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Summary

Prompted by a citizen complaint, the 2020-2021 Nevada County Grand Jury (Jury) began an
investigation into consumer charges associated with paying Nevada County Irrigation District
(NID) treated water bills via credit cards.

NID currently offers several payment methods and delivery types for their customers.
Historically, credit cards used for NID payments were taken over the phone by NID
representatives and customers were charged $3 to offset the merchant costs paid by NID. In
2018, spurred by concern about consumer privacy, data retention and customers who were
interested in online payment options, NID began to look for a third-party alternative that would
address these concerns. An internal committee consisting of four NID employees reviewed
submitted proposals. The decision was handled administratively, rather than approved by the
elected NID Board of Directors.

Paymentus was selected as a third-party billing provider and a five-year contract was signed in
August 2019. The Paymentus program went live for customers in February 2020. NID officials
report the primary reason Paymentus was selected was because there was no cost to the district.
Officials cite the lack of district expense as the reason the decision was not taken to NID’s Board
of Directors.

In September 2020, there were about 18,100 bills mailed by NID and approximately 2,500
customers used the Paymentus process; each customer who uses the system is charged $3.75 per
payment. The Jury surveyed other water districts in California and learned that many do not
directly charge consumers for credit card payments.

In attempting to understand the difference between NID and other water districts, the Jury
learned that NID staff relied on Proposition 218 to make their decision. Proposition 218 directs
that only those using a service should pay associated “property-related” fees. According to the
California Legislative Analyst’s Office, “...there is no consensus as to which fees meet this
definition. The drafters of Proposition 218 indicate that it was their intent to include most fees
commonly collected on monthly bills to property owners, such as those for water delivery,
garbage service, sewer service, and storm water management fees.” The elected NID Board of
Directors did not vote on the decision to classify electronic billing as a property-related fee.

The Jury examined the paperless billing option available at no cost to NID customers. As of
August 2020, less than 10% of customers have signed up for this service which is significantly
below the 26% of people nationally who indicate that they prefer a paperless option.

Lastly, the Jury also reviewed the $1.90 monthly charge levied to all water customers to cover
Federal, State and County mandated fees. While the Jury does not have a reason to doubt the
validity of the charges, we were unable to verify that the total collected from consumers equals
the total of the regulatory charges.
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The Jury recommends involvement in this process by the NID Board of Directors. Elected
representatives should have a public discussion about absorbing the cost of electronic payments
for their customers. The Jury further recommends NID make available to the public a detailed
analysis of the $1.90 regulatory fees and that all payment types, along with the associated fees,
are posted on its website in a place that is easy for customers to view.

Glossary
ACH Automated Clearing House
BOS Board of Supervisors
EFT Electronic Fund Transfers
IVR Interactive Voice Response
JURY 2020-21 Nevada County Grand Jury
LAO California Legislative Analyst’s Office
NID Nevada Irrigation District

Background

The Nevada County Grand Jury receives numerous complaints each year from residents of the
County. A member of the public asked the Jury to investigate NID’s $3.75 electronic payment
charges and the process that was implemented in February 2020. The Jury decided to investigate
this complaint. As part of the investigation, the Jury identified a billing fee of $1.90 that is listed
on each bill as ST/CNTY MANDATED FEE. The Jury decided to review that charge as well.

Approach

Prompted by a citizen complaint, the Jury began an investigation into consumer fees associated
with paying NID treated water bills. While the Jury reviewed other questions about consumer
billing, the investigation primarily focused on payment of treated water bills using electronic
methods. The Jury requested and reviewed key documents, interviewed several NID personnel,
examined documents mailed to consumers and reviewed the NID website. Additionally, the Jury
researched California Consumer Protection laws, academic opinions and industry billing
practices. The Jury also surveyed other water districts in California and reviewed other regular
consumer bills.

