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Overview
Electricity systems are changing all over the world. The move to more renewable energy, improvements in 
technology, more choice, and greater customer control over energy are driving this change. TasNetworks is 
at the centre of Tasmania’s dynamic, and increasingly complex, electricity system. 

The TasNetworks Transformation Roadmap 2025 sets out why we need to keep transforming and our 
longer term direction. The TasNetworks Corporate Plan 2019 sets out our strategic direction and financial 
forecasts, including what success in 2025 looks like for our business. 

We are focussed on keeping electricity network prices as low as sustainably possible for our customers 
while delivering safe, reliable and secure services.

This Business Plan is the annual roadmap to deliver our strategy. In the context of our longer term goals, 
we have developed an annual Balanced Business Plan (BBP) for 2019-20. 

The top 4 things we aim to achieve in 2019-20 are: 
• Our distribution connection services have greatly improved
• Step-change in our safety and wellbeing behaviours
• Get the best out of SAP
• Define and efficiently deliver our work
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http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Stratetgies/TasNetworks%20Transformation%20Roadmap%202025.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Stratetgies/TasNetworks%20Corporate%20Plan%202019-20.pdf


How do our plans fit together?
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= all of our efforts aligned to deliver our 
promise to our customers
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How we accomplish our VISION through collaboration
VISION Trusted by our customers to 

deliver today and create a better tomorrow

We care for our  customers and
make  their experience easier.

1. Our distribution connection services have 
greatly improved

# of negotiated distribution 
connections completed on time 
(design & construction)

≥ 75%

% of negotiated distribution 
connection projects where the 
actual expenditure is within 10% 
variation of the quote 

≥ 75% of 
jobs

2. Our services reflect our customers’ needs 
and expectations

Net Promoter Score (Distribution 
customers)

Positive
trend

Ease of doing business ≥ +20

STPIS Service incentive bonuses 
earned 

> $3.35M

We keep safe, build trusting relationships,
and enable our people to deliver value.

3. Step-change our safety and wellbeing 
behaviours

Safety and Wellbeing
Plan on a Page: 4 Pillars =

No red

Critical safety risk 
monitoring plans

• Q1 100% identified 
• Q2 treatment  

controls in place 

Total Recordable Injury Frequency Rate < 9.0

4. Improve our culture through continuing to build 
trusting relationships

PP: Overall engagement score ↑ vs.
prior survey

PP: % positive answers to: 
questions that demonstrate 
trust

↑ vs.
prior year

PP: % positive answers to: 
questions that demonstrate 
collaboration

↑ vs.
prior year

5. Enable our workforce for a changing future

Enterprise Agreement 
constructively concluded

Positive vote 
by June 2020

Workforce for the Future strategy 
implementation milestones achieved

No red

We manage our assets to deliver safe and reliable services, 
while transforming our business.

6. Get the best out of SAP

Prioritised improvement plan developed & 
implemented

Q1 plan 
identified

Top 10 data metrics accurately recorded and 
reported

Achieved
January 2020

% of team members who are SAP capable for their role ≥ 70%

7. Define and efficiently deliver our work

Distribution work (for 2021) is 70% identified 31 May 2020

Distribution, design & overhead resource model 
milestones achieved

100%

Operating model end to end process recommendations 
implemented

On 
track

Monthly benchmarking report for top 10 operational 
metrics

12/year

8. Build the Marinus Business Case

ARENA funding for Marinus Link Business Case 
Assessment

100%

Compelling Marinus Business Case Assessment Dec 2019

We operate our business to deliver
sustainable shareholder outcomes.

9. Deliver forecast earnings

EBITDA ≥ $304.4M

Return on assets ≥ 3.4%

Return on unregulated assets ≥ 9%

10. We operate our business to be
sustainable

Customers trust TasNetworks > 75%

Corporate Social Responsibility 
Plan developed and implemented

On 
track

GLOSSARY
PP People Pulse
STPIS   Service Target Performance Incentive Scheme

T4

T4
T4

T4

T4

Balanced Business Plan initiatives to support achievement of our T4 

TOP 4

2019-20 Balanced Business Plan 

1. Customer Experience: Distribution Connections 2. Step change our Safety & Wellbeing 3. Get the best out of SAP
4. Operating Model Improvement Plan 6



Objective stories 2019-20
OUR CUSTOMERS

We care for our  customers and
make  their experience easier.

