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1 EXECUTIVE SUMMARY

1.1. Background & Business Problem

Energex and Ergon Energy use multiple channels to engage with their distribution customer base, including
telephony, Interactive Voice Response (IVR), SMS, social media and internet websites. Customers rely heavily
on telephony-based interaction through the IVR service and direct engagement with customer service agents.
The telephony-based channel handles over 800,000 customer contacts per annum across the combined
Energy Queensland distribution customer base (based on 2017/18 data).

The core technology platform supporting the telephony-based customer interaction is the Contact Centre
Technology (CCT) solution. The CCT solution was implemented in May 2015 and services the Energy
Queensland distribution businesses and the Ergon Energy Retail business®. The solution is delivered through
a managed service arrangement with Optus. The solution is provided on a private cloud Software-as-a-Service
(SaaS) arrangement

The CCT solution provides the following functionality for the distribution businesses:

Call handling for 13 and 1300 telephony traffic

IVR services for customer outage information (both planned and unplanned)
Contact Centre agent based services

E-mail customer service interactions

Integration with social media channels ||| | NI
Web Chat customer service option

Contact Centre workforce planning and scheduling

8. Call and customer interaction analytics and reporting

NowuewneR

The technology set upon which the CCT solution is based (Cisco + Nice} will require
replacement during the FY21-25 regulatory period, which also aligns to the end of the SaaS arrangement with
Optus.

This CCT Consolidation and Replacement initiative is primarily in response
to the need for a supportable and sustainable contact centre platform to service the Energy Queensland
distribution customer base.

1.2. Investment Overview

Through this business case proposal, the CCT solution will be replaced with a scalable, flexible and well
integrated solution that meets both the customers’ service demands and the operational objectives of Energy
Queensland. The new solution will ensure the ongoing supportability, sustainability and security of core
business processes covering the customer service domains of Energex and Ergon Energy. Scoping and
business requirements for the new solution will be in alignment with the current business capabilities
enabled, ensuring a prudent and cost effective replacement solution is selected.

The new CCT solution will form part of an integrated suite of service channels that provide the expected
unified omnichannel experience for customers. This will lead to a consistent customer service experience,
while delivering efficiencies within the customer service operations of Energy Queensland.

1.3. Options Analysis
Three options are considered in this business case:

e Option 1 - Proceed with the CCT Consolidation and Replacement (Preferred Option)

e Option 2 - Upgrade the existing CCT platform and then replace in FY26-30 regulatory period

¢ Option 3 — Do Minimal
“Option 1 - Proceed with the CCT Consolidation and Replacement” is the preferred option, as it meets all the
business case objectives, it is aligned with Energy Queensland’s strategic objectives and is consistent with
Energex and Ergon Energy’s obligations under the National Electricity Rules.

1 This business case focusses on the distribution business and therefore the retail CCT solution is not explored further.

COMMERCIAL IN CONFIDENCE Page 5 of 37 EQL AER ICT Prelim Gate 2 ID07 CCT 3_1
This document is UNCONTROLLED when printed or saved.



Preliminary Gate 2 Business Case Em,gy-f\;}\

ID07 CCT Consolidation & Replacement Queensiand

Both Options 2 and 3 each represent material risks to Energex and Ergon Energy’s customer and market
operations_ These options also do not support realisation

of Energy Queensland’s forecast 10% reduction in indirect costs.

1.4. Financial Summary?

1.4.1 Energex Option Comparison

1.4.2 Ergon Energy Option Comparison

1.4.3 Energex Expenditure Summary (Option 1 — Preferred)

1.4.4 Ergon Energy Expenditure Summary (Option 1 ~ Preferred)

2 Bracketed figures indicate negative values.
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1.5. Investment Benefits

The preferred option delivers the benefit of sustainment of Energy Queensland’s customer service operations
for ongoing supportability, serviceability and security.

The investment is also a critical enabler of Energy Queensland’s planned productivity improvements which
result in a forecast 10% reduction in indirect costs. The consclidation of CCT capability supports this
productivity improvement through increased automation and better scheduling and allocation of resources.

1.6. Investment Risks

1.7. Customer Focus

As part of Energy Queensland’s “Customer Xchange and Community Engagement” forums, a number of
themes have been identified that directly relate to delivering expected customer outcomes through the CCT
Consolidation and Replacement initiative including:

1. Products and Services - enable new technology that is easier to access, intuitive to use and provides
more choice

2. Systems and Processes - simplify systems and processes, provide multi-channels for customers
differing needs

3. Interactions and Communications - simplify language, know customers and how they want to be
engaged
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2. INVESTMENT OVERVIEW

2.1. Background and History

Energex and Ergon Energy use multiple channels to engage with their distribution customer base, including
telephony, Interactive Voice Response (IVR), SMS, social media and internet websites. Customers rely heavily
on telephony-based interaction through the IVR service and direct engagement with customer service agents.
The telephony-based channels handle over 800,000 customer contacts per annum across the combined
Energy Queensland distribution customer base (based on 2017/18 data).

