Service Agreement
For
Billing, Payment Receipting, Customer Service, and Coordination Services

This Agreement is made and entered into this 6th day of September 2019, by and
between Bluegrass Water Utility Operating Company, a Kentucky Limited Liability
Company (hereinafter called “Client”), and Nitor Billing Services, LLC (hereinafter called
“Nitor”) a Missouri Limited Liability Company.

Client and Nitor agree:

1. General Provisions

1.1.
1.2.

1.3.

1.4.

1.5.

1.6.

1.7.

Nitor Billing Services, LLC

The relationship of Nitor and Client is that of independent contractor.

This Agreement shall be binding upon the respective successors and assignees of
each of the parties hereto. Neither party will assign this Agreement without the
prior written consent of the other party.

This Agreement, including Appendixes A and B between Client and Nitor
supersedes all previous or contemporaneous representations and agreements
(whether written or oral), and may be modified only in writing and signed by the
parties. Client agrees that its remedies against Nitor and its affiliates shall be
limited to those expressly provided in this Agreement. All releases, indemnities,
and limitations on liability and remedies stated herein shall apply, regardless of
whether the liability or remedies arise in contract, warranty, negligence, strict
liability, or otherwise.

If any of the provisions contained in this Agreement are held for any reason to be
invalid, illegal, or unenforceable, the enforceability of the remaining provisions
shall not be impaired thereby.

This Agreement gives no rights or benefits to anyone other than Client and Nitor
and has no third party beneficiaries.

A Customer is defined as a person or entity receiving water utility service or
wastewater utility service. Therefore, a person or entity receiving both water and
wastewater services would be considered two (2) Customers.

All words and phrases in this Agreement shall be defined in accordance with their
common usage unless given special definition in this Agreement.
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2. Statement of Work
2.1. The statement of work for this Agreement is defined in Appendix B.

3. Client Responsibilities
3.1. Pay for all expenditures as described in Appendix B.

3.2. Provide utility billing and cash receipting software for Nitor’s use that is mutually
acceptable to Nitor and Client.

3.3. Perform all functions and retain all responsibilities and obligations related to the
operation and service of the utility not expressly assumed herein by Nitor.

4. Compensation and Payment
4.1. Nitor's compensation under this Agreement shall consist of a Setup Fee and a
Monthly Fee.

4.1.1. Nitor’s Setup Fee is -plus per Customer (not to exceed this amount
per Customer unless agreed by Nitor and Client) to be added to the system
during the Setup Period. For systems that will be added subsequent to the date
of this Agreement with a Customer count that exceeds 5,000 Customers, Nitor
will analyze incremental customer service representative and billing service
capacity and present to Client to arrive at a mutually agreeable Setup Fee.

41.1.1. The Setup Period may last up to 60 days. Nitor shall invoice Client for
the Setup Fee upon approval of the Agreement and such invoice shall be
due and payable immediately. If the system does not launch as
contemplated Nitor shall have the option to reduce customer service
representative staffing unless Client agrees to an alternative funding plan.

4.1.1.2. The Setup Fee covers Setup Services described in Appendix B, Section
2, angJ des a single Billing Rate Structure configuration. An additional
feeo will apply for each additional Billing Rate Structure
configuration as described in Appendix B, Section 2.5.

4.1.2. The Monthly Fee will begin when Nitor issues bills to the Customers.
4.1.2.1. Nitor's Monthly Fee is -for up to 225 Customers.

4.1.2.2. Nitor's Monthly Fee is per Customer per month when the
Customer count is greater than 225.

4.2. In the event that a change in the scope of services provided by Nitor is necessary,
Client and Nitor will negotiate an adjustment in fee through a written amendment
to this agreement.

4.3. Requests by Client that are outside of the scope of services of this Agreement shall
be invoiced to Client at Nitor’s prevailing rates as outlined in a supplemental
Statement of Work approved by Client.
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5.

4.4, Client will pay Nitor the monthly fee for the current month and payment shall be
due upon receipt of Nitor’s invoice and payable within thirty (30) days.

4.5. Client shall pay interest at a rate of 1.5 percent per month (or the maximum legal
rate, whichever is greater) from date due until date paid for late payments.

4.6. Nitor's requests for payment, and any statements of account that Nitor deems
necessary to submit may be sent to Client either by United States Mail, Courier
Delivery Service, or electronic mail. The form of submittal shall be at Nitor's
discretion and shall be considered a valid submittal unless Client specifically directs
Nitor otherwise in writing,.

