
CASE STUDY

Empowering Customers with Data
Insights and a Cohesive Digital

Experience

Decrease in
billing-related
customer calls

262% increase in
electronic
payments

46% adoption of
electronic

payment channels

Seamless integration of the VertexOne WaterSmart™
platform with City's other systems including Invoice Cloud



UTILITIY OVERVIEW

The City of Billings, MT is the largest city in the state of Montana. Billings provides
reliable and safe water distribution, wastewater collection and treatment, and
garbage collection to its population of 110,000 people. Billings is located in the fertile
valley of the Yellowstone River and surrounded by scenic mountain ranges. Billings
partnered with VertexOne WaterSmart™ and Invoice Cloud to achieve a seamless
customer experience and significant improvements in operational efficiency.

THE CHALLENGE 

Customer expectations have continued to evolve over
the years, and as a progressive utility, Billings was
determined to keep pace and deliver a high-quality
customer experience to the community. As part of this
dedication, Billings implemented a first attempt at an
online payment platform. While this solution checked
the box, it was severely limited in its functionality. Not
only was the information presented within the
platform focused solely on bills, the options for online
bill-pay were low level and on top of it all, the platform
was cumbersome and challenging to use. 

Billings is not unique in serving a wide-range of
customers: some more digital or tech savvy and others
expecting more traditional solutions. Unfortunately,
across-the-board customers were displeased with the
existing experience. Customers need an easy way to
pay their utility bill online, just like they have been
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paying bills for phone, cable, and other services for
years. Given that the number one driver for inbound
customer calls and issues continues center around bills
and payment concerns, Billings desired a platform with
self-service solutions to help resolve these common
customer issues online.

Increased adoption of digital engagement and
payment channels

Reduced number of payment-related issues and
customer complaints

Improved operation efficiency and customer
service staff productivity

GOALS



JEFF FARNEY
SOUTHWEST WATER COMPANY

“While we were initially hesitant about the level 
of technology changes that stood in front of us,
VertexOne WaterSmart™ and Invoice Cloud’s
respective reputations as reliable and trusted 
vendors and their proven performance providing 
their integrated solution made this the best choice 
for Billings,” reflects Christina Fox, Utility Business
Manager.

THE RESULTS

Since implementing the integrated VertexOne
WaterSmart™ and Invoice Cloud solution, Billings 
has experienced a number of improvements 
affecting both customers and utility staff. 
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City of Billings, MT

THE SOLUTION

The VertexOne WaterSmart™ customer engagement
and data analytics platform offers a powerful solution
to Billings. The Customer Self-Service Portal, available
to all customers through a mobile and web application
interface, provides a single place for customers to see
consumption, check and resolve leaks, receive
targeted messages, and analyze their current and
historical bills. 

Together with Invoice Cloud, Billings was able to
advance the solution and provide the community with
a powerful and easy-to-use payment solution that
would further enhance billing information by
combining it with actionable usage data insights. 



Enhanced Customer Experience
Given Billings’ goals for this project, staff have
been thrilled to receive positive feedback
recognizing their dedication to the community
including one customer who exclaimed: “I
wanted to express my excitement with the new
water billing system!It is SO much easier to use
and understand. The new system is more
informative, easier to use and seems more
modern in design. I now use the information I
get from this site to monitor and alter my water
usage/waste. So, I just wanted to say GOOD
JOB Water Department!” 

Improved Operational Efficiency
The intuitive and user-friendly solution helps
customers to self-resolve issues and process
their payments online, reducing the need for
them to call in to the City offices. “The power of
this joint solution has drastically reduced our
staff time spent on the phones. With that time
saved, we have been able to focus on other
critical projects,” shares Fox. This is significant
for a utility juggling a long list of critical and
pressing issues that deserve the staff’s full
attention. 

Increased Adoption of Digital Channels
Billings is observing continued steady growth in
customer adoption of the digital solutions
provided by VertexOne WaterSmart™ and 
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The power of this joint solution
between VertexOne and Invoice
Cloud has drastically reduced our
staff time spent on the phones.
With that time saved, we have
been able to focus on other
critical projects."

CHRISTINA FOX
UTILITY BILLING MANAGER 

CITY OF BILLINGS, MT

Invoice Cloud. Over 30% of customer accounts have
already registered for the self-service portal and
Billings has seen a 262% increase in e-payments and
Billings is experiencing an all-time high in paperless
billing enrollment. Billings has also nearly doubled
their database of customer emails, opening the door
for easy, timely, and effective customer engagement
via email. This also helps to reduce the costs
associated with printing and sending customer
communications through the mail. 

WHAT'S NEXT?

Billings staff have been so pleased with the success
of their solution thus far and are optimistic of what
lies ahead: even further adoption by customers,
reduced burden on staff, and ultimately cost savings
in running their business. As for what advice they
may offer other utilities? “Make sure you understand
your solution inside and out, and select technology
partners that will provide excellent support with
quick turn around to any issues that may surface. We
have certainly found that with VertexOne
WaterSmart™ and Invoice Cloud.”

"



ABOUT VERTEXONE

VertexOne is the recognized leader in SaaS platforms for critical business processes of utilities across North
America. Through a wide range of innovative services and solutions—including the VertexOne Complete™
SaaS Solution for Utilities comprised of the Customer Information System (CIS), Mobile Workforce
Management (MWM), Meter Data Management (MDM), Digital Customer Engagement and Customer Self
Service, and now the addition of WaterSmart solutions and services—VertexOne helps utilities more
efficiently deliver a compelling customer experience; reducing the cost to serve customers, increasing
operational efficiency, improving customer satisfaction, and driving utility operations forward. VertexOne
takes on the heavy lifting of keeping current with the rapid pace of technology changes through our
VertexOne Complete™ SaaS offering, so utilities don’t have to—leaving our customers more time to focus
on core utility business while leaving the technology to us.
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FOR MORE INFORMATION
info@vertexone.net
VISIT US AT: www.vertexone.net


