
Customer expectations are rising. Talent and staff needs are shifting. Regulatory and reporting 
requirements are becoming more complex. And while all of this is happening, utilities are being asked to 
do more with less margin for error and higher public scrutiny.

As expectations change, the limits of older systems become harder to ignore.

Most utilities have increasingly stretched, legacy Customer Information Systems (CIS) that were 
designed for a very different era. They were never intended to support real-time service, proactive 
communication, or the level of coordination now required across customer service, billing, operations, 
and finance.

Which has left many utility leaders wondering…

When staff are constantly re-keying information, reconciling reports, or explaining why numbers do not 
line up, friction compounds. It shows up in longer resolution times and growing frustration across teams.
 
For many utilities, this question becomes unavoidable during moments of broader transformation. 
If you are evaluating or have recently deployed Advanced Metering Infrastructure (AMI), or are in the 
midst of an ERP upgrade, the limitations of an outdated CIS become more obvious. New systems 
generate data and insight, but without a modern CIS to connect that information across the meter-
to-cash process, utilities often realize they are only capturing part of the value of those investments.
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Is sticking with a legacy system really safer 
than updating the software?

Why Modernize 
Your CIS, Now?



This is why the CIS is often described as the single source of truth across the meter-to-cash 
process. It is where customer activity becomes billing and where operational decisions turn into 
financial outcomes. When information flows cleanly, teams can respond with confidence. 
When it does not, even routine tasks become harder than they should be.

Your CIS sits at the center of utility operations. Customer service, billing, collections, and field activity 
all rely on it to do their work. When the CIS works well, teams stay aligned. When it doesn’t, the 
disconnect spreads quickly.
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When the CIS becomes the bottleneck 
in the meter-to-cash process

Fragmented Workflow Unified Workflow

In rigid or outdated CIS environments, friction shows up everywhere else. Billing adjustments take 
longer. Customer records don’t match across systems. Staff rely on spreadsheets, side notes, or 
institutional memory to fill in gaps. Answering a simple customer question may require toggling 
between systems or tracking down information from another department.

The costs show up in delayed billing and manual reconciliation. Less visible costs include time 
spent explaining inconsistencies, re-keying data, and working around system limitations rather 
than resolving issues. 

Modernizing a CIS is not about adding new 
features. It is about restoring flow across 
the meter-to-cash lifecycle.
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https://www.sprypoint.com/resource/future-proofing-utility-operations-how-coachella-valley-water-district-is-transforming-with-strada-workday-and-sprypoint/


Instead of forcing teams to piece together answers from multiple systems, modern CIS platforms 
support seamless workflows. Customer account details, usage history, billing status, and recent 
activity are accessible in one place, enabling staff to resolve issues more quickly and provide 
accurate responses. 

Equally important is how these systems evolve. Modern CIS platforms prioritize configuration over 
heavy customization, allowing utilities to adapt as rates, policies, services, and regulations change. 
Continuous updates replace disruptive upgrade cycles, reducing downtime and eliminating the 
need for costly retraining.

Change is never easy, especially in environments built on reliability. But once staff experience the 
difference in how they can work, the shift becomes exciting. Tasks that once took multiple steps 
become simpler, and teams spend less time navigating systems and more time resolving issues.
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Modern CIS platforms are designed 
for how utilities actually work today

The goal is not speed for its own sake, but clarity 
that reduces handoffs, follow-ups, and rework.

“The modernization initiative will deliver meaningful 
benefits for both customers and staff. Our team will 
have real-time access to customer, account, and billing 
information with analytics to empower staff to make 
data-driven decisions.”

Ryan Matuska
Director of Customer Care at Irvine Ranch Water District



Customer confidence is built in everyday interactions.  
A billing question was answered clearly. A usage concern is 
explained without delay. An issue was resolved without the 
customer having to repeat their story. When internal systems 
are disconnected, those moments become harder to deliver.

When service teams lack full context, uncertainty creeps 
into the conversation. What should be a straightforward 
interaction becomes a series of clarifying questions, 
transfers, or callbacks. Even when the issue is resolved, 
the experience can leave customers unsure and frustrated.

A modern CIS changes this dynamic by creating a shared, 
trusted view of real-time customer activity across the 
organization. Usage, billing status, payment history, service 
orders, and prior communications are visible in one place, 
in real time.

With that visibility, conversations change. Issues are resolved 
faster. Utilities can reach out proactively when usage patterns 
change or potential problems arise. In summary, explanations 
are clearer and more consistent because everyone is working 
from the same information. This means the customer 
experience improves because fewer interactions require 
follow-ups, transfers, or manual investigation.
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Better customer experience starts 
with better internal visibility

“Our customers and city leaders have big plans, and we needed 
to elevate how we serve our utility customers—smarter, faster, 
and with greater transparency. This CIS-led transformation helps 
us meet today’s customer expectations and positions us for 
continued growth.”

Tonja Woody
Utility Customer Service Superintendent at City of Grand Prairie, Texas 

If you want to improve business visibility across 
the meter-to-cash process, learn more about 
how our SpryCIS supports it here.  

Learn more

https://www.sprypoint.com/products/#spry-cis


For many utility leaders, choosing a CIS is a once in a few decades decision that shapes operations 
for years to come. It influences how teams work, how customers experience service, and how 
confidently the organization responds to regulatory, financial, and operational demands.

That is why CIS modernization should be viewed as a long-term strategy, not a technology refresh. 
A modern CIS supports operational resilience by reducing reliance on workarounds. It strengthens 
compliance through consistent, auditable data. And it helps utilities meet evolving customer 
expectations through clearer communication and more proactive service.

If you’re exploring how a modern CIS could reduce friction across your meter-to-cash process 
and support more confident customer service, our team is here to help. 
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A strong CIS is a strategic investment, 
not just a system replacement

Schedule a conversation with SpryPoint.

Let’s connect

https://www.sprypoint.com/resource/how-leading-utilities-are-redefining-customer-experience/
https://www.sprypoint.com/resource/how-utilities-can-turn-unified-data-into-better-customer-experiences-and-operational-results/
https://www.sprypoint.com/lets-connect/
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