


Section 1 (Gated Investment Step 1) 
1. Background 
The connection applications management system (currently referred to as MaCCS) is a 
TasNetworks in-house developed tool for managing new customer supply applications.   

The current MaCCS functionality is limited to the ‘Application Assessment and Approval’ sub 
process of the much wider end to end process of ‘Works Fulfilment’. 

For the purposes of this document, ‘Works fulfilment’ is the full end to end process of the 
‘TasNetworks application process’ (includes TasNetworks assessment and approval) through 
to the ‘Metering connection process’ (including energisation), as shown in the following 
diagram.  

 
For the purposes of this initiative, works applications includes: 

• Basic connection. 

• Negotiated connection. 

• Embedded generation connection. 

• Public lighting. 

• Requests for abolishment by retailers, contractors and customers. 
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Currently the ‘works fulfilment’ process is a collection of independent processes that is 
managed in part in several systems including MaCCS, EWR portal (in-house system),  
(TasNetworks NEM market system interface), and (TasNetworks Meter Data 
Management System).  There are various hand-off points to other parties and systems 
making the case management that ‘Customer Connection Services’ group performs quite 
difficult.  Individual parts of the process involve laborious look-ups into preceding stages.  

This initiative will provide integration of sub processes into a single system allowing the 
efficient management of those processes. This will enable improved customer service by 
improving communication between retailers, contractors, customers and the distribution 
business. This integration will also improve the customer, contractor and retailer experience 
when dealing with TasNetworks. 

It should be noted that there is another initiative titled ’Customer Portal’ (IT.CST.13) that will 
allow customers to be able to easily and securely enter and then track their applications via 
a portal. Customers would be able to access their ‘Works Fulfillment’ progress status from 
this portal. 

1.1 Investment Need 
The investment need regards improving the efficiency and effectiveness of TasNetworks 
staff in the delivery and completion of works orders to provide a better and faster service for 
TasNetworks customers.  

The current end to end process of ‘Works Fulfilment’ is not efficient.  This process is 
currently being managed in several different systems that are not interconnected, resulting 
in unnecessary data entry duplication and making it difficult to ascertain at a point in time, 
what the current status is.  

There are also improvements to be made with respect to: 

• Improved communications – the process relies on many stakeholders (e.g. customer, 
retailer, contractor) closely liaising to complete their tasks in an efficient manner.  
There is a need for a system to facilitate and record these communications. 

• Improved workflow – process participants (e.g. contractors, retailers, work place 
standards) need to see a portfolio view of all works on their radar. 

• Improved recording of meter details. 

1.2 Customer Needs or Impact 
It is difficult at a point in time to resolve what the current status is of a works order, as this 
information needs to be manually interpreted from potentially several different sources.  
This is costly from a TasNetworks staff time perspective, and can lead to TasNetworks 
customer frustration.      

Enabling customers to be able to communicate efficiently and effectively with TasNetworks 
Staff on various topics including EWR’s, applications for connection to supply, certificates of 
electrical compliance, workplace standards, unmetered supply, meter orders and metering 
notices, and abolishment of supply is a core driver for this initiative. 
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Section 2 (Gated Investment Step 2) 
5. Preferred option 
The preferred option is to replace MaCCS by extending the Service Order Management 
(SOM) module (currently part of TasNetworks NEM market system interface) so that it 
manages the full end to end ‘Works Fulfilment’ process. 

This option has been selected because it best matches the investment need whilst: 

• Minimising the cost. 

• Minimising the negative business impacts and maximising the positive business 
impacts. 

• Maximising the strategic alignment. 

• Maximising the IT strategic alignment1. 

• Minimising the project complexity. 

• Minimising the risk to the organisation. 

5.1 Scope 
The scope of this initiative is to extend the SOM module with the functions necessary to 
manage the full end to end process of ‘Works Fulfilment’. 

The current functions that are needed to support the ‘Works Fulfilment’ process need to be 
included.   

In addition other principles/enhancements should be built in to: 

1. Ensure that progress status (EDR, service order, metering connection, and 
energisation) would be made available back to the customer portal (initiative 
IT.CST.13) for the customer to view. 

2. Enable applications to be automatically linked to EWR forms, instead of being 
manually reconciled. 

3. Enable EWR forms to be automatically linked to Service Orders, instead of being 
manually reconciled. 

 

1 This is a test against criteria including: 
• Solutions will leverage the expertise and conformity of vendor products designed for NEM market 

interfaces. 
• Solutions are designed for TasNetworks work practices and work processes to be as efficient and effective 

as possible without compromise. 
• Solutions are maintainable and supported. 
• Solutions are ‘fit for purpose’.  
• Alignment with current IT infrastructure. 
• Alignment with other IT roadmap initiatives. 
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Efficiency - The output of this initiative would provide greater 
visibility for contractors of bookings with TasNetworks crews. 
This will help contractors to track their jobs and reduce 
potential time wasted by both parties (‘Do Nothing’ risk IT-008 
mitigated). 

