutions 
provider, engages clients in implementation and support via phone, email and web-based tools, including web-browser 
screen sharing. All setup, training and request tracking is provided virtually using industry standard tools. Critical 
communications sent to or received from clients during the implementation are centrally archived in the InfoSend CRM 
system, ensuring all aspects are documented and the implementation can continue should the primary resources be out 
of the office.  
  
The Account Manager establishes key milestones and completes standardized steps in the InfoSend implementation plan. 
The process includes requirements gathering and analysis of the application to be developed, including a data mapping 
exercise, resulting in a Statement of Work (SOW) for client approval. 
  
Application Build 
Once the SOW is approved, the application undergoes development and configuration. Prior to completion of 
development, the application is reviewed by a secondary Account Manager or member of the IT management group to 
ensure that no task was left undone or done incorrectly. Sample output is produced and checked by InfoSend Quality 
Control; automated Quality Control methods are configured within processing.  
  
Samples, Parallel Testing, and Training  
During the last phase of the implementation, output and application web access is provided to clients for User Acceptance 
Testing (UAT). Once the application build is validated and accepted by the client, the application is put into Parallel Testing 
mode. During this time clients are encouraged to transfer copies of live data to InfoSend to be automatically processed 
and output for review, simulating go-live. Clients check the web application and output to ensure that it is satisfactory and 
any requested revisions will be completed before go-live.  Any payment related applications are tested to ensure payment 
deposits are received and reconciled. Clients are also trained on how to use InfoSend tools and reporting to support the 
application at this time. 
 The hour-long, web-based training covers: 

• File uploads 

• Sample review and approval 

• Managing document messages and insert requests 

• Accessing archived reports  
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• Secure and Compliant: InfoSend's process design and operating environment are maintained and audited against strict 
standards to protect client and customer privacy. 

InfoSend Client Services Support  

InfoSend's Client Services department provides web, phone and email support channels for clients, with dedicated 
support staff available to resolve client requests. Support staff is trained to monitor, analyze, escalate and respond to 
incoming requests, as well as provide proactive support in the event internal Quality Control procedures detect issues 
with client data. 

• Dedicated Account Manager from implementation also assigned to monitor and provide support. 

• Dedicated Support Staff for reviewing and responding to incoming issues. 

• Multiple communication channels available for client preference: web support ticketing tool, email, and phone. 

• Proactive support initiated by InfoSend staff when client data issues are detected by InfoSend Quality Control processes. 

• Issues tracked via InfoSend CRM tool, ensuring full resolution before the ticket can be closed. 

InfoSend's mission to provide the industry-best support requires excellence and attention to detail within the Client 
Services (CS) department. InfoSend has designed support around extensive procedural controls to ensure client output is 
handled accurately and issues are addressed expeditiously. The following describes InfoSend’s standard support coverage, 
the services that are included as part of annual software support, a listing of call priorities and an outline of escalation 
procedures. 
 
InfoSend offers emergency an after-hours support line.  An after-hours answering service is available 24/7/365. The 
answering service contacts InfoSend employees sequentially until one receives and acknowledges the call. Requests can 
be answered within 4 hours.  InfoSend provides escalation phone number and contacts during the implementation.  After-
hours support may be billable.  Please note, with the extensive support hours and support channels available, the after-
hours answering service being used is extremely rare.  Please see typical support channels overview below: 
  
Support Channels and Availability 
InfoSend provides the following methods to be reached to initiate a support request: 

• 800 Toll-Free Telephone support: (800) 955-9330 

• Email via support@infosend.com 

• Free electronic access 24 x 7 at www.infosend.com with the following online benefits:  

o Log, track & close support requests 

o View & update support requests 

o Access published documentation 

o Access available downloads 

o Download reports 

o View Job Tracking statistics 

o Download sample files in PDF format  

Standard hours of support are from 6:00 AM Pacific to 6:00 PM Pacific, Monday through Friday, excluding designated 
statutory holidays. Weekend assistance is available and must be scheduled in advance and in most cases is billable. 
InfoSend recognizes the below holidays and will be closed should they fall on a weekday. 

• New Year's Day 

• Memorial Day 

• Independence Day 

• Labor Day 
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• Thanksgiving Day 

• Christmas Day 

Inbound Support Ticketing, Escalation, and Resolution Workflow 

All issues or questions reported to support can be tracked via an online support ticket.  Account Managers can provide 
support via telephone, email or the online support ticket tool that can be accessed by logging into www.infosend.com. 

1. Contact Dedicated Account Manager: Each web submission, call or email is handled with personal support. Clients receive 
support by contacting their dedicated Account Manager. If the client’s dedicated contact is not available, the support request 
will be handled by another cross-trained Account Manager or Senior Account Manager. This representative will be your liaison 
through the support process, giving you a single point of contact for issue resolution. 

2. Request Logging: Each support request can be logged using InfoSend’s online Support Ticket Tool. Support Ticket requests 
are assigned a unique ID and can be viewed by both InfoSend Support and the client’s authorized representatives. Support 
Ticket requests are archived and can be filtered by open and closed requests. 

3. Escalation Procedure: InfoSend staff will internally escalate any required internal technical or operational resources to 
ensure that quality issues are resolved quickly and completely the first time. All necessary modifications are thoroughly tested 
before being applied to client applications to ensure that the final product meets quality expectations. 

4. Ticket Resolution: Once an issue has been resolved, clients are notified of the solution and allowed to review new sets of 
samples to approve any changes.  Extra attention is paid to the new job throughout our production, quality control and 
mailing process.  When all parties confirm that the job is meeting quality expectations through every step in the process, we 
will approve and release the job for completion. 

5. Client Satisfaction: Any concerns or questions around the support being provided may be escalated to the Client Services 
Director. 

  
Proactive File Halt, Validation Error and Quality Control Support Procedures 
InfoSend's data processing platform is designed to validate client data and will halt if any anomalies or incomplete data is 
detected. In addition, InfoSend's dedicated QC process will review all printed outputs to check for issues caused by client 
data. When issues are detected: 

1. Alert Notification: InfoSend's internal system will automatically place the Job on hold, open a ticket and alert the CS 
department via an internal alert system, identifying the client and type of output. 

2. Assessment and Follow Up: InfoSend's CS personnel will assess and then follow up with the relevant client contacts to notify 
of the issue. 

3. Resolution: CS personnel will work with the client on how to address the data, either with a new data file or with programming 
adjustments. 

File Cancellation and Document Pull Request Procedures 
InfoSend’s CS department accepts requests to cancel entire batches or pull select documents from a batch as a standard 
function of the department. This request can be placed through InfoSend's online website support ticketing system, via 
email, or by calling the 800 number. The request is then documented by the CS team and communicated to the InfoSend 
production departments through our internal systems.  
  

1. File Cancellation: These requests are typically submitted to InfoSend just after file transfer but before printing. InfoSend's CS 
personnel will immediately change the status of the Job to prevent any further progression through the InfoSend 
manufacturing environment and remove the Job batch from the queue. Clients utilizing the Sample Approval workflow will 
have the option to cancel their own job, which will then be removed from the queue. 

2. Pull Document Requests: These requests are typically submitted by the Client after the file is processed and prior to 
mailing.  Ideally, these requests would be submitted to the CS team prior to the mail piece receiving the “Quality Control” 
timestamp in the website’s client-facing job tracking system.  Once the job has been marked as completing Quality Control, 
it will be moved into Mail Preparation.  For this reason, Pull Document Requests made after the job has passed through QC 
should be communicated directly via phone call to ensure that they are handled immediately to minimize the chance that 
the piece is processed for mailing. The document to be pulled will then be intercepted after the document is printed. Pulled 
documents can either be recycled or returned to the Client.  
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Common Challenges for Implementations 

** InfoSend is the incumber vendor providing service to the City of Lauderhill and the City has been 
utilizing InfoSend’s services for several years. We are providing example implementation challenges 
since it was requested. Since City of Lauderhill is already live an implementation will not be needed ** 
 
While InfoSend has established a successful methodology for implementing client projects, we have found a few areas 
which tend to consistently present challenges during implementations.  Identifying these potential challenges up front 
can be helpful in identifying and preventing hold-ups in the implementation process. 
  
One such area is on completeness and/or accuracy of the deliverables on which the project is based.  We find that if data 
files are unavailable, changing, or otherwise incomplete at the outset that it can be challenging to discover all of the 
requirements for an application.  This can lead to an extended requirement gathering process, and in some cases a 
significant change in scope late in the project.  Your Account Manager will work to ensure that we uncover all aspects of 
the desired outputs (including document and customer types, special workflows, business rules, etc.…) and to ensure that 
we have all the relevant samples and files to present those records.  This up-front reconciling of the “ask” to the “get” 
helps to ensure the completeness of information as the project progresses.  This also helps to minimize changing 
requirements and scope creep in later stages of the project, which can lead to delays late in the process. 
  
Another area where we have encountered challenges centers around establishing clear channels of communication and 
responsibility on the project teams.  InfoSend will staff the project team with resources who have the authority to make 
necessary decisions surrounding the application, or easy access to an escalation point who can make a call on a request 
when needed.  We find that client project teams who have a similar structure, with a clearly defined chain of command 
and decision-making structure, are best suited toward successful outcomes.  InfoSend has a number of tools and processes 
which will help simplify the process and make sure that we are providing accurate information and clear updates to 
requirements, in order to minimize the impact on decision-making resources, wherever possible.  Much of the client 
involvement in the process occurs in the initial weeks leading up to the execution of the Statement of Work, and as such 
we seek to provide a complete and accurate picture of any open items requiring input from client team resources.  Timely 
resolution of these items allows both teams to meet milestone goals and keep the project moving forward. 
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TAB #4 – Relevant Experience 
List at least the last five (5) comparable contracts completed by your firm. Include: • Client name, 
address, and phone number • Project manager and key staff assigned • Role of your firm (prime or 
subcontractor) • Description of services provided and outcomes • Challenges faced and resolutions 
• Contract start and end dates  

Rolla Municipal Utilities 
Primary Contractor: Yes 
Address: 102 W 9th St, Rolla, MO 65401 
Telephone: 573.364.1572 
Description of contract: Utility Bill Printing and Mailing Services. Delivered on time and on budget.  
Estimated Annual Spend: $14,000 (not including postage) 
Contract Start: February 3rd, 2020 
Contract End: Ongoing 
 
Bonita Springs Utilities, Inc. 
Primary Contractor: Yes 
Address: 11900 E. Terry Street, Bonita Springs, FL 34135 
Telephone: 239.992.0711 
Description of contract: Utility Bill Printing and Mailing Services. Challenges included conversion from a prior vendor 
service to InfoSend service. Delivered on time and on budget.  
Estimated Annual Spend: $38,000 (not including postage) 
Contract Start: November 27th, 2019 
Contract End: Ongoing 
 
City of Bloomington 
Primary Contractor: Yes 
Address: 109 E. Olive Street, Bloomington IL 61701 
Telephone: 309.434.2225 
Description of contract: Utility Bill Printing and Mailing Services. Delivered on time and on budget.  
Estimated Annual Spend: $34,000 (not including postage) 
Contract Start: January 13th, 2021 
Contract End: Ongoing 
 
City of San Bernardino - Business Tax Division 
Primary Contractor: Yes 
Address: PO Box 1318, San Bernardino, CA 92402 
Telephone: 909.384.5035 
Description of contract: Business Tax Notice Printing and Mailing Services. Delivered on time and on budget. 
Estimated Annual Spend: $21,723.94 (not including postage) 
Contract Start: March 1st, 2021 
Contract End: Ongoing 
 
Brownsville Public Utilities Board 
Primary Contractor: Yes 
Address: 1495 Robinhood Drive Brownsville, TX 78523 
Telephone: 956.983.6131 
Description of contract: Utility Bill Printing and Mailing Services. Delivered on time and on budget. 
Estimated Annual Spend: $112,000 (not including postage) 
Contract Start: October 7th, 2020 
Contract End: Ongoing  
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Experience with High-Volume Municipal Utility Billing 

InfoSend has extensive experience providing bill printing, inserting, and mailing services for municipalities with high-
volume utility billing. Over 700+ Utility Billing Clients Nationwide. Two of InfoSend’s current clients include: 

• Kansas City Board of Public Utilities (MO): Processing 81,000 monthly utility mail pieces. 

• Lafayette Utilities System (LA): Processing 95,000 monthly utility mail pieces. 

In addition, InfoSend supports multiple other clients producing 50,000+ utility bills per month, demonstrating consistent 
capacity and reliability in handling large-scale municipal billing operations 

 
InfoSend requests that the partial client listings below remain CONFIDENTIAL as part of this RFP response. 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

TYLER TECHNOLOGIES CLIENTS 

• City of Altamonte Springs, FL 
• City of Fruitland Park, FL 
• City of Bunnell, FL 
• City of Atlantis, FL 
• City of Palm Coast, FL 
• City of Zephyrhills, FL 
• City of Clermont, FL 
• City of Florence, SC 
• City of Elizabeth City, NC 
• City of Demorest, GA 
• City of Manhattan Beach, CA 
• City of Clinton, IL 
• San Antonio Water Co., CA 
• Norwood Municipal Light, MA 
• City of Iowa City, IA 
• City of Buffalo, MN 
• City of Coachella, CA 
• City of Newport Beach, CA 
• City of Santa Cruz, CA 
• City of Chino, CA 

 

FLORIDA CLIENTS 

• City of Clearwater, FL 
• City of St. Augustine, FL 
• Clay County Utility Authority, FL 
• City of Coral Springs, FL 
• City of Tamarac, FL 
• City of Lauderhill, FL 
• City of North Lauderdale, FL 
• Keys Energy, FL 
• Florida City Gas, FL 
• City of Ocala, FL 
• City of Pembroke Pines, FL 
• City of Cape Coral, FL  
• City of Cooper City, FL  
• City of Gulf Breeze, FL 
• City of Naples, FL 
• City of Marco Island, FL 
• City of Fort Myers, FL 
• City of Leesburg, FL 
• Seacoast Utility Authority, FL 
• City of Titusville, FL 

50,000+ UTILITY BILL CLIENTS 

• Manatee County Utilities, FL 
• Emerald Coast Utility Authority, FL 
• Collier County Utilities, FL 
• Orange County Utilities, FL  
• Henrico County Utilities, VA 
• Pensacola Energy, FL 
• Utilities Inc, FL 
• City of Tucson, AZ 
• Modesto Irrigation District, CA 
• Nexus Water, FL 
• Inframark Utilities, TX 
• Springfield City Light & Power, IL 
• City of Chandler, AZ 
• City of Portland, OR 
• Glendale Water & Power, CA 
• Turlock Irrigation District, CA 
• Arizona Water Company, AZ 
• Irvine Ranch Water District, CA 
• Butler County, OH 
• And many others… 
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TAB #5 – Scope of Work Response 
General Specifications 
A. The Respondents will work with City staff to design a utility bill statement and submit prototypes 
of the billing statement and envelopes to the City for review, revision and final approval. 

InfoSend Document Design Services  

• Customizable document look and feel for all clients providing "raw data" inputs, hosted and maintained by dedicated 
InfoSend staff. 

• Experience with a wide array of industry-specific document types, including Government, Citations, Utility, Healthcare, 
Finance, Insurance and more. 

• Client Services staff trained in the use of graphic design tools to ensure mockups are professional and accurate. 

• During design and mockup, InfoSend advises on latest design best practices for consumer readability, response rate and USPS 
compliance. 

• For documents with OCR, barcode or remittance requirements, full compliance with any specification, including lockbox 
testing with the delivery of production samples prior to Go-Live. 

• Extensive experience, software and dedicated equipment for facilitation of both transactional and promotional documents: 
full-color Inkjet, high-capacity folding and cutting, and online tools for managing marketing copy or images. 

  
InfoSend’s Account Managers are trained in the use of various graphic design tools which are leveraged to create your 
documents.  The Account Manager assigned to this project will work with the client’s project team to create outputs which 
meet the high standards expected by our clients.  Wherever possible we will look to provide suggestions to improve the 
look, feel, readability, and/or response rate for your custom communications using our extensive experience in a wide-
variety of industries.  All of the graphic design work for your projects will be conducted in-house at InfoSend allowing for 
us to maintain a high level of quality and responsiveness to your requirements. 
  
InfoSend maintains a wide array of printing and finishing equipment necessary to handle transactional and promotional 
document production, including: 

• Grayscale and full-color laser printers 

• Full-Color Inkjet printer 

• High-capacity offline folding equipment 

• High-capacity industrial cutting equipment 

• Variable speed mail inserting equipment 

• Proprietary and licensed software solutions for processing data, creating client outputs, maintaining USPS compliance 

• Full compliance with any OCR, barcode or remittance specification, including lockbox testing with the delivery of production 
samples prior to Go-Live. 

  
Often InfoSend will consult to provide clients with best practices and design options which leverage the data and printing 
technology to their fullest. InfoSend's design team can assist in making sure a utility statement has information hierarchy, 
appropriate use of color and white space, as well as innovative graphics.  
  
InfoSend provides document composition services for hundreds of utilities nationwide. Below is an example design which 
is using the latest in customer insights, preferences and printed output technology. 
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B. The Respondents shall provide a single point of contact within the Respondents firm to handle the 
training of City staff dealing with billing services provided through the implementation process as 
well as support issues dealing with services provided. 

The City of Lauderhill is already live and fully implemented with InfoSend as a current customer. Details of our 
Implementation Process are listed below for reference purposes. No new implementation will be needed with InfoSend.  
  
