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 prioritise clear, up-to-date communications with customers about the issues addressed in this 

Statement, including by keeping website, social media and call centre waiting and hold messages 
up to date, so customers can readily access updates when they need them and relieve some 
pressure on affected call centres; and 

 minimise the frequency and duration of planned outages for critical works, and provide as much 
notice as possible to assist households and businesses to manage during any outage. 

While we endeavour to engage with customers as effectively as possible, our capabilities in this 
space are limited by the technology currently available to us.  

1.3.1 Limitations of current customer communication processes 

Our website currently allow customers to search their postcode to check if gas is available in their 
area, however, this is the extent of any self-service capability with the exception of the Builders’ 

Portal. Our customers connect with us predominately through phone and email, with only a small 
subset of customers engaging through the Builders’ Portal.  

While customers value the current services, insights gained through customer consultation 114 
highlight their desire to engage with us through additional avenues such as our website and other 
digital means. The primary touch points where our customers expect communication are: 

 connections; 

 planned maintenance, including meter changes; 

 meter readings; and 

 outages. 

Increasing and maintaining gas connections is critical to customer and business growth. The current 
connection process is one-way, with customers being able to request connections but unable to 
receive status updates. Recent customer engagement115 highlighted that our customers want more 

visibility, transparency and effective status communications. Empowering customers to have more 
control over the connection process through digital avenues will elevate the overall experience of 
connecting to gas.116 

Current processes for communicating with customers on planned maintenance and meter changes 

rely on a letter box notification addressed to the occupier/householder of the address. These paper 
based notifications are often left unread and treated as junk mail, resulting in customers being 
unaware of information relating to proposed works at their premises or in their local community. 

Meter reads can also be problematic, as we currently have no way to provide advance notice of the 

meter read. If the meter reader can’t access the meter, (for example there’s a dog in the yard) a 
card is left in the letter box and the meter read may have to be estimated. The repercussions of 
this process may be a poor customer experience, a wrongly estimated bill and the resulting 

possibility of a formal complaint.117 Customers have stated a desire for the ability to submit self-

                                            

114 KPMG AGN Customer Engagement Report 
115 ibid 
116 Isobar AGIG Digital Strategy 2021-2025 Proposal 

117 https://www.smh.com.au/business/they-were-ridiculously-high-flood-of-complaints-over-eyewatering-gas-bills-20171011-
gyygm4.html 
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read meter reading data online which will enable more personal control and visibility into their 
usage.118 

In 2018, an unplanned gas outage occurred in the western suburbs of Adelaide. It affected 
approximately 460 customers and highlighted the constraints faced by us in communicating with 
customers proactively and responsively. During the outage, we published a banner notification on 

our website, however, we did not possess the tools to actively contact those affected by the outage 
to acknowledge the issue and provide an estimated time for resolution. 

The Office of the Technical Regulator (OTR) was notified of the incident, and in response stated 
that it expected us to be able to notify customers. It appeared unaware that we do not hold the 
necessary information and has inadequate non-secure systems. 

1.3.1.1 Communicating with life support customers 

We also manage an ongoing risk with regard to identifying and interacting with vulnerable customers. 

Our 688 customers on life support rely on energy providers to consider their interests and to ensure 
they are kept informed about their supply. We have two specific circumstances under which 
communication must be made with life support customers in a specified time frame, in line with 
regulatory requirements: 

 Four (4) days’ notice of any planned works119 

 Five (5) day time frame to send an information pack and medical confirmation form if a customer 

registers with us as a life support customer (rather than through the retailer).120 

As described above, the current method of alerting our customers to interruptions to supply is highly 
manual and as a result prone to error. Currently, information about life support customers is 

provided to us by the retailer in the form of an excel spreadsheet. This spreadsheet contains the 
basic information of life support customers, being address, and Meter Identification Reference 
Number (MIRN). With this minimal information, and our dependence on receiving up-to-date and 

valid information from retailers, we are unable to support these customers in the way that the 
regulator expects. 

To adequately support and prioritise these customers, we need a digital capability to store sensitive 
information and any communication between us and the customer, consistent with data security 
and integrity compliance requirements.  

1.3.2 Improving our communication capabilities 

This business case considers four options to improve our ability to communicate effectively with 
customers. For each option we have considered whether the solution meets business needs, is 
scalable and is compliant with privacy and regulatory requirements. We have also considered the 
costs, risks and benefits to us and to customers. 