Discussion

The Nevada Irrigation District was formed in 1921 and is an independent special district
operating primarily in Nevada and Placer Counties, though its geographic service area covers
287,000 acres. NID describes itself as a multi-faceted district, organized primarily to provide
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treated and raw water for irrigation, municipal, domestic, and industrial purposes. The district
operates an extensive reservoir and canal system and a network of water treatment plants.
Additionally, the district produces hydroelectric energy and provides outdoor public recreation.

NID officials reported that non-commercial treated water customers generated over $17 million

in revenue for the district in 2019.

This report is focused primarily on the billing and payment options for NID’s approximately
18,100 treated water customers, although the payment options are basically the same for all

water customers.

Billing processes have continued to evolve as technology has allowed increasing options for
consumers. Customer focused organizations are striving to offer increased flexibility as options
expand. Businesses are reviewing both payment types (cash, credit/debit card, etc.) and delivery
methods (mail, phone, electronic, etc.) in the desire to allow customer flexibility and to reduce

uncollectable amounts.

NID offers several payment methods and delivery types for their customers. Its website, on

October 1, 2020, indicated these options for making payments:
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Nevada Irrigation District Business Center
1036 West Main Street
Grass Valley, CA 95945

Visit our Customer Service Center
Mondays through Friday, 8 a.m. to 5 p.m.

Customer Service / Business Calls

« (530) 273-6185
* Email: customerservice@nidwater.com

Nevada Irrigation District Business Center

Emergency Calls

* Normal Business Hours (530) 273-6185
* Weekends, After Hours (530) 273-3346

Making Payments

* Online
o Login today and create your username and password. Click here to pay online with
credit card or electronic check only. Payments made Monday-Friday, prior to 2:30
p.m. will be posted the same business day. Payments received after 2:30 p.m.
Monday-Friday or on weekends or holidays will be posted on the next business day.
* Automated Phone System
o Call 1-833-366-7104 to use our automated phone system to pay with a credit card,
7 days a week. Payments made Monday-Friday, prior to 2:30 p.m. will be posted the
same business day. Payments received after 2:30 p.m. Monday-Friday or on
weekends or holidays will be posted on the next business day.
* NID Business Center, Customer Service Center, Main Entry
+ Drop Box (Outside the Gate) NID North Auburn Water Treatment Plant,
12200 Locksley Lane, North Auburn
* Drop Box, (Near Store Entry) Safeway,
2550 Bell Rd., Auburn, CA 95602

Water Shutoff Protection Act
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Several officials with NID report that the district does not have a preferred payment option.
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Nationally, bill payments are most often made using credit cards. According to a Wall Street
Journal article published on January 11, 2019, in 2017 credit card payments accounted for 62.3%
of all dollars spent, cash payments were 15.5%, electronic payments had 14.2% and checks
totaled 7.5%. This chart depicts payment types nationally:

National Bill Payments

m Credit cards: 62.3%

m Cash: 15.5%

m Checks: 7.5%
Electronic: 14.2%

m Other 0.5%

Credit card payments have processing fees associated with them, often called merchant fees.
According to a PaymentDepot.com article published on Jan 24, 2020, here is the range of
average costs for four major networks:

e American Express — 2.5% to 3.5%

e Discover — 1.56% to 2.3%

e Mastercard — 1.55% to 2.6%

e Visa—1.43% to 2.4%

Other payment types - cash, check, electronic fund transfers (EFT) - typically do not have
merchant fees associated with them though the Jury recognizes that some banks charge
consumers for electronic payments.