Term And Termination

5.1. The initial term of this Agreement shall be one (1) year from the date of this
Agreement. This agreement shall automatically renew annually for a one-year term
upon the anniversary date of this Agreement unless otherwise agreed upon in
writing by the parties.

5.2. Either party may terminate this Agreement for any reason upon ninety (90) day
prior written notice to the other party.

5.3. In the event of termination or non-renewal of this Agreement, Nitor shall cooperate
with the Client to effect a smooth transition to a new operator over a thirty (30) day
period for which Nitor shall be compensated according to this agreement. Should
the transition require more than thirty (30) days, Nitor and Client shall agree in
writing upon the fee for transition services beyond thirty (30) days. If no
agreement on the fee for transition services, Nitor shall operate at the default
billing rates under this Agreement.

Indemnity And Liability

6.1. Nitor agrees to defend, indemnify, and hold Client harmless from any liability to the
extent arising from the negligence of Nitor, its officers, agents, employees, or
subcontractors.

6.2. Client agrees to defend, indemnify, and hold Nitor harmless from any liability to the
extent arising from the negligence or willful misconduct, of the Client, or its officers,
agents, employees, or subcontractors.

6.3. In no event shall Nitor, its subcontractors or their officers or employees be liable
for Client’s special, indirect or consequential damages, whether such liability arises
in breach of contract or warranty, tort including negligence, strict or statutory
liability, or any other cause of action.

6.4. Client agrees to indemnify Nitor against claims for injury, property damage, or
economic loss arising from failures in the sanitary collection systems unless such
claims are caused by Nitor’s negligence. This article takes precedence over any
conflicting article of this Agreement, and extends to Nitor, its officers, employees
and subcontractors.
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6.5. In no event shall the cumulative liability of Nitor or its affiliates relating in any way
to this Agreement exceed an amount equal to the total of the last twelve (12)
months of compensation paid to Nitor under this Agreement.

7. Labor Disputes
7.1. In the event activities by third party employee groups or unions causes disruption
in Nitor’s ability to perform the services described in the Statement of Work, Client,
with Nitor’s assistance, or Nitor at its own option, may seek appropriate injunctive
court orders during any such disruption. Nitor shall perform on a best efforts basis
until any such disruptions cease, but Nitor cannot assure compliance with all
contract conditions.

8. Arbitration

8.1. If any difference or dispute shall arise between the parties to this Agreement
concerning the construction or enforcement of any of its terms, then upon a written
request of either party, such difference or dispute shall be resolved through
mediation, with each party agreeing to a single mediator who shall be a practicing
lawyer or retired judge with knowledge and experience in matters involving
Missouri law. Should the dispute not be resolved through mediation, then the
dispute shall be submitted to final and binding arbitration through the American
Arbitration Association with an arbitrator who shall be a practicing lawyer or
retired judge with knowledge and experience in matters involving Missouri
law. The decision of the arbitrator shall be final and conclusive on all parties and
may be entered as a final judgment in any court of competent jurisdiction and
enforced according to the rules and procedures of said court.

9. Force Majeure

9.1. Neither party shall be liable for damages, delays, or failure to perform its
obligations under this Agreement if performance is made impractical, abnormally
difficult, or abnormally costly, as a result of any unforeseen occurrence, including
but not limited to fire, flood, strike, acts of God, or other occurrences, beyond its
reasonable control. The party invoking this Force Majeure clause shall notify the
other party immediately by verbal communication and in writing of the nature and
extent of the occurence within ten (10) working days after such occurrence, and
shall take reasonable measures to mitigate any impact of Force Majeure.

10.Changes

10.1. Client and Nitor may mutually make changes within the general scope of
services of this Agreement. The contract price and schedule will be equitably
adjusted pursuant to a written Change Order, Modification or Amendment to the
Agreement executed by both parties.
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11.Applicable Law / Jurisdiction & Venue
11.1. This Agreement shall be governed by the laws of the State of Missouri.

Claims brought under or in connection with this Agreement or the relationship or
transaction contemplated hereunder shall be brought only in the Circuit Court of St.
Louis County, State of Missouri, or the United States District Court for the Eastern
District of Missouri, and the parties to this Agreement agree and consent to the
personal and exclusive jurisdiction of said courts and shall not object to the
personal jurisdiction of any such court nor raise any defense to the jurisdiction of
any such court based on forum non conveniens or any other theory.

. i . Bluegrass Water
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12.Signatures

Both parties indicate their approval of this Agreement by their signatures below.

