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1. RFI Overview

Central Arkansas Water (CAW) is seeking information from qualified vendors regarding Customer Self-
Service (CSS) platforms that support modern utility customer engagement, account management, online
payments, service requests, notifications, and digital customer interactions.

The purpose of this Request for Information (RFI) is to gather information regarding available solutions,
implementation approaches, integration capabilities, accessibility compliance, security frameworks, and
industry best practices to support CAW's evaluation of future customer self-service technologies.

This RFl is for informational purposes only, and no contract will be awarded as a result. A firm's or organization's
response, or lack thereof, will have no impact on the evaluation of responses to any subsequent solicitation.
Responses will be used solely for information and planning purposes. All responses may be public record. Do not
submit confidential information.

2. RFIl Contact

CAW has designated the following individual as the official point of contact for this RFI. All communications
regarding this RFI must be directed to this contact.

Name and Title Liz Tuck-Rowan, Purchasing Manager
Department Information Services

Organization Central Arkansas Water

Email Liz.Tuck-Rowan@carkw.com

Phone 501-377-1266

3. Submission Details

Please submit responses electronically in PDF format using the submission method identified below.
Responses should be organized according to Section 6; Information Requested and should clearly identify
any assumptions or dependencies.

e Submission method: email

e Submission address or portal: procurement@carkw.com

e Required subject line: Response to CAW CSS Platform RFI 26-19
e Response due date and time: October 1, 2026, 4:00 PM CT

e Maximum response length: not to exceed fifty (50) pages

e Physical copies: Not required

Questions regarding this RFl must be submitted to the RFI Contact during the question period identified in
Section 4.
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4. RFl Timeline

RFI Released September 10, 2026

Optional RFI Conference / Information Session [Not Applicable or Insert Date]
Deadline for Questions September 23, 2026, close of business
Responses Due October 1, 2026, 4:00 PM CT

Vendor Follow-Up Discussions, if needed To be determined

CAW reserves the right to modify this timeline. Any changes will be communicated through an amendment
or other appropriate notice.

5. Background Information

5.1 Goals and Desired Outcomes

CAW is evaluating customer self-service technologies that improve customer experience, increase
operational efficiency, and support future business needs. CAW seeks a solution that:

e Provides intuitive, mobile-friendly customer self-service capabilities.

e Supports digital customer engagement across multiple channels.

e Improves customer satisfaction and portal adoption.

e Reduces call center workload through increased self-service functionality.

e Supports ADA accessibility requirements and applicable WCAG standards.

e Integrates with CAW's existing technology ecosystem.

e Provides robust security, compliance, reporting, and analytics capabilities.

e Supports future growth, new services, and evolving customer expectations.

Information gathered through this RFI will assist CAW in validating requirements, understanding
marketplace capabilities, and developing a potential future procurement strategy.

5.2 Project Summary

Central Arkansas Water provides water service throughout Central Arkansas and currently offers customers
online account management and payment capabilities. CAW is evaluating the customer self-service
marketplace to identify solutions that can enhance customer experience, improve digital engagement,
strengthen accessibility compliance, and support future business objectives.

The desired solution should provide customers with convenient, secure, inclusive, and accessible self-
service capabilities while supporting integration with CAW's utility technology environment. CAW is also
interested in approaches that account for customers who may not have an email address or who need
alternative methods for registration, authentication, notification, or service access.

5.3 Current Environment

CAW currently utilizes the following core technologies. Vendors should describe their experience in
integrating with these technologies and supporting related utility business processes:
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e Cayenta Customer Information System (CIS)

e Paymentus payment processing platform

e Advanced Metering Infrastructure (AMI)

e Microsoft 365

e Microsoft Entra ID (formerly Azure Active Directory)

5.4 Current Customer Portal Statistics

CAW will complete the following statistics before the RFl is issued. Vendors should consider the final values
when preparing their responses.

Measure Current Value

Total customer accounts 143,000
Registered CSS users 7,655
Percentage of accounts enrolled in CSS .05%
Average monthly portal logins TBD
Online payment adoption rate 94,000

6. Information Requested

CAW is especially interested in responses from experienced customer self-service platform providers with
demonstrated utility-sector implementations, mature integration capabilities, strong accessibility practices,
and the capacity to implement and support a solution of comparable scope.

Respondents should address each question below in the order presented. If a question is not applicable,
state “Not Applicable” and briefly explain. Supporting attachments may be included as permitted in Section
3.

6.1 Vendor Information

1. Provide a brief overview of your company, including years in business, ownership structure, and primary
areas of expertise.

2. Describe your experience implementing customer self-service portals for water, wastewater, or utility
organizations.

3. Provide references for at least three utility customers with implementations similar in scope.

4. What differentiates your solution from competing customer self-service platforms?

6.2 Solution Overview
1. Describe your customer self-service solution and its core functionality.
2. Is your solution cloud-based, on-premises, or available in both deployment models?

3. What customer channels are supported, including web, mobile, SMS, email, IVR, and chatbot?
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6.3 Customer Experience
6.3.1 Account Management
1. Describe how customers can perform each of the following activities:

e View accountinformation.

e Paybills.

e View payment history.

e Manage multiple accounts.
e Update contact information.
e Request services online.

