[Company name]
Request for Proposal
Resident Utility Billing and Submetering Services
	Item
	Detail

	Issue date
	[date]

	Proposals due
	[date and time, time zone]

	Contact for all questions
	[name, title, email]. Questions must be in writing.

	Properties included
	[number] properties, [number] units, in [states]



How to use this template: replace everything in [brackets], delete questions that do not apply, and attach the workbook (utility-billing-rfp-scoring.xlsx) with the Property data tab filled in, plus 12 months of master utility bills for each property if you can. Bidders cannot price accurately without them. Keep the question numbers so answers line up for scoring. The last page is about NES; delete it before you send the RFP.
1. About us and this request
[Company name] owns or manages [number] multifamily properties with [number] units in [states]. We are asking qualified companies to propose resident utility billing and submetering services for the properties listed in the Property data tab of the attached workbook. We may award all properties to one provider, split them by region, or award none.
Our goals for this program are: [for example, recover water and sewer costs at properties that bill nothing today, move RUBS properties to submeters where it pays, replace a current provider at contract end, put the whole portfolio on one provider and one set of reports].
2. Scope of services
Mark each service as Required, Optional (price separately) or Not needed. Respondents must say whether their own employees or a subcontractor perform each one.
	Service
	Required / Optional / Not needed
	Done by (own staff or subcontractor)

	Site survey of plumbing and existing meters at each property
	
	

	Supply and installation of water submeters (and gas or electric where allowed)
	
	

	Meter reading (state how often: daily, monthly)
	
	

	Resident billing for water, sewer, trash, gas or electric, by meter or by formula (RUBS) where allowed
	
	

	Paying the master utility invoices on the owner's behalf (utility bill pay)
	
	

	Move-in and move-out handling, final bills and vacant-unit cost tracking
	
	

	Resident customer service by phone and email, in English and Spanish
	
	

	Collections on unpaid final bills
	
	

	Leak and high-usage alerts to site teams
	
	

	Compliance: state and city rule checks, required registrations or certificates, lease language
	
	

	Posting charges to our property management software and owner reporting
	
	

	Transition from the current provider without a gap in billing
	
	



3. Schedule
	Step
	Date

	RFP issued
	[date]

	Site visits (optional, by appointment)
	[dates, during the first 2 weeks]

	Written questions due
	[date, about 2 weeks after issue]

	Answers sent to all bidders
	[date, about 1 week later]

	Proposals due
	[date, about 4 weeks after issue]

	Finalist presentations and reference calls
	[dates]

	Award and contract
	[date]

	Transition starts (first property)
	[date]



Questions received after the deadline may not be answered. Answers to all questions go to every bidder, without naming who asked. Bidders who want to see a property before pricing meters can book a visit during the site visit window.
4. Proposal format
Answer every question in section 5 in the response box under it (the boxes grow as you type), or in a separate document using the same numbers. Write "Not offered" rather than skipping a question.
Complete the Fee comparison tab of the attached workbook. Fees not listed there will not be paid.
Keep the main response under [25] pages, not counting attachments.
List any exceptions to this RFP or our terms in one place, with your proposed wording.
Proposals must stay valid for [90] days after the due date.
Send one PDF and the completed workbook to [email] by the due date.
5. Questions for respondents
A. Company and capacity
A1. How many years has your company billed residents for utilities, and who owns it? How many units do you bill each month, and how many in our states?
	Response:



A2. Which services are done by your own employees, and which are subcontracted (installation, meter reading, call center, payment processing, collections)? Name the account manager and backup for our portfolio. Do you background-check everyone who enters units or handles payments?
	Response:



A3. Provide three references for portfolios of similar size, at least one that switched to you from another provider.
	Response:



A4. Describe any litigation, regulatory complaints or consent orders involving your billing in the last five years.
	Response:



A5. Provide insurance certificates naming [Company name] as additional insured, with at least: general liability [$1 million per occurrence, $2 million aggregate], professional liability (E&O) [$1 million], cyber liability [$1 million], crime or employee theft [$1 million], auto [$1 million], and workers' compensation as required by law. Also provide your last two years of audited financial statements under NDA.
	Response:



B. Billing methods and accuracy
B1. Which billing methods do you support (submetering, RUBS, flat fees, or a mix at one property), and how do you decide which fits? For RUBS, which formulas do you use, how is common-area use removed, and does each bill show the master bill amount, the common-area deduction and the resident's share?
	Response:



B2. How often are meters read? If a read is missing, do you ever estimate a resident's bill? If so, when and how is it trued up?
	Response:



B3. What share of resident bills went out on schedule over the last 12 months, and what share were corrected after they went out?
	Response:



B4. How do you catch bad reads, zero-use occupied units and meter failures before bills go out? Do we get a pre-bill report to review each cycle, and on what day of the month do residents receive bills?
	Response:



B5. How fast are utility rate changes applied? Can a resident ever be billed more than the property paid the utility for that service, and how do you prevent it?
	Response:



C. Compliance
C1. For each property address on the attached list, state which utilities can be billed back and by which method under current state, city and utility rules.
	Response:



C2. Which state registrations, certificates or filings are required for our properties, and who files and maintains them?
	Response:



C3. Provide the lease addendum and resident disclosure language you would use in each state.
	Response:



C4. Which fees (administrative, late, move-in) are capped or prohibited in our states, and how does your system enforce those limits?
	Response:



C5. How do you track rule changes and tell clients when one affects them? How long do you keep bills, reads and dispute records, and how fast can you produce them for an audit or a resident complaint?
	Response:



D. Fees
Complete the fee schedule in the attached workbook. Leave nothing out; any fee not listed will not be paid.
D1. List every fee charged to the owner and every fee charged to residents, with the amount and when it applies.
	Response:



D2. Is any part of your pay a percentage of the money recovered? If so, what percentage and on what base?
	Response:



D3. Who keeps resident late fees and administrative fees, and in what split? Are residents charged a fee to pay by card or online?
	Response:



D4. What do equipment, installation and repairs cost per unit? What warranty comes with new equipment, and what does a replacement cost after it ends?
	Response:



D5. What price increases are allowed during the term, and is there a cap? What would it cost us to leave early, or to buy out equipment you own, at each point in the term?
	Response:



E. Equipment and data ownership
E1. Who owns the meters, transmitters and gateways after installation? Are they nonproprietary, so another provider could read them if we leave?
	Response:



E2. Can you read and bill on the meters already installed at our properties? Which brands and models?
	Response:



E3. Which accuracy standards do your meters meet (AWWA standards for water, ANSI C12 for electric)? How do you test a meter a resident disputes, and who pays if it fails?
	Response:



E4. How many technicians do you have near our properties, and how fast do you respond to a failed meter or transmitter?
	Response:



E5. Who owns the usage and billing data? In what format and how fast is it returned if the contract ends?
	Response:



F. Resident service and collections
F1. What are your call center hours and languages, and is it your own staff? Do you offer interpretation and relay (TTY) calls? What were your average answer time and abandoned-call rate over the last 12 months?
	Response:



F2. Which payment options do residents have (portal, autopay, card, ACH, phone, mail)? Does the resident portal meet WCAG 2.1 AA accessibility guidelines?
	Response:



F3. Describe the dispute process, from a resident's first call to resolution, and the target time for each step.
	Response:



F4. Who collects unpaid final bills, after how many days, and who keeps what is recovered? Do you report residents to credit bureaus? Will you ever shut off, or threaten to shut off, service?
	Response:



G. Reporting, alerts and software
G1. Which property management systems do you post charges to, and how (direct integration or file import)?
	Response:



G2. Which owner reports come standard, and can they roll up by portfolio and region? Do you report recovery rate (billed and collected compared with the utility invoice) by property each month?
	Response:



G3. How are leaks and high-usage units flagged, to whom, and how fast?
	Response:



H. Money handling, bill pay and data security
H1. Are resident payments held in a separate trust or custodial account for us, never mixed with your own funds? How often is the money passed to us? Attach a sample monthly statement showing what was collected, withheld and paid to us.
	Response:



H2. If you pay our master utility invoices: how are they received, checked, coded to our general ledger and paid, and how many days before the due date? Who pays late fees caused by your delay? Do you audit utility rates and recover overcharges?
	Response:



H3. Provide your PCI DSS attestation of compliance (or your payment processor's) and your most recent SOC 1 Type II and SOC 2 Type II reports under NDA. If you have only one SOC report, say which.
	Response:



H4. How is resident data protected in storage and in transit, and who has access to it? What is your breach notification process and timeline?
	Response:



H5. Describe your backup and disaster recovery plan, and the longest system outage you have had in the last three years.
	Response:



I. Transition
I1. Describe your plan to take over from our current provider, property by property, with no month where residents go unbilled. What do you need from us and from the current provider, and by when?
	Response:



I2. How are residents told about the change? On newly installed meters, do you run test bills before live billing starts, and for how many cycles?
	Response:



I3. How long did your last three transitions of similar size take?
	Response:



J. Contract terms
Our proposed term is [3] years, with [two 1-year] renewals at our option.
J1. Attach your standard agreement. State any change you need to our proposed term, the notice period you require, and whether your agreement renews automatically.
	Response:



J2. List every exception you take to this RFP or our terms, with your proposed wording. What is your liability cap, and does it cover billing errors and data breaches?
	Response:



J3. Can we end the agreement for convenience, and what does it cost at each point in the term? Can properties be added or removed as we buy and sell assets?
	Response:



J4. What service levels will you commit to in writing (on-time billing, answer time, dispute resolution), and what happens if you miss them?
	Response:



6. How proposals will be scored
Each section is scored 1 to 5 by every member of the review team, then weighted. The workbook's Scoring tab does the math.
	Criteria
	Weight
	What we look at

	Billing accuracy and operations
	15%
	On-time and corrected bill rates, read frequency, estimate policy, pre-bill review, error checks

	Compliance
	20%
	Address-level answers, registrations handled, fee limits enforced, audit records

	Total annual cost
	20%
	From the fee workbook: owner cost plus fees charged to residents

	Resident service and collections
	15%
	In-house team, languages, hours, answer times, dispute process, collections practices

	Company, finances and security
	10%
	Experience, references, financial statements, insurance, trust account, SOC and PCI reports

	Equipment and contract terms
	10%
	Owner keeps meters, nonproprietary, accuracy testing, exit terms, liability, data returned

	Reporting and software
	5%
	PMS posting, portfolio reports, leak alerts, recovery reporting

	Transition plan
	5%
	Parallel billing, resident notices, track record



Before scoring, each proposal must meet the insurance minimums in question A5 and include references and the PCI DSS attestation. We may ask finalists to present, to answer follow-up questions in writing, and to let us call their references. Price matters, but the lowest fee does not win by default.
7. Required attachments
Completed fee schedule (attached workbook, Fee comparison tab)
Sample resident bill and the move-in letter residents receive
Sample monthly owner report and remittance statement
Standard agreement and lease addendum, with a list of exceptions to our terms
Insurance certificates
PCI DSS attestation of compliance, and SOC 1 and SOC 2 Type II reports (under NDA)
Last two years of audited financial statements (under NDA)
Three references with contact details
Transition plan and timeline
8. Terms
This RFP is not an offer or a contract. [Company name] may change or cancel it, and may negotiate with any respondent.
Respondents pay their own costs to respond.
Information we share about our properties is confidential and may only be used to prepare a proposal.
[Add your standard procurement terms here.]
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About NES
Delete this page before you send the RFP to bidders.
NES (National Exemption Service) bills residents for utilities at apartment communities across the US. If you would like NES to bid, send this RFP to the contact below.
Why owners choose NES
Privately owned since 1968, with 200+ people and properties in 43+ states.
NES does the work itself. Its own staff installs, reads, bills, answers residents and handles collections.
Compliance in-house. Rules are checked for each address before NES quotes, and NES handles the filings.
You own the meters. They are nonproprietary, and NES keeps working meters of most brands.
Daily reads and your software. Charges post to Yardi, RealPage, Entrata, AppFolio, ResMan, MRI, Rent Manager and AMSI.
Seven-year bill archive and no long-term lock-in.
Pricing is quoted for each property and portfolio, because it depends on the meters, the utilities and the services you choose.
What NES can do for your properties
	Service
	What it covers

	Submetering
	Water and sewer, plus gas and electric where allowed. Survey, meters and install by NES.

	Resident billing
	By meter, or by formula (RUBS) where allowed, posted to your PMS.

	Utility bill pay
	NES checks and pays your master utility invoices.

	Meter care
	Calibration, batteries, repairs and warranty claims, on any installer's meters.

	MyReads leak alerts
	Daily reads, with alerts for continuous flow like a running toilet.

	Compliance
	Rules checked by address, plus filings like Texas PUC registration.

	Resident service
	NES's own call center, English and Spanish.

	Collections
	Past-due rent, HOA and utility balances, worked in-house.

	Transitions
	Takeover from your current provider, keeping working meters.




	Want more information on NES?
Call Sales: (800) 572-7060
Email: sales@submeter.com
Or request a free quote at submeter.com/get-a-free-submetering-quote


NES services, coverage, software integrations and other details on this page are subject to change. Contact NES to confirm what is available for your properties.
Template from NES (National Exemption Service), submeter.com/utility-billing-rfp-template/. Free to use and edit.
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