                                            

118 KPMG AGN Customer Engagement Report 
119 https://www.aer.gov.au/news-release/aer-takes-energy-companies-to-task-on-life-support  
120 https://www.aer.gov.au/system/files/AER%20Life%20support%20registration%20guide%202019.pdf  
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At present, retailers provide us with spreadsheets containing the data of life support customers, 

which then requires the manual consolidation of information from multiple systems to complete our 
reporting activities. With such a heavy reliance on spreadsheets, this presents inherent security 
risks, particularly around privacy, governance and the risk of human error.  

If a life support customer submitted a complaint stating they were not notified of planned works 

that would interrupt their supply, we are liable for a non-compliance fine. Current processes rely on 
a contractor completing the letter box notification drops with no receipt of delivery. 

The analytic tool proposed to be introduced in this option would take relevant information from 
different data sources, specifically the life support spreadsheets, Geospatial Information System 
(GIS) and Outage Management System (OMS) into a coherent, visually immersive and interactive 

dashboard, which would allow us to target communications to life support and vulnerable customers. 
This solution will enable SMS or email notifications to be sent to these customers as preferred. This 
option would address the notification requirements around life support customers whilst removing 
the manual cross-referencing that is required in Option 1. 

A refresh of the website to encompass self-service capabilities is also included in this option. Self-
service capabilities have been suggested in line with customer preferences124 and prevalent digital 
features offered in the wider business community. The functionality for the self-service would 
include:  

 interactive maps displaying outages and planned works; 

 online registration for outage notifications; 

 connection request portal which provides status updates; and 

 online registration of vulnerability. 

Enhancements to our website would enable customers to interact digitally. This would include 
providing information on vulnerabilities if a customer desired. This information would allow us to 

support and assist these customers and engage with the new voluntary reporting requests from the 
regulator.  

This option allows for the collection of customer information through the website. The more data 
we are able to obtain from customers themselves, the more we are able to provide a better service 
and support customers when needed.  

However, a significant disadvantage of this option is that the data collection required to deliver this 

option is incompatible with present data security and privacy requirements. There is no robust 
mechanism or platform to store the customer information. 

                                            

124 KPMG AGN Customer Engagement Report 
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A CRM would provide us with the back-end capability to underpin improvements in customer 

communication channels. It would allow us to capture, track, respond and update customers on 
their enquiries and requests.  

Option 3 would address the security issues around customer data raised in the previous option, 
irrespective of whether the information is provided by the retailer or directly from the customer. A 

CRM solution would allow for customer information to be categorised and segmented, and security 
roles assigned to appropriate users. For example, access to sensitive information regarding 
vulnerable customers could be restricted to selected staff.  

A robust platform will enable us to attend to our most vulnerable customers. As part of the self-
service functionality, customers can provide details on their vulnerabilities if they so choose. They 

can register through the portal enabling us to assess, for example, a disconnection request received 
from the retailer against the customer’s information to determine if the disconnection is appropriate.  

The self-service functionality takes on a new dimension in Option 3, extending the channels in which 
customers can interact. Customers would have the ability to submit self-read meter data through a 

mobile application. This option now has the underlying foundation - a CRM -to safely store this 
customer information. It would also support us in response to customer complaints regarding non-
receipt of notifications and mitigate risk by having a digital delivery status.  

A meter reading app would allow customers more personal control over their service and allow them 

to engage at a time, place and channel that suits. Customers can create an account and submit 
their meter readings, alleviating property access issues and potentially creating a tangible, financial 
benefit by reducing the number of meter readers required.  

Touch points with customers are often sporadic, and as such, the scenarios where customer 

communications are required are quite specific. An agile CRM would allow us to address these 
specific scenarios whilst also possessing the capability to scale up and address future scenarios as 
digital customer needs grow.  

A flexible CRM that uses out-of-the-box connectors to our core SAP solution would also allow us to 

effectively ‘plug and play’ this solution into the existing SAP architecture. This solution can be hosted 
either locally or in the cloud. It would provide the ability to gradually collect customer data without 
large upfront costs and enables us to incrementally establish a CRM without incurring significant 

spend if issues arise due to non-provision of data or minimal customer adoption of self-service 
capabilities.  