1. Our distribution connection services have 
greatly improved
Lead – Mike Paine

A strong economy is presenting challenges for 
us in terms of increased customer demand for 
connection services. We are not meeting 
customer expectations around timeframes or 
costs for connections. We want to develop a 
more flexible delivery model that achieves a 
consistent customer connection experience, 
where customers trust us and we can deliver 
fairer outcomes for all.

2. Our services reflect our customers’ needs
and expectations
Lead – Mike Paine

We want to keep building our customer 
service mindset across the entire 
TasNetworks team. We have improved our 
understanding of the key drivers of customer 
satisfaction and have implemented solutions 
that will empower our people and our 
customers.  We want to keep developing our 
services leverage technology and user 
feedback to ensure that our services reflect 
our customers’ needs and expectations. We 
want to continue to earn our customers trust 
through delivering a seamless customer 
experience and showing our customers how 
good we can be.

OUR BUSINESS
We manage our assets to deliver safe and reliable services, 

while transforming our business.

6. Get the best out of SAP
Lead – Michael Westenberg

SAP is our core technology platform, now and for the future. We 
are committed to getting the best out of SAP. We will prioritise 
and implement improvements in SAP and associated processes 
to make our work more effective and improve customer 
outcomes. We know we need to make SAP easier to use for our 
team members to realise the benefits of this key technology.

7.  Define and efficiently deliver our work
Lead – Michael Ash

Our capital and operating programs must be rigorously planned 
and prioritised to ensure we manage our risks and deliver 
services our customers’ value. We need to get better at planning 
and delivering our work to provide more value. We will 
benchmark ourselves against our peers to find improvement 
opportunities. We may not have the economic scale to rival our 
peers but we can improve. Making our processes efficient will 
make our lives easier and make the business a better place to 
work. 

8.  Build the Marinus Business Case
Lead – Bess Clark

Marinus can help Australia’s transition to reliable, secure and 
affordable energy. It unlocks Tasmania’s cost competitive 
renewable energy and storage resources. It will stimulate 
Tasmania’s economy, including in regional Tasmania. We will 
continue the momentum on developing Marinus Link and ensure 
it is appropriately recognised as national infrastructure and that 
customer pricing outcomes reflect this. We can build on our 
existing engineering, construction, planning, commercial, 
regulatory and engagement expertise to drive a profitable export 
industry for our state.

OUR OWNERS
We operate our business to deliver
sustainable shareholder outcomes.

9. Deliver forecast earnings
Lead – Ross Burridge

By performing all of our business functions 
effectively we will be in a position to 
deliver our forecast earnings targets. We 
need to continue to control our costs and 
meet our budget targets.

10. We operate our business to be 
sustainable
Lead – Wayne Tucker

Our vision “to be trusted by our customers 
to deliver today and create a better 
tomorrow’ creates a positive obligation on 
our business to not only look after 
immediate concerns such as customer 
service and returns but to also consider the 
longer-term sustainability of our operations 
and our impact on society more broadly. 
Our strategy aims to achieve an 
appropriate balance between sustainable 
price outcomes for customers and 
sustainable outcomes for our business.

T4

T4 T4

T4

T4

Top 4

792_TASN_FY20_BBP_20190320

OUR PEOPLE
We keep safe, build trusting relationships,

and enable our people to deliver value.

3. Step-change our safety and wellbeing 
behaviours
Lead – Justine McDermott

Safety is TasNetworks’ number one business priority. Our 
safety performance is below our expected high standards 
and we are deeply concerned that our people are being 
hurt. The nature of our industry is dangerous and our 
people must be appropriately skilled and supported to 
deal with the hazards faced every day. To re-energise our 
journey and support a step change, we are implementing 
a new safety and wellbeing strategy. 