InfoSend Implementation 

InfoSend's client-focused service and industry-leading client retention rate starts with a successful implementation. Since 
1996 InfoSend has continually refined the implementation process to ensure clients Go-Live occurs expeditiously and 
without error. 
  
All InfoSend implementations have 4 key phases. 

1. Requirements Gathering 

2. Application Build 

3. User Acceptance Testing (UAT), Samples, Parallel Testing, and Training 

4. Go-Live and Follow Up 

Requirements Gathering 
The project is started with a dedicated Account Manager assigned to the project.  The Account Manager acts as the 
primary point of contact with clients while working with all internal InfoSend programming and operations staff, and will 
chair a recurring (often weekly) implementation meeting with the client's key staff. InfoSend, as a cloud-based solutions 
provider, engages clients in implementation and support via phone, email and web-based tools, including web-browser 
screen sharing. All setup, training and request tracking is provided virtually using industry standard tools. Critical 
communications sent to or received from clients during the implementation are centrally archived in the InfoSend CRM 
system, ensuring all aspects are documented and the implementation can continue should the primary resources be out 
of the office.  
  
The Account Manager establishes key milestones and completes standardized steps in the InfoSend implementation plan. 
The process includes requirements gathering and analysis of the application to be developed, including a data mapping 
exercise, resulting in a Statement of Work (SOW) for client approval. 
  
Application Build 
Once the SOW is approved, the application undergoes development and configuration. Prior to completion of 
development, the application is reviewed by a secondary Account Manager or member of the IT management group to 
ensure that no task was left undone or done incorrectly. Sample output is produced and checked by InfoSend Quality 
Control; automated Quality Control methods are configured within processing.  
  
Samples, Parallel Testing, and Training  
During the last phase of the implementation, output and application web access is provided to clients for User Acceptance 
Testing (UAT). Once the application build is validated and accepted by the client, the application is put into Parallel Testing 
mode. During this time clients are encouraged to transfer copies of live data to InfoSend to be automatically processed 
and output for review, simulating go-live. Clients check the web application and output to ensure that it is satisfactory and 
any requested revisions will be completed before go-live.  Any payment related applications are tested to ensure payment 
deposits are received and reconciled. Clients are also trained on how to use InfoSend tools and reporting to support the 
application at this time. 
  
The hour-long, web-based training covers: 

• File uploads 

• Sample review and approval 
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• Managing document messages and insert requests 

• Accessing archived reports  

• Managing User Permissions 

• Performing research and support for customer activity 

• Payment reconciliation (for payment applications) 

• Submitting, viewing and closing support requests 

  
Go-Live and Follow Up 
Go-Live of the application includes an "all-hands" approach, with all key InfoSend managers required to review the launch 
day activity and sign off before application output is final. After Go-live, your Account Manager performs a post go-live 
follow up to ensure client satisfaction. 
 
C. The Respondents must be able to produce the City’s bill in an agreed upon format or propose a 
new bill format acceptable to the City and compatible with the current billing software. Respondent 
must be able to provide an online presentment portal for the viewing of utility bills. Portal should 
allow for interface with City’s merchant service vendor to process payments. 

InfoSend complies with this requirement. City of Lauderhill is an existing InfoSend client in live production status. The City 
is utilizing the web portal at www.infosend.com which features are detailed below: 
  
InfoSend Archiving Services  

• Multiple Channels: Capable of hosting documents within an InfoSend database as well as shipping PDFs via secure FTP or 
DVD media. 

• InfoSend Hosted Option: Secure cloud solution where InfoSend hosts documents for a client-specified historical retention, 
allowing for reprints and emailing documents on demand. 

• API Access for Hosted Docs: For clients who choose to have InfoSend host, an API is made available that enables paperless 
integrations with ERP/CIS/billing systems, as well as online payment providers. 

• Insert Communications Included: The InfoSend system is also capable of including the insert communications as additional 
pages in the PDF (eInserts), ensuring clients and their customers are viewing the complete document which was distributed. 

• USPS Mail Tracking: For clients using the hosted solution, USPS mail tracking info is provided for eligible First-Class mail, using 
the IMb Tracing™ service. 

• Remit Tracking: Also, for clients using the hosted solution, InfoSend can provide a report of checks mailed back by customers 
using the included remit stub. A daily report of customer mail and amounts due will be provided, assisting clients with 
cashflow expectations. 

• Final Document Transfer: InfoSend can push PDFs via secure FTP in a standard or customized format, allowing clients or third 
parties to archive documents on other systems. 

InfoSend's Customer Communications Management (CCM) platform offers a robust, secure and redundant archive service 
that clients can rely upon to access documents rendered, modified or processed by InfoSend.  InfoSend has built a flexible 
set of options to ensure clients and their customers can access documents in the context that they prefer, including in 
existing CIS/ERP or billing applications. InfoSend offers PDF delivery and hosted models. 
  
With all options, InfoSend is capable of including the insert communications as additional pages in the PDF (eInserts), 
ensuring clients and their customers are viewing the complete document which was distributed. 
  
1. Delivery via Final Doc Transfer (FDT): For clients who prefer to store and host PDFs within another software 
environment, InfoSend is able to deliver the PDFs via Final Doc Transfer in the following ways: 

• Secure FTP Transfer: Upon batch completion by InfoSend, a PDF file of the batch will be sent via secure FTP to the client with 
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a companion XML index file containing standard details of the PDF batch (account #, PDF page number, etc.). 

• Custom Secure FTP Transfer: Upon batch completion by InfoSend, the PDF data can be delivered in a complete batch or 
broken down and sent as one PDF file per account or document. In addition, InfoSend can match PDF file naming conventions 
or provide index data in a specified format. InfoSend will work with the client to define the workflow, and fees may apply 
depending on complexity. 

2. Hosted via Print Image Archive (PIA): For clients who prefer to outsource the storage and only retrieve PDF documents 
on demand, InfoSend provides two ways to view documents via the Print Image Archive: 

1. Search via the InfoSend Portal: Upon batch completion, InfoSend will archive the documents for the client to retrieve on 
demand from a web interface. By logging into the InfoSend Portal, client representatives can access the archive and search 
for documents according to standard criteria such as account number or date. In addition, InfoSend provides up to 5 custom 
search fields, specific to the client's data (examples: “bill cycle” or “notice ID”). Documents can be viewed on screen, 
downloaded to the desktop or emailed. 

2. Web Services Integration: Upon batch completion, InfoSend will archive the documents for the client to retrieve on demand 
via an encrypted API query string. This secure option is best suited for clients who have the capacity to integrate the InfoSend 
archive into a software package on their end. This web interface allows outside solutions to perform document presentment 
within their own application framework without having to host an archive. 

Mail Tracking: All clients using the hosted Print Image Archive from InfoSend are automatically given Mail Tracking. With 
Mail Tracking, the USPS data is provided via the IMb Tracing™ service, where all qualified mail with an Intelligent Mail 
Barcode that is scanned at a sort facility is logged. This data provides insight into the estimated delivery time frame of mail 
to the customer.  Only available with mail sent using 1st Class Postage, and not available in some cases with postcard 
mailings. 
  
Example PIA Search Screen with Mail Tracking Results: 

 
  
Remit Tracking: For clients utilizing the Print Image Archiving service, InfoSend can also track inbound mail from customers 
utilizing an included remittance stub in the outbound mail. With Remit Tracking, clients will be able to see when a customer 
responded to the original mail piece, as well as get a daily report of inbound mail with an estimated value of payment 
remittances based on the outbound mail, assisting with cashflow expectations. 
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D. The selected Respondents must have the ability to accept daily bill files using an online upload or 
a standard FTP transmission. City staff must be able to log into the Respondents’ server and transmit 
the files daily, as needed. 

File Submission and Job Tracking 
Clients are able to upload files directly to InfoSend over the HTTPS connection, allowing users to send the input data for 
InfoSend processing on demand (note: PGP file encryption and secure FTP also available). 
  
All status on the fulfillment of client output is displayed via the online tool: confirmation of receipt, processing status, 
sample file and approval status (optional), Printing, Quality Control, Mail Prep and Confirmation of distribution.  Clients 
are able to check the "Viewed" box to confirm that the batch was reviewed internally. 
  

 
 
E. The Respondents must have the capability to suppress the printing of bills and/or envelopes for 
certain customers, based upon fields provided the City. 

USPS & Special Messaging: During processing, the system will also validate customer mailing addresses, optionally 
apply National Change of Address (NCOA) updates, and perform record suppression based on client-defined criteria. The 
system also performs USPS pre-sorting of records, applying the Intelligent Mail Barcode (IMB) and ensuring the records 
are in the correct order to maximize postal efficiency. Additionally, InfoSend's CCM platform will check the database for 
any scheduled messages or inserts to be included with the output. 
 
F. The Respondents will be responsible for keeping up with U.S. Postal regulations and requirements 
for mailings. 

USPS Compliance and Efficiency  

InfoSend's Customer Communications Management (CCM) platform allows InfoSend to distribute client output to multiple 
channels, including mail via USPS. InfoSend, as a mailing service provider, maintains technology and USPS compliance to 
ensure clients are getting the best postage rates and features from mailings.  
  
Postage is the most expensive component of mailed document production, a very important cost consideration when 
selecting a document production partner and not all vendors provide the most cost-saving discounts available.  InfoSend 
utilizes the following methods to ensure clients are mailing with optimal efficiency. 
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Full Service with Intelligent Mail Barcode (IMb) 
In 2009 the USPS introduced the cost-saving Full-Service mailing option using the Full-Service Intelligent Mail barcode.  The 
Full-Service option provides a number of benefits for qualifying mail pieces.  One of the most significant is a postage 
discount of $0.005 on each qualifying mail piece below the normal lowest pre-sort 5-digit postage rate. InfoSend, by 
default, will implement the Full-Service Intelligent Mail barcode within client documents produced, saving clients many 
thousands of dollars in postage costs.  
  
Coding Accuracy Support System (CASS) 
InfoSend processes each client file through United States Postal Service (USPS) certified and approved software to ensure 
the Coding Accuracy Support System (CASS) routine is run.  The CASS system improves the accuracy of carrier route, 5-
digit ZIP, ZIP + 4, performing Delivery Point Validation (DPV) on mail pieces, and digitally presorts the order of mail for 
USPS efficiency.  Utilizing CASS certification allows InfoSend to obtain the maximum presort postage discounts for client 
mailings. 
  
USPS Move Updates 
InfoSend ensures that clients comply with the USPS Move Update requirements.  Mailers must use a USPS approved 
method to keep client customer address database up to date to qualify for presort discounts. Per USPS requirements 
clients must update the addresses in the database using the information that is reported back by the USPS.  Failure to 
update addresses within the USPS’s deadline will result in the loss of presort postage discounts. 
  
InfoSend offers two move update services that are compliant with the USPS: 

1. Address Change Service (ACS): When this option is selected the USPS forwards client mail to the new address and records 
the action in their database. InfoSend retrieves this information weekly and sends clients an electronic report of the forwards.  

2. NCOALink Service: With this option InfoSend uses the NCOALink database to find the new addresses during data processing. 
The new addresses can be printed on documents before they are mailed, or printed as-is and forwarded to the new address 
by the USPS. 

In either scenario, clients receive electronic reports of the new addresses after each batch is mailed.  If a client elects to 
have the USPS forward the mail, the addresses must be updated within 90 days.  
  
USPS Seamless Acceptance 
InfoSend manages USPS compliance by maintaining regulatory and processing standards as a Full-Service provider of the 
USPS, and has certified as a Seamless Acceptance provider for verifying mail electronically for acceptance.  InfoSend meets 
all mail piece design standards for document design internally as well as maintains USPS business relationship account 
status with the USPS.  InfoSend maintains USPS quality data compliance utilizing USPS approved CASS/Pave, presorting 
and move update software (BCC Software) to perform address hygiene, achieves optimal postal discounts and applies 
move updates along with associated reporting.  
  
Detached Mailing Unit (DMU) 
InfoSend's Anaheim headquarters and Downers Grove facilities are designated as a USPS Detached Mail Unit (DMU). 
Having DMU status means that outbound first-class mail is inspected by USPS employees located at the production facility, 
removing the need for mail to be inspected after delivery to the USPS. Mail that is presorted at InfoSend's facility is directly 
entered into the postal distribution system, expediting mail delivery times and increasing the volume of mail InfoSend can 
induct daily while reducing overhead.  
  
Ongoing USPS Enhancements 
As USPS requirements, customer behaviors and client needs evolve, InfoSend will enhance the service offering. 
InfoSend's dedicated research and development staff stay ahead of the USPS changes and mandates, maintaining close 
contact with USPS representatives to ensure compliance. In addition, InfoSend's development staff meets routinely to 
discuss upcoming USPS enhancements, scheduling development far in advance to ensure a seamless transition for clients. 
Should any USPS changes, such as rate increases, require client awareness, InfoSend's Client Services department sends 
email notifications to clients and closely coordinates changes to output to minimize impact. 
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G. The Respondents shall guarantee that the completed work will be printed and mailed by the 
United States Postal Service (USPS) the same business day of receipt. 

InfoSend acknowledges and accepts this requirement. InfoSend is the incumbent vendor for this project and is already 
working with the City of Lauderhill. This is the current process that is in place and will be the SLA going forward as well.  
 
H. The City must be able to track all jobs and files throughout the production process utilizing an 
online tool provided by the Respondents. 

InfoSend is fully capable of meeting this requirement.  
  
File Submission and Job Tracking: Providing transparency into each file received as it progresses through data processing 
and manufacturing by InfoSend. Also allows clients to securely upload files via the web. 
  
I. The Respondents will provide the customer with concise, easily understood information as to when 
billed charges need to be paid to avoid interruption of service and when the last payment amount 
was received by the City on the billing statement. 

InfoSend acknowledges and accepts this requirement.  
 
J. Should mailings not be delivered to the USPS in a regular and timely manner, liquidated damages 
shall be assessed in accordance with the Special Terms and Conditions Section. Additionally, contract 
termination may result. 

InfoSend will accept a mutually agreeable determination of what may give rise to liquidated damages and what the penalty 
amount is. 
 
K. City staff must have the ability to view and approve sample bills online before they are printed and 
mailed. 

Sample Approval 
This optional workflow allows clients to download a sample of the output, with an included Process Summary report of 
the input/output counts, inserts to be included, suppressions and a postage estimate. The sample file can contain the 
entire output or a subset based on client criteria. Upon approval, the sample output is released for production and 
distribution by InfoSend. 
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L. The Respondents must provide an interface that will allow City staff to update bill messages and 
bill inserts on an as-needed basis which can include/exclude based on expressed requirements. 

Message Manager 
This free account management tool is a custom-built web-based application that allows clients to control the messages 
that print on output. Clients can schedule the messages months or even years in advance, as well as set criteria to assign 
unique messages to different types of customers, or even to individual accounts. A PDF preview displays the message in 
the actual font that will be used.  
  

 
 
M. The Respondents will provide the ability to print special messages and/or other information on 
the billing statements and/or to insert additional pieces of printed literature to deliver special 
information to customers. 

Insert Management 
The Insert Management tool is designed for clients to control what additional materials will be included with the standard 
output. Clients may request InfoSend Produced Inserts as well as schedule drop-shipped inserts from within the tool. The 
tool also provides the history of all Insert requests for client reference. 
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The Insert Management tool pre-populates forms with the user's information: 

 
  
This tool asks users to input an insert name as well as select the type of insert. InfoSend Produced Inserts will be printed 
at InfoSend's facility or a local offset printing partner, Drop Shipped inserts must be sent to InfoSend, and Online Billing 
inserts are electronically presented: 
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For InfoSend Produced inserts, users are able to use the automated Insert Management tool to select insert printing 
specifications. This form also allows users to upload artwork files for review by InfoSend's team: 

 
  
The tool allows users to designate the job types inserts should be included with, as well as specify the quantity and run 
dates. InfoSend also enables users to utilize selective inserting. Selective inserting is a dynamic technology that specifies 
which inserts will be included for certain account types: 

 
  
Clients can also designate insert billing options on the next screen. Once the insert request has been completed, users will 
receive an email confirmation detailing the request. Users must authorize the confirmation before an insert request is 
activated. 
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N. The Respondents must have the capability to print intelligent bill messages based on customer 
type, logos and usage history graphs, and multiple page bills as needed.  

Message Manager 
This free account management tool is a custom-built web-based application that allows clients to control 
the messages that print on output. Clients can schedule the messages months or even years in advance, as well as set 
criteria to assign unique messages to different types of customers, or even to individual accounts. A PDF preview displays 
the message in the actual font that will be used.  
 
InfoSend Document Design Services  

• Customizable document look and feel for all clients providing "raw data" inputs, hosted and maintained by dedicated 
InfoSend staff. 

• Experience with a wide array of industry-specific document types, including Government, Citations, Utility, Healthcare, 
Finance, Insurance and more. 

• Client Services staff trained in the use of graphic design tools to ensure mockups are professional and accurate. 

• During design and mockup, InfoSend advises on latest design best practices for consumer readability, response rate and USPS 
compliance. 

• For documents with OCR, barcode or remittance requirements, full compliance with any specification, including lockbox 
testing with the delivery of production samples prior to Go-Live. 

• Extensive experience, software and dedicated equipment for facilitation of both transactional and promotional documents: 
full-color Inkjet, high-capacity folding and cutting, and online tools for managing marketing copy or images. 
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O. The City must receive billing data in a format mutually agreed upon by the firm and the City. 