The core technology platform supporting the telephony-based customer interaction is the Contact Centre
Technology (CCT) solution. The CCT solution was implemented in May 2015 and services the Energy
Queensland Distribution businesses and the Ergon Energy Retail business3. The solution is delivered through
a managed service arrangement with Optus
. The solution is offered on a private cloud Software-as-a-Service (SaaS) arrangement

The CCT solution provides the following functionality for the Distribution businesses:

1. Core call handling for 13 and 1300 telephony traffic

2. IVR services for customer outage information (both planned and unplanned) including the ability
to handle large call volumes in the event of widespread network outages

3. Agent based services including:

¢ Qutage management

e Vegetation clearance

e Streetlight faults

e Cold Water faults

e Guaranteed Service Level claims

¢ New connections

e General enquiries

e Retailer support

e Contractor and partner enquiries
E-mail customer service interactions
Integration with social media channels ||| RGN

Web Chat customer service option

Customer Service Centre workforce planning and scheduling
Call and customer interaction analytics and reporting

4,
5.
6.
7.
8.

2.2. Business Problem and Rationale

The current CCT solution will have been in service for 5 years by the end of the current regulatory period,
with provisions for extension of the CCT solution for a further five years through

to the end of the coming FY21-25 regulatory period.

—

3 This business case focusses on the distribution business and therefore the retail CCT solution is not explored further.
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This CCT Consolidation and Replacement initiative is primarily in response to the need for a supportable and
sustainable telephony-based platform to service the Energy Queensland distribution customer base. As new
solution offerings evolve, the ability to access cost effective support from the existing CCT solution vendor
will diminish.

In the meantime, it is planned that one moderate upgrade will be undertaken during FY19. This upgrade will
address a number of supportability issues, security requirements and performance issues ensuring the
longevity of the solution into the next regulatory period and obtaining full realisable value from the initial
solution investment.

A complementary outcome of the CCT Consolidation and Replacement investment is the opportunity to
address the increasing customer service demands that drive the need for a more integrated suite of service
channel solutions. The core tenet of the Energy Queensland Customer Strategy is for “customer needs to be
the focus of everything we do” and this is underpinned by the Energy Queensland Customer Experience
Framework.

The framework focusses on five key areas:

1. State-wide service alignment
2. Understanding of customers

3. Operational excellence

4. Connected employees

5. Improvement and Innovation

Consistent with the Customer Strategy and Customer Experience Framework, it is proposed to leverage the
CCT Consolidation and Replacement initiative, at no additional expense, to support enablement of the unified
omnichannel customer experience. The omnichannel approach ensures whoever is dealing with the
customer, via any channel, will have a complete and up to date view of the customer’s interactions with
Energy Queensland. Figure 1 (over page) provides an overview of a typical omnichannel customer service
solution.

As part of Energy Queensland’s “Customer Xchange and Community Engagement” forums, a number of
themes have been identified that directly relate to delivering better customer outcomes through the CCT
Consolidation and Replacement initiative including:

1. Products and Services - enable new technology that is easier to access, intuitive to use and provides
more choice

2. Systems and Processes - simplify systems and processes, provide multi-channels for customers
differing needs.

3. Interactions and Communications - simplify language, know customers and how they want to be
engaged.
When overlaying the customer experience framework and forum feedback on the current CCT solution there
are a number of clear capability gaps:

¢ The disparate/bespoke solutions for the various channels (including CCT) means that customers
cannot easily move between modes of contact, and Energy Queensland customer service staff do
not have context to the extent of contact a customer has had across the various channels. This
doesn’t support the customer expectation for a unified omnichannel customer service experience
and limits the ability to effectively engage with the customer.

e The CCT solution is not flexible and cannot be easily and cost effectively enhanced to meet the
changing needs of customers in how they wish to engage with Energy Queensland.

e The CCT solution and associated business processes limit the ability to share customer service
resources across Energy Queensland and meet the peak and trough demands in a cost-effective
manner for each of the distribution businesses. This impacts the ability to provide a consistent
customer experience throughout the year.
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2.3.

Investment Objectives

The investment in CCT Consolidation and Replacement will deliver on the following objectives:

Ensure the ongoing supportability and sustainability of core business processes covering the
customer service domain of Energy Queensland.

Ensure the availability of a solution that can scale to handle peak call volumes and integrate with
other solutions to provide a seamless and flexible experience for customers as they choose the way
they engage with Energy Queensland — e.g. shift from telephony to web, voice, email, SMS and social
media channels.