1.5.3.1 Cost assessment 

The estimated direct capital cost of this option is $2.2 million. This estimate is based on typical 
vendor market rates, published license fees and standard implementation costs. The CRM 
enhancements outlined in Table 1.11 will:  

 achieve tighter service integration and greater service efficiencies through technology and 
process integration with retailers; and 

 increase the frequency of reports and updates from the field, facilitating agile working practices 

through digitisation of key workflows. 
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1.7.1 Why is the recommended option prudent? 

Option 3 is the most prudent solution because it: 

 provides significant enhancement to current communication channels by allowing self-service 
and two way communication; 

 provides robust security features so customer data, particularly life support and vulnerable 

customer information, complies with privacy legislation; 

 provides customers with more transparency and visibility over their interactions with us; and 

 does not require the significant additional investment needed in a fully integrated SAP solution.  

Furthermore, the recommendation also aligns with business needs in that it: 

 fulfils all of the principles and meets our objective of creating a back end foundational capability 

to support improvements in customer digital interactions; 

 has an architecture which will easily adapt and scale to our current and future needs without 

any loss in quality of service. Quick deployment of software plug-ins mean there is no need to 
invest in a complex integration layer; 

 complies with privacy legislation and incorporates the provision of robust security features that 

control users’ access; 

 satisfies all regulatory obligations. Life support customers can be notified of maintenance 

activities in the required time with evidentiary justification provided. The voluntary reporting 
requested by the regulator is also able to be completed; and 

 provides us with a platform which is prudent and efficient. It is futureproof through its ability to 
scale and expand as needs change and grow. 

As shown in the roadmap below, the proposed implementation of Option 3 takes into account the 

other major programs of work going on. To ensure Option 3 is delivered, each of the components 
has been planned to be implemented to suit resource availability, solution dependencies and 
changes in data sharing regulations. It is well paced and within industry standards. 

 

1.7.2 Estimating efficient costs 

Expenditure related to this project includes capex and opex. Operating costs are being proposed as 
a step change in our opex forecast, averaging around $0.2 million per year. 
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1.7.3 Consistency with the National Gas Rules 

In developing these forecasts, we have had regard to Rule 79 and Rule 74 of the NGR. With regard 
to all projects, and as a prudent asset manager/network business, we give careful consideration to 
whether capex is conforming from a number of perspectives before committing to capital investment. 

NGR 79(1) 

The proposed solution is prudent, efficient, consistent with accepted and good industry practice and 
will achieve the lowest sustainable cost of delivering pipeline services: 

 Prudent – The expenditure is necessary in order to continue to meet customer and regulatory 
expectations, and is of a nature that a prudent service provider would incur.  

 Efficient – Implementing a CRM is the most practical and effective option. It is also the most 

cost effective option. Given the nature of data that we are required to hold and the privacy and 
data legislation that surrounds it, a CRM that is capable of plugging in to our existing architecture 

is the most efficient. Work will be carried out by internal staff and external contractors as skills 
demand requires. Any work carried out by external contractors will be based on competitively 
tendered rates. The expenditure is therefore of a nature that a prudent service provider acting 

efficiently would incur. 

 Consistent with accepted and good industry practice – Other energy Distributors in South 
Australia have set what may be seen as a benchmark for customer digital interaction with a 

distributor. Whilst the nature of the electricity distributor in South Australia is different to our 
business, customers continue to expect similar digital capability. As conditions have evolved, the 
regulator expects more of us in dealing with vulnerable customers. This sets expectations of a 

minimum capability that we are unable to achieve with current systems and processes. 

 To achieve the lowest sustainable cost of delivering pipeline services – The proposed 

solution (Option 3) achieves the necessary risk reduction and improvement in customer 
capabilities at a lower capital cost than Option 4. The ongoing operating costs are also 
considerably lower than Option 4. The other options considered do not deliver the required risk 

reduction or customer benefits. Therefore, the chosen option is consistent with the objective of 
achieving the lowest sustainable cost of service delivery. 

NGR 79(2)  

Proposed capex is justifiable under NGR 79(2)(c)(iii) and (iv). This is because the CRM solution is 
necessary to allow us to comply with our regulatory obligations, particularly with regard to 

communicating with vulnerable customers in line with the AER Statement of Expectations of energy 
businesses: Protecting consumers and the energy market during COVID-19125. Improved CRM is 
also necessary to enable us to service existing levels of customer demand. 

