STRATEGY AND ADVISORY

BEYOND SUPPLY – SYSTEM OVERHAUL DELIVERS
GREATER CUSTOMER EXPERIENCES FOR
REGIONAL WATER AUTHORITY
“FOLLOWING A
PROVEN APPROACH
TO DIGITAL STRATEGY,
ASG LED A SERIES
OF BUSINESS
STAKEHOLDER
WORKSHOPS TO
HELP THE CLIENT
IDENTIFY, DEFINE
AND PRIORITISE
THEIR KEY BUSINESS
REQUIREMENTS.”

SUMMARY
For a Victorian based water authority, the transformation
of its core business systems was an opportunity to identify
and develop better ways to service customers and deliver a
greater experience beyond reliable, quality water supply.

VICTORIAN WATER
AUTHORITY
A local Water Authority that
provides water (urban and rural)
and trade waste services to over
150,000 residents in Victoria,
as well as the management,
maintenance and operation of
reservoirs and water storage
basins.

CHALLENGE
Traditionally, utility companies focused all efforts and
investments on delivering reliable, high quality resources,
whether that was electricity, gas or water. However, as the
industry embarks on a digital transformation, the focus
is on creating an engaging customer experience. Due to
shifting expectations, forward thinking and innovative utility
organisations are making major investments in order to meet
the needs of their customers beyond supply.
Our client was looking to enhance their customer experience
through innovative modern technology solutions that would
help them streamline their services and customer interactions.
Key focus areas had already been identified by the organisation,
with the need to replace existing legacy billing and CRM
solutions due to a variety of factors including:
•
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Limited features which had restricted their ability to
develop a wholistic view of its customers.
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•

Inability to create a single integrated process across core
CRM, billing and asset management systems, which led to:
•

Distributed business processes

•

Extensive manual activities

•

Slow issue resolution times

•

Duplicated and unmanaged repositories between core
systems that needed to be collated and maintained

•

Inability for customers to manage their own accounts
and payments.

•

Lack of flexibility to support future business objectives.

•

Procurement and support limitations from third party
vendors driving up costs.

•

Operational risk of legacy billing solution becoming
unsupportable resulting in increased maintenance costs.

SOLUTION
In seeking to achieve successful transformation of its core
business systems, our client took the opportunity to first review
the current technology landscape and evolving consumer
needs, to identify the best-fit solution for its organisation.
Following a proven approach to digital strategy and
insights gathering, ASG led a series of business stakeholder
workshops to help identify, define and prioritise key business
requirements. These insights formed the basis for ASG to
develop a technology roadmap focusing on delivering value
across their Stakeholder Relationship Management (SRM),
Customer Relationship Management (CRM), billing and asset
management capabilities.
As a vendor agnostic solutions provider, ASG facilitated
a market scan of over 20 vendors, resulting in the
recommendation and selection of a new and innovative
cloud solution for their billing platform. ASG then led the
development of the overall integration and information
architectures to facilitate the end-to-end solution architecture
for the technology road map and the Core Systems
replacement program. This paved the way for creating an
enterprise solution that leveraged and integrated the best of
breed Salesforce CRM solution, with ASG developing the highlevel enterprise solution delivery plan to support the client’s
overall procurement and business case.
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KEY BUSINESS OUTCOMES

“AS A VENDOR
AGNOSTIC SOLUTIONS
PROVIDER, ASG
FACILITATED A
MARKET SCAN OF
OVER 20 VENDORS,
RESULTING IN THE
RECOMMENDATION
AND SELECTION
OF A NEW AND
INNOVATIVE CLOUD
SOLUTION FOR THEIR
BILLING PLATFORM.”

A key attribute of the new solution is the integration of core
CRM, billing and asset management systems which has resulted
in the following benefits:
•

Improved business efficiencies due to a reduction in manual
processes

•

Improved accuracy of data by reducing human error from
manual data entry

•

Integration with other key IT systems

•

Automated customer information flow between systems

•

Greater customer self-service use and reduced reliance on
the Customer Contact Centre for simple transactions

•

Greater accessibility of account information for customers
and ‘in-field’ staff via mobile devices

•

Applications are professionally supported and regularly
updated

•

Greater adoption of light weight scalable Software as a
Service (SaaS) solution for core business functions

•

Easy to carry out system development and configuration
to support the client’s strategic direction (e.g. Information
Management Strategy, Enterprise Mobility Strategy, IT
Security Strategy).

ABOUT ASG
At ASG, we deliver awardwinning IT business solutions
for organisations who are
looking to raise the bar when
it comes to innovation.
With our unique design-led
approach to IT, and our capability
to provide complete digital
transformation services
– we are the genuine alternative
in the IT services landscape.
Is your organisation looking
to do things a little differently?
Get in touch with us today.
www.asggroup.com.au
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