 

Increased work load - Support the Market Support team in 
dealing with the high probability of an increase in work load 
due to external retailers delaying the EWR process, creating 
confusion for contractors. If the process can be streamlined to 
provide an increase in automated communications capability 
between all stakeholders, it will minimise unnecessary phone 
calls and manual updates, and thus avoid an increase in the FTE 
count of the Market Support Team (‘Do Nothing’ risk IT-080 
mitigated). 

 

Guaranteed Service Dates - The output of this initiative will 
provide users with visibility of the status of EWRs and of 
mandated Guaranteed Service Delivery Dates. This will help the 
business to follow up on EWRs at risk of not being met, to meet 
connection timeframes, and thus avoid associated penalties 
(‘Do Nothing’ risk IT-079 mitigated). 

 

 

 

Intangible benefits 

• Workflow - The output of this initiative would provide improved 
management of Application and EWR workflows. Work would be 
brought to the attention of customers and stakeholders on a 
personalised ‘dashboard’ in the system. Users would be alerted to new 
tasks and to tasks that are approaching their due date. This would save 
users from having to search for tasks in different systems and help users 
meet mandated timeframes. 

• Lifecycle Management – Stakeholders will be able to tell where an 
Application or EWR is at in its lifecycle from the one interface. 

• Traceability - The output of this initiative would store all information 
related to Applications, EWRs and associated forms (such as related 
Meter Orders and Metering Notices) and maintain links between the 
different stages of the process. Users will be able to see the history of 
any Application or EWR and will be able to access additional related 
information stored in the system. 

Each EWR would have a record of the relevant customer, contractor 
and retailer, making it possible to track progress and associate each 
action with a particular user. 

• Communication - The output of this initiative would provide a simple 
messaging system between TasNetworks, contractors, retailers and 
customers. TasNetworks would be able to send messages to individuals 
or to groups of users. All messages sent through the output of this 
initiative would be stored, allowing TasNetworks to track 
communication between parties. 
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• Contractor Interaction - The output of this initiative would provide 
contractors with a consistent process for submitting paperwork to 
different retailers. Contractors would not have to contact different 
retailers with different processes and using different fax numbers and 
email addresses. 

There would be clear incentives for contractors to use the system. 
Contractor accounts would store each contractor’s business and 
accreditation details, so using the system would save them from having 
to re-enter information every time they submit a form. The system 
would also provide contractors with a single view of the status of all 
their current EWRs, assisting them in keeping track of their EWR work. 

• Retailer Interaction - By providing a single uniform system for all 
retailers, which would require all retailers to receive EWRs in the same 
format, the overhead for TasNetworks in handling EWR Service Orders 
from different retailers would be reduced. 

• Workplace Standards - Workplace Standards would be able to work 
more closely with the distribution business and contractors to better 
manage safety certification and contractor licensing. 

• Reports – An enhanced application is an opportunity to capture 
additional data relating to Applications and EWRs. This data could be 
used to fulfil future reporting needs. Potentially useful reports could 
show things such as number of EWRs created by each contractor, 
number of Applications associated with each retailer, how TasNetworks 
is performing for each retailer (useful for assisting any liaison meetings) 
and so on. 

• As part of this initiative it is also the intention to target the following 
issues identified from the TasNetworks application health check 
conducted in early 20152: 

o [BHA64] – EWR Portal issues. 

o [BHA65] – EWR Portal opportunities. 

o [BHA27] – MaCCS opportunities for improvement. 

o [BHA28] – MaCCS integration with the Zone. 

Customer and 
retailers 
perspective 

• Improved Communication – there are many steps and many 
stakeholders involved in the energisation process.  Effective and timely 
communication with the customer when required is integral to keeping 
the customer informed and being able to elicit information when 
required.   

• Customer Interaction - Customers would be able to easily and securely 
access their information via the portal (IT.CST.13). This would reduce 

2 As sourced from 'Distribution Determination 17 - Issue Register.XSLX'. 
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the need for customers to contact TasNetworks by phone or email. 
customers would be able to access up to date information at any time 
which would improve their customer experience and reduce the need 
for them to call TasNetworks. 

5.3 Regulatory Test  
N/A 

6. Options Analysis 
Three options have been considered as described in the following chapter: 

• Option 0 - Do Nothing.  MaCCS and SOM continue to operate as independent 
applications with no communication between either. 

• Option 1 – Replace MaCCS system by extending SOM across the applications process and 
EWR’s so that it manages the full end to end ‘Works Fulfilment’ process (preferred 
option).  The functions of MaCCS is completely replaced and included into SOM. 

• Option 2 – Upgrade MaCCS system to monitor the full end to end ‘Works Fulfilment’ process.  
It should be noted that SOM will still be required to manage the B2B and metering connection 
parts of the process.  MaCCS will continue to operate as the primary application for managing 
works applications, however an interface will be developed between MaCCS and SOM that 
will allow MaCCS to monitor those works processes controlled and managed through SOM.  
MaCCS would also be enhanced to improve the application assessment and approval process.  
This development would be delivered by a vendor. 

To help explain the options presented the following diagram highlights what systems can 
control what parts of the process for each of the options. 

 
Each option is commented with regard to the following criteria: 

• Solution effectiveness.  Solution effectiveness is tested against the ‘Investment Need’ 
(detailed in chapter titled ‘Investment Need’).  In simple terms, does the option 
achieve the project objectives? 
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