Through Configuration,
Not Customization, TriCo Improves
Operational Efficiency with Impresa

1-800-259-8222
www.inHANCEutilities.com
sales@inHANCEutilities.com

Introduction
After struggling with their current utility billing software, TriCo Regional Sewer Utility (TriCo)
searched for a new solution. They chose inHANCE's Impresa CIS software because it was
configurable and automated processes, increasing operational efficiencies. Located in Zionsville, IN,
TriCo serves 16,000 residential and commercial customers in Hamilton, Boone, and Marion Counties.

TriCo Was Tired of Worrying About Their CIS Software
TriCo's 24-member staff serves residential and commercial customers, with the large majority living
in an upscale, suburban area north of Indianapolis. TriCo's treatment plant capacity exceeds over 8
MGD, split between their treatment plant and purchased capacity from the City of Carmel.
Since TriCo began serving its community in
1987, this utility's mission has been to provide
high-quality, cost-effective sanitary sewer
services to its customers. As part of its
mission, TriCo continuously evaluates and
improves structures, systems, and
methodologies to provide the best possible
service to its customers.

We were looking for a stable, user-friendly platform
that would handle our billing efficiently and effectively
within today's standards. We wanted a platform we
did not have to constantly worry about whether it
would perform without any glitches on a daily basis.
Cindy Sheeks, Controller
TriCo Regional Sewer Utility

TriCo's Customized Utility Billing Software Was Glitchy
TriCo wrestled with its customer information and billing software (CIS). Although their best-of-breed
software provider customized its CIS to handle TriCo's unique utility billing needs, it was glitchy,
unreliable, and didn't automate all needed tasks. Every day, TriCo worried that their software
wouldn't handle that day's basic projects, and these problems kept them from reaching maximum
efficiency.
The fact that the software couldn't meet daily challenges was not the only problem TriCo had with
its CIS software. They didn't feel their CIS provider was keeping up with new technologies, and their
provider didn't address TriCo's concerns and issues promptly. This vendor's employee turnover kept
the support staff in constant flux, and support ticket response times were slow. Of all the challenges,
the biggest was how the software handled storing ACH debit information as an audit trail function,
which caused concern about the integrity of the stored account information.

Frustrated with this battle, the TriCo team was determined to find a solution, agreeing that they
wanted a more robust, configurable software to automate and handle their complex billing
challenges. The software needed to be a user-friendly and stable solution that efficiently and
effectively handled their billing within today's standards.

Why TriCo Chose inHANCE's Impresa
Although TriCo looked at other vendors, inHANCE stood out above the rest. Because inHANCE
designs software specifically for water utilities, their Impresa CIS software had everything TriCo
needed right out of the box, and it only needed to be configured, not customized, to meet their
needs.

We were excited and impressed from the first demo of
the software. We were also incredibly impressed with
inHANCE's Professional Services and Sales teams and
their utility billing knowledge. They were a driving
force behind our decision to make the switch.
Shelly Keefe, Utility Billing Specialist
TriCo Regional Sewer Utility

With over 45 years in the water utility billing
industry and with assurances from the Carmel
team, TriCo knew that inHANCE offered a
reliable product. Because Impresa is built on a
stable platform, TriCo could configure the
software to meet their needs without custom
modifications like their legacy software needed.

With so many strong recommendations about inHANCE's implementation team, TriCo knew their
needs would be met, their project would be implemented efficiently by the Professional Services
team, and their questions would be answered thoroughly. TriCo felt that everything was handled
professionally, from presentation to implementation to post-go-live, and they couldn't ask for a
better transition experience.

How TriCo Uses Impresa
Because Impresa is configured during implementation, the software was designed to TriCo's
specifications without time-consuming customization. With Impresa, they can quickly and efficiently
remove locations, perform meter change-outs, meter maintenance, and so much more than they
could do with their legacy software. And TriCo's management team is particularly impressed with
Impresa's business intelligence (BI) reporting. This feature helps them use data to understand their
customer demographics better to make informed decisions about serving their community.

Impresa has streamlined TriCo's billing processes, making it easier for them to send out monthly
billing. And, with all the efficiencies that Impresa affords TriCo, they get back hours of each
workweek to perform other high-priority tasks.
Impresa can also efficiently handle the legacy software's audit trail deficiency. Impresa keeps track of
when a customer is set up on ACH (as a draft customer) and tracks when that customer is taken off
the account. Impresa also keeps an encrypted record of when a bank name and account routing
number are put on the account and alerts the user that a change has occurred. Now, TriCo no longer
needs to manually input this information into the system, giving them time to perform other
customer service-related tasks.

The Results
Impresa has streamlined TriCo's billing
process. Their legacy software took TriCo half
a day to complete the billing preparation.
Now, with Impresa, it takes an hour because
much of the pre-billing work can be completed
before the billing date. And TriCo is very
impressed with the ability to quickly export
data from reports, giving them the information
when and where they need it the most.

What stood out the most was that we were able to
configure and add information specific to our
business needs without any custom programming.
We were able to remove locations and perform
meter change outs and maintenance with the
current configuration, making it easy for us to work
with maximum efficiency.
Kelly Ryan and Cindy Ferrulli,
Billing Assistant and Customer Service Representative
TriCo Regional Sewer Utility

TriCo is delighted with the inHANCE Professional Services team and how they handled the project.
Implementation was structured and organized. inHANCE had clear timelines with goals and
objectives discussed and reviewed throughout the project. The implementation was very
transparent, and if an issue arose, the timeline was flexible enough to deal with any problem. All
issues were discussed as a team, and the inHANCE Professional Services staff was on-site the entire
week of go-live.
TriCo struggled to get answers with their legacy software because they never knew who would
respond to a support ticket. But inHANCE's Customer Support team is exceedingly knowledgeable
and ready to help. And TriCo can rest assured that their support tickets will be closed to their
satisfaction.

Looking to Automate Tasks and Streamline Operations?
Are you a water/sewer utility provider looking for software to automate daily tasks and streamline
your operations like TriCo Regional Sewer Utility? Give us a call today. We'll show you how Impresa
can maximize efficiencies and save you time and money.

About inHANCE Utilities Solutions
With 45 years of experience in the water utility market & over 350 clients, inHANCE
has proven solutions to tackle whatever complex utility billing challenge you face.
Designed specifically for water utilities, our utility billing solutions help you organize
your customer data and provide valuable insights at your fingertips. Each customer’s
critical information will be where your support team needs it, keeping operations
flowing from one customer service call to the next. And our reporting software will
allow you to analyze business operations, increasing efficiency and streamlining
operations. You’ll know what your team is working on, what customers need
attention, and what you can do to provide the best possible customer experience.
When you’re looking for dependable, cost-effective, practical utility billing software,
you can trust inHANCE solutions because inHANCE helps utilities serve their
communities.

Ready to learn how Impresa and FieldHawk can streamline
your operations and save your time and money?

Get in touch with our Sales Team today.
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