4.  Improve our culture through continuing to build 
trusting relationships
Lead – Justine McDermott

This objective is an enabler of our vision “to be trusted 
by our customers to deliver today and create a better 
tomorrow”. Trusting relationships and a constructive 
culture enable our people to make TasNetworks realise 
its full potential for our customers. Trusting relationships 
also create an environment where we can all be at our 
best, no matter how much change we face.

5. Enable our workforce for a changing future
Lead – Justine McDermott

Our industry is dynamic. We are supporting our people 
to achieve now and into the future, ensuring our 
people’s efforts make a difference and TasNetworks 
thrives. We have spent time understanding what our 
business will look like in the future, so we can support 
our people and our key suppliers to develop the skills 
they’ll need to deliver. We want our people to grow with 
us and to ensure our people’s efforts make a difference.

T4

7



Strategic initiatives 2019-20
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Desired outcome
Whether a customer project is controlled by a Project Manager or via BAU 
functions, the desired outcome is for TasNetworks to deliver a consistent customer 
connection experience that meets the contracted agreements while meeting 
TasNetworks NECF requirements within a agreeable timeframe.
• Utilising a flexible design delivery model
• Increase the transparency for customer on project milestones
• Manage customer expectations on their dependencies to TasNetworks

Summary of strategic initiative
The challenge for the customer connection process is there is no 
single owner, and as a result of increased customer demand 
TasNetworks is failing to meet customer expectations around 
timeframes for connections. In the absence of a dedicated 
project manager, a customer connection strategy from design 
through to construction is uncontrolled through normal BAU 
functions. This initiative is focused on improving the  
distribution connection process to deliver better outcomes for 
our customers.

Resources and support required 
(budget complete) ~$2.4m
Increase in design resources (internal / external)
Cultivation of a mature singular estimating system 
that can be utilised by external design partners
Review of design structure within TasNetworks

Interdependencies to other initiatives / 
business-as-usual
Customer Experience Program
Cultural Survey and Engagement Plan – definitely
Work Force Plan – strong interdependency
OMIP
IT Budget for the implementation of discrete estimating 
module
Customer Connections Journey Mapping Review

Key milestones and deliverables 2018-19 J A S O N D J F M A M J

Develop new Customer Connections Process aligned to Service Model

Develop program delivery to implement upgraded service model
x X

Deliver program

Implement process improvements

KPIs
• A service model in place that can deliver to 

the customer segments
• 75% of Negotiated distribution connections 

are delivered on time by June 2020
• > 75% of negotiated distribution 

connections delivered within 10% variation 
of the quoteTarget completion date: June 2020

Customer Experience: Distribution Connections

Risks / Opportunities
Buoyant development market = peak resourcing
New distribution external design market
Decreasing internal designer resources
External design engagement hindered by ring-fencing
Customer contribution  in-house function that’s driven 
from estimate(s)
Review into E2E opportunities

Sponsor: Mike Paine 

Leaders: Mark Bowen, Jo Turfrey, Craig Mackey
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Desired outcome
Reduction of safety risk at TasNetworks through a decrease 
in incidents causing injury to employees and damage to 
equipment.

Summary of initiative
Increased safety & wellbeing performance 
through systematic identification and control 
of risk and creation of constructive culture 
leading to better safety outcomes. Our Safety 
& Wellbeing (S&W) Plan on a Page identifies 
the initiatives we will implement in 2019-20.

Resources and support required (including 
budget) ~$1.4M
2019 S&W approved structure
2019-20 Budget as submitted step change (This 
initiative is underway and continues on the safety 
review commenced in November 2018)

Interdependencies to other initiatives / 
business-as-usual
S&W Cultural Leadership Training Program to 
be aligned and delivered as part of  Enterprise 
Leadership, Workforce of the Future and 
Building Trusting Relationships Initiatives.
Risk Management processes to be aligned with 
TasNetworks Risk Management Framework

Key milestones and deliverables 2019-20 J A S O N D J F M A M J

Review and align the organisational S&W performance indicators and ensure 
these align to the S&W Strategy 

Ensure the workforce are aware of the S&W Strategy, and the role they can play 
to deliver this Strategy
Include contractors in formal assurance activities to ensure the S&W 
performance of contractors is evaluated independently