Deliver a CCT solution that is part of an integrated suite of service channels that provide a unified
omnichannel experience for customers. This will be achieved through leveraging the proposed
solution replacements in the customer and market domain during the FY21-25 regulatory period. l.e.

o ID04 Customer Market Systems Consolidation & Replacement;

o ID09 Service Interactions Portal Consolidation & Replacement;

o |D14 Customer Management System Consolidation & Replacement; and
o IDO03 Field Force Systems Consolidation & Replacement.

Improve the quality and consistency of the customer service experience while delivering improved
productivity across customer service operations through unified collection, storage and retrieval of
customer interaction data and records.

Provide more relevant and timely information to customers in relation to queries, such as loss of
supply and status of service requests.

Improve the analytical capabilities relating to customer interactions, in order to better tailor
solutions to meet customer needs.

Enhance the Contact Centre workforce management and scheduling capabilities to better balance
agent capacity to meet customer demand and provide a consistent customer experience.

2.4. Principles

This initiative will be guided by the following principles.

Customer service solutions enable the core business of Energy Queensland and must remain
supportable, sustainable and secure.

The customer is at the centre of everything that Energy Queensland delivers.
A seamless, timely and integrated customer experience is provided across all service channels.

Customer service solutions are cost effective to implement and financially sustainable.
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3. STRATEGIC ALIGNMENT

3.1. Alignment to Energy Queensland Strategic Objectives

This investment aligns with the Energy Queensland Strategic Objectives in the following ways:

How this investment contributes to the

S Strategic Objective of EQL

1. Community and customer focused Provides a positive customer experience
through an omnichannel presence that

Maintain and deepen our communities’ trust : e .
P delivers the right information to customers at

by delivering on our promises, keeping the : oA - High
.y & . .p ‘p & the right time in their preferred channel and §
lights on and delivering an exceptional = ) :
: : allows them to interact efficiently with
customer experience every time.
Energy Queensland.
2. Operate safely as an efficient and effective
organisation Provides a robust and reliable telephony-
. . based service channel for customers to
Continue to build a strong safety culture . ! s .
. interact with Energy Queensland in times of High
across the business and empower and - s
. Lo major weather and network events - “being
develop our people while delivering safe, ,,
. L . there when our customers need us most”.
reliable and efficient operations.
3. Strengthen and grow from our core
: ; A L Ener
Leverage our portfolio business, strive for ey prapsscale ?cross the ‘ne B
= : Queensland business to deliver the most .
continuous improvement and work together ; - Medium
/ cost-effective telephony-based service
to shape energy use and improve the
Ty —n channel.
utilisation of our assets.
Provide choice to the customer in how they
4, Create value through innovation interact with Energy Queensland, by
. - roviding a telephony-based service channel
Be bold and creative, willing to try new ways P g phony .
. . . that enables customers to readily traverse .
of working and deliver new energy services Medium

the organisation into other channels such as
social media, email, voice, SMS and web
without losing the context of their previous
interaction(s).

that fulfil the unique needs of our
communities and customers.

3.2. Alignment with National Electricity Rules (NER)

The table below details the alignment of the proposed solution with the NER capital expenditure objectives
as regulated by the AER.

| NER Objective Alignment Rationale
6.5.7 (a) (2) This business case proposes to provide a solution (both
The forecast capital expenditure complies with all  psiness process and technology) that services all distribution
applicable regulatory obligations or requirements  cystomers across Queenstand. The solution will ensure
associated with the provision of standard control = compliance with all regulated, legislative and policy obligations
services to enable efficient delivery of standard control services.
6.5.7 (a) (3) The telephony-based service channel will continue to be a
The forecast capital expenditure maintains the primary method for customers to interact with Energy
quality, reliability and security of supply of Queensland, particularly during loss of supply events. Up to
standard control services date outage information coupled with the ability to better

analyse customer call trends will support the faster restoration
and security of supply for standard control service customers.
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6.5.7 (c) (1) (i)
The forecast capital expenditure reasonably
reflects the efficient costs of achieving the capital
expenditure objectives

6.5.7 (c) (1) (ii)

The forecast capital expenditure reasonably
reflects the costs that a prudent operator would
require to achieve the capital expenditure
objectives

6.5.7 (c) (1) (iii)

The forecast capital expenditure reasonably
reflects a realistic expectation of the demand
forecast and cost inputs required to achieve the
capital expenditure objective

Costs for this investment have been forecast based on
knowledge of the CCT implementation completed in 2015,
other recent procurement activities and general information
gathered through market scans and vendor discussions. It is
intended for Energy Queensland to undertake competitive
market procurement processes to ensure cost efficiency in

project cost and operational expenditure.

Energy Queensland also has a cloud services strategy which
assesses each potential investment to ensure the optimal use
of cloud and internal services with considerations of cost, risk,
service requirements and other parameters. Given the current
CCT solution is provided as a “private cloud” Saas, it is
expected the replacement will similarly be sourced under Saa$
arrangements.

Opportunities will be explored to leverage multi tenanted
facilities where the overall cost of the CCT solution is shared
across multiple corporate clients, therefore providing cost
reduction opportunities to Energy Queensland.