NID customers may pay their bills via check, EFT, credit/debit cards, or cash. As of October
2020, the NID website indicated which payment types are accepted:
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About NID  Planning Projects Water Service Conservation Hydroelectric  Recreation

Treated Water Frequently Asked Questions Daily Updates

How can I pay my water bill? Treated Water Outages

You may pay by cash, check, credit card, or electronic fund transfer. Irrigation Water Outages

1). Pay by mail using the return envelope, accompanying your water bill Treated Water
2). Pay in person at the NID Business Center, 1036 West Main Street, Grass Valley, 8 a.m. to 5 About Your Water
p.m. Mondays through Fridays.
Frequently Asked Questions
3). Pay at either of two Placer County drop boxes,
Start/Stop Service
* Outside the gate at the NID North Auburn Water Treatment Plant, 12200 Locksley Lane in
North Auburn, or
« Safeway, 2500 Bell Road in Auburn (box located near store entry). Water Emergency

Water Efficiency

4). Set up an automatic payment program through your bank. Download electronic fund transfer Water Outages
form.

Treated Water

What about water for my rental property? _
Documents & Links

A signed service application from the property owner is required. You may contact NID

8@ O Type here to search © = " O ﬁ @ e Q i ﬂ AR |(‘>§2§:0’:0 %

As of September 2020, NID reported that many customers pay by check. To make it easier to
compare, the Jury notes that credit/debit card payments are included in the Paymentus category.
Paymentus is a third party billing vendor described below in the report. Here’s a breakdown of
payments by type:

NID Payment Types

m check: 44.6%

m bank bill pay: 29.4%
EFT: 13.0%
Paymentus: 12.2%

m Cash: 0.8%
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Historically, credit cards used for NID payments were taken over the phone by NID
representatives and customers were charged $3 to offset the merchant costs paid by NID. In
2018, spurred by concern about consumer privacy, data retention and customers who were
interested in online payment options, NID began to look for a third-party alternative to outsource
credit card processing.

An internal committee consisting of four NID employees reviewed submitted proposals; a
Request for Proposal process was not used. Rather, proposals were solicited from companies
who provide this service.

Officials report that two companies were considered for outsourcing, DATAProse and
Paymentus. DATAProse has over 900 clients in 44 States and already has a relationship with
NID as their outsourced billing provider. Paymentus has over 1500 clients and has been
recognized by Deloitte as being one of the fastest growing companies in North America.

A comprehensive review of the options available to NID was conducted by the Jury to better
understand the selection process. Three proposals were submitted by two different companies:
one was from Paymentus and the other two from DATAProse (NetBill 2014 and NetBill
Powered by Invoice Cloud). The review revealed that NID would save between $26,000 and
$26,500 in set up fees by selecting Paymentus. It also revealed that the credit and debit card fees
charged to customers would be higher with the selection of Paymentus. A Jury analysis of the
comparisons for setup and customer fees may be found in Appendix A.

Ultimately, Paymentus was selected as the provider and a five-year contract was signed in
August 2019. Legal counsel for NID reviewed the contract prior to signing. In February 2020,
the program went live for customers. The contract calls for monthly reports to be delivered to
NID officials as well as an annual review of performance where Paymentus will advise NID if
the fee assumptions made vary by more than 5% of expectations. The contract is clear that
Paymentus may increase the service fee, if necessary, but does not state that NID may
renegotiate fees based on actual experience. NID officials report that, based on conversations
before the contract was signed with Paymentus, they expected to be able to renegotiate fees on
behalf of customers if payments are higher than the fee assumptions made when the contract was
negotiated.

NID officials report that the primary reason Paymentus was selected was that there was no cost
to the district. They also cite the lack of district expense as the reason that the decision was not
taken to NID’s elected Board of Directors. Some NID officials added that the Paymentus
program is simpler to understand and explain to customers. The press release issued in April
indicates “Paymentus is a good fit for NID because it offers our customers a high degree of
security, customer convenience and it did not require any District funds to develop or maintain
the platform.”

While the Jury has been unable to locate a document on the website or at customer service that
details additional charges, it believes the following to be accurate relative to payment fees:
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e credit or debit cards — additional charge of $3.75, maximum payment $1,000;

e customer’s bank bill pay — additional fees charged only if the customer’s bank has a fee;

e ACH — additional fees charged only if the customer’s bank has a fee or if Paymentus is
used;

e [VR - additional charge of $3.75, maximum payment $1,000; and

e cash or personal checks — no additional customer fee.

