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THE PROBLEM THE SOLUTION THE BENEFITS

OVERVIEW



PROBLEM STATEMENT
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Managing encroachments was challenging due to extensive 
back-and-forth communication between multiple 
stakeholder.

The complexity increased the risk of errors, the timeliness of 
approvals and the drain on internal resources.  

We needed a better way.
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THE OLD PROCESS

BYDA Contact Lands Contact Gas Networks 
Engineers Lands reviews

Requests for more 
information or

Sends to engineering 
for review

Engineer requests 
more information from 

lands

Lands requests more 
information from 

customer

Customer has not 
completed potholing

Potholing completed 
and drawings 

submitted to lands
Lands sends to 

engineering
Engineering sends to 
lands as the drawings 
aren’t to required spec

Lands contacts thirds 
party and requests 
updated drawings

Lands receives 
updated drawings and 
sends to engineering

Engineering Accepts 
proposal and provides 
EMS number to Lands

Lands sends 
approvals to customer 
and tells them to book 

a standby



The system needed fixing as the 
back and forth was difficult to 
manage and the risk something 
could be missed was high.

Encroachment Management 
System (EMS) approvals added a 
level of protection, however the 
detail was not always visible to 
the Pipeline Patrol Office in the 
field.
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WHERE WE CAME FROM

Example Customer

Example Customer



CX Uplift TransformThe  CX Uplift Program  Transform  phase  has:

1. Replaced  the  curren t Gas and  Outlook porta ls  with  a  single  new custom er-facing porta l.
2. In tegra ted  con tact cen tre  te lephony with  SAP Se rvice  Cloud  (FUSE)
3. In troduced  new connections app lica tion  functiona lity to  FUSE for the  following processe s:

JGN and Evoenergy Applications/Service Requests

New Connections

Residential connection

Main house and granny flat residential 
connection

Duplex connection (new form)

Commercial connection

Provision of supply & boundary regulator (new 
form)

Medium density / high rise connection

Additions & 
Alterations

Meter or service upgrade / downgrade

Standby service for a meter relocation

Pulse counter

Abolishment Decommissioning and meter removal

Complex Works
External works

New estate

High Pressure 
Works

High pressure standby service

Encroachments Third party developments on or close to 
Jemena’s gas mains.

INTRODUCING CX UPLIFT



Jemena Portal
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DASHBOARD
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DASHBOARD



1. Customer submits encroachment application in the portal. The ticket status in FUSE is 
Assessment Pending. 



11



12



13



14

Reporting and Analytics



Benefits
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Direct line of communication

Less back and forth

Everything under one ticket

EMS approvals replaced with Ticket approval

A better customer experience

Better understanding of activities on our assets



Questions
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