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distribution. Delivery of the Network of the Future transformation is heavily reliant on ICT systems and business 
process change. 

Scope of ICT within Essential Energy 
In our increasingly digitised industry, and in a highly interconnected world, ICT services are critical elements of 
Essential Energy’s business operations. Our ICT systems, infrastructure and tools support almost every business 
process. For planning purposes, these ICT capabilities are categorised within a set of functional segments.   

The Enterprise Services segment comprises corporate systems that support business functions such as: 
> finance and accounting (including accounts payable and receivable)
> human resources (HR) and payroll
> procurement management
> document, content and records management
> business intelligence and analytics.

The Asset Management segment comprises business systems that support functions such as: 
> network asset management and maintenance
> asset inspections and condition monitoring
> network planning and forecasting
> vegetation management
> network model management
> non-network asset management.

The Field and Network Operations segment comprises operational systems that support business functions such as: 
> mobile workforce management (including scheduling and dispatch)
> program and project management
> network control and operations, including the GE PowerOn DMS and other operational technologies (OT)
> network monitoring and data
> network design.

The Customer and Market Interaction segment comprises operational systems that support business functions such 
as: 
> customer information management (and the stakeholder portal)
> market interface
> network billing management
> meter data management
> contact management
> interactive voice response (IVR)
> external website and portals.

Functional segment: Enterprise Services 

Functional segment: Asset Management

Functional segment: Field and Network Operations

Functional segment: Customer and Market
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In the past, non-recurrent ICT program expenditure has primarily been treated as Capex. However, as noted 
above, the IFRS Interpretation Committee’s 2021 decision on the accounting treatment of cloud computing 
investments now requires that projects implementing SaaS systems must largely be expensed (that is, treated 
as Opex). 

3. ICT Operations Expenditure

Ongoing operational expenditure to support and operate Essential Energy’s systems, ICT infrastructure and
operations, broken into three sub-categories:

> technology support costs for our ICT operational labour and services
> third-party services costs, including ongoing software or hardware vendor maintenance support fees,

SaaS usage fees, platform and infrastructure hosting fees, and other supplier services agreements
> telecommunications services costs for networking and communications service agreements.

Each of the above three expenditure categories is detailed in the following pages. A combined summary of all 
expenditure (actual and forecast) is also provided in the section titled ‘ICT total expenditure summary’ (page 26). 

ICT Program Expenditure (Recurrent) 
ICT infrastructure asset lifecycle management (client devices, servers and data networking) 

We manage and maintain on-premises infrastructure (which cannot prudently be transitioned to as-a-service 
arrangements), according to defined replacement cycles for each asset class.  

Through this approach to ICT infrastructure asset lifecycle management, we aim to: 

> maintain the reliability of our business systems and platforms, ensuring that we can continue to support the
underlying hardware, operating systems, equipment and tools

> mitigate security risks by applying vendor-supplied security patches and updates

> manage and operate our ICT infrastructure assets efficiently, through the targeted replacement of assets where
the cost to maintain a legacy asset exceeds the costs of replacement.

Table 1 summarises our ICT infrastructure lifecycle guidelines for each asset class. 
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Other minor recurrent investments 
We undertake other minor investments for the remediation, extension or short-cycle upgrade/replacement (under 5-
yearly) of business applications and tools. Below is a summary of some minor recurrent investments within each 
functional segment. 

• Environment, health and safety software
• Expense management software (Concur)
• Internal intranet/SharePoint, content management, knowledge management and

internal dashboarding
• Various other minor tools and software supporting financial management tools, HR

management, risk and governance management
• Updates to the configuration or integration of the Oracle Cloud ERP platform and

updates or patching of other corporate applications and tools

• Asset management planning software (including C55 Copperleaf)
• Engineering tools (including LABView, Mathcad and others)
• Updates to the configuration or integration of the Oracle Cloud EAM platform and

updates or patching of other asset management applications and tools

• Network design and engineering software (including AutoCAD and Microstation)
• Network Data Historian (Pi)
• Power system analysis (PSS SINCAL)
• Dial Before You Dig
• Project management tools
• Rostering and shift management
• Storm Tracker
• Motor vehicle fleet management tools
• Field mobile tools
• Configuration, updates or patching for other field, network and works management

applications and tools

• Meter configuration and diagnostic tools
• Non-routine meter reading tools
• Power of Choice and National Electricity Customer Framework (NECF) tools
• Configuration, updates or patching for other customer and market applications and

tools

• Email and office tools
• Application virtualisation tools (for example, Citrix)
• Configuration management tools
• Version control management tools
• Testing tools
• Scripting and job scheduling tools
• Operating system and application package administration tools
• Team collaboration tools
• Database, server, network and environment administration tools
• Cybersecurity services and tools