As of September 2020, approximately 2,500 NID customers are using Paymentus (there were
approximately 18,100 bills mailed that month). The Jury analyzed the report sent by Paymentus
to NID to determine trends of usage and learned that these customers are paying their bills via
MasterCard (credit or debit), VISA card (credit or debit), Discover card, or are paying through
their checking accounts. The merchant fees paid to the credit card companies averaged just over
2% of the total bill and did not appear to vary by type of card used.

The Jury learned that NID officials relied on Proposition 218 when determining that the cost of
using electronic payments should be paid by the customers who use the service rather than
absorbed by the district as a cost of doing business. NID officials report that they see it as more
transparent to pass along fees for credit card usage to consumers, for example, than to absorb the
fee charged into the overall cost of NID operations.

Proposition 218, passed by California voters in 1996, states that residents of California shall have
the power to repeal or reduce any local tax, assessment, or fee. According to California
Legislative Analyst’s Office (LAO), it “restricts property-related fees, defined as fees imposed as
an incident of property ownership.” The LAO goes on to say “At this time, there is no consensus
as to which fees meet this definition. The drafters of Proposition 218 indicate that it was their
intent to include most fees commonly collected on monthly bills to property owners, such as
those for water delivery, garbage service, sewer service, and storm water management fees.
Other analysts of Proposition 218 contend that fees that vary by level of service (for example, a
fee for metered water usage) should not be considered a property-related fee, because it is based
on service usage, rather than property ownership. Because Proposition 218 does not restrict non-
property-related fees [sic], the definition of this term will be an important and sensitive issue for
the Legislature and courts.” The management of NID made the decision and did not ask the
elected NID Board of Directors to vote on the decision to classify electronic billing as a
property-related fee.

Proposition 218 also directs that only those using the service should pay the fee. The LAO states
that Proposition 218 requires the local government to “set individual assessment charges so that
no property owner pays more than his or her proportional share of the total cost. This may
require the local government to set assessment rates on a parcel-by-parcel basis.”

NID officials who cited Proposition 218 have determined that customers who do not use
electronic payments should not cover the costs of customers who use electronic payments. But
they have not made the same determination that customers who use electronic payments should
be billed proportionally. The September Paymentus report analyzed by the Jury revealed 508
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cases where the customer bill exceeded $177, which means that the merchant fees exceed the
$3.75 collected for the transaction by Paymentus. In those cases, the additional merchant fee
must be subsidized by other customers who use the Paymentus system. Said differently, fees
paid by approximately 80% of NID’s customers using Paymentus offset the costs for the other
20% who use the service.

There is one other law that could be relevant in the future. As of November 1, 2020, the
California Attorney General’s website notes that “California has a law, California Civil Code
section 1748.1, that prohibits retailers from adding a surcharge when a consumer chooses to use
a credit card instead of paying by cash. In March 2015, a federal court found the statute
unconstitutional and prohibited the Attorney General from enforcing it. The Office of the
Attorney General believes that this decision is incorrect and has appealed that order. However,
as of now, the Attorney General cannot enforce the statute.”

Other Water Districts

Through interviews with NID officials, the Jury was able to determine a list of other water
districts that NID uses to help it determine best practices. In surveying those districts, and
others, the Jury learned that many other districts do not separately charge consumers for credit
card payments. Specifically, we found:

-The Placer County Water Agency (PCWA) does not charge an additional fee for
customers to use credit cards and uses Paymentus to process some of their payments. According
to its website: “There are several ways that you can pay your PCWA water bill. Our electronic
and automated options are secure, free and easy to use!”

-The Modesto Irrigation District offers several ways for consumers to pay their bills.
According to its website, bills may be paid by phone, online, in person, by mail or dropped off at
any of the seven payment kiosks located throughout the community. Credit cards may be used
when paying by phone or on-line, at no charge to consumers as long as they have registered
accounts.