NGR 74 

The forecast costs are based on typical vendor market rates, published licence fees and standard 
implementation costs. The estimate has therefore been arrived at on a reasonable basis and 
represents the best estimate possible in the circumstances. 

                                            

125 Though the AER’s Statement of Expectations was released in response to the COVID-19 crisis, it is reasonable to assume the same 
expectations around customer communication and protecting vulnerable customers will apply going forward (post-COVID). 
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NGR 91 

The proposed solution is consistent with good industry practice, and is consistent with what a 
prudent service provider acting efficiently to achieve the lowest sustainable cost of service delivery 
would do, with four practicable options having been considered to address the identified risks and 
the least cost option being selected. 
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coordinating our IT investment into a national program will reduce the overall ongoing cost for our 
customers, and better support the safe, reliable and efficient operation of our network. 

Figure 1.1 outlines the initiatives in the AGIG IT Strategy and Roadmap, the estimated 
implementation timeframes, and the percentage of costs for each initiative allocated to us. 

Figure 1.1: AGN initiative roadmap 

 

Note: T4T-07A has three components; 7A.1 Optimise existing reporting function; 7A.2 AGIG reporting 
policies/governance; and 7A.3 Build centralised reporting function/capability. The first two components (7A.1 and 7A.2) 
form part of the foundational initiatives, with 7A.3 being delivered post 2022 as part of the transformational initiatives.  

The initiatives in the AGIG IT Strategy and Roadmap have been prioritised and allocated to each of 

the AGIG businesses based on the proportion of benefits each business would receive from the 

initiative. The majority of systems are used by AGN businesses in multiple Australian jurisdictions 
(SA, Victoria, etc.). The national AGN cost of AGIG IT Strategy and Roadmap initiatives are then 
allocated to each network every year on the basis of customer numbers in the respective networks. 

This ensures no cross-subsidisation, with the cost to each business reflecting the volume of 
customers that it serves. As at 31 December 2019, South Australia accounted for 35.8% of AGN’s 
total customer numbers.  

Delivery of the AGIG IT Strategy and Roadmap started in late 2019, with AGN SA’s proportion of 

costs in the current AA period for initiatives underway totalling $2.4 million. IT allowances were set 
for the current AA period (in 2016). Though the Strategy and Roadmap was not developed at the 
time of the AA determination for the current period, we have been able to deliver some of these 
initiatives alongside those approved in the period and still remain within our allowances. 

For many of the AGIG IT Strategy and Roadmap initiatives underway, the remaining scope of work 
and investment over the next five years is key to deliver on the outcomes of the strategy and to 
realise any medium and long term benefits from the investment already undertaken. In addition to 
the foundational and DBP and AGN Finance initiatives underway, there are four transformational 

AGN 

share
2020 2021 2022 2023 2024 2025

Foundational Initiatives

T4T-01
Rationalise and Consolidate Data Centre and 

Infrastructure Devices
20%

T4T-02 Consolidate & Modernise Networks 20%

T4T-03 Optimise End User Environment 15%

T4T-04
Enhance the Collaboration and Communication 

Platform 
15%

T4T-05 Uplift Cyber Security Technology & Capabilities 20%

T4T-06 Rationalise Application Integration Platforms 0%

T4T-07A
Establish Data Architecture, Reporting & Governance: 

Improve Reporting Capabilities (7A.1 and 7A.2)
20%

T4T-08 DBP Opex to Capex 0%

T4T-09 Optimise IT Sourcing Model 20%

T4T-10 Uplift IT Operating Model and Governance 0%

Transformational Initiatives

T4B-01 DBP & AGN Finance 33%

T4T-06-A Rationalise Application Integration Platforms 25%

T4T-07A
Establish Data Architecture, Reporting & Governance: 

Improve Reporting Capabilities (7A.3)
33%

T4T-07B
Establish Data Architecture, Reporting & Governance: 

Optimise Data Management and Operations
33%

T4B-02 One ERP 60%
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initiatives proposed for the next AA period. These initiatives will address some key IT challenges in 
our business.  