InfoSend acknowledges and accepts this requirement.  
  
InfoSend Data Processing Implementation Options  

InfoSend's cloud-based Data Processing platform is a key engine in driving the overall CCM distribution platform. The Data 
Processing workflow has been designed from the beginning to flexibly accept client input in a wide variety of formats. 
While having domain expertise with clients within Government, Citations, Utility, Healthcare, Finance, Insurance, and 
more, InfoSend's technical experience and platform capabilities mean clients enjoy efficient and on-time 
implementations. 
  
The Data Processing platform is capable of accepting data extracts from clients in a "flat-file" format (text, csv, XML, etc), 
as well as in a print-ready PDF format. InfoSend has unique expertise and knowledge working with print-ready PDFs 
efficiently, providing clients with options to dynamically modify the PDF output before final distribution. The system is 
capable of accepting multiple file inputs and formats to generate a single output stream, helping clients create more 
informative and complete communications. 
  
No matter the source, all data is normalized within the InfoSend database, ensuring the distribution and reporting is 
seamless, transparent and meets client requirements. 
  
Option 1 - Express PDF Implementation in Detail 
  
This innovative solution gives clients the ability to use InfoSend’s CCM platform at the lowest possible price point. It’s 
most useful as a cost-saving option for clients with an existing document output, eliminating the need for a third party to 
design, program, implement and maintain hosted software to create a similar output.  
  
InfoSend has a unique solution that can accept print-ready PDFs but still modify the output to drive mailing workflow and 
marketing messages. The Express PDF solution will parse and modify the addresses, using CASS certified address 
validation, apply postal barcodes to the finished output, then re-order the documents to meet USPS requirements. In 
addition, InfoSend's system can output marketing messages right on the output, or with additional pages to the document. 
  
InfoSend’s Express PDF Implementation is unique in that it’s a hybrid solution that combines client-provided print files 
with InfoSend’s data import and processing capabilities. We will not simply print image files, we will merge processed data 
from our system with client output to create a great finished product. 
  
Option 2 - Data-Only Files (e.g. flat files, csv XML, etc) in Detail 
  
InfoSend also designs, implements and hosts custom programs that can read "raw" client data extracts for distribution via 
the CCM platform. Common client export formats are XML, CSV, tab or pipe delimited, or SDF. InfoSend's experienced 
programmers will adapt the program to the client export file format instead of requiring conformity to a predefined 
template. InfoSend has successfully accepted data originating from nearly 100 billing systems – including both licensed 
and homegrown database platforms.  
  
When this option is selected, InfoSend is able to offer the opportunity to redesign the bills to clients, as well as provide an 
"agnostic" hosted solution where client output can maintain a similar look and feel regardless of whether the client data 
system changes over time. 
Business Logic and Output 
  
No matter the input type, all client output is capable of leveraging InfoSend's CCM platform for dynamic marketing 
messages right on the output, or with additional pages to the document.  Using criteria or flags in the data, InfoSend's 
platform can control the output to meet client requirements. 
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This programming may include placing selective messages on the document for specific customers, such as letting a 
customer know in bold lettering a balance is "Past Due." InfoSend's data processing also controls what happens 
downstream on machines at the print and mail facility, creating instructions to either include or exclude materials such as 
special inserts or return envelopes. InfoSend's CCM platform and years of experience ensure the client communications 
are done accurately and efficiently. 
 
P. The Respondents must provide all paper supplies including forms, envelopes and/or other paper 
stock necessary for performing printing, billing, and mailing functions as well as all required postal 
reports. 

InfoSend Reliable Production and Materials 

• Standardized Environment: InfoSend's standardization in production and materials provides reliability and cost effectiveness 
for clients with a diverse array of needs across countless industries. 

• Effective Paper Stock: Standard 24 lb. blank paper utilized to strike the right balance between cost and reliability. 

• Customized Perforation: Multiple perforation locations are supported to ensure lockbox compatibility. 

• High Speed Digital Printing: Printing using laser or inkjet technology: black, grayscale, black plus one or more spot colors and 
full color printing are all supported.   

• Effective Envelope Stock: Standard and reliable outgoing #10 and return #9 envelopes predominantly manufactured 
and stocked by InfoSend and have strategically placed windows which allow client logos to be visible for the customer prior 
to opening, as well as tinting to ensure data privacy. 

• Computerized Mailpiece Inserting: Documents at InfoSend are tagged and tracked through the production environment, 
including mail piece integrity software which ensures accurate insertion of the printed page into the envelope prior to delivery 
to the USPS. 

• USPS Compliance and Automation: All documents are presorted prior to induction into the mail stream to ensure the lowest 
possible postage rate. InfoSend's Anaheim and Downers Grove facilities are each designated as a USPS Detached Mail Unit 
(DMU), meaning USPS personnel are onsite authorizing mail to head straight to regional sort centers and bypass the local 
office.   

Q. Customer Support – Respondents shall provide unlimited customer support during normal 
business hours. 

InfoSend Client Services Support  

InfoSend's Client Services department provides web, phone and email support channels for clients, with dedicated 
support staff available to resolve client requests. Support staff is trained to monitor, analyze, escalate and respond to 
incoming requests, as well as provide proactive support in the event internal Quality Control procedures detect issues 
with client data. 

• Dedicated Account Manager from implementation also assigned to monitor and provide support. 

• Dedicated Support Staff for reviewing and responding to incoming issues. 

• Multiple communication channels available for client preference: web support ticketing tool, email, and phone. 

• Proactive support initiated by InfoSend staff when client data issues are detected by InfoSend Quality Control processes. 

• Issues tracked via InfoSend CRM tool, ensuring full resolution before the ticket can be closed. 

InfoSend's mission to provide the industry-best support requires excellence and attention to detail within the Client 
Services (CS) department. InfoSend has designed support around extensive procedural controls to ensure client output is 
handled accurately and issues are addressed expeditiously. The following describes InfoSend’s standard support coverage, 
the services that are included as part of annual software support, a listing of call priorities and an outline of escalation 
procedures. 
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InfoSend offers emergency an after-hours support line.  An after-hours answering service is available 24/7/365. The 
answering service contacts InfoSend employees sequentially until one receives and acknowledges the call. Requests can 
be answered within 4 hours.  InfoSend provides escalation phone number and contacts during the implementation.  After-
hours support may be billable.  Please note, with the extensive support hours and support channels available, the after-
hours answering service being used is extremely rare.  Please see typical support channels overview below: 
  
Support Channels and Availability 
InfoSend provides the following methods to be reached to initiate a support request: 

• 800 Toll-Free Telephone support: (800) 955-9330 

• Email via support@infosend.com 

• Free electronic access 24 x 7 at www.infosend.com with the following online benefits:  

o Log, track & close support requests 

o View & update support requests 

o Access published documentation 

o Access available downloads 

o Download reports 

o View Job Tracking statistics 

o Download sample files in PDF format 

  
Standard hours of support are from 6:00 AM Pacific to 6:00 PM Pacific, Monday through Friday, excluding designated 
statutory holidays. Weekend assistance is available and must be scheduled in advance and in most cases is billable. 
  
InfoSend recognizes the below holidays and will be closed should they fall on a weekday. 

• New Year's Day 

• Memorial Day 

• Independence Day 

• Labor Day 

• Thanksgiving Day 

• Christmas Day 

Inbound Support Ticketing, Escalation, and Resolution Workflow 

All issues or questions reported to support can be tracked via an online support ticket.  Account Managers can provide 
support via telephone, email or the online support ticket tool that can be accessed by logging into www.infosend.com. 

6. Contact Dedicated Account Manager: Each web submission, call or email is handled with personal support. Clients receive 
support by contacting their dedicated Account Manager. If the client’s dedicated contact is not available, the support request 
will be handled by another cross-trained Account Manager or Senior Account Manager. This representative will be your liaison 
through the support process, giving you a single point of contact for issue resolution. 

7. Request Logging: Each support request can be logged using InfoSend’s online Support Ticket Tool. Support Ticket requests 
are assigned a unique ID and can be viewed by both InfoSend Support and the client’s authorized representatives. Support 
Ticket requests are archived and can be filtered by open and closed requests. 

8. Escalation Procedure: InfoSend staff will internally escalate any required internal technical or operational resources to 
ensure that quality issues are resolved quickly and completely the first time. All necessary modifications are thoroughly tested 
before being applied to client applications to ensure that the final product meets quality expectations. 

9. Ticket Resolution: Once an issue has been resolved, clients are notified of the solution and allowed to review new sets of 
samples to approve any changes.  Extra attention is paid to the new job throughout our production, quality control and 
mailing process.  When all parties confirm that the job is meeting quality expectations through every step in the process, we 
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will approve and release the job for completion. 

10. Client Satisfaction: Any concerns or questions around the support being provided may be escalated to the Client Services 
Director. 

  
Proactive File Halt, Validation Error and Quality Control Support Procedures 
InfoSend's data processing platform is designed to validate client data and will halt if any anomalies or incomplete data is 
detected. In addition, InfoSend's dedicated QC process will review all printed outputs to check for issues caused by client 
data. When issues are detected: 

4. Alert Notification: InfoSend's internal system will automatically place the Job on hold, open a ticket and alert the CS 
department via an internal alert system, identifying the client and type of output. 

5. Assessment and Follow Up: InfoSend's CS personnel will assess and then follow up with the relevant client contacts to notify 
of the issue. 

6. Resolution: CS personnel will work with the client on how to address the data, either with a new data file or with programming 
adjustments. 

File Cancellation and Document Pull Request Procedures 
InfoSend’s CS department accepts requests to cancel entire batches or pull select documents from a batch as a standard 
function of the department. This request can be placed through InfoSend's online website support ticketing system, via 
email, or by calling the 800 number. The request is then documented by the CS team and communicated to the InfoSend 
production departments through our internal systems.  
  

3. File Cancellation: These requests are typically submitted to InfoSend just after file transfer but before printing. InfoSend's CS 
personnel will immediately change the status of the Job to prevent any further progression through the InfoSend 
manufacturing environment and remove the Job batch from the queue. Clients utilizing the Sample Approval workflow will 
have the option to cancel their own job, which will then be removed from the queue. 

4. Pull Document Requests: These requests are typically submitted by the Client after the file is processed and prior to 
mailing.  Ideally, these requests would be submitted to the CS team prior to the mail piece receiving the “Quality Control” 
timestamp in the website’s client-facing job tracking system.  Once the job has been marked as completing Quality Control, 
it will be moved into Mail Preparation.  For this reason, Pull Document Requests made after the job has passed through QC 
should be communicated directly via phone call to ensure that they are handled immediately to minimize the chance that 
the piece is processed for mailing. The document to be pulled will then be intercepted after the document is printed. Pulled 
documents can either be recycled or returned to the Client. 

 

R. The City requires the vendor to provide staff the ability to reprint utility bills for customers. 

InfoSend is fully capable of meeting this requirement.  
  
InfoSend Print Equipment 

Printing Equipment: 

• Roll-fed full color (CMYK) inkjet printing is the primary production method. 

• Production sheet-fed full color (CMYK) inkjet printing is also utilized 

• Sheet-fed full color and monochrome laser printers for small or specialty jobs and reprints. 

• Full-color capacity is over 130 million images per month via full color. 

• InfoSend prints images well under capacity for business continuity, new installs, and spikes in volume. 
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discuss upcoming USPS enhancements, scheduling development far in advance to ensure a seamless transition for clients. 
Should any USPS changes, such as rate increases, require client awareness, InfoSend's Client Services department sends 
email notifications to clients and closely coordinates changes to output to minimize impact. 
  
T. Data formatting on the customer statement will be in accordance with the requirements 
established by City’s bill design following award of the contract. 

InfoSend complies with this requirement. City of Lauderhill is an existing InfoSend customer in “Live” status. No lead time 
will be required for implementation.  
 
U. The Respondent’s workmanship standards and responsibility for maintaining the integrity of City’s 
statement processing without disruption will be a key area addressed prior to work beginning under 
the contract. 

InfoSend acknowledges this requirement.  
 
V. Statement format will include the option for City staff to add or change messages on the 
statements within clearly defined fields. 

Message Manager 
This free account management tool is a custom-built web-based application that allows clients to control the messages 
that print on output. Clients can schedule the messages months or even years in advance, as well as set criteria to assign 
unique messages to different types of customers, or even to individual accounts. A PDF preview displays the message in 
the actual font that will be used.  
 
W. The firm will be responsible for the development of the program for extraction of the billing data 
(bill print files) sent from City billing system for creation of the utility bills. 

InfoSend complies with this requirement. The City of Lauderhill, FL is an existing InfoSend customer in “Live” status. 
 
X. Print billing statement on paper stock with minimum 600 x 600 dpi resolution. 

InfoSend complies with this requirement.  
 
Y. Folding and stuffing operations to be performed by automated machinery. 

Inserting Equipment: 

• 4 to 6 station insert feeders and can be expanded if necessary. 

• Supports various folds including “C”, “V”, “Z” and Double “V”, etc. 

• Capacity to finish over 86 million pieces per month. 

• Mail Piece Integrity and Document Verification systems read OMR and industry standard barcodes such as 3 of 9, 2 of 5 
Interleaved, 2D. 

• InfoSend finishes mail pieces well under capacity for business continuity, new installs, and spikes in volume. 

Z. Firm will be responsible for paying all applicable postage fees and rates. 

InfoSend acknowledges and accepts this requirement.  
 
InfoSend is the incumbent vendor and has postage on account for City of Lauderhill which is regularly replenished each 
billing period. The City is responsible for any USPS increases.  
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AA. The Respondents shall prepare all statements except those noted through a customer type for 
insertion. A reply envelope shall be inserted in all bills for return payment unless an exception is 
made for a customer type to not receive an envelope such as an e-mail or bank draft account. 
Additional inserts are possible. 

InfoSend acknowledges and accepts this requirement.  
 
BB. City will deliver and/or transmit electronically informational inserts to the Respondents for 
insertion in customer bill envelopes. 

InfoSend acknowledges and accepts this requirement.  
 
CC. The inserts and/or letters and envelopes provided shall be designed to be consistent with billing 
system requirements and shall meet USPS regulations. 

InfoSend acknowledges and accepts this requirement.  
 
DD. The Respondents shall correct print errors and omissions at the Respondent’s expense including, 
but not limited to, labor, supervision, supplies, postage, and all other expenses associated with 
correcting the error. 

InfoSend acknowledges and accepts this requirement.  
  
InfoSend Quality Control Highlights 

• Company culture demands client satisfaction with over 99.99966% accuracy on an annual output in the tens of millions. 

• Systems, personnel, and equipment are organized around well-defined processes that control and report the accuracy of 
work performed. 

• Comprehensive Quality Control (QC) built into Data Processing platform, ensuring client output is verified prior to entering 
manufacturing environment. 

• Unique QC process involving dedicated personnel and procedures executed after printing and designed to ensure consistent 
print quality and 100% accountability for each document 

• Automated 2D Barcode Accuracy System utilized, providing individual document tracking and alerting to address errors 
(damaged or missing documents) real-time during fulfillment. 

• Dedicated Quality Assurance Team that performs Root Cause Analysis, coordinates remediation and plans continual process 
improvements. 

EE. Respondents shall be responsible for preparing and mailing all utility bills for each billing cycle. 

InfoSend acknowledges and accepts this requirement.  
 
FF. The firm should allow the ability for City staff to approve, cancel, or hold individual bills based on 
predetermined criteria. 

Sample Approval: Optional workflow, allowing clients to view output and approve prior to manufacturing and distribution. 
  
This optional workflow allows clients to download a sample of the output, with an included Process Summary report of 
the input/output counts, Inserts to be included, suppressions and a postage estimate. The sample file can contain the 
entire output or a subset based on client criteria. Upon approval, the sample output is released for production and 
distribution by InfoSend. 
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GG. City will provide a sample listing of utility bill and fields from the current utility bill and all must 
appear on the re-design of the billing statement. 

InfoSend complies with this requirement. 
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Detail Specification 
Statements 
A. Regular City bills will be upload approximately sixteen times a month and may perform additional 
billing within the same month. 

InfoSend acknowledges and accepts this requirement. 
 
B. Volume will vary depending on the cycle billed for that week. Holiday and weekend work are 
possible. 

Standard hours are from 6:00 AM Pacific to 6:00 PM Pacific, Monday through Friday, excluding designated statutory 
holidays. Weekend assistance is available and must be scheduled in advance and in most cases is billable. 
  
InfoSend recognizes the below holidays and will be closed should they fall on a weekday. 

• New Year's Day 

• Memorial Day 

• Independence Day 

• Labor Day 

• Thanksgiving Day 

• Christmas Day 

C. City will provide bill files using an online upload or a standard FTP or transmission provided by the 
Respondent. 

InfoSend acknowledges and accepts this requirement. 
  
File Submission and Job Tracking 
Clients are able to upload files directly to InfoSend over the HTTPS connection, allowing users to send the input data for 
InfoSend processing on demand (note: PGP file encryption and secure FTP also available). 
 
D. The statement will be folded, stuffed along with (1) one window #9 preprinted return envelopes 
into a (2) two window #10 envelopes to each customer for the U.S. Postal Service in order to receive 
the lowest possible First-Class postage rate. 

USPS Compliance and Efficiency Highlights 

• InfoSend maintains ongoing USPS regulatory compliance and cost savings on behalf of clients, standard. 

