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Introduction
Bedford Regional Water Authority (“Authority”) is located in Bedford County, VA, and serves over
15,000 water and sewer customers in the Town of Bedford, Forest, Smith Mountain Lake,
Stewartsville, and Montvale. Because their aging software could not meet their needs and was not
going to be updated, the Authority started a search for new customer information and billing
software (CIS) that would help them provide exceptional customer service to their community.

Bedford Regional Water Authority's Searches
for New CIS Software to Replace Their Legacy Software
With a core value of providing quality service to everyone, the Authority knew their legacy utility
billing software was not serving their needs, thereby not providing quality service to their
community. The Authority's customer information and billing software was aging, the vendor’s
customer service was slow to respond, and no updates were available to make the software easier
to use.
Our previous software was outdated and not looking to
improve or make any further changes. The processing
cycle each month took approximately 3-4 hours to
complete. No one could process any transactions during
the cycle process.
Marcie McIvor, Customer Serivce Manager
Bedford Regional Water Authority

The Authority decided it was time to search for a more modern software that could provide accurate
reporting and the ability to process payment plans without manual entries. Ultimately, the Authority
wanted easy-to-use software to streamline operations, improve processes, and save time and
money.

Bedford Regional Water Authority's Legacy Software Was Outdated
and Needed to Be Replaced to Improve Operational Efficiencies
The Authority’s Customer Service Representatives (CSRs) were looking for a CIS software that was
more modern and could help them do more during the day in less time. The CSRs were limited to
performing actions in one way, and they were not always easy or quick to complete. Some actions
had as many as 5 time-consuming steps that took 5-10 minutes to complete, and the CSRs had to
wait for the software to complete each step, wasting time better spent assisting customers.

Each month, the legacy software took 3-4 hours to complete a processing cycle, and no one could
process any transactions during this time. The Authority's legacy CIS tied up the system and kept
everyone from performing essential tasks, wasting valuable time. Payment information also had to
be manually entered before payment plans could be processed.
Not being able to automate this task made the
Authority spend valuable time manually
It's like three clicks, and we're done with processing
inputting information that ultimately caused
a transaction.
input errors. Frustrated by these operational
Marcie McIvor, Customer Serivce Manager
inefficiencies, the Authority knew there had to
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be a better way to perform processing tasks
each month.

Why Bedford Regional Water Authority Chose Impresa
While searching for a new and better way to provide exceptional customer service for their
community, the Authority determined that inHANCE Utilities Solutions' Impresa customer
information and billing software stood out above the rest.
Impresa’s processing takes far fewer steps than the Authority's legacy software and can complete
the entire process in much less time. Impresa’s reporting features are much more robust, giving the
Authority's team many options to perform tasks. And because Impresa integrates with Invoice
Cloud's Electronic Billing Presentment and Payment, the transition from the legacy software to
Impresa was seamless.

What Bedford Regional Water Authority Loves
about inHANCE and Impresa

Payment processing is much quicker. We can wait until
4:00 pm if we want to process and know we'll be done
before we leave at 5:00 pm.
Marcie McIvor, Customer Serivce Manager
Bedford Regional Water Authority

Now, the Authority processes its transactions
quicker and more efficiently with just a few
clicks. Where they had 5 time-consuming
steps, they now have a user-friendly interface
to complete transactions efficiently in fewer
clicks and less than half the time. CSRs are
excited to have new software and are
learning all of the features and functions that
will make it easier for them to provide
exceptional customer service.

There is no one way to process an action, and the team is exploring ways to customize reports to
make the software work even better for them in the future. Overall, the system is user-friendly and
streamlines operations to save time and money.

From the first phase of implementation to the end of the project, the Authority felt inHANCE’s
Professional Services team was knowledgeable and wonderful to work with. They assisted with a
smooth transition from the legacy software to Impresa, and the Authority enjoyed working with such
a friendly team.
And, inHANCE's Professional Services team is
always there when the Authority has a
question and needs it answered quickly. When
a support ticket is opened, the Authority team
knows they'll get an answer within 10 minutes.
inHANCE's team is knowledgeable, friendly,
helpful, and patient, and they are always
willing to help until the problem is resolved to
the Authority's satisfaction.

The support team responds to any ticket we place
within 10 minutes. They are very knowledgeable,
friendly, helpful, and patient.
Marcie McIvor, Customer Serivce Manager
Bedford Regional Water Authority

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? 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.
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