- The Turlock Irrigation District does not charge consumers for any of the payment types
it offers. The Turlock Irrigation District website indicates that it offers automated bill pay and
that the only consumer charge might “come from your bank.” They have an interactive voice
response system which may be used 24/7 and consumers may pay their bills in person or by mail.

-The City of Napa, which also uses Paymentus for its water bills, does not charge
consumers for any payment types. Customer service representatives report that the City absorbs
the Paymentus fees, not the customers.

-Yuba City, which offers water to residential customers, charges $1.60 to customers
using either a credit or debit card. Other payment options do not result in additional fees to the
customer.
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-Sutter Community Services District accepts credit card payments for water bills with a
customer charge of $1 for payments up to $35 and 3% for payments over $35.

Other Comparisons

Consumers often use credit cards without paying additional fees. Most grocers, health care
providers and retailers absorb the fees.

According to their websites, AT&T and Verizon do not charge additional fees for credit card
payments.

Comcast does not charge additional fees to their customers for credit card payments unless they
pay by calling a customer service representative.

PG&E payments may be made via credit card and require a $1 convenience fee.

Waste Management customers may pay their bills using credit cards without incurring additional
fees.

According to the mynevadacounty.com website, property owners in Nevada County may pay
their tax bill online and will be charged a 2.38% convenience fee, e-check payments are free of
charge.

DMV customers paying with a credit card online, at a DMV kiosk or through the automated
telephone system will be charged an additional 2.1% and those paying with a debit or credit card
at a field office will be charged a 2.3% service fee. Customers paying with cash, a check or
money order will not be charged a service fee.

Paperless Billing

In January 2019, Consumer Action reported the results of a survey asking consumers about
paperless billing. They said that “the vast majority of respondents noted that they prefer to
receive all types of bills by mail-—even when they opt to pay the bill online.” Depending on the
account category, 45-74% of respondents said that they choose paper over electronic
notifications for insurance, utilities, medical, mortgages, credit cards and property taxes. The
results suggest that as many as 26% of consumers may be willing to convert to electronic bills
for water services.

Electronic bills are offered at no cost to NID customers, offering convenience to customers and
cost savings to the district.

According to NID, there are almost 23,000 water customers:

e approximately 18,100 customers receive treated water bills each month;
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e approximately 3,500 customers receive irrigated water bills in March, May and July; and
e approximately 1,300 standby customers receive bills in January and July.

NID reports that it spends an average of $8,423 per month in bulk postage (over $100,000 per
year) to mail invoices and also spends $0.12 to print and stuff each mailed statement.

Using the above numbers, it appears that NID saves approximately $0.55 per bill when a

customer converts to paperless billing.

As of August 2020, 2,088 customers have signed up for the paperless billing service which is
approximately 9% of bills. If NID could improve this number to the 26% mentioned above, it

would save over $14,000 annually, less marketing costs.

Marketing

After the decision was made to select Paymentus, NID distributed a one-time insert in the
monthly billing that explained the new process. It also produced this press release, which

remains archived on its website:

M Search results - cheryledell@gm X | (@ Nevada Irrigation District » Pres X | (D Nevada Irrigation District » Abo. X | (@ Nevada Irrigation District » Nev- x| =+

S O @

Nevada Irrigation District Offers Customers New Online Billing
and Payment Option
April 24, 2020

Responding to customer demand for an electronic payment option, NID has launched a new
online billing and payment platform. The new system makes billing information available to NID
customers on most electronic devices 24 hours per day, seven days per week.

“We are pleased to provide customers with online options. There are several ways customers can
engage with the new system. They can sign up for paperless invoices using the free e-billing
portion of the portal, additionally, they can choose to pay their bill, for a fee, using the online
payment module or by calling the interactive voice response system,” stated Chip Close,
Operations Manager for NID.

The platform was developed and is managed by Paymentus, a third party vendor that provides
convenient, highly secure billing and payment platforms.

