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SYSTEMS & SOFTWARE DELIVERS SUCCESSFUL ENQUESTA CIS
IMPLEMENTATION AT TRUCKEE MEADOWS WATER AUTHORITY

N
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Truckes Mesdows Water Authority (TMWA) ic 2 not-for-prodit,
community-owned, water utility in Wachoe County, Nevada.

It continual |_'p strives to dalfer ﬂ-oceph'nnaL customarforused,
water services to its community. Thic includes helping customen
avoid late payrments that could lead to the temination of

e=scential services

From tapping their mobile device, dipping their credit card into 2
kicek, or satting it and forgetting it with autopay, today’s TMWA
CUStomens want to pay their bills in a variety of different ways.
The need to meet them whers they are has fizen to the top of
TM¥ AR pricrites.

TMWA Secks New CIS

TMW¥A recently sought to replace its ninsteen-yearcld, customer
billing eystem, VertexOnes =Cl5, with a2 modemn CIS, deliver 2
r\ede;'lg-nzd bill with enhanced water-use information, and offer
new, convenisnt payment options. Festurec the utilitys current
legacy CI% could not provide included:

* Mass meter change-out for the new AMI cystem

* Customer Portal and other communication pr\e‘fe rEMCEE

* Omnichannel payment preferences

® 3l5 Integration and Automation

* Diynamic Repu-rring

» [mtegration with other third party vendors

"The existing systemn has served our customers well—aith
incrermental update: =F-P|i-=c| ower the past 19 years,” cays Mardi
Westlake, TMWAE manager of customer relations. “However,
the need for newsr, mone capable technology has made the

upg'-.lde a necessitg.”

Selecting the enQuesta CIS &
Complementary Edge Systems

With the help of Soft Resources, TMWA contracted 5&5 to
deliver, train, and implement a2 complete and-to-end C5 billing
solution: enQuecta in the Clowd. TMWA wanted the new CIS to
bill their cuctomars based on monthly concumption, and give
customers the flaxibility to view stazements, pay bills, monitor

Uzage, E’f\d even :umend =I'Id reEconnect sErvicEs.

TMWA was looking for a cloud solution for the following reasons:
* The previous CIS system was on & private clowd
* Their call center and Billing and Collections were
being outsourced
= ERP ic already in the doud
* They needed 24/7 availability of the cloud
* Lecs internal staffing n:quirl:'neni:

In addition to the core CI5, TMWA also procured:
» anCumcta .ﬂm=|_'rt'u:: Softwars (C-og o)
" anDuscts Modul=s iSupinE'r M:na-ge'n EI'It:'
* Cuctomer Self-Service Modulec (Capricom)
* enluestalink Workforce Management (ServiceLink]

Putting the Right Team in Place
enDuesta was devcloped for TMWA using S&5' Elevate
methodalogy, with custom features and cervices baced on the
utility’s unique bucinecc requirements. 5&5 accembled an
experienced and ckilled project team with more than 40 years
of utility eystem implzme ntation experience combined. Frem
beginning to end, the t=am wac solely committed to TWMA for
the =ntire project, including supporting post-go-live actvities.
Roles within S&5° team included:

= 5 ije-rt Man ager

* Implemantation Consultants

* Software Engineers and Decignen

* Congultants frem the Technical Operations

® SES Executives
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555 made enhancements to enQuesta, induding custom
features and edge systemns to mest TMWAS unigue business
requirements outlined by Soft Recources in the RFP. Castom
features included:

= Backflow

* Work queusc

= Master’sub billing

* Masz creation of premises

Resolving Pandemic-related Challenges
Covid-19-related government travel restrictions added significant

:nrnpfﬂtiﬁz: o the project. TMWA wac initially scheduled for
their go-live amid the pandemic. Bath t=am:z elected to move
the project to a 100% remote-based model. With the TMWA
project team working from home, the 585 Project Team was
unable to trawel on-cite and, and waz abl= to Pi'vu-t to a remote
implementation model. This created new challenges with on-site
data migration PI:n:.. training, simulation and imP|=mem=tinn_.
and on-site support.

Both project teams guickly adopted the new, remote

im Plemznt:tinn model. TMWAS customer service team iz located
in Seotte Bluff, Nebraska, which cperates in 3 different time zone
{+1hr} than TWMA
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Hitting a Home Run

De:pl'tc unforacman cha”\engﬂ: {Global Pandemic - Cowidi9),
the enluesta solution and project model was sble to delver a
complete G5 billing senvice effectively and efficenty—in ane
package, without the nead to partner with service integrators or
add layered applications.

It was delivered, along with several edge systems, on time, within
budget, and met or exceeded all agreed-upon deliversbles and
expectations, aven those that were added o the project ccope
by TMWA after the implementation began.

TWAWA migrated to enQuesta without compromising or
interrupting their day-to-day sccountabifities or customer
expectations. There were no billing iscuss reported, or concerns
raized by TMWA customers. This succees ic being credited to
the ckilleate, experience, dedication, and collzboration of zll
team members.