• Full Service with Intelligent Mail Barcode (IMb) certified, ensuring clients with qualified mailings receive lowest automated 
postage rate. 

• Address validation applied via Coding Accuracy Support System (CASS) and Delivery Point Validation (DPV), improving the 
accuracy of addresses and lowering postage. 

• Customer Move Updates optionally applied and reported via the NCOALink database or Address Change Service (ACS). 

• USPS Seamless Acceptance Provider verifying mail electronically for acceptance 

• Detached Mailing Unit (DMU) designation, with USPS personnel on-site at select InfoSend facilities, expediting mail entry into 
the USPS system and increasing overall efficiency. 

• Ability to "house-hold" multiple documents intended for the same customer into a single envelope to provide postage 



InfoSend, Inc.  | www.infosend.com Response to RFP for City of Lauderhill, FL 42 
 

savings. 

E. The Respondent must provide the ability for City staff to create ad hoc messaging to be printed on 
the bills, including the ability to upload images to the message area. Messages should also be able to 
be saved for reuse. 

InfoSend is fully capable of meeting this requirement.  
 
 Message Manager: Allows clients to self-administer ad-hoc and scheduled messaging on customer-facing output. 
  
This free account management tool is a custom-built web-based application that allows clients to control the messages 
that print on output. Clients can schedule the messages months or even years in advance, as well as set criteria to assign 
unique messages to different types of customers, or even to individual accounts. A PDF preview displays the message in 
the actual font that will be used.  
 
F. Respondents shall print Optical Character Recognition (OCR-B) for reading information on utility 
billing statement. 

For documents with OCR, barcode or remittance requirements, full compliance with any specification, including lockbox 
testing with the delivery of production samples prior to Go-Live. 
 
G. Respondents shall include point of delivery bar coding as required by the United States Postal 
Service on utility billing statement (read through mailing address window) and return envelope. 

Coding Accuracy Support System (CASS) 
InfoSend processes each client file through United States Postal Service (USPS) certified and approved software to ensure 
the Coding Accuracy Support System (CASS) routine is run.  The CASS system improves the accuracy of carrier route, 5-
digit ZIP, ZIP + 4, performing Delivery Point Validation (DPV) on mail pieces, and digitally presorts the order of mail for 
USPS efficiency.  Utilizing CASS certification allows InfoSend to obtain the maximum presort postage discounts for client 
mailings. 
 
H. Provide electronic bill presentation, electronic file generation and archiving and other related 
services. The Respondents will provide capabilities for receiving and verifying accurate receipt of the 
bill print files. 

InfoSend's Electronic Billing, Payment and Presentment (EBPP) Solution 

As part of InfoSend's comprehensive, single-source Customer Engagement (CE) platform, InfoSend's Electronic Billing, 
Payment and Presentment (EBPP) solution allows clients to interact with their customers across multiple channels. Driven 
by InfoSend's Customer Communications Management (CCM), customer preferences on how and where they'd like to be 
contacted, with mobile, web. IVR and SMS available. 

• Mobile-Ready Customer Engagement: all products are mobile compatible out of the box, with no app store downloads 
required of customers. Powered by InfoSend's CCM platform, customer specific messaging extends to the electronic channel. 

• Multi-Channel Payment Collection: InfoSend's payment platform will consolidate web, telephone, SMS, CSR, in-person EMV 
and bank payments into a single lockbox file. 

• One-Time and Automatic Payments: allow customers to quickly make a one time payment, as well as sign up to have their 
payment account auto debited with each billing cycle. 

• Paperless Bill Notification and Presentment: notify customers via email when a new bill is available, and securely deliver 
exact replica of printed document to customers via the secure portal. 

• Interactive Voice Response (IVR): accept customer payments via automated phone service with InfoSend-hosted 
phone number, enabling client phone systems to redirect customers with ease. 
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• SMS Text-to-Pay: enrolled customers may opt in to receive text notifications of new bills, and reply to have the registered 
payment method drafted for the amount due, speeding up the time to payment. 

• Bank Payments (MasterCard RPPS): InfoSend can collect payments made via the customer bank and include them within the 
lockbox file. 

• PCI-Compliant Cloud Based Solution: electronic billing and payment related products hosted in the cloud by InfoSend in a 
secure PCI-Level 1 compliant environment. 

 

InfoSend Archiving Services Highlights 

• Multiple Channels: Capable of hosting documents within an InfoSend database as well as shipping PDFs via secure FTP or 
DVD media. 

• InfoSend Hosted Option: Secure cloud solution where InfoSend hosts documents for a client-specified historical retention, 
allowing for reprints and emailing documents on demand. 

• API Access for Hosted Docs: For clients who choose to have InfoSend host, an API is made available that enables paperless 
integrations with ERP/CIS/billing systems, as well as online payment providers. 

• Insert Communications Included: The InfoSend system is also capable of including the insert communications as additional 
pages in the PDF (eInserts), ensuring clients and their customers are viewing the complete document which was distributed. 

• USPS Mail Tracking: For clients using the hosted solution, USPS mail tracking info is provided for eligible First Class mail, using 
the IMb Tracing™ service. 

• Remit Tracking: Also, for clients using the hosted solution, InfoSend can provide a report of checks mailed back by customers 
using the included remit stub. A daily report of customer mail and amounts due will be provided, assisting clients with 
cashflow expectations. 

• Final Document Transfer: InfoSend can push PDFs via secure FTP in a standard or customized format, allowing clients or third 
parties to archive documents on other systems. 

 

I. The City’s specification requires bills to be produced on 24 LB white paper with a pre-printed front 
and back. Customer payment stub will be perforated and adhere to City’s current lockbox 
specifications (see Exhibit A). 

InfoSend Reliable Production and Materials 

• Standardized Environment: InfoSend's standardization in production and materials provides reliability and cost effectiveness 
for clients with a diverse array of needs across countless industries. 

• Effective Paper Stock: Standard 24 lb. blank paper utilized to strike the right balance between cost and reliability. 

• Customized Perforation: Multiple perforation locations are supported to ensure lockbox compatibility. 

• High Speed Digital Printing: Printing using laser or inkjet technology: black, grayscale, black plus one or more spot colors and 
full color printing are all supported.   

• Effective Envelope Stock: Standard and reliable outgoing #10 and return #9 envelopes predominantly manufactured 
and stocked by InfoSend and have strategically placed windows which allow client logos to be visible for the customer prior 
to opening, as well as tinting to ensure data privacy. 

• Computerized Mailpiece Inserting: Documents at InfoSend are tagged and tracked through the production environment, 
including mailpiece integrity software which ensures accurate insertion of the printed page into the envelope prior to delivery 
to the USPS. 

• USPS Compliance and Automation: All documents are presorted prior to induction into the mail stream to ensure the lowest 
possible postage rate. InfoSend's Anaheim and Downers Grove facilities are each designated as a USPS Detached Mail Unit 
(DMU), meaning USPS personnel are onsite authorizing mail to head straight to regional sort centers and bypass the local 
office.   
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BankUp Lockbox Services 

InfoSend partners with BankUp Corporation to provide Accounts Receivable and Accounts Payable automation for 
clients.  Bank Up provides comprehensive solutions to assist municipalities, government agencies, utilities, financial 
institutions, healthcare providers, property managers, insurance companies and other commercial customers in managing 
and mobilizing funds, reducing operating costs and improving operational efficiencies while increasing customer 
satisfaction.  The InfoSend/BankUp partnership enables billers to process payments through either an outsourced lockbox 
solution or on-premise utilizing Bank Up’s proprietary technology.     
  
BankUp Solutions  

• Outsourced Lockbox Processing provides billers with a secure, reliable location to have payments mailed and 
processed.  Payments are guaranteed to be processed and funds deposited to biller banks the same day that payments are 
received 

• All payments processed are electronically uploaded via Check 21 to biller banks each day 

• All payments are placed into an electronic payment file and uploaded each day to the biller’s CIS 

• All processed payments (remittances and checks) are available online through the BankUp Customer Service Interface/Image 
Archive  

• eLockbox provides a solution for billers to receive electronic deposits of customers’ home banking bill-pay checks from 
thousands of financial institutions instead of paper checks with no accompanying remittance document.  These payments 
become part of the daily payment file upload to the biller’s CIS  

• FLEXRPS is Bank Up’s on-premise solution which provides all of the same capabilities as lockbox except that payments are 
processed by the biller utilizing Bank Up’s proprietary technology 

• Advanced Invoice Data Capture provides an outsourced solution for those billers looking to automate the AP 
process.  BankUp’s solution provides automation to improve efficiencies, reduces invoice processing time, provides approval 
automation and uploads AP data into any ERP or accounting system 

BankUp works closely with InfoSend and their billers to define the bill presentment parameters, create and test all printed 
documents to ensure feasibility of integrating with all Bank Up processing technology.   
 
J. Describe software and hardware upgrade methods, policies and procedures. 

InfoSend System and Software Updates Highlights 

• Dedicated staff for Research and Development, ensuring InfoSend products and services evolve continually. 

• System Architecture separates client-specific programming from core system workflow, ensuring backwards compatibility 
and eliminating client impact during key platform security upgrades and enhancements. 

• Agile methodologies used, allowing team to prioritize and ship critical updates quickly and on-demand. 

• Changes to the system must undergo rigorous regression testing in a test environment, with software changes following 
OWASP standards. 

• Requests for system improvements directed to the client Account Manager are escalated to the development team for 
analysis, feedback and release timeline. 

• System enhancements communicated via periodic email updates, with dedicated client Account Manager available to assist 
further. 

K. Describe your process for handling international mailing addresses 

International mail is metered based on the required postage rate for the destination country. 
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L. Identify and flow chart process from the receipt of file through the delivery process from City to 
the USPS. 

InfoSend Data Process Flow 

InfoSend's Customer Communications Management (CCM) platform is designed to securely and efficiently accept, process 
and output client data to customers in a reliable and transparent manner. The data flow for InfoSend entails: 

1. Client Input-Data Transfer and Acknowledgement 

2. Data Processing and Validation 

3. Document Composition and Sample Approval 

4. Printing  

5. Quality Control 

6. Mailing and Electronic Distribution 

7. Confirmation and Reporting 

  
1. Client Input-Data Transfer and Acknowledgement 

• Secure File Upload Options: On a 24/7 basis, data files can be sent to InfoSend via FTP or SFTP or clients can also log in to 
InfoSend’s secure website and upload files using the HTTPS file upload method.  Optionally, and depending on client security 
requirements, password protected or PGP/GPG encryption can be utilized on the files.  When a file is received, it is 
automatically time-stamped and logged in InfoSend’s Job Tracking database. 

• Duplicate File Prevention: All data transfers are checked against an archive of file-level hashes and if a match is found, the 
system will detect the file as a duplicate. If a duplicate is detected, the processing program is halted and a warning is 
generated, calling for immediate follow up by InfoSend support personnel. 

• Multi-File Inputs: InfoSend's system can be configured to create batches based on multiple source files, as well as wait a 
predetermined amount of time for more client records to be transferred before beginning the batch processing. 

• Process Confirmation: Successfully transferred files are identified by client input type, resulting in a confirmation receipt 
sent. 

2. Data Processing and Validation 

• File Integrity: Each of InfoSend’s programs is custom made to work with the clients' specific data file format. Incomplete or 
erroneous data will result in a program halt, issuing a warning that is escalated to InfoSend support personnel for immediate 
follow up. 

• Data Checks: InfoSend programs are set up to check for individual data fields and halt if criteria are not met--for example if a 
date field contains a value older than an acceptable threshold. All data check halts issue a warning and escalation to InfoSend 
support personnel. 

3. Document Composition and Sample Approval 

• Job Batch Creation: InfoSend's system will take validated input data and begin processing by assigning a unique production 
Job Code specific to the client input file(s). This Job Code identifies and accompanies the output through InfoSend's 
processing. 

• Document Layout and Business Logic: The input data is rendered by the InfoSend application, resulting in the layout defined 
during the implementation. Any client defined special business logic conditions are applied at this time. 

• USPS & Special Messaging: During processing, the system will also validate customer mailing addresses, optionally 
apply National Change of Address (NCOA) updates, and perform record suppression based on client-defined criteria. The 
system also performs USPS pre-sorting of records, applying the Intelligent Mail Barcode (IMB) and ensuring the records are 
in the correct order to maximize postal efficiency. Additionally, InfoSend's CCM platform will check the database for any 
scheduled messages or inserts to be included with the output. 

• Rendered Output and Sample Review: Once a file has successfully been rendered, clients have the option to review a sample 
file containing a PDF output of the documents.  Sample outputs can contain a percentage of or the complete output and 
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includes a Process Summary report cover page which lists details on the output work to be performed by InfoSend. Clients 
are provided the option to either reject and resend their data file with corrections or approve the batch. Once files are 
approved, an email confirmation of the approval is sent, and the output is released to the manufacturing environment for 
distribution. 

4. Printing 

• Job Priority: Jobs are printed on an as-received basis, with jobs requiring the shortest turnaround time given 
priority.  InfoSend is committed to meeting the agreed upon mail turnaround times for all clients simultaneously and is staffed 
and equipped accordingly. 

• Operator Controls: Once a sample file batch has been approved for printing, files are sent to the print production 
queue.  InfoSend's unique Central Print program monitors print jobs in the production department, prohibiting a job from 
being printed more than once, and provides operator controls including timestamps of printing time and other tracking 
metrics. InfoSend production staff with appropriate permissions are granted access to queued files. 

• Job Ticket:  A job ticket is attached during processing to each production run.  A job ticket contains information such as 
printing specifications, form type, envelope options, and whether an insert should accompany the file.  The job ticket is 
printed in our production department and remains with a job until it is released to the USPS for mailing. 

  
5. Quality Control 

• Dedicated Workflow and Staffing: InfoSend's emphasis on quality and customer satisfaction requires a dedicated step and 
operator role in the process to validate the printed output. This step in the process takes place after printing but before 
distribution. Each job is thoroughly checked a minimum of 4 times for general alignment, printing, color or mailing address 
block issues which would result in problematic processing or mailing: before printing, after printing, upon delivery to the QC 
department and finally upon delivery to the mailing department. 

• Uniquely Tailored QC Program: InfoSend has an internally developed workflow that provides onscreen prompts to QC 
personnel, requesting they check for bill specific information (such as customer name, account number, address) on randomly 
selected pages throughout the batch. These onscreen prompts are customized to the client's data and ensure the integrity of 
data throughout the batch before releasing for distribution. 

6. Mailing and Electronic Distribution 

• Mailing Department: Once a job has gone through Quality Control, it is released to the printing department for fulfillment. 
All printed pages are matched to the correct materials per the Job Ticket and inserted into the envelope for mailing.  Mail 
that has been inserted is then delivered to the USPS with the appropriate postal paperwork for the USPS to validate prior to 
induction. Upon delivery to the USPS, either at the onsite Detached Mail Unit (DMU) or local distribution center, the job batch 
is scanned as completed by an InfoSend operator. 

• Electronic, Multi-Channel Distribution: Upon completion of the job batch, InfoSend's CCM platform begins the electronic 
distribution of customer records to the InfoSend archive, hosted eBusiness system, back to the client, or other third party 
distribution networks. 

  
7. Confirmation and Reporting 

• Process Confirmation: Once InfoSend has completed the distribution of the client job batch, a confirmation receipt is sent to 
the client with details on the job batch execution. This receipt serves as the final notification regarding the input data received. 

• Reporting: InfoSend's platform also provides robust reporting back to clients on the output services performed. InfoSend 
offers detailed address update and suppression reporting, as well as customized, detailed breakdown of the fulfillment. 
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Data Processing Workflow Diagram: 
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M. Describe your capability to print certain declarations on the invoice such as past due balance, 
credit balance, in a different color. 

InfoSend Document Design Services Highlights 

• Customizable document looks and feel for all clients providing "raw data" inputs, hosted and maintained by dedicated 
InfoSend staff. 

• Experience with a wide array of industry-specific document types, including Government, Citations, Utility, Healthcare, 
Finance, Insurance and more. 

• Client Services staff trained in the use of graphic design tools to ensure mockups are professional and accurate. 

• During design and mockup, InfoSend advises on latest design best practices for consumer readability, response rate and USPS 
compliance. 

• For documents with OCR, barcode or remittance requirements, full compliance with any specification, including lockbox 
testing with the delivery of production samples prior to Go-Live. 

• Extensive experience, software and dedicated equipment for facilitation of both transactional and promotional documents: 
full-color Inkjet, high-capacity folding and 
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Inserts 
A. Provide the City with the option to insert additional pieces of information literature into the #10 
envelope along with the billing statement. 

InfoSend Direct Communication Service Highlights 

• Single Source Production: InfoSend produced one-time or recurring print runs for special outbound customer 
communications; avoid juggling vendors and excessive drop shipping costs by producing content with InfoSend. 

• High Quality Output Range: Support for low cost black and white through full color communications on uncoated or glossy 
paper stock. Communication can be:  

o Buck Slips 

o Postcards 

o Letters 

o Flyers 

o Folded Brochures 

• Online Management & Excellent Customer Service: Dedicated online web request tools and support personnel that provide 
quotes for any required services, from artwork design through fulfillment. 

• Selective Inserting: Support for inserting materials within existing customer transactional document, with the capability to 
selectively insert for specific customers based on client criteria. 