Critical risks identified and treatment controls documented

KPIs
• Completion of 2019-20 S&W Plan on a Page 

initiatives
• Critical safety risk monitoring plans 

• Q1 100% identified 
• Q2 treatment  controls in place 

• TRIFR  < 9 by  June 2020

Target completion date:  30 June 2020

Step-change our safety and wellbeing 

Risks / Opportunities
Risk - Unable to recruit relevant S&W 
professional skills into vacant roles

Risk - Loss of knowledge of current systems 
through attrition

Sponsor: Justine McDermott 

Leader: Ed Chetcuti
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Desired outcome
Improvement in the way SAP is being used, through improved 
understanding of our people, improved quality of data, adherence to 
process, and system enhancements where appropriate to improve user 
experience.

Summary of strategic initiative
Leverage the investment in our core SAP technology platform.

Work closely with the PDGG (Process & Data Governance 
Group) to identify and prioritise opportunities to ‘get the best 
out of SAP’ from Process, People, Data and System 
perspectives.

Resources and support required (including 
budget) 
Engagement and support of the Business Process Owners.
Funding for larger improvements that cannot be covered by the 
current DXC support contract (1200 hrs/mth)
Additional SAP Functional Support resourcing

Interdependencies to other initiatives/ 
business-as-usual
IT strategy and other IT initiatives (e.g. BW program, Market 
Systems roadmap, EDRMS, OT projects)
TEX initiatives
SAP Service Pack Installation 2020

Key milestones and deliverables 2019-20 J A S O N D J F M A M J

Identify and prioritise opportunities to “get the best out of SAP’

Agree pipeline of enhancements for delivery during 2019/2020,

Implement/deliver prioritized initiatives

- incremental improvements (all areas)

- major items (TBD)

- Enhancement Pipeline (eg GRC and other existing components)

Identification of the top 10 SAP process metrics with the business

Approach to measurement of metrics determined

Reporting of metrics (ongoing)

KPIs
Prioritised list of opportunities to ‘get the 
best out of SAP’.
Regularly reported key process metrics.

Target completion date: June 2020

Get the best out of SAP

Risks/Opportunities
Insufficient budget and people resources to deliver on 
opportunities.
Consensus on priorities may not be reached.
Change fatigue and low levels of engagement reducing 
effort into new SAP initiatives

Sponsor: Michael Westenberg

Leader: Nigel Bailey
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Desired outcomes
• Continuous focus on customer value 
• Simplify and standardise processes 
• Be data driven
• Enhance communication and visibility

Summary of strategic initiative
The Operating Model Improvement Plan will deliver 
four key streams of work:
• Management Operating System (MOS)
• Service Delivery Model
• Asset Management Maturity Model
• Improvement Initiatives

Resources and support required (including 
budget)
~$1.6m – Partners in Performance

Interdependencies to other initiatives/ 
business-as-usual
• Get the Best out of SAP
• Leading our way
• Customer connections

Key milestones and deliverables 2018-19 J A S O N D J F M A M J

Management Operating System

Improvement Initiatives

Service Delivery Model

Asset Management Maturity Model

Benefits Realisation

KPIs
• Reduce fault costs by $10m 

over 5 years
• Realise $35m capex benefits 

over 5 years
• Reduce Avoidance

Target completion date: June 2020

Operating Model Improvement Plan

Risks/Opportunities
• Impact on people
• Commitment/alignment from leaders
• Resourcing dependencies

Sponsors: Wayne, Michael Ash and Mike Paine

Leader: Nicole Eastoe
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Our approach to business planning
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This Business Plan is the annual roadmap to deliver our strategy.

We continue to refine our focus and ensure our strategic initiatives are targeted at the areas where our effort and 
investment will have the most impact.

Using the same approach as last year,

1. We started by identifying our long-term ambitions and objectives for the year ahead, aligned to our 
strategic goals (from our Strategy on a Page) 

2. Once the objectives were identified, measurements of success were defined, and targets set for the year 
ahead

2. We prioritised four of the objectives and called these our Top 4 Objectives, the ones that will transform our 
business over the longer term, address a critical pain point for our customers or present a key opportunity 
for our business

3. Following this step, strategic initiatives were identified.

As a result of these four steps we produced the TasNetworks Balanced Business Plan 2019-20.