The requirement for this investment is premised on industry
typical ICT Asset Lifecycle Management principles to prudently
and efficiently ensure the supportability, serviceability and
security of Energy Queensland’s telephony-based service
channel.

Currently this investment has been analysed to a “Preliminary
Gate 2” level. Prior to investment, a Gate 3 business case will
be prepared with further detail to be assessed in accordance
with the established investment governance processes.

Costs for this investment have been forecast based on
knowledge of the CCT implementation completed in 2015,
other recent procurement activities, and general information
gathered through market scans and vendor discussions.

Further detailed cost build-up will take place in development of
the Gate 3 business case. This detailed cost build up may be
subject to further competitive market procurement processes,
sourcing analysis and peer consultation.
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3.3. Alignment with the Digital Application Asset Management Guidelines

The table below indicates alignment of the solution with the Digital Application Asset Management Guidelines:

of Record according to the PACE layer will meet the criteria for replacement identified in the guidelines.
categorisation described in Energy
Queensland’s Digital Application Asset
Management Guidelines.

The proposed investment is planned to conclude in FY25.

These guidelines describe key defining
criteria for Systems of Record including
that:

o They support core business processes —
“running the core business”

e The business process is understood &
stable (either common or subject to
regulatory requirements)

o They contain information that is core to
the business (key information entities —
system of record)

* They have high data integrity
requirements (needs to be auditable)

e They are an information source for
other systems through exposing
business services (SOA)

On the above basis, the guidelines
forecast that Systems of Record
(Foundations) should maintain currency,
supportability and effectiveness through
the following investment lifecycle.

e Minor Upgrade — 3 years after
implementation

* Major Upgrade — 7 years after
implementation

¢ Replacement — 12 years after
implementation

The guidelines further describe that
Upgrade and Replacement investments
should consider the extent of
“obsolescence” of the solution. E.g.

e Technical Obsolescence — The solution
is still functional but not supportable

o Financial Obsolescence — The cost of
maintaining the solution outweighs the
value derived from it.

e Asset Obsolescence — The asset has
reached the end of its reasonable
functional life as indicated through
failure rates, inability to meet business
requirements etc.
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3.4. Regulatory Implications

A robust and reliable CCT solution is essential to delivering Energy Queensland’s obligations for the
distribution network service providers (DNSPs). These obligations include:
e  Ability to answer emergency calls on a 24 x 7 basis.
e Achieve grade of service targets of loss of supply calls.
e Ensure sufficient capacity to meet prescribed call volume thresholds.
e Supports achievement of National Electricity Customer Framework (NECF) obligations including:
o Life support customer service,
o Adherence to Guaranteed Service Levels (GSLs), and

o Outage management notifications.
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4. INVESTMENT SCOPE

4.1. Functional Scope

Energy Queensland comprises multiple business areas and functions as defined in the organisation’s Business
Reference Model. The proposed investment in CCT Consolidation and Replacement is essential for the
ongoing efficient service delivery to Queensland customers as delivered through the Queensland’s business
areas and functions listed below.

A function that manages service requests from customers. This
Customer Customer Service includes the handling of customer requests/enquiries and
Management Operations complaints. Sub functions of this function are touch points between

Customer Sales Management and Connection Point Management.

A function to identify, evaluate, prioritise and manage the

Network Network Outage restoration of network outages. This includes the dispatch of
Operations Management planned/unplanned outage work to work crews and the notification
of customers.

4.2. Solution Overview

4.2.1 Current State {2018)
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4.2.2 Target State (end of the proposed investment)

4.3. Assumptions
This business case is based on the following assumptions.

e The scope, inclusions, exclusions, costs and impacts of the initiative will be further detailed through
the Gate 3 business case prior to investment. This may be subject to competitive procurement
processes as appropriate to ensure cost efficiency of delivery.

e The initiative will be delivered consistent with the overarching omnichannel architecture.
e The product offerings in the market are sufficiently mature and the product vendor’s intellectual

property enables effective implementation of best practice business processes and supporting
capability.
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4.4. Dependencies

This investment is dependent on the following programs, projects or business activities:

ogram/Project
&t Al And A

ID04 Customer Market Systems
Consolidation & Replacement

ID14 Customer Management System
(CMS) Consolidation & Replacement

IDO3 Field Force Systems Consolidation

& Replacement

ID09 Service Interactions Portal
Consolidation & Replacement

The CCT solution will be
integrated into the
Distribution Customer Market
Solution {ID04), relying on a
range of customer and market
information from that solution
(e.g. customer details, NMI
data, contact history).

The CCT solution will be
integrated into the distribution
customer relationship
management solution. The
CCT solution will rely on a
range of customer and
relationship information
within the CMS solution (e.g.
customer details, contact
history, relationship history).