• Inline and Electronic Inserting: Support for printing marketing materials on the fly, "inline" with customer transactional billing 
document, as well as show with electronic images produced by InfoSend, for just-in-time manufacturing and reduced postage 
costs. 

• Envelope Messaging: Ability to apply special messages that show through windows or directly on the envelope to ensure 
customer visibility. 

 
B. The City will occasionally generate inserts, letters and/or notices for mailing. This process may be 
performed monthly, quarterly, and/or yearly. 

Insert Handling – Client Provided - Any special inserts/flyers/stuffers prepared by the client can be inserted with the bills. 
Clients can drop inserts off or have them shipped to InfoSend where they will be kept in inventory until the end of the run 
date. 
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Mailing 
A. Respondents shall sort, bundle, tray, prepare all postal forms and deliver finished mail to U.S. 
Postal Service adhering to all applicable U.S. Postage Service Regulations. Regulations. 

InfoSend acknowledges and accepts this requirement.  
 
B. The Respondents shall process mail through a presort routine which will attach and interface the 
CASS certified barcode for all qualified pieces and satisfy all documentation requirements of the 
USPS. 

Coding Accuracy Support System (CASS) 
InfoSend processes each client file through United States Postal Service (USPS) certified and approved software to ensure 
the Coding Accuracy Support System (CASS) routine is run.  The CASS system improves the accuracy of carrier route, 5-
digit ZIP, ZIP + 4, performing Delivery Point Validation (DPV) on mail pieces, and digitally presorts the order of mail for 
USPS efficiency.  Utilizing CASS certification allows InfoSend to obtain the maximum presort postage discounts for client 
mailings. 
 
C. Respondent’s service shall include certification of the City’s mailing list to U.S. Postal Service, 
including 100% point of destination bar codes and qualifying all work for appropriate postal 
discounts. 

InfoSend complies with this requirement.  
  
USPS Compliance and Efficiency Highlights 

• InfoSend maintains ongoing USPS regulatory compliance and cost savings on behalf of clients, standard. 

• Full Service with Intelligent Mail Barcode (IMb) certified, ensuring clients with qualified mailings receive lowest automated 
postage rate. 

• Address validation applied via Coding Accuracy Support System (CASS) and Delivery Point Validation (DPV), improving the 
accuracy of addresses and lowering postage. 

• Customer Move Updates optionally applied and reported via the NCOALink database or Address Change Service (ACS). 

• USPS Seamless Acceptance Provider verifying mail electronically for acceptance 

• Detached Mailing Unit (DMU) designation, with USPS personnel on-site at select InfoSend facilities, expediting mail entry into 
the USPS system and increasing overall efficiency. 

• Ability to "house-hold" multiple documents intended for the same customer into a single envelope to provide postage 
savings. 

 
D. Each utility billing statement shall be addressed to each customer with point of delivery bar code 
for U.S. Postal Service in order to receive the lowest possible First-Class postage rate. 

InfoSend complies with this requirement.  
 
E. Respondents shall be responsible for paying all applicable postage fees and rates through the USPS 
at the time of each mailing. 

InfoSend acknowledges and accepts this requirement.  
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F. Respondents shall provide proof of postage and an invoice to the City for repayment of postage 
fees at a cost based on the lowest applicable postage rate – with no markup for postage. 

USPS Compliance and Efficiency 

InfoSend's Customer Communications Management (CCM) platform allows InfoSend to distribute client output to multiple 
channels, including mail via USPS. InfoSend, as a mailing service provider, maintains technology and USPS compliance to 
ensure clients are getting the best postage rates and features from mailings.  
  
Postage is the most expensive component of mailed document production, a very important cost consideration when 
selecting a document production partner and not all vendors provide the most cost-saving discounts available.  InfoSend 
utilizes the following methods to ensure clients are mailing with optimal efficiency. 
  
Full Service with Intelligent Mail Barcode (IMb) 
In 2009 the USPS introduced the cost-saving Full-Service mailing option using the Full-Service Intelligent Mail barcode.  The 
Full-Service option provides a number of benefits for qualifying mail pieces.  One of the most significant is a postage 
discount of $0.005 on each qualifying mail piece below the normal lowest pre-sort 5-digit postage rate. InfoSend, by 
default, will implement the Full-Service Intelligent Mail barcode within client documents produced, saving clients many 
thousands of dollars in postage costs.  
  
Coding Accuracy Support System (CASS) 
InfoSend processes each client file through United States Postal Service (USPS) certified and approved software to ensure 
the Coding Accuracy Support System (CASS) routine is run.  The CASS system improves the accuracy of carrier route, 5-
digit ZIP, ZIP + 4, performing Delivery Point Validation (DPV) on mail pieces, and digitally presorts the order of mail for 
USPS efficiency.  Utilizing CASS certification allows InfoSend to obtain the maximum presort postage discounts for client 
mailings. 
  
USPS Move Updates 
InfoSend ensures that clients comply with the USPS Move Update requirements.  Mailers must use a USPS approved 
method to keep client customer address database up to date to qualify for presort discounts. Per USPS requirements 
clients must update the addresses in the database using the information that is reported back by the USPS.  Failure to 
update addresses within the USPS’s deadline will result in the loss of presort postage discounts. 
  
InfoSend offers two move update services that are compliant with the USPS: 

1. Address Change Service (ACS): When this option is selected the USPS forwards client mail to the new address and records 
the action in their database. InfoSend retrieves this information weekly and sends clients an electronic report of the forwards.  

2. NCOALink Service: With this option InfoSend uses the NCOALink database to find the new addresses during data processing. 
The new addresses can be printed on documents before they are mailed, or printed as-is and forwarded to the new address 
by the USPS. 

In either scenario, clients receive electronic reports of the new addresses after each batch is mailed.  If a client elects to 
have the USPS forward the mail, the addresses must be updated within 90 days.  
  
USPS Seamless Acceptance 
InfoSend manages USPS compliance by maintaining regulatory and processing standards as a Full-Service provider of the 
USPS, and has certified as a Seamless Acceptance provider for verifying mail electronically for acceptance.  InfoSend meets 
all mail piece design standards for document design internally as well as maintains USPS business relationship account 
status with the USPS.  InfoSend maintains USPS quality data compliance utilizing USPS approved CASS/Pave, presorting 
and move update software (BCC Software) to perform address hygiene, achieves optimal postal discounts and applies 
move updates along with associated reporting.  
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Detached Mailing Unit (DMU) 
InfoSend's Anaheim headquarters and Downers Grove facilities are designated as a USPS Detached Mail Unit (DMU). 
Having DMU status means that outbound first-class mail is inspected by USPS employees located at the production facility, 
removing the need for mail to be inspected after delivery to the USPS. Mail that is presorted at InfoSend's facility is directly 
entered into the postal distribution system, expediting mail delivery times and increasing the volume of mail InfoSend can 
induct daily while reducing overhead.  
  
Ongoing USPS Enhancements 
As USPS requirements, customer behaviors and client needs evolve, InfoSend will enhance the service offering. 
InfoSend's dedicated research and development staff stay ahead of the USPS changes and mandates, maintaining close 
contact with USPS representatives to ensure compliance. In addition, InfoSend's development staff meets routinely to 
discuss upcoming USPS enhancements, scheduling development far in advance to ensure a seamless transition for clients. 
Should any USPS changes, such as rate increases, require client awareness, InfoSend's Client Services department sends 
email notifications to clients and closely coordinates changes to output to minimize impact. 
  
InfoSend Invoicing 

InfoSend has devised a client-friendly workflow for producing invoices in a reliable, timely and transparent manner. All 
data for InfoSend's invoicing is driven by the data processing engine, with accurate software and operational controls to 
ensure counts are reconciled throughout the process.  
  
InfoSend is capable of providing invoices in formats that fit the needs of the client accounts payable for reconciliation. 
Invoices can be provided via mail and electronically, as well as on a weekly, bi-monthly or monthly schedule.   
  
A standard client invoice will be provided with an invoice number for reference and includes details of each job batch and 
output performed by InfoSend that resulted in billable items.  
 
Postage Deposit 

InfoSend is the incumbent vendor and has postage on account for City of Lauderhill which is regularly replenished each 
billing period. The City is responsible for any USPS increases.  
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For clients that would prefer to work with the invoice data for additional levels of reconciliation, InfoSend also provides a 
Process Detail Report for all billable items in a CSV format that may be loaded into Excel. This report for the invoice allows 
clients to group, sum and analyze the itemized billable elements, from documents to postage, as required for their 
process. 
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G. All mail shall meet First Class automation rate requirements to obtain the lowest possible postage 
rates and maximize postal discounts. 

Full Service with Intelligent Mail Barcode (IMb) 
In 2009 the USPS introduced the cost-saving Full-Service mailing option using the Full-Service Intelligent Mail barcode.  The 
Full-Service option provides a number of benefits for qualifying mail pieces.  One of the most significant is a postage 
discount of $0.005 on each qualifying mail piece below the normal lowest pre-sort 5-digit postage rate. InfoSend, by 
default, will implement the Full-Service Intelligent Mail barcode within client documents produced, saving clients many 
thousands of dollars in postage costs.  
 
H. The Respondents shall guarantee that the completed work will reach the United States Postal 
Service (USPS) each billing day. 

InfoSend acknowledges and accepts this requirement.  
 
I. Should mailings not be delivered to the USPS in a regular and timely manner, liquidated damages 
shall be assessed. Additionally, contract termination may result. 

InfoSend acknowledges and accepts this requirement.  
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Reporting 
A. The Respondents shall provide a report after each day’s billing with the number of envelopes 
mailed and the amount of postage to the City daily. 

Job Tracking Tool 
The Job Tracker provides the current status of jobs as it progresses through InfoSend’s data processing and print 
production departments.  The Job Tracking tool contains details such as job type, number of component files that are 
contained within the job, file receipt timestamps, sample files that may be downloaded and the status of printing/quality 
control/mail preparation.  Once a file has been completed for mailing and mail pieces have been released to the USPS a 
timestamp of file completion confirmation will be provided.  InfoSend provides a history of the past 100 jobs that were 
processed through the system.  

 
 
B. For billing purposes, the Respondents shall provide a report monthly detailing the number of 
envelopes mailed and the amount of postage used for the month. 

InfoSend Invoicing Highlights 

• Accurate counts driven by data processing engine, reconciled and controlled for accuracy 

• Physical mail and electronic mail invoice options 

• Weekly, bi-monthly and monthly invoice schedules available to meet client needs 

• Itemized processing option available in Excel, allowing clients to analyze, group and sort as desired 

 
C. The Respondents shall conduct quality assurance protocols reconciling billing information received 
from the City with bill print output upon completion of data processing and generation of customer 
bill statements. 

For clients that would prefer to work with the invoice data for additional levels of reconciliation, InfoSend also provides a 
Process Detail Report for all billable items in a CSV format that may be loaded into Excel. This report for the invoice allows 
clients to group, sum and analyze the itemized billable elements, from documents to postage, as required for their 
process. 
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D. Respondent must provide an e-mail confirming receipt of the file transmission. 

File Transfer Acknowledgement Report 
Upon client upload of a data file for processing, InfoSend will send the File Transfer Acknowledgement Report as 
certification of receipt of the file. The File Transfer Acknowledgement Report provides information about the file name, 
byte size, page/record count and file receipt date.  This report is posted to InfoSend’s secure web portal for viewing and 
is also commonly emailed to designated client staff members.   

 
 
E. Daily Production Confirmation Reports via email. Immediately after the processing of the bills is 
complete a confirmation of completion transmission should be sent with the volume of bills received 
for processing, the number of bills printed, the number of bills merged into one envelope and the 
number of bills not printed. 

Process Confirmation Report 
The Process Confirmation Report is emailed to designated client staff members as well as posted to the reports section of 
the web portal after documents have been completed for mailing and released to the USPS. This report provides 
confirmation that InfoSend has released a job’s mail pieces to the USPS for mailing.  The Process Confirmation Report can 
be created in one of three different formats: plain text, XML or HTML. 
  
This report provides the name of the file(s) mailed along with a detailed mail count.  For statements, invoices and other 
financial documents, the total dollar amount is also provided.  Additional information can be provided after the “totals” 
section of the report. For example, addresses that could not be verified for delivery point validation can be listed at the 
end of this report. 
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G. The City should be able to track all files that have been sent to the Respondent - before, during, 
and after processing. 

Data Processing, Print and Mail Reporting Highlights 

• File Transmission and Processing: InfoSend provides key reports during file transmission, after data processing, and upon file 
completion so clients are informed throughout the entire process. 

• Process and Postage Summary: For clients utilizing the Sample Approval workflow, a Process Summary report is presented 
with details on the work to be performed, along with an estimate of postage. 

• Job Tracking Tool: As client batches are processed, InfoSend provides a web tool with real-time and historical information 
when a file has achieved a stage of production. 

• Address Update: InfoSend provides a full suite of address updates, including National Change of Address (NCOA) reports. 

 
H. Status reports must be provided daily after processing is complete. 

Process Summary Report 
The Process Summary Report is a detailed PDF document that summarizes key data points contained within a document 
run batch.  If a client chooses to review sample files prior to printing, the Process Summary Report will be included as a 
cover page within each set of samples.  It is also posted to InfoSend’s “Reports” tab of the web portal in PDF form.  The 
Process Summary Report details important information such as data files that were included within the job, document 
details such as page count and batch amount if documents are bills, print output information, suppressions, inserts 
included, and USPS presort counts and estimated postage.   
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Quality Control/Reporting 
A. Please provide procedures for ensuring that the bill file transmissions are completed successfully 
and procedures for correcting issues. 

InfoSend Service Level Agreement 

InfoSend's Customer Communications Management (CCM) platform, eBusiness applications and document 
manufacturing environments are designed with business continuity and reliability in mind. All client contracts are backed 
by Service Level Agreements (SLAs) to give clients the assurance that data processing, document production and 
distribution, and eBusiness applications will perform accurately and on time. During its entire history in business, InfoSend 
has never lost a client due to failure to deliver on an SLA. 
  
A sample SLA is provided below, however, InfoSend routinely collaborates with clients on an SLA that suits the dynamics 
of their particular data, documents or eBusiness applications. 
  
Sample SLA: 
InfoSend agrees to the following Service Level Agreement (“SLA”) with penalties for non-compliance during delivery of 
InfoSend services detailed in this agreement. The SLA applies even in the case of a routine natural disaster (such as an 
earthquake or fire) or other issues that necessitate the transfer of the Service to a disaster recovery facility.  SLA penalties 
do not apply if errors or delays are caused by Client or if there is a serious issue such as an act of war or region-wide 
calamity that no company could prevent against using commercially available disaster preparedness techniques. InfoSend 
and Client agree on the following SLA:  

• InfoSend hosted web applications will maintain a 99.99% uptime. 

• Documents will be produced and distributed exactly as displayed in the Client-approved sample file. 

• Documents will be printed on the correct forms and inserted into the correct envelopes.  

• The documents will be printed and mailed the next business day.  

• Completed job batch reports will be provided within 24 hours. 

• Planned system maintenance will be communicated by InfoSend in advance. 

If the above SLA is not met, a 10% Service Fee penalty will be provided for each business day that a batch of documents is 
delayed. The penalty would apply to InfoSend’s Service Fees only and not to postage or materials (printed stock, envelope 
stock, etc.). If the data is not output as displayed in the Client-approved sample file, a 50% Service Fee credit will be 
provided if the issue did not impact all documents in the batch or did not impact the ability for customers to understand 
the documents and remit payments. If the issue affected all documents in the batch or impacted the ability for the 
customer to understand the document, a 100% Service Fee credit will be applied (e.g. inaccurate data was printed due to 
an InfoSend data processing error). 
 
B. The Respondents will make any and all reliable staff available to assist in resolving any and all data 
receipt problems, which must be resolved within the current business day. 

InfoSend acknowledges and accepts this requirement. Please refer to page 15 for detailed information about our Client 
Services Support. 
 
C. The Respondents shall establish and maintain quality control procedures to facilitate logging, 
tracking, and checking all items from the time they enter the Respondent’s system through the time 
they are transferred for inserting and mailing. This process should be available to City staff. 

InfoSend complies with this requirement.  
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InfoSend Quality Control Highlights 

• Company culture demands client satisfaction with over 99.99966% accuracy on an annual output in the tens of millions. 

• Systems, personnel, and equipment are organized around well-defined processes that control and report the accuracy of 
work performed. 

• Comprehensive Quality Control (QC) built into Data Processing platform, ensuring client output is verified prior to entering 
manufacturing environment. 

• Unique QC process involving dedicated personnel and procedures executed after printing and designed to ensure consistent 
print quality and 100% accountability for each document 

• Automated 2D Barcode Accuracy System utilized, providing individual document tracking and alerting to address errors 
(damaged or missing documents) real-time during fulfillment. 

• Dedicated Quality Assurance Team that performs Root Cause Analysis, coordinates remediation and plans continual process 
improvements. 

 
D. Describe Respondent’s capability to perform printing and reprinting, folding, sorting and inserting, 
stocking of forms, envelopes and return envelopes, and mail preparation procedures. 