6.3.2 Self-Service Functions
2. Describe the self-service capabilities available for each of the following activities:

e New service requests.
e Service transfers.
e Stop service requests.
e Leakreporting.
e Customerinquiries.
3. Does your solution support both authenticated and anonymous customer interactions?

4. How does the solution improve customer engagement and satisfaction?

5. How does your solution support customer notifications, such as boil water notices, service interruptions,
and emergency notifications? Describe how notifications are managed within the platform and integrated
with CIS data.

6. How does your solution support AMl integration and the presentation of customer consumption data?

7. Describe any additional or innovative customer service features that differentiate your solution.

8. Describe available registration, authentication, notification, and service options for customers who do not
have an email address.

6.4 ADA and Accessibility Compliance

1. Describe your solution's compliance with ADA accessibility requirements.

2. What Web Content Accessibility Guidelines (WCAG) standards does your solution currently support, such
as WCAG 2.1 Level AA or later?

3. How do you test and maintain accessibility compliance?

4. Have third-party accessibility audits been performed? If so, provide the date, scope, findings summary,
and remediation status.

5. Describe accessibility support for screen readers, keyboard navigation, color contrast, language
translation, and mobile accessibility.

6. How are accessibility updates managed when standards or regulatory expectations change?

6.5 Site Management
1. Can the site be customized to align with CAW branding standards?

2. Describe the level of configuration and customization available to meet customer and business needs.
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3. How are customization requests outside typical site-management capabilities handled?

4. Describe the technical skills and tools required for CAW staff to make future site modifications.

6.6 Integration and Technical Architecture
1. What utility billing systems does your solution currently integrate with?

2. Has your solution been integrated with Cayenta? If so, describe the implementations and identify the
utilities involved, subject to client permission.

. Has your solution been integrated with Paymentus? If so, describe those implementations.
. Provide a list of CIS vendor solutions with which your platform has been integrated.

. Provide a list of payment vendor solutions with which your platform has been integrated.

. Provide a list of AMI solutions with which your platform has been integrated.

. Describe the overall architecture of your solution.
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. Describe the APIs available, including standards, documentation, security, rate limits, and versioning
approach.

9. Describe how your solution integrates with CIS/billing systems, payment processors, CRM systems, GIS
platforms, and document management systems.

10. Describe supported authentication methods for internal users, including Single Sign-On (SSO), Multi-
Factor Authentication (MFA), and Microsoft Entra ID.

11. What authentication methods are supported for customer login, including options that do not require an
email address?

12. What data synchronization methods are available?

13. What monitoring, logging, alerting, and operational reporting capabilities are included?

6.7 Security and Compliance
1. Describe your security framework, governance practices, and certifications.

2. Is your organization or solution compliant with SOC 2, ISO 27001, PCI DSS, or other recognized
standards? Provide the certification or report type and current status.

. How is customer data encrypted at rest and in transit?
. Describe your disaster recovery and business continuity approach.

. What are your typical Recovery Time Objective (RTO) and Recovery Point Objective (RPO)?

o o A~ W

. How do you identify and manage security vulnerabilities, patching, penetration testing, and software
updates?

6.8 Implementation

1. Describe your recommended implementation approach and major phases.

2. What CAW resources, roles, and estimated capacity would be required during implementation?

3. What vendor resources and roles are typically assigned to a project of similar size and complexity?

4. What assumptions and dependencies commonly affect implementation timelines?

5. Provide estimated durations for discovery, configuration, integration, testing, training, and go-live.
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. What risks commonly impact project success, and how do you recommend mitigating them?

.9 Staffing and Support

. What staffing model is recommended for CAW after go-live?

. Describe your customer support organization and escalation process.

. What support hours and support channels are available?

. What Service Level Agreements (SLAs) are offered?

. Describe available training options for administrators, support staff, and end users.

.10 Reporting and Analytics

. What reporting capabilities are included?

. What standard dashboards are available?

. Can reports and dashboards be customized by utility staff? If so, describe the required skills and tools.

. What can customer engagement, adoption, transaction, and service metrics be tracked?

.11 Cost Information

. Provide a high-level cost estimate for each of the following categories:

Licensing.

Subscription costs.
Implementation services.
Integration services.
Training.

Ongoing support.

. Describe your pricing model, including major pricing units or tiers.

. What factors most significantly affect initial and ongoing cost?

. What optional modules, services, or third-party components are available, and how are they priced?

6.12 Future Roadmap
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. What major product enhancements are planned over the next 24 months?

. How frequently are product updates released, and how are customers notified and prepared?

. How are customer enhancement requests submitted, evaluated, and prioritized?

.13 Closing Questions

. What additional information about CAW would help you provide the most accurate response?

. Are there any unique considerations or advantages CAW should evaluate when selecting a customer self-
service platform?

. Provide any additional recommendations based on your experience implementing customer self-service
platforms for utilities.
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7. Appendix

Respondents may include supplemental material that supports their responses, subject to the submission
requirements in Section 3. Examples include:

e Product brochures and fact sheets.

e Solution architecture and integration diagrams.

e Accessibility conformance reports or Voluntary Product Accessibility Templates (VPATS).
e Security certifications or independent assurance summaries.

e |mplementation of methodology summaries and sample project plans.

e Productroadmaps.

e  Utility client case studies and references.

Supplemental material should be clearly labeled and cross-referenced to the applicable RFI question. Do not
include confidential information.
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