The CCT solution will be
integrated into the Field Force
solution and will rely on a
range of the field base
information in relation to
outages and restoration of

supply.

The CCT solution will be
integrated into the service
interactions portal solution
and will rely on a range of
information relating to service
requests from customers,
contractors, partners and
retailers.

Yy re

 Having the Customer Market Solution-

replacement completed and embedded will
provide a stable platform upon which the
CCT solution can be integrated.

The risk of CCT Consolidation and
Replacement increases if the customer
market platform has not been stabilised
resulting in potential time delays, increased
cost and lower quality business outcomes.

The CMS implementation will occur in
parallel with the CCT Consolidation and
Replacement. This will require tight
alignment between the initiatives to ensure
integration development, testing and
business change activities are sequenced to
manage the interdependencies. Schedule
and cost impacts could occur if the
interdependency is not well managed.

Having the Field Force solution
implemented and embedded will provide a
stable platform upon which the CCT
solution can be integrated.

The risk of CCT Consolidation and
Replacement increases if the Field Force
platform has not been stabilised resulting
in potential time delays, increased cost and
lower quality business outcome.

Having the service interactions portal
solution implemented and embedded will
provide a stable platform upon which the
CCT solution can be integrated.

The risk of CCT Consolidation and
Replacement increases if the service
interactions portal has not been stabilised
resulting in potential time delays, increased
cost and lower quality business outcome.
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_Program/Project Dependency

The initiative will be

dependent of a range of

outcomes from the ERP EAM
' Program including:

e That ERP EAM program The successful completion of the ERP EAM
delivers to its proposed Program will enable the series of proposed
ERP EAM Program scope and schedule mvestments in Customer and Market
o Availability of the ERP, capability to proceed in the next regulatory
TR I period, leveraging the core ERP/EAM
Management SMEs and foundation.

solutions experts to ensure
consistency and alignment
of the end state business
processes and solution.

The way the Energex and Ergon Energy
The CCT solution is dependent ~ brands are presented to the customer will

Brand Strategy and Implementation on decisions related to the drive a range of configuration items as part
gy P Energy Queensiand branding of the CCT replacement. Having branding
strategy. decisions resolved will avoid rework to

incorporate changes at a later date.

Other programs or projects are dependent on this investment:

Program/Project Dependency Effect

The CMS implementation will occur in parallel

The CMS solution will be integrated into the with the CCT Consolidation and Replacement.

1D14 Customer CCT solution. The CMS solution will rely on a S i -
. - This will require tight alignment between the
Management range of interaction data gathered through R . "
; . . initiatives to ensure integration development,
Systems (CMS) the CCT solution and will also provide the ; : bt d
= ; S - testing and business change activities are
Consolidation & customer and relationship information (e.g. p y
g : - : sequenced to manage the interdependencies.
Replacement customer details, contact history, relationship 3 -
history) Schedule and cost impacts could result if the
v interdependency is not well managed.
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5. -OPTIONS ANALYSIS

This section considers the following options:

e Option 1 — Proceed with the CCT Consolidation and Replacement (Preferred Option)
e Option 2 — Upgrade existing CCT platform and then replace in FY26-30 regulatory period
e Option 3 — Do Minimal

5.1. Option 1 - Proceed with the CCT Consolidation and Replacement (Preferred)

The existing CCT solution will be replaced for ongoing sustainability, supportability and security. Further
consolidation and alignment of business process will be implemented to maximise synergies across the
Energy Queensland’s customer service operations.

5.2. Option 2 —~ Upgrade existing CCT platform and then replace in FY26-30 regulatory period
The existing CCT solution will be upgraded in the FY21-25 regulatory period and then the solution will be
locked down with minimal change until replacement occurs late in the FY26-30 regulatory period.

5.3. Option 3 -~ Do Minimal

The existing CCT solution will be locked down with minimal change
until replacement occurs early in the FY26-30

regulatory period.
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6. PREFERRED OPTION

“Option 1 - Proceed with the CCT Consolidation and Replacement” is the preferred option, as it meets all the
business case objectives, it is aligned with Energy Queensland’s strategic objectives and is consistent with
Energex and Ergon Energy’s obligations under the National Electricity Rules.

Both Options 2 and 3 each represent material risks to Energex and Ergon Energy’s customer and market
operations These options also do not support realisation
of Energy Queensland’s forecast 10% reduction in indirect costs.

6.1. Delivery Timeline and Approach
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7. INVESTMENT BENEFITS OVERVIEW

This section outlines the benefits associated with the investment. This business case has currently been
analysed to a “Preliminary Gate 2” level. As such, the benefits will be further detailed, tested, and verified in
preparation of the Gate 3 business case prior to investment.