InfoSend Data Process Flow 

InfoSend's Customer Communications Management (CCM) platform is designed to securely and efficiently accept, process 
and output client data to customers in a reliable and transparent manner. The data flow for InfoSend entails: 

1. Client Input-Data Transfer and Acknowledgement 

2. Data Processing and Validation 

3. Document Composition and Sample Approval 

4. Printing  

5. Quality Control 

6. Mailing and Electronic Distribution 

7. Confirmation and Reporting 

  
1. Client Input-Data Transfer and Acknowledgement 

• Secure File Upload Options: On a 24/7 basis, data files can be sent to InfoSend via FTP or SFTP or clients can also log in to 
InfoSend’s secure website and upload files using the HTTPS file upload method.  Optionally, and depending on client security 
requirements, password protected or PGP/GPG encryption can be utilized on the files.  When a file is received, it is 
automatically time-stamped and logged in InfoSend’s Job Tracking database. 

• Duplicate File Prevention: All data transfers are checked against an archive of file-level hashes and if a match is found, the 
system will detect the file as a duplicate. If a duplicate is detected, the processing program is halted and a warning is 
generated, calling for immediate follow up by InfoSend support personnel. 

• Multi-File Inputs: InfoSend's system can be configured to create batches based on multiple source files, as well as wait a 
predetermined amount of time for more client records to be transferred before beginning the batch processing. 

• Process Confirmation: Successfully transferred files are identified by client input type, resulting in a confirmation receipt 
sent. 

2. Data Processing and Validation 

• File Integrity: Each of InfoSend’s programs is custom made to work with the clients' specific data file format. Incomplete or 
erroneous data will result in a program halt, issuing a warning that is escalated to InfoSend support personnel for immediate 
follow up. 

• Data Checks: InfoSend programs are set up to check for individual data fields and halt if criteria are not met--for example if a 
date field contains a value older than an acceptable threshold. All data check halts issue a warning and escalation to InfoSend 
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support personnel. 

3. Document Composition and Sample Approval 

• Job Batch Creation: InfoSend's system will take validated input data and begin processing by assigning a unique production 
Job Code specific to the client input file(s). This Job Code identifies and accompanies the output through InfoSend's 
processing. 

• Document Layout and Business Logic: The input data is rendered by the InfoSend application, resulting in the layout defined 
during the implementation. Any client defined special business logic conditions are applied at this time. 

• USPS & Special Messaging: During processing, the system will also validate customer mailing addresses, optionally 
apply National Change of Address (NCOA) updates, and perform record suppression based on client-defined criteria. The 
system also performs USPS pre-sorting of records, applying the Intelligent Mail Barcode (IMB) and ensuring the records are 
in the correct order to maximize postal efficiency. Additionally, InfoSend's CCM platform will check the database for any 
scheduled messages or inserts to be included with the output. 

• Rendered Output and Sample Review: Once a file has successfully been rendered, clients have the option to review a sample 
file containing a PDF output of the documents.  Sample outputs can contain a percentage of or the complete output and 
includes a Process Summary report cover page which lists details on the output work to be performed by InfoSend. Clients 
are provided the option to either reject and resend their data file with corrections or approve the batch. Once files are 
approved, an email confirmation of the approval is sent, and the output is released to the manufacturing environment for 
distribution. 

4. Printing 

• Job Priority: Jobs are printed on an as-received basis, with jobs requiring the shortest turnaround time given 
priority.  InfoSend is committed to meeting the agreed upon mail turnaround times for all clients simultaneously and is staffed 
and equipped accordingly. 

• Operator Controls: Once a sample file batch has been approved for printing, files are sent to the print production 
queue.  InfoSend's unique Central Print program monitors print jobs in the production department, prohibiting a job from 
being printed more than once, and provides operator controls including timestamps of printing time and other tracking 
metrics. InfoSend production staff with appropriate permissions are granted access to queued files. 

• Job Ticket:  A job ticket is attached during processing to each production run.  A job ticket contains information such as 
printing specifications, form type, envelope options, and whether an insert should accompany the file.  The job ticket is 
printed in our production department and remains with a job until it is released to the USPS for mailing. 

  
5. Quality Control 

• Dedicated Workflow and Staffing: InfoSend's emphasis on quality and customer satisfaction requires a dedicated step and 
operator role in the process to validate the printed output. This step in the process takes place after printing but before 
distribution. Each job is thoroughly checked a minimum of 4 times for general alignment, printing, color or mailing address 
block issues which would result in problematic processing or mailing: before printing, after printing, upon delivery to the QC 
department and finally upon delivery to the mailing department. 

• Uniquely Tailored QC Program: InfoSend has an internally developed workflow that provides onscreen prompts to QC 
personnel, requesting they check for bill specific information (such as customer name, account number, address) on randomly 
selected pages throughout the batch. These onscreen prompts are customized to the client's data and ensure the integrity of 
data throughout the batch before releasing for distribution. 

6. Mailing and Electronic Distribution 

• Mailing Department: Once a job has gone through Quality Control, it is released to the printing department for fulfillment. 
All printed pages are matched to the correct materials per the Job Ticket and inserted into the envelope for mailing.  Mail 
that has been inserted is then delivered to the USPS with the appropriate postal paperwork for the USPS to validate prior to 
induction. Upon delivery to the USPS, either at the onsite Detached Mail Unit (DMU) or local distribution center, the job batch 
is scanned as completed by an InfoSend operator. 

• Electronic, Multi-Channel Distribution: Upon completion of the job batch, InfoSend's CCM platform begins the electronic 
distribution of customer records to the InfoSend archive, hosted eBusiness system, back to the client, or other third-party 
distribution networks. 
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7. Confirmation and Reporting 

• Process Confirmation: Once InfoSend has completed the distribution of the client job batch, a confirmation receipt is sent to 
the client with details on the job batch execution. This receipt serves as the final notification regarding the input data received. 

• Reporting: InfoSend's platform also provides robust reporting back to clients on the output services performed. InfoSend 
offers detailed address update and suppression reporting, as well as customized, detailed breakdown of the fulfillment. 

 
E. Please provide Respondent’s quality control procedures. 

InfoSend Quality Control 

InfoSend has been in business since 1996, with the founders starting the business with the assertion that comprehensive 
process controls, quality and customer service can make a difference to organizations sending critical documents. Anyone 
can process and output a document using standard technology, but to do it well and defect-free requires well-designed 
technology and controls. InfoSend's strength is in its well-designed tools, procedure, people and culture that demand high 
volume output with over 99.99966% accuracy.  
  
InfoSend's document output platform and manufacturing operations have been designed using Six Sigma guidelines for 
engineering the solution and service. InfoSend strives to achieve stable and predictable results while continually sustaining 
quality improvements across the entire organization. InfoSend seeks continuous improvement of the business process 
using the DMAIC methodology: 
  
D - Define a problem or improvement opportunity. 
M - Measure process performance. 
A - Analyze the process to determine the root causes of poor performance; determine whether the process can be 
improved or should be redesigned. 
 I - Improve the process by attacking root causes. 
C - Control the improved process to hold the gains. 
  
Whenever defects which are not detected and remedied as part of standard procedure, the issue is logged and escalated 
to a Quality Assurance Team which will perform Root Cause Analysis (RCA), perform remediation and present a report 
to Executive Management.   
  
Quality Control for Data Processing, Print, and Mail 

InfoSend's Quality Control for Data Processing, Print and Mail are designed according to the following workflow, ensuring 
checks and balances throughout the process to eliminate the cause of defects in client output: 
  
1. Client Data Transfer, Format Integrity and Job Code Assignment 
2. Document Composition, Address Integrity and Sequencing 
3. Print Operator Checks 
4. Pre-production Review and Staging 
5. Manual Fulfillment 
6. Bulk Mail Insertion and Checks 
7. Daily SLA Checks 
  
Automated 2D Barcode Accuracy System 

InfoSend leverages an automated 2D barcode system, which ensures manufacturing accuracy of client output. Key 
Components include: 
  
2D Barcode Scanner                    
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2D Barcode System Monitor  

 
  
Printing 
Each document is printed with a unique 2D barcode on the address block, and this barcode is stored in the InfoSend 
database. 
  
Scanning 
A scanner checks every document as they are inserted on InfoSend inserting equipment. The envelope window is scanned 
and the documents are reconciled in real time with the original document print stream database, ensuring each mail 
pieces is accounted for. 
  
Reconciling 
The 2D barcode monitor provides real-time alerts for any out-of-sequence, missing, duplicate, misread or invalid 
document discrepancies during production. If a document is missing or jammed, it will be reproduced. The machine 
operator must signal a supervisor every single time there is an out of sequence error and receive sign-off on the resolution. 
InfoSend will not mail any batches which have unresolved errors (e.g. missing mail pieces). 
 
F. Please provide Respondent’s ability to pull a bill from production processing and the process for 
doing so. 

File Cancellation and Document Pull Request Procedures 
InfoSend’s CS department accepts requests to cancel entire batches or pull select documents from a batch as a standard 
function of the department. This request can be placed through InfoSend's online website support ticketing system, via 
email, or by calling the 800 number. The request is then documented by the CS team and communicated to the InfoSend 
production departments through our internal systems.  

1. File Cancellation: These requests are typically submitted to InfoSend just after file transfer but before printing. InfoSend's CS 
personnel will immediately change the status of the Job to prevent any further progression through the InfoSend 
manufacturing environment and remove the Job batch from the queue. Clients utilizing the Sample Approval workflow will 
have the option to cancel their own job, which will then be removed from the queue. 

2. Pull Document Requests: These requests are typically submitted by the Client after the file is processed and prior to 
mailing.  Ideally, these requests would be submitted to the CS team prior to the mail piece receiving the “Quality Control” 
timestamp in the website’s client-facing job tracking system.  Once the job has been marked as completing Quality Control, 
it will be moved into Mail Preparation.  For this reason, Pull Document Requests made after the job has passed through QC 
should be communicated directly via phone call to ensure that they are handled immediately to minimize the chance that 
the piece is processed for mailing. The document to be pulled will then be intercepted after the document is printed. Pulled 
documents can either be recycled or returned to the Client. 
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H. Data receipt problems, print or other errors shall be reported to the City immediately upon 
recognition of issues or errors. 

InfoSend acknowledges and accepts this requirement.  
  
InfoSend Quality Control Highlights 

• Company culture demands client satisfaction with over 99.99966% accuracy on an annual output in the tens of millions. 

• Systems, personnel, and equipment are organized around well-defined processes that control and report the accuracy of 
work performed. 

• Comprehensive Quality Control (QC) built into Data Processing platform, ensuring client output is verified prior to entering 
manufacturing environment. 

• Unique QC process involving dedicated personnel and procedures executed after printing and designed to ensure consistent 
print quality and 100% accountability for each document 

• Automated 2D Barcode Accuracy System utilized, providing individual document tracking and alerting to address errors 
(damaged or missing documents) real-time during fulfillment. 

• Dedicated Quality Assurance Team that performs Root Cause Analysis, coordinates remediation and plans continual process 
improvements. 

 
I. Vendor will provide procedures for the following: ▪ after-hours support ▪ a list of company holidays 
▪ contact points for customer service 

InfoSend Client Services Support  

InfoSend's Client Services department provides web, phone and email support channels for clients, with dedicated 
support staff available to resolve client requests. Support staff is trained to monitor, analyze, escalate and respond to 
incoming requests, as well as provide proactive support in the event internal Quality Control procedures detect issues 
with client data. 
  
InfoSend's mission to provide the industry-best support requires excellence and attention to detail within the Client 
Services (CS) department. InfoSend has designed support around extensive procedural controls to ensure client output is 
handled accurately and issues are addressed expeditiously. The following describes InfoSend’s standard support coverage, 
the services that are included as part of annual software support, a listing of call priorities and an outline of escalation 
procedures. 
  
InfoSend offers emergency an after-hours support line.  An after-hours answering service is available 24/7/365. The 
answering service contacts InfoSend employees sequentially until one receives and acknowledges the call. Requests can 
be answered within 4 hours.  InfoSend provides escalation phone number and contacts during the implementation.  After-
hours support may be billable.  Please note, with the extensive support hours and support channels available, the after-
hours answering service being used is extremely rare.  Please see typical support channels overview below: 
  
Support Channels and Availability 
InfoSend provides the following methods to be reached to initiate a support request: 

• 800 Toll-Free Telephone support: (800) 955-9330 

• Email via support@infosend.com 

• Free electronic access 24 x 7 at www.infosend.com with the following online benefits:  

o Log, track & close support requests 

o View & update support requests 

o Access published documentation 
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o Access available downloads 

o Download reports 

o View Job Tracking statistics 

o Download sample files in PDF format 

  
Standard hours of support are from 6:00 AM Pacific to 6:00 PM Pacific, Monday through Friday, excluding designated 
statutory holidays. Weekend assistance is available and must be scheduled in advance and in most cases is billable. 
  
InfoSend recognizes the below holidays and will be closed should they fall on a weekday. 

• New Year's Day 

• Memorial Day 

• Independence Day 

• Labor Day 

• Thanksgiving Day 

• Christmas Day 

Inbound Support Ticketing, Escalation, and Resolution Workflow 

All issues or questions reported to support can be tracked via an online support ticket.  Account Managers can provide 
support via telephone, email or the online support ticket tool that can be accessed by logging into www.infosend.com. 

1. Contact Dedicated Account Manager: Each web submission, call or email is handled with personal support. Clients receive 
support by contacting their dedicated Account Manager. If the client’s dedicated contact is not available, the support request 
will be handled by another cross-trained Account Manager or Senior Account Manager. This representative will be your liaison 
through the support process, giving you a single point of contact for issue resolution. 

2. Request Logging: Each support request can be logged using InfoSend’s online Support Ticket Tool. Support Ticket requests 
are assigned a unique ID and can be viewed by both InfoSend Support and the client’s authorized representatives. Support 
Ticket requests are archived and can be filtered by open and closed requests. 

3. Escalation Procedure: InfoSend staff will internally escalate any required internal technical or operational resources to 
ensure that quality issues are resolved quickly and completely the first time. All necessary modifications are thoroughly tested 
before being applied to client applications to ensure that the final product meets quality expectations. 

4. Ticket Resolution: Once an issue has been resolved, clients are notified of the solution and allowed to review new sets of 
samples to approve any changes.  Extra attention is paid to the new job throughout our production, quality control and 
mailing process.  When all parties confirm that the job is meeting quality expectations through every step in the process, we 
will approve and release the job for completion. 

5. Client Satisfaction: Any concerns or questions around the support being provided may be escalated to the Client Services 
Director. 

  
Proactive File Halt, Validation Error and Quality Control Support Procedures 
InfoSend's data processing platform is designed to validate client data and will halt if any anomalies or incomplete data is 
detected. In addition, InfoSend's dedicated QC process will review all printed outputs to check for issues caused by client 
data. When issues are detected: 

1. Alert Notification: InfoSend's internal system will automatically place the Job on hold, open a ticket and alert the CS 
department via an internal alert system, identifying the client and type of output. 

2. Assessment and Follow Up: InfoSend's CS personnel will assess and then follow up with the relevant client contacts to notify 
of the issue. 

3. Resolution: CS personnel will work with the client on how to address the data, either with a new data file or with programming 
adjustments. 
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File Cancellation and Document Pull Request Procedures 
InfoSend’s CS department accepts requests to cancel entire batches or pull select documents from a batch as a standard 
function of the department. This request can be placed through InfoSend's online website support ticketing system, via 
email, or by calling the 800 number. The request is then documented by the CS team and communicated to the InfoSend 
production departments through our internal systems.  
  

1. File Cancellation: These requests are typically submitted to InfoSend just after file transfer but before printing. InfoSend's CS 
personnel will immediately change the status of the Job to prevent any further progression through the InfoSend 
manufacturing environment and remove the Job batch from the queue. Clients utilizing the Sample Approval workflow will 
have the option to cancel their own job, which will then be removed from the queue. 

2. Pull Document Requests: These requests are typically submitted by the Client after the file is processed and prior to 
mailing.  Ideally, these requests would be submitted to the CS team prior to the mail piece receiving the “Quality Control” 
timestamp in the website’s client-facing job tracking system.  Once the job has been marked as completing Quality Control, 
it will be moved into Mail Preparation.  For this reason, Pull Document Requests made after the job has passed through QC 
should be communicated directly via phone call to ensure that they are handled immediately to minimize the chance that 
the piece is processed for mailing. The document to be pulled will then be intercepted after the document is printed. Pulled 
documents can either be recycled or returned to the Client. 

J. Please address the cost for storage of PDF, the time frame the bills are kept, and how City would 
access the bills. 

Please refer to pages 82-84 to see full details regarding cost.  
  
1. Delivery via Final Doc Transfer (FDT): For clients who prefer to store and host PDFs within another software 
environment, InfoSend is able to deliver the PDFs via Final Doc Transfer in the following ways: 

• Secure FTP Transfer: Upon batch completion by InfoSend, a PDF file of the batch will be sent via secure FTP to the client with 
a companion XML index file containing standard details of the PDF batch (account #, PDF page number, etc.). 

• Custom Secure FTP Transfer: Upon batch completion by InfoSend, the PDF data can be delivered in a complete batch or 
broken down and sent as one PDF file per account or document. In addition, InfoSend can match PDF file naming conventions 
or provide index data in a specified format. InfoSend will work with the client to define the workflow, and fees may apply 
depending on complexity. 
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Security 
A. The Respondent must provide necessary security to protect the City’s data from unauthorized 
access. Please provide details about the security measures that are in place. Include procedures for 
ensuring that only authorized persons are admitted to the production floor. 

InfoSend Security Procedures  

• InfoSend employs industry best practices while complying with numerous regulatory requirements for protecting client data. 

• Compliant and/or audited by third parties for PCI-DSS Level 1, HIPAA, SSAE18, GLBA and FACTA. 