One ERP 

The largest and most significant cost component of the 2019-2024 AGIG IT Strategy and Roadmap 
is the One ERP project. One ERP seeks to develop and implement consistent IT processes across 
AGIG, moving all businesses on to a single enterprise resource planning (ERP) platform. This 

initiative will see the establishment of a group-wide IT shared service centre, helping improve 
organisational agility and productivity by providing the business with better IT solutions and fewer 
manual processes. 

One ERP commences in 2020/21, with delivery of the DBP and AGN Finance project, which will focus 
on developing and implementing consistent finance processes, reporting and reporting procedures, 

budgeting and auditing. It will also build capability for statutory, tax, regulatory and other special 
purpose accounting and allow business performance monitoring functions to be automated and 
consistently applied across AGIG. 

The project will replace the existing disparate ERP systems (DBP’s Microsoft Dynamics and AGN’s 

SAP Business One) with the new industry-standard SAP Hanna and will leverage and build on work 
already completed in DBP.  

The IT Strategy and Roadmap proposes to commence the project to replace ERPs for: 

 DBP from 2020; 

 AGN from 2022; and 

 Multinet Gas Networks by 2025. 

The One ERP initiative is expected to be completed by 2025 and will achieve an aligned finance 
environment across AGIG which will provide supporting tools and standardised processes in line 
with good industry practice. 

Information about the total cost of the AGIG IT Strategy and Roadmap is provided in Appendix B. 

1.4 Risk assessment 

Risk management is a constant cycle of identification, 

analysis, treatment, monitoring, reporting and then back to 
identification (as illustrated in Figure 1.2). When considering 
risk and determining the appropriate mitigation activities, we 

seek to balance the risk outcome with our delivery 
capabilities and cost implications. Consistent with 
stakeholder expectations, safety and reliability of supply are 
our highest priorities. 

Our risk assessment approach focuses on understanding the 
potential severity of failure events associated with each asset 
and the likelihood that the event will occur. Based on these 

two key inputs, the risk assessment and derived risk rating 
then guides the actions required to reduce or manage the 
risk to an acceptable level. 

Our risk management framework is based on:  

 AS/NZS ISO 31000 Risk Management – Principles and Guidelines;  

Figure 1.2: Risk management principles 
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 AS 2885 Pipelines-Gas and Liquid Petroleum; and  

 AS/NZS 4645 Gas Distribution Network Management.  

The Gas Act 1997 and Gas Regulations 2012, through their incorporation of AS/NZS 4645 and the 

Work Health and Safety Act 2012, place a regulatory obligation and requirement on us to reduce 
risks rated high or extreme to low or negligible as soon as possible (immediately if extreme). If it is 
not possible to reduce the risk to low or negligible, then we must reduce the risk to as low as 
reasonably practicable (ALARP). 

When assessing risk for the purpose of investment decisions, rather than analysing all conceivable 
risks associated with an asset, we look at a credible, primary risk event to test the level of investment 
required. Where that credible risk event has an overall risk rating of moderate or higher, we will 
undertake investment to reduce the risk. 

Seven consequence categories are considered for each type of risk: 

1 Health & safety – injuries or illness of a temporary or permanent nature, or death, to 
employees and contractors or members of the public 

2 Environment (including heritage) – impact on the surroundings in which the asset operates, 
including natural, built and Aboriginal cultural heritage, soil, water, vegetation, fauna, air and 
their interrelationships 

3 Operational capability – disruption in the daily operations and/or the provision of 
services/supply, impacting customers 

4 People – impact on engagement, capability or size of our workforce 

5 Compliance – the impact from non-compliance with operating licences, legal, regulatory, 
contractual obligations, debt financing covenants or reporting / disclosure requirements 

6 Reputation & customer – impact on stakeholders’ opinion of AGN, including personnel, 
customers, investors, security holders, regulators and the community 

7 Financial – financial impact on AGN, measured on a cumulative basis 

A summary of our risk management framework, including definitions, has been provided in 
Attachment 8.10. 

The primary risk event being assessed is that maintaining disparate IT systems, management and 
procurement arrangements across AGIG (or in AGN compared to the other AGIG businesses) will 
compromise our ability to maintain an IT environment that is robust and resilient to cyber threats 

(and effectively deliver cyber security training that accurately covers the breadth of our IT 
environment to our employees). This could leave us vulnerable to a cyber-attack, resulting in system 
failure with the potential to impact customer services and at significant remediation costs. It could 

also result in release of sensitive information, which would breach our regulatory obligations and 
negatively affect our reputation.  