Bluegrass Water Utility Operating Nitor Billing Services, LLC
Company

Sy Vb &

Signed O Sigrjled

%C\{ C\,ul.L-Q/LOY'\ Mark Peterman -
Name ‘ Name

e

?{D \QC;Q- 'k(bdg)l (o President
Title ) i Title

QIH {{9 9/11/2019
Date ' ) Date
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Appendix A

SERVING NOTICE TO A PARTY

All notices shall be in writing and transmitted may be sent either by United States Mail,
Courier Delivery Service, or electronic mail to the following addresses:

Nitor Billing Services, LLC

15290 Lochcrest Ct

Chesterfield, MO 63017

Email: mpeterman@nitorstrategy.com
Attention: Mark Peterman, President

Bluegrass Water Utility Operating Company
500 Northwest Plaza Drive, Suite 500

St. Ann, MO 63074

Email: jcox@cswrgroup.com

Attention: Mr. Josiah Cox, President

Notice shall be deemed to have been delivered when it is received by the party upon whom
notice is being served.

Bluegrass Water
Nitor Billing Services, LLC Case No. 2025-00354Page 7

PUBLIC Exhibit 4-20(f) - Nitor Contract
Page 7



Appendix B

Statement of Work

1. Service Location:

1.1. Nitor agrees to provide the billing, payment receipting, and coordination services
described in this Agreement for the Customers (homeowners, renters, landlords,
businesses etc.) serviced by the Client’s system known as Bluegrass Water Utility
Operating Company.

1.2. As of the date of this Agreement, the following Customers are to be added to the
system as follows:

1.2.1. Airview Utilities, LLC - 0 water Customers and 203 sewer Customers

1.2.2. Brocklyn Utilities, LLC - 0 water Customers and 168 sewer Customers

1.2.3. Fox Run Utilities, LLC - 0 water Customers and 34 sewer Customers

1.2.4. Kingswood Development, Inc. - 0 water Customers and 124 sewer Customers
1.2.5. Lake Columbia Utilities, Inc. - 0 water Customers and 33 sewer Customers
1.2.6. LH Treatment Company, LLC - 0 water Customers and 277 sewer Customers

1.2.7. Marshall County Environmental Services, LLC - 0 water Customers and 192
sewer Customers

1.2.8. Persimmon Ridge - 0 water Customers and 355 sewer Customers

2. Setup Services:

2.1. Client shall provide a complete list of Customer names, service addresses, billing
addresses and contact information to Nitor in an Excel or CSV file based on a
template which Nitor shall provide to Client.

2.1.1. If meters are in use and if Client wishes to associate meter ID’s with the
Customer service address, Client will provide the meter ID associated with each
service address. If meter IDs are not available or being used, Nitor shall
configure the billing software to use account numbers as meter IDs.

2.2. If Client is unable to provide the Customer information in an Excel or CSV file of
Customer information, Client may request Nitor manually enter the information
available into an Excel file to load into the billing software:

2.3. Nitor shall load Customer information into the billing software to set up the
Customer accounts.

2.4. Nitor shall coordinate the setup of the billing software.
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2.5. Client shall provide the applicable Billing Rate Structure, shut off letter template
text, and initial meter readings (if applicable) for Nitor to configure the billing
software.

2.5.1. The Billing Rate Structure is information from the approved water and/or
wastewater tariff sheet most recently approved by the state within which the
utility operates or as provided by Client (e.g. flat water or sewer fee, metered
fees, shut off fee, turn on fee, late fees).

2.5.2. Client shall approve such Billing Rate Structure configuration.

2.6. Nitor shall configure the Virtual Contact Center (VCC) software with the customer
service phone number for Client’s Customers to call. This includes programming
the IVR (interactive voice response) menu, recording messages, setting up
voicemail, and enabling Customers to select an option to be passed directly to the
emergency service line during non-business hours.

2.6.1. Nitor can provide a toll-free customer service number upon request for an
additional one-time setup fee of-

2.7. Client shall establish a Customer service email account and provide Nitor personnel
with access to that email account.

2.8. Nitor shall configure the Virtual Contact Center (VCC) software so that the
Customer service email routes into the VCC to be dispositioned by Nitor personnel
and tracked within the VCC.

3. Services:

3.1. Nitor shall generate and mail utility bills using a postcard format each month for
the Customers of the utility identified in the Service Location. Postage is not
included under this Agreement and will be paid by Client directly to the mailing
service. The monthly Customer count may vary as Customers move in or out of the
service area under this Agreement.

3.1.1. Full page bills can be generated periodically on request for an additional cost
to cover paper, envelopes, printing, and handling of the full-page mailing.

3.2. Client shall provide Nitor with access to Client’s billing and customer information
system.

3.3. Nitor shall provide one customer service phone number for Client’s Customers to
call.

3.3.1. All calls during business hours for customer service or emergency requests
will route to the customer serviced phone number.