• All Facility Physical Premises Secured 

• Secure Encrypted Data Transfer and Storage Practices 

• Secure Segmentation Client Data 

• Secure Disposal of Client Data 

• Firewalls and Web Application Security 

• Background Checks and Drug Tests for All New Employees 

• Annual Security Policy and Awareness Training for Employees 

• Formal Suspected Breach Escalation, Review and Notification Process 

  
Incident Response Plan 

InfoSend’s Incident Response Plan is a component of our Information Security Policy, which is confidential and proprietary. 
InfoSend will provide our detailed Incident Response Plan upon execution of a non-disclosure agreement.  
  
InfoSend has a Computer Incident Response Team (CIRT) comprised of both management and information security 
employees responsible for implementation of our Incident Response Plan in response to cyber-attacks that includes the 
following components: 
 
• Detection 
• Confinement 
• Establishment of Emergency Business Continuity Plan 
• Analysis of Intrusion/Forensic Investigation 
• Post Forensic Recovery from the Intrusion 
• Ensure Proper Security of the System & Network 
• Restore Affected Services 
• Implement Mandated Reporting 
• Update Security Policy to Reflect Lessons Learned 
 
InfoSend’s non-confidential Security Procedures are provided below.  
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InfoSend Security Procedures 

InfoSend's Customer Communications Management (CCM) platform is responsible for processing and distributing 
consumer communications. As such, physical infrastructure, data and computing environment security and safety are 
paramount to protecting consumer information on behalf of clients.  InfoSend’s systems, security processes, and practices 
are currently subject to the rules and regulations of multiple laws and/or audit types: 

• Payment Card Industry Data Security Standard (PCI DSS) 

• Health Insurance Portability and Accountability Act (HIPAA) 

• Statement on Standards for Attestation Engagements (SSAE 18) 

• Gramm-Leach-Bliley Act (GLBA) 

• Fair and Accurate Credit Transactions Act of 2003 (FACTA) 

  
InfoSend approaches the risk of data breach via the following methodologies: 

1. All Facility Physical Premises Secured: All InfoSend facilities are locked and protected at all times, with access requiring 
security authorization by InfoSend. InfoSend employees have issued I.D. cards that must be worn at all times. Guests are 
strictly monitored and chaperoned.  

2. Secure Encrypted Data Transfer and Storage Practices: All data files can be PGP encrypted during transfer, and all web traffic 
utilizes HTTPS, ensuring secure communications both ways. Data is stored with both encryptions at rest and extensive 
compensating controls. 

3. Secure Segmentation and Disposal of Client Data: Data is segmented between each InfoSend customer to ensure no 
commingling or erroneous joining can occur. All programs and workflows are custom-tailored to the client, ensuring program 
failure and employee notification in the event data is somehow manually entered into a workflow. 

4. Secure Disposal of Client Data: All client data, whether digital or printed is disposed of securely with degaussing and 
shredding required. 

5. Firewalls and Web Application Security: InfoSend limits traffic to and from each facility to business essentials, and employs 
numerous technologies to detect and thwart intrusion attempts. InfoSend regularly undergoes penetration tests with outside 
vendors. 

6. Background Checks and Drug Tests for All New Employees: All InfoSend employee identities are verified and checked for 
criminal history before acceptance. In addition, employees are administered and must pass a drug test before hiring.  

7. Annual Security Policy and Awareness Training for Employees: All InfoSend employees are given training on security 
procedures and risks at least annually, ensuring awareness and compliance. 

8. Formal Suspected Breach Escalation, Review and Notification Process: All employees are trained to report and escalate 
suspected breaches or breach attempts to their manager immediately. If client data was at risk, and the breach is not ruled 
out after a second internal review, then the client is notified and InfoSend pledges full cooperation during the further 
investigation. 

  
Physical Security Details 
InfoSend facilities employ physical site security measures such as zoned and controlled access, cameras, alarms and other 
theft deterrents.  In addition, InfoSend ensures that only approved personnel handle client information and materials. 
Buildings are locked at all times with approved personnel access controlled by key cards. All visitors are required to sign a 
visitor log, wear a visitor badge and will be escorted while in the building. Additionally, InfoSend maintains a West Coast 
Headquarters and a Midwest facility for business continuity, as well as to support the growing needs of our customers. 
These production facilities are located in Anaheim, CA, Downers Grove, IL, Fort Worth, TX and Fort Myers, FL. Each facility 
operates with mirrored processes and compatible equipment.  InfoSend has a tested disaster recovery plan and a secure 
off-site data center.  
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Systems Hardening 
InfoSend performs the following systems hardening functions: 

• System-wide security policies protect data from internal and external threats 

• New users must change system-generated passwords upon the first login 

• Real-time HTTP and HTTPS application layer security inspection 

• Require special characters and minimum length security passwords 

• Require password changes every 3 months 

• Vendor-supplied default or guest accounts are protected or deleted 

• Start-up passwords must be created in a manner that is not predictable 

• Anti-virus definitions are updated automatically as they become available to protect client data from viruses, Trojan horses, 
worms, etc. 

• Anti-virus software is installed on each Windows PC, and on the corporate mail server 

• Process hardening through use of SELinux 

• Live log analysis and file integrity scanning 

• Install and maintain the most recent service packs 

• Monitor security rollout packages, install patches as needed 

• Remove unnecessary applications 

• Remove unnecessary services and default settings 

• Monitor security rollout packages, install patches as needed 

Continuous Improvement 
In an effort to continue core operations and provide the excellent support our clients rely on, InfoSend understands the 
importance of continued improvement of our security practices. Security is at the forefront of this improvement process. 
Through our extensive research and proactive measures, InfoSend clients can be assured that their data is protected and 
handled with the highest industry-standard measures of care. 
  
B. Describe in detail, how security is handled for information shared between the Respondent and 
the City via email or online and compliance with Red Flag procedures. 

InfoSend Security Procedures Highlights 

• InfoSend employs industry best practices while complying with numerous regulatory requirements for protecting client data. 

• Compliant and/or audited by third parties for PCI-DSS Level 1, HIPAA, SSAE18, GLBA and FACTA. 

• All Facility Physical Premises Secured 

• Secure Encrypted Data Transfer and Storage Practices 

• Secure Segmentation Client Data 

• Secure Disposal of Client Data 

• Firewalls and Web Application Security 

• Background Checks and Drug Tests for All New Employees 

• Annual Security Policy and Awareness Training for Employees 

• Formal Suspected Breach Escalation, Review and Notification Process 
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C. Demonstrate capability and describe procedure used in handling confidential information and 
documents. 

InfoSend Security Procedures Highlights 

• InfoSend employs industry best practices while complying with numerous regulatory requirements for protecting client data. 

• Compliant and/or audited by third parties for PCI-DSS Level 1, HIPAA, SSAE18, GLBA and FACTA. 

• All Facility Physical Premises Secured 

• Secure Encrypted Data Transfer and Storage Practices 

• Secure Segmentation Client Data 

• Secure Disposal of Client Data 

• Firewalls and Web Application Security 

• Background Checks and Drug Tests for All New Employees 

• Annual Security Policy and Awareness Training for Employees 

• Formal Suspected Breach Escalation, Review and Notification Process 
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Backup & Recovery 
A. The Respondent will perform system backups and ensure they provide system redundancy, fault 
tolerance, and disaster recovery to assure that the printing, folding, inserting, and stuffing functions 
can be performed regardless of equipment breakdowns or other potential disasters. 

InfoSend Business Continuity: Risk Mitigation and Disaster Recovery 

InfoSend understands the importance of business continuity. InfoSend’s organization and systems are designed to ensure 
risk mitigation and resilient disaster response in the event of unforeseen events. InfoSend uses its multiple, geographically 
distinct facilities to ensure regional events do not affect InfoSend operations. 
Hundreds of clients depend on our platforms and staff to provide business-critical services. Our excellent client retention 
track record speaks to our system reliability and high-quality processing. While InfoSend has never had to implement a 
disaster recovery plan in a live environment, a great importance is placed on maintaining and testing a successful disaster 
recovery strategy. InfoSend's knowledge of a strong disaster recovery strategy comes from testing, consultation with IT 
experts, and from years of research. 
  
B. The Respondent must have a backup and disaster recovery facility to process bills if the main 
facility becomes inoperable. 

InfoSend Business Continuity: Risk Mitigation and Disaster Recovery Highlights 

InfoSend approaches the risk of technology failure or operational interruption via the following methodologies: 

• Operations run under capacity for Data Center, Equipment and Labor Force potential 

• Specific pandemic protocols to prevent labor shortages and protect employees 

• Operational and Procedural Documentation 

• Redundant Communication Lines 

• Server Virtualization Used 

• Multiple Forms of Data Redundancy: RAID, SAN, VPN Data Sync and Off-Site Hard Drive Backup 

• Automated Alerts and 24/7 Employee Coverage 

• Disaster Recovery Plan and Preparedness 

 
C. Facilities must be geographically diverse to protect against regional events. 

InfoSend Facilities Highlights 

• InfoSend is located strategically across the nation, ensuring both disaster mitigation and regional access to the USPS. 

• Corporate Headquarters, Primary Data Center & Western US Production Facility located in Anaheim, California. 

• Midwest, Backup Data Center & Northeastern US Production Facility located in Downers Grove, IL, near Chicago. 

• Texas & Central US Production Facility located in Fort Worth, TX, near Dallas. 

• Florida & Southeastern Production Facility located in Fort Myers, FL, near Tampa. 

• Massachusetts and Northeastern Production Facility located in Haverhill, MA near Boston. 
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E. Provide a detailed summary of the Respondent's disaster recovery plan. 

InfoSend Business Continuity: Risk Mitigation and Disaster Recovery 

InfoSend understands the importance of business continuity. InfoSend’s organization and systems are designed to ensure 
risk mitigation and resilient disaster response in the event of unforeseen events. InfoSend uses its multiple, geographically 
distinct facilities to ensure regional events do not affect InfoSend operations. 
Hundreds of clients depend on our platforms and staff to provide business-critical services. Our excellent client retention 
track record speaks to our system reliability and high-quality processing. While InfoSend has never had to implement a 
disaster recovery plan in a live environment, a great importance is placed on maintaining and testing a successful disaster 
recovery strategy. InfoSend's knowledge of a strong disaster recovery strategy comes from testing, consultation with IT 
experts, and from years of research. 
  
InfoSend's approaches business continuity through: 
  

• A. Risk Mitigation 

• B. Disaster Recovery Plan 

  
A. Risk Mitigation 
InfoSend has designed the organization and systems to mitigate various risks that could impact or completely disable 
national or regional operations. By building resiliency at the local level, InfoSend ensures highly available and secure 
operations at each facility and system-wide. Risk is mitigated through: 

• Organizational Design 

• Data Center Design 

• Data Backup Design 

• Network Security 

• Labor Management 

• Client Material Redundancy 

• Equipment Mirroring 

• Facility Mirroring 

Organizational Design 

1. Operations Run Under Capacity: This ensures that each local facility can endure well above normal interruptions in labor 
force or fulfillment equipment availability. Employees in critical roles are cross-trained to provide coverage of any specialized 
work. 

2. Operational and Procedural Documentation: All systems and practices are documented both for internal training and 
reference, as well as to meet outside audit requirements in order to maintain compliances such as PCI-DSS Level 1 and HIPAA. 

3. Redundant Communication Lines: InfoSend’s headquarters utilize both wired and wireless lines, with seamless failover 
should an Internet provider have an outage. 

4. Server Virtualization Used: InfoSend fully leverages server virtualization technology, ensuring any critical processes can be 
hardware agnostic and quickly cut over to other available hardware resources in the event of a failure. 

5. Multiple Forms of Data Redundancy: RAID, SAN, VPN Data Sync and Off-Site Hard Drive Backup. InfoSend utilizes a 
combination of these methods to ensure real-time accuracy, redundancy and disaster-proof availability of data. 

6. Automated System Alerts and 24/7 Employee Coverage: InfoSend ensures that all systems are automatically monitored and 
reported on, with failures triggering emails and text messages to employee phones. Multiple employees are cross-trained in 
systems engineering and administration for around the clock coverage across all facilities. 

7. Disaster Recovery Plan and Preparedness: In the event of severe labor interruptions or physical premises becoming incapable 
of production due to external causes, InfoSend will utilize its Disaster Recovery site to continue operations. 
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Data Center Design 

• Redundant data centers; system architecture uses industry-standard security practices and a multi-layered security approach 

• Redundancy for all critical servers, switches, etc. Virtualization used to provide automatic backup and restoration of live 
operating systems 

• Highly scalable; system scales horizontally so that additional processing power can be added quickly. Load balancing for high 
availability 

• Multiple methods of secure data transmission with firewall failover are available to ensure that client data reaches InfoSend 
securely, quickly, and in whole 

• Each InfoSend facility has high speed Internet connections with a minimum of 10mb of bandwidth. Both the primary data 
center facility (corporate H.Q.) and DR data center use a fiber optic Internet connection from AT&T with a minimum of 100mb 
of bandwidth. The primary data center also has a backup wireless Internet connection from a different provider. 

• UPS systems for battery backup and 600KW backup generator to power data center automatically in the event of grid failure 

• Large secure storage array; all network storage uses RAID and SAN technology 

• Backup copies of all data files are made before processing; data is backed up to external hard drives, stored in a fireproof 
safe, and picked up by an enterprise media vaulting service provider 

• System and facility capacity and responsiveness are constantly monitored with Icinga protocol; alerts sent to internal systems 
administration staff when potential issues arise 

• The system is scaled to prepare for upcoming volume increases. 

• InfoSend's security and compliance procedures ensure infrastructure is constantly improved and evolved. 

Data Backup Design 
InfoSend utilizes a secure VPN to ensure the primary data center is continually syncing data to the disaster recovery site. 
Server virtualization technology is also leveraged to ensure applications are hardware agnostic and can be configured and 
run at any of the InfoSend sites with little to no cutover time. All data is committed to encrypted media backup and 
routinely taken offsite to a secure location. 
  
Four separate backup methods are in place to protect data and assure systems are fully restored after a disaster of any 
type: 

1. All servers are duplicated at the Disaster Recovery Facility. Data is automatically synced between the main facility and the 
Disaster Recovery Facility over a secure VPN. 

2. Server data is backed up to secure encrypted media that are both stored in fireproof safes and taken off-site routinely. 

3. The RAID system is used on all servers to ensure that data remains available in the event of a hard disk failure. 

4. Network SAN systems are used that expand upon RAID by duplicating the entire network storage system to a redundant node 
with its own RAID. 

Network Security 

• HTTPS encryption on all web server connections, server authentication 

• Client authentication for TCP/IP connections 

• Firewalls blocking all traffic unless expressly permitted, no direct connections to the LAN 

• Only authenticated users of InfoSend’s intranet can access the LAN locally or remotely (via the VPN), two-factor 
authentication required for VPN access 

• System attack attempts are monitored and directly reported to system administrators 

• Limited access points due to tiered permission levels for InfoSend's CRM system, client data access points, storage drives, 
and networks. Each access point is guarded by separate firewalls. 

• Separation of firewalls and networks in order to isolate production network. Enterprise-class firewalls are used to safeguard 
data, using a combination of the layer-3, layer-4, and layer-7 security technologies. 
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• Perimeter network security data/protection. HTTP, FTP, and SFTP networks located within networks behind secured servers 

• HTTP, FTP, and SFTP set application protocols and application filtering 

• Continuous monitoring of web applications by InfoSend’s system administrators, with automated notifications, enable in the 
case of threat detection or web vulnerability 

• Static and dynamic packet filtering 

• Scheduled testing of InfoSend’s systems 

• Meets rigorous audit requirements 

• Notifications from McAfee, CERN, etc. 

• Data transmission through HTTPS web uploads or FTP/SFTP with PGP encryption 

• VPN system hardening 

• External third-party security monitoring alerts InfoSend if there is a potential security risk 

Labor Management 
InfoSend’s employees are cross-trained and can manage tasks that span the entire production process. InfoSend employs 
more production staff than is required to handle spikes in volume and/or employees being unavailable for any reason. At 
InfoSend’s current size and capacity, operations can run normally with the absence of key personnel with no effect on 
production. 
  
During periods of pandemic-related labor shortages and/or outbreaks, InfoSend has deployed the following strategies: 

• Require face coverings in all common areas 

• Distance production staff and equipment by at least 6 feet, following social distancing protocols 

• Enable remote working arrangements for workers who can perform their duties remotely by providing necessary equipment 
and secure remote access as needed 

• Facility mirroring at InfoSend's 5 nationwide locations allows InfoSend to load balance client production across facilities 
should a localized shut-down result in sudden impacts 

Client Materials Redundancy 

• InfoSend’s standard envelopes are stored at each facility. 

• InfoSend manufactures its own envelopes as well as purchases from suppliers to ensure ample inventory. 

• InfoSend’s standard forms (including the blank white form with a perforation) are stored at each facility. 

• All paper materials required for mail piece production are sourced from American paper mills to avoid global supply chain 
disruption. 

• The custom pre-printed form elements (e.g. logo, statement backer) can also be printed on white paper if a client's custom 
forms are not available. 

Equipment Mirroring 

• Intelligent mail inserters (with mail piece integrity) are actively in use at all facilities. 

• Each facility uses multiple printing and inserting production lines, each that operate independently of the others in the case 
of equipment maintenance or downtime. 