Enterprise services 

Asset management 

Field and network 
operations 

Customer and market 
interaction 

Supporting 
technologies 
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Table 2 – ICT Program Expenditure (Recurrent) 

Table 3 – ICT Program Expenditure (Recurrent) – coming RCP sub-category breakdown 

> Through the coming RCP, ICT Program Expenditure (Recurrent), including
Client Devices and Other, is forecast to trend at levels below the rolling
five-year average (i.e. coming RCP: $15.8 million per annum versus the
five-year average of $15.9 million per annum).

> Essential Energy manages its ICT Infrastructure (Client Devices, Servers
and Data Networking) consistent with prudent Asset Lifecycle
Management guidelines.

> We also continue to undertake minor investments for the prudent
remediation, extension or short-cycle (under five-yearly) upgrade or
replacement of business applications and tools.

2017/18 2018/19 2019/20 2020/21 2021/22 2022/23 2023/24 2024/25 2025/26 2026/27 2027/28 2028/29 RCP Total
Capital Expenditure 17.5 14.8 15.3 11.4 11.4 12.2 11.4 14.9 15.6 15.3 12.8 13.5 72.1
RIN Category - Client Devices - Capex 6.4 1.0 3.6 2.9 4.0 3.7 1.9 1.9 3.3 5.2 3.4 3.5 17.4
RIN Category - Recurrent (Other) - Capex 11.2 13.9 11.7 8.4 7.5 8.5 9.5 13.0 12.2 10.1 9.4 9.9 54.7
Operating Expenditure 1.3 1.6 1.0 1.2 3.8 2.6 0.5 2.0 1.9 1.1 1.0 1.1 7.1
RIN Category - Recurrent (Other) - Opex 1.3 1.6 1.0 1.2 3.8 2.6 0.5 2.0 1.9 1.1 1.0 1.1 7.1
Total Expenditure 18.8 16.4 16.3 12.5 15.2 14.8 11.9 16.9 17.4 16.4 13.9 14.5 79.2

Period Average (p.a.) - Totex

5 Year Average (p.a.) - Totex 15.9

Coming RCP

14.2

ICT Program Expenditure (Recurrent) - Totex
$M Real 2023/24 (Regulated - SCS)

Current RCPPrevious RCP

15.8

2024/25 2025/26 2026/27 2027/28 2028/29 RCP Total
Capital Expenditure 14.9 15.6 15.3 12.8 13.5 72.1
RIN Category - Client Devices - Capex 1.9 3.3 5.2 3.4 3.5 17.4
RIN Category - Recurrent (Other) - Capex 13.0 12.2 10.1 9.4 9.9 54.7

Data Centres, Servers and Storage 2.3 1.3 0.2 0.0 0.0 3.9
ICT Network Services Program 1.6 1.9 0.8 0.3 0.9 5.5
Other Minor Investments 9.0 9.1 9.1 9.1 9.1 45.3

Enterprise Services 2.00 2.01 2.01 2.00 2.00 10.0
Asset Management 1.86 1.87 1.87 1.86 1.86 9.3
Field & Network Operations 2.00 2.01 2.01 2.00 2.01 10.0
Customer & Market Interaction 1.44 1.45 1.45 1.44 1.44 7.2
Supporting Technologies 1.74 1.75 1.75 1.74 1.75 8.7

Operating Expenditure 2.0 1.9 1.1 1.0 1.1 7.1
RIN Category - Recurrent (Other) - Opex 2.0 1.9 1.1 1.0 1.1 7.1

Data Centres, Servers and Storage 0.9 0.7 0.0 0.0 0.0 1.6
ICT Network Services Program 0.2 0.2 0.1 0.0 0.1 0.6
Other Minor Investments 1.0 1.0 1.0 1.0 1.0 5.0