Paymentus is a good fit for NID because it offers our customers a high degree of security,
customer convenience, and it did not require any District funds to develop or maintain the
platform. The $3.75 convenience fee assessed by Paymentus applies to payments up to $1,000.
Payments over $1,000 will be subject to an additional fee. The charge covers costs to Paymentus
such as bank fees and the cost to develop and maintain the system. NID does not receive any
portion of the per payment convenience fee.

The Paymentus electronic billing and payment system is simply one more option NID provides to
its customers. All other forms of payment continue to be available to our customers including
cash or check in-person or by mail, bank bill pay and electronic funds transfer from a checking or
savings account.

Customers interested in signing up for paperless billing can visit www.nidwater.com. Need
assistance? NID’s customer service team is available to answer questions Monday through Friday
between 8:00 a.m. and 5:00 p.m. at (530) 273-6185 or email us at
customerservice@nidwater.com.
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NID includes a statement on some bills that notifies customers of electronic options. The Jury
found the statement “Pay your bill online at nidwater.com or by phone at 833-366-7104.
Payments subject to a $3.75 charge. Maximum payments $1,000 per transaction.” on the bills for
customers who pay by cash or check, but not on those who are set up for automatic bank drafts.
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Electronic newsletters are sent to NID customers quarterly and the Jury found that information
about paying a water bill online was included in two of the newsletters issued in 2020. Neither
explained the $3.75 charge for using Paymentus services nor specifically mentioned a paperless
billing option for customers. Here is the article from the Spring edition:

NID News Briefs

Need to pay a water bill?

Customers are encouraged to sign up for online
billing. Click here.

NID also provides drop boxes for payments:

e Grass Valley — outside the front door of the main
business office at 1036 West Main Street in Grass
Valley

e Placer County — outside the gate at the NID North
Auburn Water Treatment Plant, 12200 Locksley
Lane in North Auburn, or Safeway, 2500 Bell Road
in Auburn (box located near store entry).

WE DELIVER

Conservation Rebates

Raw Water Master Plan update: we want

Get your toilet rebates today to hear from you! Take a short survey

NID is moving ahead with the update to its Raw
Water Master Plan (RWMP), a comprehensive plan
that will address our community’s water future.
Our aim is to maximize public input during the
update process .

NID has launched a toilet rebate program so
customers can reduce water consumption
and save money. The program will offer up to
$100 when eligible customers replace their
older inefficient toilets with high-efficient

WaterSense-labeled toilets.

Older, inefficient toilets can use as much
as six gallons per flush. An efficient toilet,
rated at 1.28 gallons per flush or less, can

We invite you to take the survey to help us plan
the public process. and provide input. Click here.

Fire fuel reduction work - Scotts Flat

save water by 20 to 60 percent. That’s nearly
13,000 gallons of annual water savings per
household.

More than 1000 Acres of District-owned lands have
been cleared of hazardous trees and dense

No other marketing has been done although customer service representatives are available to
explain options to consumers.

It is important to note that the Jury found no evidence that NID is trying to hide the additional
charges or to deceive the public in any way. In fact, NID officials were forthcoming with
information and calls to customer service were handled professionally and competently. NID
recently received a Transparency Certificate of Excellence from the Special District Leadership
Foundation in recognition of its “outstanding efforts to promote transparency and good
governance.”
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Additional information

There is one additional fee applied to NID customer invoices regardless of the method of
payment chosen by each treated water customer. That fee is the State/County Mandated Fee of
$1.90 listed as a line item on each customer bill just prior to the Total Amount Due. The
customer service department of NID stated that “the State/County Mandated fee of $1.90 is to
offset the cost of mandatory reporting compliance for the State of California.” Simple math
reveals that the approximately 20,000 total treated water customers who pay $1.90 fee/month per
customer generate $38,000/month or $456,000/year.