This initiative is primarily an ICT Asset Replacement of legacy systems, required to ensure the ongoing
sustainability, supportability and security of business critical capability. Energy Queensland will leverage the
opportunity associated with this ICT replacement to also enable planned productivity improvements,
resulting in a forecast 10% reduction in indirect costs. The benefits listed below represent contributions to
the overall Energy Queensland productivity improvement targets.

7.1. Financial and Other Benefits

Financial Benefits

o Better resource utilisation through alignment of processes and
allocation of resources across the Customer Operations and

Market Market group.
Operations . .
Productivity  ° Reduced level of agent based customer interactions (as a

percentage of call volume), as automated solution delivers the
required customer experience.

Compliance ¢ Agility and synergy in responding to changes in market rules
Productivity transaction specifications.

Other Benefits

e Customers are provided a better range of options to interact with
Energy Queensland resulting in a more fulfilling customer
interaction experience. Customer Engagement

o Increased solution agility which allows Energy Queensland to be
more responsive to customer demands.

Customer
Satisfaction

Reduced ¢ Replacing the aging CCT solution reduces the operationat risk of
Operational having major technology outages, that will have significant Risk
Risk customer, financial and reputational impacts.
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8. FINANCIAL ANALYSIS

8.1. Scope of Costs

The table below summarises the potential cost inclusions to deliver the outcomes described in this business

case.

All Phases

Planning & Procurement
Phase

Design Phase

Build, Integrate, Test and
Deploy Phase

Warranty Phase

Description / Rationale

Project management

Project support

Internal corporate logistics / overheads

Communications and engagement

Review and assurance (excluding normal Internal Audit functions)
Tender facilitation, probity management and legals

Gate 3 business case development

Development of planning deliverables (e.g. PMP, Stakeholder and Communications
Plan etc)

Software licences, hardware purchases, cloud services procurement

Software, infrastructure and information design

Data profiling and migration design

Solution architecture

Integration design

Business process design

Organisational change design and change management planning

Data migration and ETL (Extract, Transform, Load) build

Data migration execution {incl. Trial Migrations, Dress Rehearsals, Verification etc)
Software, infrastructure and environment configuration

Integration build

Business process design and organisational change implementation

Testing (incl. information consistency, capacity, performance and load, security etc)
Training

Production deployment

Post implementation operational support

Transition to business-as-usual (BAU) support

Post implementation review
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8.2. Cost Assumptions

The table below summarises the key cost assumptions for the initiative.

on

g;&!.‘*jz@mﬁff n

1  Project phasing and
deployment

2 Use of market services

3 Energex and Ergon Energy
costs

4  Availability of corporate ICT
environments

5 Regulatory environment

6 | Addition software licencing

7 Option 2 (Upgrade existing
CCT platform and then

replace in FY26-30 regulatory

period)

8 | Option 3 (Do minimal)

Description/Rationale |

The initiative will be delivered over a two year elapsed period with an up-
front design phase followed by multiple deployments. The deployment plan
will be structured with consideration of:

e Alignment with other dependent initiatives.
e Sequencing to maximise business performance benefit.

e Intention to progressively transition to the new solution through a
sequence of capability deployments.

The initiative will be delivered through a team comprising internal subject
matter experts and external solution delivery specialists, to ensure project
cost efficiency and mitigation of project risk. It is assumed that the project
will be able to procure suitably skilled and experienced resources from the
market and that these resources can be retained for the duration of the
project.

The project costs for Energex and Ergon Energy are consistent with the effort
and complexity of transitioning each company from their respective current
state to the common target state. The respective estimates (CapEx and OpEx)
are as described in the following section.

The project costs are based on corporate ICT environments being available to
facilitate end-to-end testing across the enterprise.

The project costs are based on there being no significant changes (up to and
during the period of implementation) within the regulatory frameworks that
impact the customer and market environment.

Integration with the core ERP/EAM solution will not require additional third-
party licencing costs to be incurred.
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8.3. Financial Summary®

8.3.1 Energex Option Comparison

8.3.2 Ergon Energy Option Comparison

8.3.3 Energex Expenditure Summary (Option 1 — Preferred)

8.3.4 Ergon Energy Expenditure Summary (Option 1 — Preferred)

.
I

8.4. NPV Calculation Parameters

The above NPV and financial calculations are based on the following parameters.

e The Energy Queensland Net Present Value (NPV) model has been used to calculate the NPV
calculations for this business case.

e The financial analysis has been based over a 10 year period after a 24 month phased
implementation period.

e 5.40% Regulated Rate of Return/WACC is applied with present values discounted to FY17/18.

5 Bracketed figures indicate negative values.
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9. PROGRAM DELIVERY

9.1. Program Governance & Delivery

The governance and delivery model depicted in Figure 4 (below) is planned to be used for delivery of the
initiative.