Enterprise Services 0.22 0.22 0.22 0.22 0.22 1.10
Asset Management 0.20 0.20 0.20 0.20 0.21 1.02
Field & Network Operations 0.22 0.22 0.22 0.22 0.22 1.10
Customer & Market Interaction 0.16 0.16 0.16 0.16 0.16 0.79
Supporting Technologies 0.19 0.19 0.19 0.19 0.19 0.96

Total Expenditure 16.9 17.4 16.4 13.9 14.5 79.2

ICT Program Expenditure (Recurrent) - Totex Coming RCP
$M Real 2023/24 (Regulated - SCS)

Key observations 
ICT Program Expenditure 

(Recurrent) 



Essential Energy | 10.07 ICT business plan | January 2023 
Page 16 of 26 

ICT Program Expenditure (Non-recurrent) 
Non-recurrent ICT program initiatives support investment drivers within one or more of the following three 
investment subcategories (as defined by the AER ICT Assessment Guidance Note 20193): 

1. Maintain

Regulatory guidance description: 

“Maintaining existing services, functionalities, capability and/or market benefits 

Maintaining existing services, functionalities, capability and/or market benefits This subcategory captures non-
recurrent ICT expenditures (per our definition) that are related to maintaining existing services. Any expenditures 
that are incurred periodically, but on a frequency that is longer than a five year cycle, are captured by this category. 
We note that newer systems (e.g. major upgrades or major version transitions) will generally include new or 
improved capability and/or capacity. If this new or improved capability/capacity is to be acquired at an additional 
cost, expenditure for this function is to be reported under the other two subcategories. Otherwise, the entire 
expenditure can be treated under this subcategory.” 

2. Comply

Regulatory guidance description: 

“Complying with new / altered regulatory obligations / requirements 

This subcategory captures those expenditures that are driven by the need to comply with new or altered regulatory 
obligations or requirements. Some examples would include: 
- Expenditure to accommodate the 5 minute settlement rule change; or
- Expenditure to achieve a higher cyber security maturity compliance requirement”

3. New/Expand

Regulatory guidance description: 

“New or expanded ICT capability, functions and services 

This subcategory captures expenditures relating to the acquisition of new or expanded ICT 
capability, functions and services.” 

The sections below provide a multi-year roadmap of planned ICT Program Expenditure (Non-Recurrent) 
investments, a description of each investment, and an expenditure forecast.  

See the ICT non-recurrent expenditure roadmap over page

3 Regulatory Guidance Descriptions for the three Non-Recurrent ICT Investment Subcategories are identified in: 
 AER - Guidance Note - Non-network ICT capex assessment approach for electricity distributors - 28 November 2019 
https://www.aer.gov.au/system/files/AER%20-%20Guidance%20Note%20-%20Non-
network%20ICT%20capex%20assessment%20approach%20for%20electricity%20distributors%20-%2028%20November%202019.pdf 
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2. Consistent
• We provide our customers and partners with consistent service and communications across channels.

3. Channels of choice
• We provide options for customers to indicate a preferred method of contact with Essential Energy (e.g.

face-to-face, phone, SMS, social, email, website, online forms).
• We proactively share information on our products and services and support available for vulnerable

customers.
4. Simple and easy

• We enable customers to easily access information and support.
• Our services combine human interactions and digital options.

5. Seamless
• We facilitate seamless access to Essential Energy services at all times.

6. Single customer view
• We store customer information in one central and secure location.
• Our systems keep track of customers and service requests that are visible to both customers (e.g.

portals) and staff.

In the current RCP, we have taken steps towards this customer experience vision, including through the Better 
Connect initiative, and through improvements in our IVR and telephony systems.  

In the coming RCP, we will build on these fundamentals to deliver a set of core CRM and Portal capabilities 
enabling Essential Energy to fully deliver on the vision. Particularly, the CRM and Portal initiative will provide: 

• a single CRM system to record and manage customer contacts and interactions
• the ability for customers to choose a preferred communications method to receive personalised information
• integration with our market systems to ensure consistency with the Energy Market information managed

together with retailers (i.e. NEM standing data)
• a new online portal for Residential and Commercial & Industrial (C&I) customers.