Security breaches, unavailability of corporate systems and release of sensitive information gives rise 
to people, customer/reputational, compliance and financial consequences, as follows: 

 People – a security breach resulting from a successful phishing attack on an employee can have 

an impact on employee security, morale and mental wellbeing. There is also the ongoing risk of 
employee frustration as a result of not being able to access and share information across AGIG 
efficiently. 
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1.5.1 Option 1 – Do Nothing more 

Option 1 would see a cessation of all AGIG IT Strategy and Roadmap initiatives currently under way 
and we would continue to run disparate IT environments across AGIG.  

In particular, under this option we would not complete the following initiatives that are underway: 

 Optimise End User Environment; 

 Enhance the Collaboration and Communication Platform; 

 Uplift Cyber Security Technology and Capabilities; 

 Rationalise Application Integration Platforms; 

 Establish Data Architecture, Reporting and Governance: Improve Reporting Capabilities; and 

 Optimise IT Sourcing Model. 

While we would complete the DBP and AGN Finance project, we would not implement the following 
transformational initiatives: 

 Rationalise Application Integration Platforms; 

 Component 7A.3 of the Establish Data Architecture, Reporting and Governance: Improve 

Reporting Capabilities, which proposed to build centralised reporting functions/capabilities; 

 Establish Data Architecture, Reporting and Governance: Optimise Data Management and 
Operations; and 

 One ERP. 

This means the full benefits of the DBP and AGN Finance project (such as enabling improved 
reporting capabilities and optimising data management and operations) would not be delivered.  

1.5.1.1 Cost assessment 

As this option would see us implement no further AGIG IT Strategy and Roadmap initiatives past 
30 June 2021, it requires no upfront capex in the next AA period. In the medium to long term this 
approach would see us incur additional opex costs in the management of disparate IT systems, and 

forego the opportunity to rationalise and streamline our IT environments and corporate processes 
across AGIG.  

For many of the AGIG IT Strategy and Roadmap initiatives underway, the remaining scope of work 
and investment over the next five years is key to deliver on the outcomes of the strategy and to 
realise any medium and long term benefits from the investment already undertaken.  

1.5.1.2 Risk assessment 

Option 1 will not deliver the uplift cyber security technology and capabilities identified as required 
to ensure our corporate IT environment is robust and resilient to cyber threats. As such it leaves 
the untreated risk unchanged as shown in Table 1.4. 
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Under this option we will invest $14 million in AGN SA on the following initiatives: 

 Optimise End User Environment; 

 Enhance the Collaboration and Communication Platform; 

 Uplift Cyber Security Technology & Capabilities; 

 Establish Data Architecture, Reporting & Governance: Improve Reporting Capabilities (7A.1 & 
7A.2); 

 Optimise IT Sourcing Model; 

 Rationalise Application Integration Platforms; 

 Establish Data Architecture, Reporting and Governance: Improve Reporting Capabilities (7A.3); 

 Establish Data Architecture, Reporting and Governance: Optimise Data Management and 

Operations; and 

 One ERP. 

This project will be delivered through a mix of internal and external resources under the governance 
and management of the AGIG Group IT project controls. 

1.7.1 Why is the recommended option prudent? 

Option 3 is recommended because:  

 it aligns AGN’s IT environment to standardised architectures, platforms, management and 

support processes across AGIG which will; 

○ ensure consistency for employees, management and customers when accessing and using 
information to make decisions; 

○ enable effective collaboration across AGIG which was identified as a frustration in the 2019 
employee engagement survey; 

○ reduce the risks associated with unmanaged document control caused by the current file 

sharing, rather than collaboration, systems; 

○ align our systems to a standardised and industry good practice approach to cyber security 
which will ensure that systems are robust and resilient to threats, that threats can be 

appropriately mitigated or rectified and that the costs of managing cyber technology and 
capabilities are as low as possible; and 

○ allow for our corporate finance processes to be standardised and delivered through an industry 

leading enterprise resource planning system that can deliver dynamic, automated, accurate 
and timely reporting across a number of accounting needs, reducing complexity and ongoing 
costs in subsequent AA periods; 

 reduces the untreated risk to low in line with our risk management framework; 

 is consistent with stakeholder requirements and our vision; and 

 the delivery of the scope of works is achievable in the time frame envisaged. 
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 Efficient – The proposed initiatives were developed by an independent expert with significant 

engagement with internal stakeholders across AGIG. They will rationalise and streamline IT 
environments and associated business processes across AGIG reducing medium to long term 
costs (of both system support costs and associated business processes). The cost estimates 

reflect independent expert costing and market information available at the time. The 
expenditure is therefore of a nature that a prudent service provider acting efficiently would incur. 