R =
| Energy Queensland !
' Board ]

The Steering Committee will typically comprise:
Sponsor *  Sponsor (Chair)
*  GM or Executives representing affected business areas

Subject to consideration in the Gate 3 business case, the
committee may alsoinvolve:
* Internal audit and/or assurance

A Non-voting attendees willlikely include:
RO Rrplee Diees *  Project director or project manager
PMO and/or Project Manager «  Vendor representative(s)

The Project Teamwilltypically comprise:
* Internal (Energex and Ergon Energy) representatives and
subject matter experts of affected business areas

* Internal specialist delivery resourcing Project Team
External and/or vendor-provisioned specialist delivery
resourcing
Figure 4 Governance and delivery model
Role Key Accountabilities
Steering Provides a single point of accountability for delivery of the initiative in accordance with the
Committee business case, as well as decision making aligned with strategic directions of the company. The
committee governs the initiative with appropriate balance between delivered outcomes (time,
fitness for purpose, cost), risk, business impact and enabled business value.
Responsibilities
e Attend and be an active participant in committee meetings
e Foster positive communications outside of the committee regarding the initiative
¢ Be the voice of the initiative, including communications where appropriate to the Group
Executive, Energy Queensland Board and other key stakeholders
e Review and approve/reject any request for change {change requests) to the agreed scope,
budget, schedule or deliverables.
¢ Ensure all approved change requests align with the program objectives
e Ensure program quality outcomes are balanced with other competing priorities
* Review each completed phase (or defined stages or gates) and provide go/no-go direction
after consideration of quality, risk, cost and schedule
¢ Undertake a Post Implementation Review (PIR)
e Ensure the appropriate independent auditing and review of the program is undertaken at
the logical stage gates of the program
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Role _ Key Accountabilities . IR e e
Sponsor The Sponsor is accountable for delivering the business value enabled by the initiative and

meeting the objectives set through the business case.
Responsibilities

* QOversee development of the business case

e Oversee development of the project management plan (PMP) working closely with the
Project Director

e Monitor and advise on delivery outcomes working closely with the Project Director and/or
Project Manager

¢ Ensure that any proposed changes of scope, cost or delivery timeline are checked against
possible impacts to program benefits

e Approve Change Requests within delegated authority levels

* Ensure Change Requests have been endorsed by all impacted parties (Business Change,
Design, Delivery, Finance, BAU)

e Brief Executives and Board on program progress

¢ Ensure that the benefits realisation plan is realistic and achievable

Project Director The Project Director and/or Project Manager has responsibility for the delivery of the overall
and/or initiative while maintaining the balance of competing priorities and alignment with initiative
Project Manager  objectives as specified in the business case and as directed by the Steering Committee.

Responsibilities

¢ Deliver the overall initiative outcomes

e Agree delivery strategies with the Sponsor and the Steering Committee

* Develop the PMP and oversee specification of all initiative deliverables including
assessment of interdependencies and appropriate sequencing across the initiative

e Manage development of the communications plan and ongoing communications with
guidance and feedback from key stakeholders

e Manage mobilisation of the initiative, including resource provision and procurement

e Oversee technical delivery of solution design, development, implementation, integration,
testing and data conversion

* Oversee the delivery of training, deployment, organisational change management and
business process re-engineering

s Resolve all issues concerning project plans, schedules, budgets, risks and issues as they
relate to the initiative

e Manage cross-project dependencies, scope and resourcing issues

* Ensures audit feedback is actioned in a timely, verifiable manner and validated

Program The Program Management Office is a centralised Energy Queensland business function which
Management provides coordination, standards, administrative support and end-to-end reporting for
Office Energex and Ergon Energy’s business transformational and ICT initiatives.

Responsibilities

e Provide a central repository and framework for all program and project issues and risks

s Co-ordinate and manage all project plans under guidance from the Project Managers
and/or Project Directors

¢ OQverall program / project risk mitigation management

e Qverall program / project issue management

e Program financial tracking and reporting

¢ Deliverables monitoring

¢ Program key performance monitoring and reporting
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_Role : Key Accountabilities )
Project Team The Project Team undertakes the core delivery of the project under direction of the Project
Members Director and/or Project Manager. The team typically comprises internal representatives and

subject matter experts of affected business areas as well as internal and vendor-provisioned
delivery resourcing.
Responsibilities

¢ Develop and deliver assigned project deliverables

¢ Identify issues and record, monitor and report status

» Manage issues with appropriate actions

e Escalate issues as required

¢ Attend reference groups and other forums as required

9.2. Stakeholder Management

The following tables summarise the key internal and external stakeholders for the investment. A detailed
stakeholder management plan will be developed as part of delivery planning for the initiative.

9.2.1 Key Internal Stakeholders

Stakeholder interest

Energy Queensland Executive

ional fi ice delivery.
Leadershin Team {ELT) andiBoard Operational performance outcomes across customer servi ry

Availability, reliability and serviceability of the CCT platform.
Energex & Ergon Energy Customer and

Market Operations Business Unit
leaders

Consistency of CCT tooling, configuration and business processes, to
enable work delivery productivity, as well as contact centre “avalanche”
and fail-over capacity.