We have adopted the same approach to the group planning process, to ensure alignment with our Balanced 
Business Plan.
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Governance Roles and Responsibilities
TasNetworks Leadership 
Team

Approves the Business Plan. Reviews performance against the Balanced Business Plan, prioritises the top 4 strategic 
objectives, endorses corrective action as appropriate. Approve initiative scope changes.

TLT Objective Lead Takes leadership for the strategic objective at the enterprise level.
Leads and facilitates regular discussions at TLT performance reviews relating to the achievement of the objective including:

• Identifying areas where the desired performance levels are not being met or are being exceeded
• Discussing the progress of any improvement initiatives for the year
• Assisting the TLT in problem solving and planning corrective action in relation to meeting the desired level of 

performance.
• Leads business-wide communications activity in relation to the objective.

Initiative Sponsor The Initiative Sponsor has overall accountability for the strategic initiative and is primarily  concerned with approving the
scope, ensuring that the Initiative Leader delivers the agreed scope and achieves the defined business benefits. The Initiative 
Sponsor is also responsible for informing the TLT on any agreed scope changes.

Initiative Leader The Initiative Leader is responsible for developing and delivering the strategic initiative scope and the defined business 
benefits, detailed implementation plan, resourcing and budgeting, managing identified risks and progress reporting.

Business Strategy Team Supports the above roles. Supports the TLT fulfil its role by coordinating monthly performance reviews. 

Performance Team Support strategic initiative Leader to develop scope. Ensures strategic initiatives have appropriate governance 
arrangements. Monitoring and reporting on progress of strategic initiatives. Participate in performance reviews. Ensure 
alignment between strategic initiatives and supporting business improvement initiatives.
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Reviewing our performance
• The enterprise leaders hold a monthly performance review forum based on the BBP

• A BBP scorecard is provided every month, including a report on the progress of the 
strategic initiatives

• Group Plan progress is reviewed regularly to ensure the group objectives are on track 
and support the achievement of the BBP

• Leaders conduct regular performance reviews with their teams

• The Achievement and Development process ensures our team members’ goals  are 
aligned with and contribute to the achievement of TasNetworks’ plans

15
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Group Plans
Each group has also participated in a group planning process – using the same approach 
to developing our Balanced Business Plan.

The links below are an easy way to see the group plans for 2019-20:
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Group Plans – full version Balanced Group Plans

Strategy, Finance and Business Services Strategy, Finance and Business Services

People, Culture and Community People, Culture and Community

Legal Services and Company Secretary Legal Services and Company Secretary

Technology and Performance Technology and Performance

Regulatory Policy and SAM Regulatory Policy and SAM

Operations and Customer Service Delivery Operations and Customer Service Delivery

Network Commercial and Major Customer Network Commercial and Major Customer

Project Marinus Project Marinus

http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Strategy,%20Finance%20and%20Business%20Services%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Strategy,%20Finance%20and%20Business%20Services%20Balanced%20Group%20Plan%202019-20.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/People%20Culture%20and%20Community%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/People,%20Culture%20and%20Community%20Balanced%20Group%20Plan%202019-20.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Legal%20Services%20and%20Company%20Secretary%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Legal%20Services%20and%20Company%20Secretary%20Balanced%20Group%20Plan%202019-20.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Technology%20and%20Performance%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Technology%20and%20Performance%20Balanced%20Group%20Plan%202019-20.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Regulatory%20Policy%20and%20SAM%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Regulatory,%20Policy%20and%20Strategic%20Asset%20Management%20Balanced%20Group%20Plan%202019-20.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Operations%20and%20Customer%20Service%20Delivery%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Operations%20and%20Customer%20Service%20Delivery%20Balanced%20Group%20Plan%202019-20.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Network%20Commercial%20and%20Major%20Customer%20Group%20Plan%202019-20%20-%20full%20version.pdf
http://businesszone.tnad.tasnetworks.com.au/strategies-and-plans/Group%20Plans/Network%20Commercial%20and%20Major%20Customer%20Balanced%20Group%20Plan%202019-20.pdf

