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Customer and Stakeholder IT investments 

1 Summary table 

Name of project Customer and Stakeholder 

Scheme reference TBD 

Primary investment driver Deliver compliance with IT asset health policy 

Project initiation year 2026 

Project close out year 2031 

Total installed cost estimate (£)  = £39.310m 

Historic funding interactions None 

Project spend to date £0 

Current project stage gate Not started 

Reporting table ref 6.11, 11.2 

Outputs IT deliverables as detailed in the investment particulars 

Spend apportionment T1 

£0 

T2 

£0 

GT3 

£39.310m 
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• Not listening to customers and acting.

• Does not leverage previous work in RIIO-T2.

A  Optimisation of connection 
processes and automation of 
processes. 

   Recommended 

• Standards of customer and stakeholder care are

increased across older and newer business areas.

• Automation to increase efficiency of processes.

• Efficiencies enable focus on higher value-add 

customer and stakeholder engagement that 

cannot be achieved through technology 

automation.

• Facilitates newer connection areas such as 

hydrogen to be better served in the future.

• Process automation commitment required of the 

business is large.

• Change management effort, as the business needs 

to accept changes to their processes.

• Investment cost - higher than B

B Digitalisation of limited 
additional connection 
requirements.    

• Facilitates newer connection areas such as 

hydrogen to be better served in the future.
• Standards of customer care are not increased 

compared to the previous standard.

• Process automations will be limited preventing

the potential reduction in workload.

• Lower amounts of data collected on hydrogen 

integrations resulting in less data to inform future 

processes.

• Variations in investment across the business 

results in new technology for some and not 

others. This leads to fractured processes and 

multiple solutions to the same problems driving

up costs while decreasing efficiency.

• Levels of quality of data vary between platforms 

leading to blind spots and issues managing and 

utilising data effectively.

• Investment cost – lower than A

4.4.3 Preferred option scope and project plan 

Our recommended investment approach is Option A – to unlock and streamline innovation in CRM processes across the 

business. By implementing additional process automation, customers will be better-informed, processes optimised, and 

workload for staff reduced. The consolidation of our processes and collection of data will increase efficiency, improve data 

integrity, and enhance customer goodwill. Whilst Option B has a lower cost due to reduced scope, neither it nor option DNI 

addresses the key functional issue to provide the automation required for improved productivity. 

Customer / stakeholder benefits 

The benefits gained by external parties are: 

• Increased process efficiencies reduce amount of time required to complete processes leading to increased customer

satisfaction.

• Increased application processing speeds reduce customer waiting periods, which also leads to increased customer

confidence in National Gas.

• Increased automation of processes reduces risk of data mishandling, leading to increased data integrity, faster process

handling and fewer errors, resulting in a better customer experience.

4.4.4 Cost and deliverability 

The cost drivers for this investment are in common with other IT investments and are described in the IT & Telecoms Strategy 

document, section 3.4.3. Costs are for the full scope of deliverables as described above. Deliverability of this investment is in 

common with other IT investments and are described in the IT & Telecoms Strategy document, section 3.4.5. 

The spend profile and delivery plan are shown below. Note that the cost profile shows the cost spread across all five years, in 

line with data tables 

IT 054 – Process Automations  
Gartner Benchmark 

Range   Gartner Rating  

Investment (£m)   FY26/27   FY27/28   FY28/29   FY29/30  FY30/31   Totals  Low   High   

CAPEX         
        

OPEX         
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agents within National Gas are well informed 

about their situation. 
• Streamlining of processes reduces the need for

customers and stakeholders to reach a human 

thus reducing the number of FTEs required by 

the organisation.

B Digitalisation of some incoming 
and outgoing communications 
with customers and stakeholders. 

• Allows for some streamlining of processes 

possibly reducing the number of required staff.

• Centralises more communications with the CRM 

system than before, but doesn’t cover them all.

• Less costly than option A.

• The CRM systems efficacy will remain limited due 

to incomplete implementation of the different 

communication channels.

• Process automation will be limited, preventing

potential efficiency gains.

• The reduced channel support will prevent 

keeping up with evolving customer expectations 

and confidence and satisfaction.

• Inability to keep up with wider data strategy of 

the organisation.

• A lower amount of data to inform future 

decisions will lead to lesser outcomes.

• Investment cost – lower than A.

4.5.3 Preferred option 

Our recommended investment approach is Option A – to enable full integration of communications into a single location to 

achieve data best practice, enable streamlined reporting capabilities, reduction in time taken to complete queries, and increased 

satisfaction. This will enhance the customer and stakeholder experience of communicating with National Gas, reduce the 

resource and time taken to resolve a query and improve quality of data relating to customers and stakeholders. Whilst Option B 

has a lower cost due to reduced scope, neither it nor option DNI addresses the key functional issue of partial digitalisation of 

communication channels. 

Customer / stakeholder benefits 

The benefits gained by external parties are: 

• Increased flexibility in communication options resulting from the omni-channel model allows customers to switch

contact method as they want, leading to increased customer satisfaction.

• Increased customer self-service capabilities resulting in faster resolution for customers and reduced workload on staff

for queries that require human intervention.

• Increased data records from customer interactions ensures following engagement is better informed leading to

increased customer confidence and satisfaction.

• Improved signposting and automated query filtering, making it easier to escalate issues to the right person, reducing

the need for staff, lowering costs and increasing capacity.

4.5.4 Cost and deliverability 

The cost drivers for this investment are in common with other IT investments and are described in the IT and Telecoms 

Strategy document, section 3.4.3. Costs are for the full scope of deliverables as described above. Deliverability of this 

investment is in common with other IT investments and are described in the IT and Telecoms Strategy document, section 

3.4.5. 
The spend profile and delivery plan are shown below. Note that the cost profile shows the cost spread across all five years, in 

line with data tables 

IT 055 CRMS – Omnichannel Support  
Gartner Benchmark 

Range   Gartner Rating  

Investment (£m)   FY26/27   FY27/28   FY28/29   FY29/30   FY30/31   Totals   Low   High   

CAPEX        
     

OPEX       

The project plan for this investment is set out below and shows two years of activity, assuming work to start in FY 28/29. 


