 Consistent with accepted and good industry practice – The proposed initiatives will 

deliver enterprise resource planning and cyber technology and capabilities that are consistent 
with accepted and good industry practice. In particular, highly customised financial and 

reporting processes is not recognised as good industry practice, and owners of critical 
infrastructure are increasing their understanding, management and investment in cyber security 
to reduce the risk of adverse impact of a cyber-attack to the environment and customers.  

 To achieve the lowest sustainable cost of delivering pipeline services – The One ERP 
initiative is necessary to simplify the management of finance across AGIG and avoid future risks 
and costs associated with heavily customised finance operations. Failure to address cyber risk 

would increase the likelihood and impacts of an adverse impact of a cyber event that could 
cause significant people, compliance, reputational and financial impacts for us and our 
customers. Improved collaboration, data management and reporting is also likely to enable 

efficiencies in future AA periods. This project is therefore consistent with the objective of 
achieving the lowest sustainable cost of delivering services. 

NGR 79(2)  

The proposed capex is justifiable under NGR 79(2)(c)(ii), as it is necessary to maintain the integrity 
of services. Cyber risk is increasing in our industry and having aligned cyber technology and 

capabilities across AGIG ensures our systems are robust and resilient to cyber-attack. Differing IT 
environments does not lend well to a coordinated and effective approach to cyber security at the 
lowest possible cost. It is therefore important that IT environments and cyber technology and 
capabilities are aligned.  

Our One ERP initiative will introduce more automated, accurate, dynamic and timely reporting across 
a number of business needs, improving management’s access to information when making decisions. 
The medium to long term costs and risks associated with disparate finance processes and systems 

across AGIG are likely to be material in terms of extra staffing costs, re-work, additional training 
and errors (which could lead to less optimal decisions that impact the integrity of other network 
assets).  

We therefore consider Option 3 best meets the requirements of NGR 79(2). 

NGR 74 

The forecast costs are based on the latest market rate testing and project options were developed 

by an independent expert as part of the AGIG IT Strategy and Roadmap process. The estimates 
have therefore been arrived at on a reasonable basis and represent the best estimate possible in 
the circumstances. 
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Appendix B – AGIG IT Strategy and Roadmap total initiative costings 

 

 

 

 

 

 

2021/22 2022/23 2023/24 2024/25 2025/26 Total

Foundational initiatives

T4T-03 Optimise End User Environment 900.0$            -$                -$                -$                -$                900.0$            

T4T-04
Enhance the Collaboration and Communication 

Platform 
1,900.0$          1,900.0$          -$                -$                -$                3,800.0$        

T4T-05 Uplift Cyber Security Technology & Capabilities 2,250.0$          2,500.0$          2,500.0$          2,500.0$          -$                9,750.0$        

T4T-06 Rationalise Application Integration Platforms 300.0$            -$                -$                -$                -$                300.0$            

T4T-07A
Establish Data Architecture, Reporting & Governance: 

Improve Reporting Capabilities
319.5$            -$                -$                -$                -$                319.5$            

T4T-09 Optimise IT Sourcing Model 780.0$            -$                -$                -$                -$                780.0$            

Total 6,449.5$        4,400.0$        2,500.0$        2,500.0$        -$                15,849.5$      

Transformational initiatives

T4T-06-A Rationalise Application Integration Platforms 3,800.0$          3,800.0$          1,900.0$          -$                -$                9,500.0$        

T4T-07A
Establish Data Architecture, Reporting & Governance: 

Improve Reporting Capabilities
-$                -$                2,625.0$          2,625.0$          -$                5,250.0$        

T4T-07B Establish Data Architecture, Reporting & Governance: 

Optimise Data Management and Operations

-$                1,900.0$          3,800.0$          1,900.0$          -$                7,600.0$        