Effectiveness of the CCT solution to deliver the capability required for

Customer and Market Operations staff . 3 . . -
business operations and analytics to improve business performance.

Effectiveness of the CCT solution to deliver the capability required for

Network Operations staff . . . . .
P business operations and analytics to improve business performance.

Overall strategic responsibility for contact with customers portfolio-

Customer Brand & External Relations ;
wide

9.2.2 Key External Stakeholders

Stakeholder Interest

Shareholder Performance effectiveness of customer service operations in terms of
achieving grade of service outcomes and level of escalated customer
complaints.

Customers Customers will rely on the CCT solution as the entry point for telephony-

based interactions.

Retailers Retailers will rely on the CCT solution as the entry point for telephony-
based interactions.

Contractors and Electrical Partners Contractors and Electrical Partners will rely on the CCT solution as the
entry point for telephony-based interactions.
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10. RISK ASSESSMENT

10.1. Organisational Risk Assessment
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10.2. Preliminary Implementation Risk Assessment

This section provides a preliminary assessment of the key implementation risks of the preferred investment

option.

Risk Description

Risk 1. Resource capacity and availability

inherent
Risk

The initiative requires mobilisation of a
skilled delivery team comprising internal
subject matter experts and external
solution delivery specialists.

The required internal subject matter
experts may be limited in capacity due to
other initiatives and organisational
change.

Moderate

Availability of required external solution
delivery specialists is dependent on the
capacity of the market.

Risk 2. Achieving the omnichannel
customer delivery experience outcome

Current vendor product offerings need to
further mature in order to achieve the
desired omnichannel customer
experience. Given the significant
changeout of capability within the
customer domain it will become critical
that the selected solution set have open
integration to allow the flow of customer
interactions to be seamless across the
various channels.

Moderate

| Residual
Risk

Planned Mitigation

Continue to perform prudent program
management planning to minimise
internal resourcing conflicts, ensuring
adequate capacity is committed to each
initiative prior to delivery.

Also prior to delivery, verify the
availability of external solution delivery
expertise through market procurement
processes.

Low

Ensure the omnichannel strategy is fully
articulated and product selections keep
the long term objective front-of-mind.

Low
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11. CHANGE IMPACTS

The below section details the potential impacts to occur across the Energy Queensland environment during
and after the implementation of this investment.

11.1. System Impacts

11.2. People & Process Impacts
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APPENDIX A - Glossary

This section describes key terms and acronyms used in this document.

Source: Energy Queensland internal sourcing
AEMO Retail Electricity Market Procedures — Glossary and Framework v2.1 December 2017

Definition

ACS Alternative Control Services

AEMO Australian Energy Market Operator

B28 Business-to-Business: A generic term used to refer to certain business-to-business
interactions between Participants through the B2B e-hub

BAU Business as Usual

CapEx Capital Expenditure

ccT The Energy Queensland Contact Centre Technology solution comprising IVR and
telephony

CIs Customer Information System

DNSP Distribution Network Service Provider {i.e. the Energex and Ergon Energy distribution

businesses)

Exempt Embedded Network Service Provider. Referred to as an Embedded Network
EENSP Operator by the AER. For the purposes of the Retail Electricity Market Procedures,
references to an EENSP can be taken to mean the Embedded Network Operator.

ELT Energy Queensland’s Executive Leadership Team
ETL Extract Transform Load (data migration and integration technology)

The Energy Queenstand Field Force Automation solution(s). Includes work

FEA schedule/despatch and mobile information management

FRC Full Retail Contestability

FRMP Financially Responsible Market Participant, usually a Retailer, Generator, Market
Customer or an MSGA, identified as such in respect of a connection point in MSATS

GSL Guaranteed Service Levels

ICT Information Communication Technology

IVR Interactive Voice Response

- A situation where an End User relies on electricity for the operation of ‘life support

Life Support 4 p
equipment
In the context of a Network Service Provider’s distribution network: Local Network
Service Provider In relation to a child connection point: EENSP.

LNSP For the purposes of the Metrology Procedure: If there is more than one Local Network
Service Provider for a local area, a reference to the LNSP in respect of a metering
installation or connection point is a reference to the LNSP that holds a licence in respect
of the network to which that metering installation or connection point is connected

NBM Network Billing Management

NECF National Energy Customer Framework
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Definition

NEM
I. NER
NMI
NMI Address
| NPV
| OpEx
| Participant
RolLR
SCs
Service Order

| WACC

National Electricity Market

The National Electricity Rules made under Part 7 of the National Electricity Law

National Metering Identifier

The physical location of the connection point

Net Present Value

Operating Expenditure

An organisation with a Participant ID to sign into MSATS

Retailer of Last Resort

Standard Control Services

A B2B request to perform specified work

Weighted Average Cost of Capital
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