The portal will be available through web and mobile platforms. It will provide customers with a variety of 
capabilities, including features to:  

• view the status of their services orders and to track jobs
• see current and planned outages specific to their property
• directly view and maintain the customer information we hold.

The CRM and portal platform will also be designed for extensibility, such that in the future it may:

• also be extended to other stakeholder groups and to retailers
• enable recording and management of complex customer relationship structures (e.g. company groups with

multiple sites and contacts).

Through this improved contact and interactions management, customers will have a single port of call for all 
dealings with Essential Energy. This means there will be no need to “tell us the same thing twice”. 

Refer to Supporting document 10.07.01. 
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ICT total expenditure summary 
Table 6 summarises historical8 and forecast ICT total expenditure, grouped by expenditure type (Opex/Capex).9 

Table 6 – ICT total expenditure summary 

8 A portion of the above historical Opex actuals relating to support and provision of electricity network telecommunications services are reported 
in Network SCS expenditure within the historical Annual Category Analysis RINs.  
9 All figures presented in graphs and tables within this document are provided in middle of the year 2023/24 real dollar terms and represent 
summary Standard Control Services (SCS) values calculated by applying the Cost Allocation Model (CAM). Figures for future years (FY23 to 
FY29) reflect application of the CAM rates proposed with the current regulatory proposal.  

2014/15 2015/16 2016/17 2017/18 2018/19 5yr Total 2019/20 2020/21 2021/22 2022/23 2023/24 5yr Total 2024/25 2025/26 2026/27 2027/28 2028/29 5yr Total
Opex 67.1 57.5 50.7 50.8 63.1 289.0 62.6 72.2 91.3 87.7 78.2 392.1 112.2 126.1 127.4 103.1 91.8 560.6
ICT Operations Expenditure 66.0 54.8 47.4 48.2 60.6 276.9 57.7 59.3 69.5 71.2 71.8 329.5 78.8 83.7 84.6 85.6 86.3 418.9
Technology Support 33.4 23.1 21.2 25.6 27.5 130.8 23.3 22.2 26.6 23.3 22.4 117.8 24.7 26.6 26.8 26.9 27.1 132.1
Third Party Costs 23.4 22.3 18.3 20.3 25.1 109.3 27.5 30.9 36.2 41.3 42.8 178.7 47.0 50.1 50.6 51.6 52.0 251.3
Telecommunications Costs 9.3 9.3 8.0 2.2 8.0 36.8 6.9 6.2 6.7 6.6 6.6 33.1 7.1 7.1 7.1 7.1 7.1 35.6
ICT Program Opex 1.1 2.7 3.3 2.6 2.5 12.1 4.9 12.9 21.8 16.5 6.5 62.5 33.5 42.4 42.8 17.5 5.5 141.7
Capex 27.8 12.6 24.5 37.5 24.8 127.0 35.6 53.3 49.1 67.3 36.0 241.4 36.7 29.6 24.2 21.7 24.2 136.4
Client Devices 0.4 0.1 5.8 6.4 1.0 13.6 3.6 2.9 4.0 3.7 1.9 16.1 1.9 3.3 5.2 3.4 3.5 17.4
Recurrent - Other 3.9 2.2 3.6 11.2 13.9 34.7 11.7 8.4 7.5 8.5 9.5 45.6 13.0 12.2 10.1 9.4 9.9 54.7
Non-recurrent - Maintain 23.5 10.2 15.1 2.4 3.5 54.7 15.6 36.5 25.5 40.9 16.4 134.9 7.0 7.7 7.1 7.1 0.4 29.3
Non-recurrent - Comply 0.0 0.0 0.0 8.8 0.7 9.6 0.1 4.2 3.1 8.9 4.7 20.9 0.5 0.0 0.1 0.2 0.1 1.0
Non-recurrent - New or Expand 0.0 0.0 0.0 8.7 5.7 14.4 4.5 1.3 9.1 5.4 3.5 23.9 14.4 6.3 1.6 1.6 10.2 34.1
Total ICT Expenditure 94.8 70.0 75.2 88.2 87.8 416.1 98.2 125.5 140.5 155.1 114.2 633.5 149.0 155.7 151.6 124.8 116.0 697.0

Previous RCP Current RCP Coming RCPActuals and Forecast
$M Real 2023/24 (Regulated - SCS)