In the 2019 COST OF SERVICE STUDY conducted by NID, the $1.90 is only mentioned at the
top of page 23 in a single sentence which reads “It should be noted that an additional charge of
$1.90 applies to each treated water customer to pay for regulatory fees.” Nowhere does the study
indicate how NID arrived at the $1.90 figure. When the Jury requested documents detailing the
items that make up the regulatory fees, we were pointed to the operating budgets available to the
public on the NID website. In 2009, those reports indicate that Federal/State/County Fees for
Water Operations were $399,200. Again, using simple math, if these fees are a complete listing
NID collected over $450,000 in 2019 to cover less than $400,000 in regulatory fees.

While the Jury does not have a reason to doubt the validity of the charges, the Jury was unable to
verify that the total collected from consumers matches the total of the regulatory charges.

During the course of this investigation, the Jury became aware that there is not a formal
complaint process for customers. There doesn’t appear to be a complaint form, log or a tally of
historical complaints to review or present to management or the NID Board. Complaints are
generally made verbally to customer service, the department involved or directly to a member of
the NID Board. NID however can be contacted via email.

Findings

F1. Many customers use checks or bank drafts to pay their NID bills instead of credit or debit
cards, in part because of the additional charges NID passes on to its customers.

F2. It is difficult to find complete information about payment types and fees on the NID website.
F3. NID charges to consumers for using credit/debit cards are unusual among water districts
surveyed and among other non-water utilities. For-profit businesses generally do not pass along

the fees of electronic payments either.

F4. Many water districts view the use of electronic payments as a cost of doing business, rather
than classifying them as a property-related fee as described by Proposition 218.
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F5. While NID relies on Proposition 218 as the rationale for charging electronic processing fees
to customers, it does not fully implement the spirit of proportional charges. As implemented,
electronic payment fees paid by approximately 80% of NID’s treated water customers offset the
costs for the other 20% who use the service.

F6. The Jury was unable to find a NID Board-level discussion or approval to charge customers
for electronic payments.

F7. There was no public discussion at the Board level about the consumer fees being charged by
Paymentus. Rather, the decision was made by non-elected NID officials.

F8. The decision to select Paymentus was primarily focused on the cost to the district, rather
than the cost to the consumers.

F9. Many consumers are unaware that they can switch to paperless billing.

F10. There is no easy-to-access detail that supports the additional $1.90 reporting fee charged to
water customers each month by NID. While the Jury doesn’t have a reason to doubt its validity,
it also couldn’t verify the details that led to the charge.

F11. There is no documented formal customer complaint process in place that allows for
complaints to be monitored, resolved, and collectively reported to NID Management or the
elected Board of Directors.

Recommendations

The Nevada County Grand Jury recommends the NID Board of Directors implement the
following recommendations.

R1. NID should list all payment types, along with the associated fees, on its website in a place
that is easy for customers to view. (F2)

R2. The elected NID board members should have a public discussion about absorbing the cost of
electronic payments for their customers, allowing usage of credit or debit cards without an
additional fee to customers. (F3, F6, F7)

R3. NID should provide frequent, detailed communication to customers about their ability to
convert to paperless billing, both on its website and in paper bills. (F9)

R4. NID should include a complete listing of the $1.90 regulatory fees that are included in the
amount charged to customers in the COST-OF-SERVICE STUDY. The public should be able to
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see the individual fee by type, the total of all the fees, and the number of customers estimated to
share the responsibility for the fee. (F10)

RS5. NID should adopt a formal documented process for collecting, resolving and reporting
customer complaints. (F11)

Request for Responses

Pursuant to Penal Code section 933.05, the Nevada County Civil Grand Jury requests responses
from the following:

e NID Board of Directors to R1, R2, R3, R4 and R5 by 3 July 2021
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Appendix A: Juryv Review of Third-Party Vendor Proposals

Initial Setup and Maintenance Fee Analysis:

Review of the three program options available to NID revealed a minimum of $26,000 and a
maximum of $26,500 savings to NID on Setup and Maintenance Fees over the life of a five-year
contract by choosing Paymentus over the two DATAProse options presented. Setup and
maintenance fees would be absorbed by NID and not applicable to NID customers. Actual
amounts delineated in the chart below:

NetBill
Items Billable to NID DATAProse Pzevz:epaoze In(\eloi::e
Paymentus | NetBill 2014 y
Cloud
Initial Setup $ - | $200000 |$ 2,000.00
Development Fee
Credlt.Card / ACH g i $  500.00 waived
Processing Setup Fee
Monthly
Maintenance Fee— | S - S 4,800.00 S 4,800.00
Annualized
First Year of 5 Year $ i $ 7.300.00 $ 6,800.00
Contract
Subsequent 4 Years | . - | $19,200.00 | ¢ 19,200.00
of Contract
Total Cost to NID for
Setup/Maintenance | | 4,6 50000 | § 26,000.00
Fees Over 5
Contractual Years

Fees for various payment types:

Credit Card Payments: Visa, Mastercard, and Discover payments are available for all three
options considered by NID:

e Paymentus utilizes a fee of $3.75 for credit card payments made through their
portal which does not discriminate between treated and raw/irrigation water. A
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maximum amount per payment is $1,000. Invoices greater than $1,000 require
additional payments with the associated fees.

DATAProse (both programs), using the convenience fee model with fees being
paid by the payer, charges $2.95 per transaction up to $300 for treated water. The
fee increases to $3.95 per transaction above $300 up to a maximum of $500 for
treated water. While not specifically stated in documentation obtained by the
Jury, it is assumed that invoice amounts above $500 would require additional
payments with associated fees. DATAProse charges raw/irrigation water rates of
2.95% with a $1.95 minimum to a maximum invoice amount of $125,000.

E-Checks: This type of payment is available for all three options considered by NID:

Paymentus charges $3.75 for e-check payments through their portal for both
treated and raw/irrigation water. The $1,000 per payment limit with additional
payments required for invoices above $1,000 with associated fees remain in
effect.

DATAProse (both programs) charge $0.95 fee for e-check transactions through its
portal with no listed maximum amount per payment.

Bank Draft: This type of payment is available for all three options considered by NID:

Paymentus is not involved in the bank draft taken on the due date of each invoice.
Therefore, bank drafts have no charges associated with them.

DATAProse:

o NetBill 2014 would not be involved in the bank draft process and, like
Paymentus, would have no fees associated with it.

o NetBill Powered by Invoice Cloud applies an Online Bank Direct Fee per
transaction of $0.25 with no mention of maximum transaction amounts.

ACH (Automated Clearing House): This type of payment is available for all three options
considered by NID:

The Paymentus contract does not specifically address ACH payments. If,
however, ACH payments are made through the Paymentus portal then the $3.75
fee would be applicable to the transaction. Also, there is no mention of a payment
amount limit imposed on ACH transactions.

DATAProse has two different fees associated with ACH transactions based on
which program NID would have chosen:
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o NetBill 2014 - ACH transactions would apply a $0.60 or 1.25% of invoice
amount, whichever is higher, with no mention of a maximum transaction
amount.

o NetBill Powered by Invoice Cloud - ACH transactions would apply a
$0.85 fee to all transactions with no mention of a maximum transaction
amount.

IVR (Interactive Voice Response): This type of transaction is available through all three options
considered by NID:

e The Paymentus contract does not mention additional fees for IVR transactions,
though the Jury was able to determine that any payment entered via the online
system receives an additional charge of $3.75.

e NetBill 2014 and NetBill Powered by Invoice Cloud apply a $1.00 surcharge to
all transactions made via IVR. If multiple transactions were required, then
multiple $1.00 charges would apply.

Cash or Personal Checks:
e Paymentus makes no reference to cash payments outside of its portal.

e DATAProse details a PayNearMe fee per cash transactions at local retail locations
of $1.99 per transaction with no mention of maximum transaction amounts.
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