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1 Introduction 

This document summarises the Post Implementation Reports (PIRs) findings for some of TasNetworks 
most recent ICT investments.  

The projects were assessed according to the criteria outlined in the AER - Guidance Note - Non-
network ICT capex assessment approach for electricity distributors1 (Guidance Note), published for 
the first time within the current 2019-2014 regulatory control period: 

• a comparison of the actual cost to the proposed cost in the business case; 
• a comparison of the actual timeframe to complete the project with the forecast 

timeframe; 
• a comparison of the actual achieved benefit to the forecast benefit (as best estimated) in 

the business case; 
• an explanation of any material variations in costs, delivery timeframe, and benefits 

realised 

2 Background 

TasNetworks is preparing its Transmission Revenue Proposal and Distribution Regulatory Proposal 
covering the period from 1st July 2024 to 30th June 2029, which it will lodge with the Australian Energy 
Regulator (AER) by 31st January 2023.  

Adjacent to the revenue proposals the AER requires Post-Implementation Reports (PIRs) for large 
Digital projects undertaken during the previous regulatory period.  

TasNetworks commissioned independent consultants to conduct post implementation reviews of its 
large Digital projects. These reviews and resultant reports were in the form of standard IT industry 
post-project reviews (with the content of each report differing by consultant and by project), and 
while they answer many of the criteria presented by the AER in their Guidance Note, for some projects 
there are some aspects that are not fully addressed. 

This document summarises these reports and provides the key details required by the AER. Where the 
PIR did not contain all of the information required by the AER TasNetworks has obtained the necessary 
information from internal sources. 

  

                                                           
1https://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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Review 

Both the Website Redevelopment ($169,405) and Transitional Customer Services Platform ($152,086) 
programs came in over budget by a combined total of $321,492. Additional funding was required to 
progress and complete the program during 2018/19, the overall project was also subject to delays. 

The schedule delays were due to a combination of factors including: 

• The need to engage a new vendor to develop the TasNetworks website impacted the 
Podium release due to integration requirements  

• Complexity faced during development activities and by way of example the Outage map 
and SMS capabilities (planned functionality which was abandoned in three other previous 
TasNetworks projects due to the complexity) 

• Additional requirements added during development such as new case types for the 
Podium and additional Cyber Security measures imposed on the program late in its 
lifecycle 

• The sheer amount of scope included and delivered within the program coupled with a 
desire to take pressure off the delivery team over the increased duration of the project. 

A formal Benefits Realisation Assessment has not been undertaken following the closure of the VOC 
Program. Notwithstanding this, the program is widely perceived as a huge success in terms of business 
efficiencies gained and positive customer outcomes which have been derived by the VOC deliverables. 

Intangible benefits observed: 

• Customer satisfaction based on phone surveys is trending upwards from 73% (December 
2018) to 74% (December 2019), and above the electricity distribution industry average of 
72% in Australia. 

• Customer satisfaction based on on-line surveys is 7.1 and is on target with Balanced 
Business Plan (BBP) KPIs. The online rolling average for customer satisfaction is now 75%. 

• Net Promoter Score (NPS) based on phone surveys increased from +0.8 (December 2018) 
to +5.9 (December 2019). 

• NPS based on on-line surveys has increased from +14 (June 2019) to +28.6 (March 2020) 
and is well above the Balance Business Plan (BBP) KPI for on-line surveys. The online rolling 
average for NPS is 19.1. 

• 39% reduction in escalated customer complaints. 
• 15,000 1st span defects issued to customers with 13,000 being resolved (now caught up 

on large backlog and back at normal BAU levels). This effort has mitigated the serious risk 
to TasNetworks of identifying and closing off these defects by properly communicating 
them to the public. 

• Call volumes reduced by 11% with over 10,000 on-line requests lodged by customers since 
go-live. 

• Over 4,000 people followed outages in December/January 2020 while over 2,000 people 
have signed up for SMS updates at their property. 

• Customer Service Group saw a 25% increase in employee engagement between March 
2019 – March 2020. 

 

 
