T4B-02 One ERP -$                603.4$            14,846.9$        22,270.3$        9,279.3$          47,000.0$      

Total 3,800.0$        6,303.4$        23,171.9$      26,795.3$      9,279.3$        69,350.0$      

Total 10,249.5$      10,703.4$      25,671.9$      29,295.3$      9,279.3$        85,199.5$      
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Appendix C – Cost estimates 

 

Option 2 – Foundational Initiatives 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Total Cost of 

Initiatives (from 

Appendix B)

AGN 

Portion

AGN SA 

Portion

Total 2021/22 2022/23 2023/24 2024/25 2025/26 Total

Foundational initiatives

T4T-03 Optimise End User Environment 900.0$                     15% 35.8% 48.3$         -$           -$           -$           -$           48.3$         

T4T-04
Enhance the Collaboration and Communication 

Platform 
3,800.0$                 15% 35.8% 102.0$        102.0$        -$           -$           -$           204.1$        

T4T-05 Uplift Cyber Security Technology & Capabilities 9,750.0$                 20% 35.8% 161.1$        179.0$        179.0$        179.0$        -$           698.1$        

T4T-06 Rationalise Application Integration Platforms 300.0$                     0% 35.8% -$           -$           -$           -$           -$           -$           

T4T-07A
Establish Data Architecture, Reporting & 

Governance: Improve Reporting Capabilities
319.5$                     20% 35.8% 22.9$         -$           -$           -$           -$           22.9$         

T4T-09 Optimise IT Sourcing Model 780.0$                     20% 35.8% 55.8$         -$           -$           -$           -$           55.8$         

Total 15,849.5$               390.2$      281.0$      179.0$      179.0$      -$           1,029.2$   

AGN South Australia Allocation
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Option 3 – Foundational and Transformational Initiatives 

 

 

  

Total Cost of 

Initiatives (from 

AGN 

Portion

AGN SA 

Portion

Total 2021/22 2022/23 2023/24 2024/25 2025/26 Total

Foundational initiatives

T4T-03 Optimise End User Environment 900.0$                     15% 35.8% 48.3$         -$           -$           -$           -$           48.3$         

T4T-04
Enhance the Collaboration and Communication 

Platform 
3,800.0$                 15% 35.8% 102.0$        102.0$        -$           -$           -$           204.1$        

T4T-05 Uplift Cyber Security Technology & Capabilities 9,750.0$                 20% 35.8% 161.1$        179.0$        179.0$        179.0$        -$           698.1$        

T4T-06 Rationalise Application Integration Platforms 300.0$                     0% 35.8% -$           -$           -$           -$           -$           -$           

T4T-07A
Establish Data Architecture, Reporting & 

Governance: Improve Reporting Capabilities
319.5$                     20% 35.8% 22.9$         -$           -$           -$           -$           22.9$         

T4T-09 Optimise IT Sourcing Model 780.0$                     20% 35.8% 55.8$         -$           -$           -$           -$           55.8$         

Total 15,849.5$               390.2$      281.0$      179.0$      179.0$      -$           1,029.2$   

Transformational initiatives

T4T-06-A Rationalise Application Integration Platforms 9,500.0$                 25% 35.8% 340.1$        340.1$        170.1$        -$           -$           850.3$        

T4T-07A
Establish Data Architecture, Reporting & 

Governance: Improve Reporting Capabilities
5,250.0$                 33% 35.8% -$           -$           312.9$        312.9$        -$           625.9$        

T4T-07B

Establish Data Architecture, Reporting & 

Governance: Optimise Data Management and 

Operations

7,600.0$                 33% 35.8% -$           226.5$        453.0$        226.5$        -$           906.0$        

T4B-02 One ERP 47,000.0$               60% 35.8% -$           129.6$        3,189.1$     4,783.7$     1,993.2$     10,095.6$   

Total 69,350.0$               340.1$      696.2$      4,125.1$   5,323.1$   1,993.2$   12,477.7$ 

Total 85,199.5$               730.3$      977.3$      4,304.1$   5,502.1$   1,993.2$   13,507.0$ 

AGN South Australia Allocation
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Appendix D – AGIG One IT Strategy 2019-2024 
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work identified in business case SA138 AGIG IT Strategy and Roadmap. The estimate has therefore 
been arrived at on a reasonable basis and represents the best estimate possible in the circumstances. 

  






