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Introduction
For over 17 years, The City of Newburgh Water Department has partnered with inHANCE to provide
exceptional customer service, using Impresa Customer Information and Utility Billing Software (CIS)
to interact with its community.

The City of Newburgh Water Department
Newburgh is located on the western shore of the Hudson River and has the largest historic district in
the state of New York. Newburgh has a growing arts community and a rich collection of civic
improvement organizations that help keep Newburgh moving forward. Newburgh is a charming
community where history, culture, diversity, and progress intersect.
The City of Newburgh Water Department serves a diverse community of 30,000 residents through
6,675 connections. The Water Department has 73 miles of water main, more than 800 fire hydrants,
and 3,500 gate valves used in an emergency or break. As part of the municipal government, The
Water Department's goals are to provide the best water possible, streamline operations, save
taxpayers' money, and deliver a customer-centric service that offers accurate billing information.

As part of the municipal government, I aim to provide the best water to our taxpayers and provide
them with a customer-based system with accurate and current information.
Wayne Vradenburgh, Superintendent
The City of Newburgh Water Department

As Superintendent, Wayne Vradenburgh oversees daily
operations in his department and is the driving force in
achieving The Water Department's goals. In 1999,
Vradenburgh started as an Assistant Maintenance Mechanic
and worked his way up to Superintendent. Today, his primary
goals are to provide Newburgh's taxpayers with exceptional
customer service and ensure that all information is accurate,
current, and captured in near real-time.

Dedicated to Providing Accurate Information and the Best Service to Its Customers
The Water Department aims to provide its community with the best possible service. Not only do
they want to deliver an exceptional customer experience, but they also want to ensure that leaks
are detected before the customer receives a higher-than-average water bill. With these goals in
mind, The Water Department strives to provide accurate water readings in as near real-time as
possible. The Water Department can catch leaks with accurate readings and centralized data before
they impact the customer. Having the right CIS software that is easy to use and integrates with their
meter reading software is essential in providing The Water Department’s customers with the
highest possible quality of service.

Impresa is user-friendly – it is account specific, and it helps us to maintain information and track
high usage easily.
Wayne Vradenburgh, Superintendent
The City of Newburgh Water Department

How The City of Newburgh Water Department Uses Impresa
The Water Department is a long-standing inHANCE customer and has been using Impresa CIS since
2005. One of many reasons they chose and continue to use Impresa over other CIS software is its
user-friendly interface. Because accounts are location-specific, The Water Department's Customer
Service Representatives (CSRs) have all information they need for any site in the community right at
their fingertips. CSRs can attach corresponding documents to any account, keeping historical records
in one easy-to-find location. Moreover, The Water Department can link charges related to services
like closing costs, tap charges, broken seal charges, and missing meter charges directly to any
account. With this ability, The Water Department has increased revenue, streamlined operations,
and saved their taxpayers money. With all this information in one place, The Water Department's
Team can review records, determine if high usage is occurring, and notify customers of a possible
leak. This proactive approach is another way that The Water Department provides exceptional
customer service and saves its community money.

What The City of Newburgh Water Department Loves About Impresa
Impresa CIS allows Field Service Representatives (FSRs) to create, assign, track, and complete work
orders for closings, non-reads, and problem accounts. They can also scan and attach all information
associated with an account, keeping information organized and readily available. Best of all,
Impresa CIS seamlessly integrates with The Water Department's meter reading software so that
FSRs can access all the information they need in one system.
Another example of how The Water Department has been able to streamline operations is with the
flexibility of Impresa's reporting feature. With Impresa, The Water Department can create fields to
record service line materials and run reports to track these services that have recently been or need
to be replaced.

What The Future Holds

The Water Department and inHANCE look forward to a continued successful partnership. Recently,
Vradenburgh joined the inHANCE Customer Advisory Board (CAB), which looks for ways to address
industry challenges with strategic input from inHANCE customers about their products and
services. Vradenburg's input will prove beneficial to both The City of Newburgh's community and
inHANCE's community across North America.

The City of Newburgh Water Department’s history with Impresa speaks for itself. We have been
a good customer for 17 years and would refer any utility to choose inHANCE for their customer
information systems – It works!
Wayne Vradenburgh, Superintendent
The City of Newburgh Water Department

Looking for a Long-term Partner?
Looking for a long-term CIS partner who continues to innovate? inHANCE is dedicated to helping our
customers provide exceptional customer service. Contact the inHANCE sales team for a demo today.

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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