3.3.2. The customer service phone number will be staffed by Nitor customer
service representatives during business hours (8am to 5Spm local time for
Client).

Bluegrass Water

Nitor Billing Services, LLC Case No. 2025-00354Page 9
PUBLIC Exhibit 4-20(f) - Nitor Contract
Page 9



3.3.3. Ifno customer service representative is available to address the Customer’s
issue, the Customer will have the option to leave a voicemail or to geta call
back.

3.3.4. Nitor’s customer service representatives will endeavor to respond to
voicemails the same day but no later than the nextbusiness day.

3.3.5. Outside of business hours, Customers will be able to select the option to leave
a voicemail or select the option to connect to the emergency service call center.

3.3.6. Nitor shall log the call time, date, and brief summary of each Customer
service call or email in the customer information system account for that
Customer. Nitor shall endeavor to resolve billing questions with the Customer.
Requests outside the scope of billing shall be escalated to the Client’s
designated contact for Customer issues.

3.4. . Nitor will enter a Work Order into the Client’s work order system (currently
“Utility Cloud”) when a customer requests a physical shut off or turn on of service,
reports a leak, makes a complaint that needs to be addressed by an operator or
reports any other situation that needs to be addressed by an operator. Nitor will
escalate any complaints or service issues as needed to the personnel the Client
designates.

3.5. Nitor shall receive and process all Start and Stop Service Forms. This includes
requesting meter readings when needed via Work Orders and issuing final bills to
customers ending service,

3.6. Nitor shall receive and respond to all Contact Forms submitted for individual
companies and for CSWR and will forward to appropriate CSWR personnel when
needed

3.7. Client shall provide Nitor with an Excel or CSV file each month for customer’s
receiving water or sewer service that is billed based on a meter reading from Client.
The file shall include the customer account number, meter ID (if available), service
address, and the current water meter reading for each account.

3.8. Clicnt has a lock box established with Client’s bank and all Customer payments for
utilities are to be deposited into said lock box. Nitor shall be responsible for posting
each payment into the respective Customer’s billing account. Client shall be
responsible for providing Nitor with access to the web-based reporting interface
for the lockbox to download an Excel or CSV file with the Customer payment data
for upload and entry into the billing system. Nitor will apply payment data to the
Customer billing accounts each business day. Nitor will review notes, letters, and
other non-financial information in the lock box each business day.

3.9. Nitor shall export a file from the billing system with the summary of the bills
generated and mailed each month for Client upon request.

3.10. Nitor shall manage the shut off process for non-payment of fees and the turn-
on process after the Customer makes payment. Nitor will
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3.10.1. Generate the initial shut off letter list based on the Client-approved criteria.
Send the initial shut off letters on the date specified by Client for Customers
who are past due as of that date. Record the letters in the customer information
system.

3.10.2. Generate the final shut off letter list based on the Client-approved criteria.
Send the final shut off letters on the date specified by Client for Customers who
are past due as of that date. Record the letters in the customer information
system.

3.10.3. Generate the door hanger list (for Service Locations using this process) based
on the Client-approved criteria. Send the door hanger list to Client designated
operators on the date specified by Client for Customers who are past due as of
that date. Record the door hangers in the customer information system.

3.10.4. Generate the final shut off list based on the Client-approved criteria. Send the
final shut off list to Client designated operators or the designated water
company on the date specified by Client for Customers who are past due as of
that date. Nitor shall record the notes from operators or water companies in
the customer information system. Nitor shall add shut off fees to applicable
Customer accounts.

3.10.5. Notify operator or water company when turn on of water is needed after
payment by Customer. Add turn on fees to Customer accounts when water is
turned on.

3.10.6. Nitor shall invoice Client for the costs of printing the letters. Postage for
mailing letters shall be paid by Client to mailing service.

3.11. Nitor shall process new service requests from contractors

3.11.1. Nitor will receive calls from builders and provide information on costs to tap
on to water or sewer systems as well as any other relevant Client-provided
information such as inspection fees

3.11.2. Nitor will provide builders with the application and process the completed
application

3.11.3. Nitor will request the Client-designated operator perform the inspection
once the installation (tap on) is complete.

3.11.4. Nitor will invoice the builder for appropriate charges upon notification by
the operator that the inspection passed.

3.12, Nitor shall provide a monthly reporting package to Client which shall
include:

3.12.1. Customer call data including: total number of calls, average wait time,
average handle time, abandoned calls

3.12.2. Customer shut offs

3.12.3. Customer new service connection requests

. . . Bluegrass Water
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