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EnergyAustralia

Å EnergyAustralia operates one of 
the largest electricity networks in 
Australia distributing electricity to 
the Sydney, Central Coast and 
Hunter regions (an area of 22,275 
km2)

Å Over 1.5 million customers

SYDNEY



Context

ÅLarge old utility
ÅAversion to change
ÅHistory of IT system 

implementations with 
poor change 
management and no data 
strategy
ÅCulture of LCD
ÅWeak management



Keys for 
Management Success



1. Leadership

ÅLeadership is vital. Workers want to be led.
ÅLeaders are expected to make the hard decisions ïif 
you donôt someone else will. Not all decisions will be 
popular but if they are fair and consistent, staff will 
respect the judgement of those decisions and 
managementôs right to make them.
ÅDeveloping leadership is an investment.



2. Courage

ÅDonôt be afraid to take on challenges but when you do, 
make sure you win. This builds trust and confidence in 
the leadership team.



3. Planning

ÅPlan for future success.
ÅControl or mitigate risks.
ÅDetailed planning is essential to achieving return on investment.



4. óField of Dreamsô

ÅCreate the conditions for success ïdo the thinking, anticipate 
staff needs, win the resources and provide reasons for success 
not excuses for failure.



5. Get the ópeople-stuffô right

ÅGet the ópeople-stuffô right and the results will 
followébut you need a mechanism for honest 
communication.
ÅProvide role clarity, engage employees appropriately, 

provide them with a vision and align the direction of the 
team with that of the business. 
ÅSet clear expectations, provide regular honest feedback, 

and provide support for people to improve but be 
prepared to take decisive action when necessary.



6. Dare to think differently



Some Practical Examples



Objectives

1.Right First Time ÅData Quality
2.On-Time Processing ÅCustomer Focus
3.Reduce Cost to Serve ÅProductivity
4.Build capability ÅContinuous Improvement

Achieved throughé
a relentless change process



The Change Process

ÅBuild the foundations for success
o Processes and Technology
o Competency framework and career paths
o Establish metrics

ÅEngage staff to find problems and implement solutions
o Innovations (simple and complex, small scale and large scale)

ÅRemove obstacles
o Decisive leadership and fair, transparent processes

ÅInculcate a culture of high performance
o Client focus ïhow can we make their jobs easier?
o Collaboration and proactive liaison



People: GIS Career Structure



Innovation: Spatial Adjustment



Innovation: Cadastre Upgrade



Benefits Achieved

Å Right First Time
o Aggressive approach to data quality
o Investment in quality assurance and leadership

ÅOn-Time Processing
o 18+ months in 2002 down to <5 days in 2008
o Underpinned implementation of OMS, DMS, integrated AMS

Å Cost to Serve
o Productivity improvement of >10% year on year for the past six years
o Outcomes focus delivering better value

Å Capability
o Staff development and career opportunities
o A culture of innovation Å working smarter, not harder
o Competency based training and assessment
o Application of technological solutions to deliver quantifiable benefits



GIS Innovations Å Performance Targets

Fast-track initiative
to clear Hunter backlog

Establishment
of

GIS
Maintenance

capability

Data
Correction
Process

Increased
staff capability

&
GIS Liaison

Officers

Cadastre management
&

Spatial adjustment
capability

GIS software
+ hardware

upgrade
&

improved
data capture

tools

eCapture
Phase 1

& 
Data

quality
improvement

initiatives

0

30

5

Sydney CBD UG network data capture projects

2002 2003 2004 2005 2006 2007

Service Level for On Time Processing Performance

Target: Data capture within < 5 days of energisation

2008

eCapture
Phase 2

&
Restructure
to improve

on-time
processing
outcomes

GIS software
+ hardware

upgrade

2009

180

Poor Performance

High Performance



Tracking Change / Performance

ÅThe following is an example of how tracking the 
people-factors and decisive action by 
management may be critical to the success of a 
projecté
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