• InfoSend’s Job Tracking application logs where each batch is produced and can redirect individual jobs to other facilities on 
the fly if needed. 

Facility Mirroring 

• InfoSend owns and operates facilities in 5 different states: California, Texas, Illinois, Florida and Massachusetts (affiliate). By 
not relying on third party contracts for DR capacity InfoSend has true Disaster Recovery. 

• Large clients can opt to have their jobs split from two facilities on a normal day to day basis. This ensures that DR capabilities 
are continually tested. 
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completely destroyed 

• Some or all equipment must be 
replaced 

• Data and print operations can be 
restored within 7 business days 

  
Maximum Acceptable Outages (MPO) for critical services: 

• Provide limited replacement of lost functions within 24 hours 

• Recover to normal operation within 7 days 

  
Testing and Documentation 
InfoSend’s disaster recovery procedures are continuously improved. Documentation is regularly updated as necessitated 
by new requirements or changes to internal procedure or systems engineering. 
InfoSend tests the DR Plan annually with executive management review and approval. 
  
F. The Respondents will provide routine backup and recovery procedures. 

InfoSend Business Continuity: Risk Mitigation and Disaster Recovery Highlights 

InfoSend approaches the risk of technology failure or operational interruption via the following methodologies: 

• Operations run under capacity for Data Center, Equipment and Labor Force potential 

• Specific pandemic protocols to prevent labor shortages and protect employees 

• Operational and Procedural Documentation 

• Redundant Communication Lines 

• Server Virtualization Used 

• Multiple Forms of Data Redundancy: RAID, SAN, VPN Data Sync and Off-Site Hard Drive Backup 

• Automated Alerts and 24/7 Employee Coverage 

• Disaster Recovery Plan and Preparedness 

 
G. In the event of a disaster, the Respondents shall immediately notify the City and provide 
information about the alternate location to be used for processing utility bills and of any delay in 
process start up. 

InfoSend complies with this requirement. Please see Question E above for detailed information regarding our Distaster 
Recovery process.  
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Optional Services 
While the intent of this RFP is to obtain printing and mailing services for Utility Billing printing and 
mailing service, other services will be considered. Vendors should list optional services available and 
estimated costs for these services, which are listed in the Bid Sheet. The City reserves the right to 
utilize the selected vendor for these services at a future date, depending on budget. Services may 
include, but are not limited to the following: 

A. Ability to provide real-time customer support on billing inquiries; 

InfoSend Client Services Support  

InfoSend's Client Services department provides web, phone and email support channels for clients, with dedicated 
support staff available to resolve client requests. Support staff is trained to monitor, analyze, escalate and respond to 
incoming requests, as well as provide proactive support in the event internal Quality Control procedures detect issues 
with client data. 

• Dedicated Account Manager from implementation also assigned to monitor and provide support. 

• Dedicated Support Staff for reviewing and responding to incoming issues. 

• Multiple communication channels available for client preference: web support ticketing tool, email, and phone. 

• Proactive support initiated by InfoSend staff when client data issues are detected by InfoSend Quality Control processes. 

• Issues tracked via InfoSend CRM tool, ensuring full resolution before the ticket can be closed. 

 
B. Ability to provide customer notifications of impending disconnections; 

InfoSend makes every effort to stay informed about possible risks to our production services and will, whenever possible, 
be proactive in determining the likelihood of a service interruption and notify clients ahead of time. An example would be 
monitoring a storm system that is likely to impact a production facility and moving work to another site ahead of the 
event. 
 
In the event of a unexpected complete interruption of service at one of InfoSend’s production facilities, clients will be 
notified of the outage within 6 hours of the determination that the site is unable to produce work. This allows time for 
InfoSend to assess the situation and to take mitigating steps before determining that production is unable to proceed at 
the site. Clients will typically be notified via email, and generally no client action is required to move work to other sites. 
InfoSend will begin moving work to the designated DR locations early in the process, to minimize any potential delays to 
production. If clients have any concerns about the impact of a service interruption, they may contact their Account 
Manager for more information. 
 
C. Ability to provide Inserts as follows: 

Inline Inserts - An automated process is set up to selective print the inserts immediately after each 
bill is printed. 

Inline and Electronic Inserting: Support for printing marketing materials on the fly, "inline" with customer transactional 
billing document, as well as show with electronic images produced by InfoSend, for just-in-time manufacturing and 
reduced postage costs. 
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Offline Inserts – The vendor must accept inserts printed by other vendors, and provide insert printing 
services as well. Please provide insert specifications. The vendor must agree to receive shipments of 
inserts and store/warehouse all forms and envelopes used to process bills. 

Communications produced by InfoSend leverage InfoSend's Customer Communications Management (CCM) platform to 
ensure the message is delivered to the right customers on-time and in the desired channels. Communications can be 
inserted with existing client mailings performed by InfoSend, or printed "inline" with the existing document as an 
additional page. The communication can also be inserted "selectively", allowing clients to target specific customers. 
  
InfoSend Warehousing and Inventory Management Highlights 

• Excess warehousing capacity in all locations, with 49,000 square feet of warehouse space in Anaheim alone. 

• Warehouses optimally placed within facilities to ensure efficient and smooth print and mail production flow. 

• Dedicated warehouse personnel on staff to manage inventory and enhance client support and notification. 

• Strictly controlled intake procedure ensures all drop shipped or internally produced materials match expected quality and 
counts before storage. 

• Inventory controls ensure that InfoSend staff manages client reorder points while monitoring inventory levels with daily, 
weekly and monthly counting cycles. 
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BILL REVIEW & APPROVAL 
A. The City will provide, via email, a confirmation of transfer of the utility bills to the Respondents. 
Included in the email will be the number of utility billing statements transferred to the Respondents. 

Process Confirmation Report 
The Process Confirmation Report is emailed to designated client staff members as well as posted to the reports section of 
the web portal after documents have been completed for mailing and released to the USPS. This report provides 
confirmation that InfoSend has released a job’s mail pieces to the USPS for mailing.  The Process Confirmation Report can 
be created in one of three different formats: plain text, XML or HTML. 
  
This report provides the name of the file(s) mailed along with a detailed mail count.  For statements, invoices and other 
financial documents, the total dollar amount is also provided.  Additional information can be provided after the “totals” 
section of the report. For example, addresses that could not be verified for delivery point validation can be listed at the 
end of this report. 
 
B. The Respondents shall provide the following information to assist in the review: Number of 
statements produced; Number of statements suppressed (if any) 

InfoSend acknowledges and accepts this requirement.  
 
Data Processing, Print and Mail Reporting Highlights 

• File Transmission and Processing: InfoSend provides key reports during file transmission, after data processing, and upon file 
completion so clients are informed throughout the entire process. 

• Process and Postage Summary: For clients utilizing the Sample Approval workflow, a Process Summary report is presented 
with details on the work to be performed, along with an estimate of postage. 

• Job Tracking Tool: As client batches are processed, InfoSend provides a web tool with real-time and historical information 
when a file has achieved a stage of production. 

• Address Update: InfoSend provides a full suite of address updates, including National Change of Address (NCOA) reports. 
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TAB #6 – Cost Proposal 
Insert completed Attachment “C” – Cost Schedule. 
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Fee Explanations 
 
Data Processing 

• Setup Fee - Express PDF Input: requires a final composed PDF is uploaded to InfoSend for processing. Clients maintain control of document 
look and feel, but InfoSend designs a program to parse the necessary data from the PDF. 

• Setup Fee - Data Only Input: requires the client provide a flat data extract, InfoSend creates, hosts and maintains an application to generate 
documents. Existing document design is copied. 

• Document Re-Design Fee:  using the “Data Only Input” method, InfoSend’s Client Services Team assists in redesigning the format of printed 
documents to improve communications or to take advantage of new printing capabilities. 

• Data Processing Fee: per document image that is processed by the InfoSend system for output. 
Printing and Mailing Service 

• Print Fee: price includes baseline number of colors printed on the front and back of the document. All variable and static images are dynamically 
imaged onto white form with a perforation. 

• Postage: clients are invoiced for the exact postage used. Leveraging InfoSend’s USPS compliance and expertise, clients are provided the 
lowest possible USPS automated rates when client batches qualify.  

• Optional Color Upgrades: Different options are available at different prices. Numbers fewer than 4 equal individual colors, 4 equals full color. 
The number 1 means black or grey. All sheets are billed at the same rate; the price for the sheet with the highest number of colors is the 
applicable fee. 4 equals CMYK (full color). 

• Batch Fee: assessed to cover InfoSend costs when batches transferred to InfoSend fall below threshold. 
• Inline Insert Print Fee: price for inserts printed on demand as additional pages. Allows for more dynamic customer messaging without the extra 

pre-production lead time and overhead. 
• Excess Pages Handwork Surcharge: surcharge is assessed per mail piece (not per page). This surcharge only applies to multiple page bills 

that have too many pages to be inserted into a #10 envelope by machine. This surcharge covers the necessary manual labor required to process 
these mail pieces. 

• Address Updates – NCOALink or ACS: per reported update. InfoSend electronically reports the addresses it received in your data that need 
to be updated because the customer filed a Change of Address Report with the USPS. Cost is per update. 

Materials 
• Paper Stock: white paper stock with or without perforation. Paper is 8.5x11” and 24lb. Price includes all inventory costs. A larger 8.5x14” format 

is available at a higher material cost and higher printing cost. 
• Outgoing #10 Envelope: #10 InfoSend Standard Double Window Outgoing Envelope. Includes security tint printed on the inside of the paper 

stock and clear film that prevent the contents of the envelope from being viewed. Sourced with sustainably logged paper (SFI).  
• Return #9 Envelope: #9 InfoSend Standard Single Window Return Envelope. Includes the same security tint and SFI paper as the #10.  
• Outgoing Flat Envelope: single window envelope, only used for multiple page statements that do not fit in the #10 envelope. 

Insert Services 
• InfoSend Produced Inserts: utilizing InfoSend printing and/or design services, inserts can be produced by InfoSend. Price quoted on request. 
• Envelope Messaging (Snipes): custom messages and images can be printed onto the standard InfoSend #10 double window envelope as a 

more cost-effective alternative to pre-manufactured custom envelopes. The price depends on the artwork – number of colors and whether it 
prints on one or both sides of the envelope, as well as order quantity. Price is quoted upon request. 

• Electronic Inserts: fee per digital image of a physically produced insert included in the PDF copy of a document. Ensures that client 
representatives and client customers can get the same information in the electronic bill as would go out physically.  

• Inserting Fee: client provided or InfoSend produced inserts to be included with InfoSend produced mail. Additional fee applies if insert arrives 
at InfoSend but requires folding prior to insertion. Setup fees may apply for programming selective inserting. InfoSend-printed inserts are quoted 
upon request.  

Optional Document Services 
• Enhanced Print Quality: the baseline print image quality for transactional documents such as statements and invoices is 600 x 600 DPI. Work 

produced from InfoSend’s Anaheim facility can be printed at an enhanced image quality at an additional cost.  This option uses high definition 
pigment ink & variable drop sizes to achieve a perceived 1200 x 1200 DPI image quality. 

• Print Image Archiving: fee per document to process, index, and store a document as a PDF for a set number of months. PDFs are securely 
accessed using an InfoSend website application, and includes USPS mail tracking for all outbound First Class mailed documents. Setup fees 
may apply depending on configuration needs. 

• Print Image Archive API Monthly Support Fee: a flat monthly support fee to provide API access to documents in the InfoSend Print Image 
Archive. InfoSend will work with the designated third parties that a Client chooses, and provide support and open access to API calls on a 
monthly basis. 

• Final Doc Transfer FTP: each completed InfoSend batch is indexed and transferred to you via FTP or SFTP to store on your own network. 
InfoSend’s standard Batch File format is one PDF per batch with an XML companion file providing meta data and page numbers. If the client 
requires a custom scheme, including individual PDFs per each image in a batch, the Custom fee applies. Note: setup fees may also apply for 
some custom setups. 

• Professional Services Fee:  per hour and performed only upon request for customizations made to processing program or document format 
after go-live. Work is only started after receiving client approval of a formal quote.   

• Returned Mail Handling:  InfoSend will provide electronic reporting of mail that is returned by USPS, saving clients the hassle of receiving and 
opening returned mail to update records. All records which are not delivered will be securely destroyed and recycled after reporting. 

• Remit Tracking: for clients utilizing the Print Image Archiving service, InfoSend can also track inbound mail from customers utilizing an included 
remittance stub in the outbound mail. With Remit Tracking clients will be able to see when a customer responded to the original mail piece, as 
well as get a daily report of inbound mail with an estimated value of payment remittances based on the outbound mail.  
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TAB #7 – Personnel & Management 
Provide resumes of key personnel. Include an organizational chart showing staffing and reporting 
structure. 

Please see Tab #3 for InfoSend’s Organizational Chart.  
 

Name Bob Woods  

Experience 

InfoSend, Inc    Carrollton, TX (2014-present) 
Senior Account Manager 

• Manage new client implementation projects in a variety of verticals 

• Provide ongoing personal support to clients 

• Coordinate between clients and internal departments to ensure compliance with best practices and 
procedures 

DataProse, Inc   Coppell, TX (2011-2014) 
Strategic Account Manager 

• Responsible to build relationships and maintain Clientele 

• Manage internal and external client relationships 

• Ensure prompt issue resolution, client education and communications. 

• Responsible for knowing client’s business as well as the client’s objectives and challenges. 

CSG Systems, Inc.   Coppell, TX (2010-2011) 
 Senior Account Manager 

• Serves as main contact between CSG and client base of 90 

• Works closely with other departments to ensure quality of product, timeliness of delivery and client 
satisfaction 

• Plans and manages project timelines, budgets and priorities 

•  

Education 
Bachelor of Science in Computer Engineering 
 
California State Polytechnic University, Pomona  

 
 
 
 
 
 
 
 
 
 
 
 
 
 



InfoSend, Inc.  | www.infosend.com Response to RFP for City of Lauderhill, FL 89 
 

Name Alicia Tsang  

Experience 

Developer, IT 
InfoSend, Inc.  ︱ 2018 – Present 

• Implemented systems for automated client data processing and established business logic for client mailing 
output 

• Performed maintenance on programs involving data submission, and mailing logic to ensure streamlined 
workflow 

• Produced quality programs to client specifications in fast-paced scrum environment 

• Developed over 125+ new implementations and software conversions 

• Experience in multiple programming languages 

• Experience in parsing various data formats 

Education 
Bachelor of Science in Computer Engineering 
 
California State Polytechnic University, Pomona  

 

Name Audra Maxwell 

Experience 

InfoSend, Inc    Fort Myers, FL (2019-present) 
Account Manager 

• Manage software conversions and new client implementation projects in a variety of verticals 

• Provide ongoing personal support to clients 

• Coordinate between clients and internal departments to ensure compliance with best practices and 
procedures 

Southwest Direct    Fort Myers, FL (2016-2019) 
Project Manager 

• Provide front line support for data processing and change requests to clients in a wide range of industries 

• Work with clients to identify issues and/or change requests and coordinate with internal and external 
stakeholders on resolution. 

• Manage custom materials orders and changes requests 

• Work on one-time mailing projects utilizing internal resources to meet short turnaround schedules. 

• Manage software conversions and new client implementation projects in a variety of verticals 

• Provide ongoing personal support to clients 

Run reports and audits for billing, as well as provide support for client questions or concerns related to 
invoices. 
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Name Jeffrey Chiu 

Experience 

DPPM Programmer, IT 
InfoSend, Inc.  ︱ 2018 – Present 

• Developed over 150+ applications for new client onboards and or software conversions 

• Implemented application systems for automated client data in a variety of verticals establishing 
programming logic and or business rules for client mailing output.  

• Performed maintenance on programs involving data submission, electronic payments, and mailing logic to 
ensure streamlined workflow 

• Produced quality programs to client specifications in fast-paced scrum environment with best practices and 
procedures. 

Education 
Bachelor of Science, Computer Engineering 
  
California State Polytechnic University, Pomona | 2012– 2016  
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TAB #9 – Required Attachments 
Insert the following completed forms and documentation: • Attachment “A” – Proposer’s 
Qualifications Statement • Attachment “B” – Non-Collusive Affidavit • Attachment “C” – Cost 
Schedule • Attachment “D” – Drug-Free Workplace Certification • Attachment “E” – Signature Page / 
Certification • Attachment “F” – List of Subcontractors • Attachment “G” – References / Verification 
Form • Attachment “H” – Acknowledgement of Addenda • Attachment “I” – Anti-Human Trafficking 
Affidavit • Certificate of Insurance • Applicable Licenses  
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Attachment “A” – Proposer’s Qualifications Statement 

Please see Tab #1 - Proposer’s Qualification Statement 
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Attachment “B” – Non-Collusive Affidavit 
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Attachment “C” – Cost Schedule 

Please see Tab #6 – Cost Proposal 
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Attachment “D” – Drug-Free Workplace Certification 
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Attachment “E” – Signature Page / Certification 
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Attachment “F” – List of Subcontractors 
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Attachment “G” – References / Verification Form 
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Attachment “H” – Acknowledgement of Addenda 
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Attachment “I” – Anti-Human Trafficking Affidavit 
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Certificate of Insurance  
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Applicable Licenses 
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Items for Negotiation and Contract Discussion 
If selected, InfoSend, Inc. respectfully requests the opportunity to include a force majeure clause and to revise the 
indemnification clause in a manner that is mutually agreeable to both parties. 




