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2.3. Extended Support Model 

2.3.1. Support Structure 

QHSSP has over 700 end users across multiple locations. QHSSP has recently implemented 
a Diamond Service Delivery Model which includes a hub and spoke model with 10 key service 
hubs located in: 

• Herston 

• Mt Gravatt 

• Ipswich I West Moreton 

• Logan 

• Toowoomba 

• Nambour 

• Rock hampton 

• Chermside 

• Townsville 

• Cairns 

Herston will be the main hub location from which Extended Support is driven. The Go-Live 
Support Desk will be located at the Herston QHSSP facility and will drive the initial line of 
business support for end users across the State. 

The preparation of the system go-live has seen the imbedding of trainers and SWOT 
members in facilities across the State. The creation of the QHSSP hub and spoke model for 
service delivery has created the opportunity for expertise in business processes and the new 
solution to be shared across the State . . 

The support capabilities of the QHSSP hub and spoke model provides the opportunity to 
create an initial line of business support which allows end users to raise issues and questions 
relating to new business processes and the new system, without having to raise a Corp Tech 
Service Desk call . This model also supports the documentation and sharing of learning that 
occurs on the front line and which can be used ongoing to support end users experience of 
and use of the new system. 

The extended support plan includes two tiers of support with two levels within each tier: 

1. Internal to QH - SWOT and Go-Live Support Desk 

2. External to QH- 151 and 2nd level Functional and Technical support 
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Table: QHIC Support Model Overview 

2.3.1.1. Internal to QH- SWOT and Go-Live Support Desk 

Within QHSSP the augmented SWOT team will form the initial line of business support. 
The benefit of the SWOT team providing initial support to end users is the ability to 
leverage team members' knowledge of the business and the new solution. The first action 
of the initial business support is to refer end users to training materials and work 
instructions or to provide the end user with guidance /training to complete a system 
transaction. 

The benefit of including SWOT team members in the support structure is that many of 
these team members are physically located at QHSSP locations and they will be available 
to provide hands on assistance to end users. 

The second line of support will be in the form of a Go-live Support Desk. The Go-Live 
Support Desk will be located at the Herston QHSSP site and will provide support to end 
users and SWOT team members and statewide contact points. 

The management of the Go-Live Support Desk will be provided by QHSSP in conjunction 
with QHEST. QHIC (IBM and Corp Tech) will provide on-site assistance to the Go-Live 
Support Desk as outlined in Section 6, Appendix A Extended Hours by Support Team. 

The Go-Live Support Desk will act as the key escalation path for incidents I defects to the 
151 Level Support provided by Corp Tech Service Desk. The Go-Live Support Desk will be 
responsible for logging of calls with 1st Level Support (Corp Tech Service Desk). 

The Go-Live Support Desk will document frequently asked questions and distribute the 
resolution to QHSSP end users in an effort to reduce future issues and to assist end users 
in their ongoing use of the new system. 

2.3.1.2. External to QH- 151 and 2nd Level Support 

First level support is performed by the Corp Tech Service Desk. The Corp Tech Service 
Desk will log all calls and assign the calls for resolution as appropriate. The Corp Tech 
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Service Desk has access to resources from Corp Tech Infrastructure Operations and other 
specialist staff to assist with issue resolution . 

If an incident cannot be resolved by Corp Tech Service Desk the call will be logged and 
passed to the 2nd level of support, QHIC Support, for resolution. 

Corp Tech Project and Service Delivery Support staff will participate in a blended team with 
QHIC resource to form the QHIC Support Management team . QHIC will provide 
management on the day to day activities for the QHIC Support Management team during 
extended support period (3 pay runs), with handover to Corp Tech to occur at the end of 
the third pay run. 

During the first (Go-live) pay cycle the CorpTech Payroll Bureau will be co-located at 313 
Adelaide Street with the QHIC Support Management team who will provide support to the 
Payroll Bureau for the execution of ad hoc pay runs, interim pay runs and the final pay run 
on the new system. During the second pay cycle the Payroll Bureau resources will return 
to their Mary Street offices where the QHIC Support Management team will provide on-call 
support for the final interim pay run and the final pay run. No direct support is envisaged 
for the third Pay Cycle (this will be reviewed after. the 2nd pay cycle). 

2.3.2. Support Timeframes and Critical Windows 

The extended support period will run for three consecutive pay runs following Go-live. These 
pay runs are: 

• 1st Pay Run- Monday 22nd March, 2010 

• 2nd Pay Run- Monday osth, April , 2010 

• 3'd Pay Run - Monday 19th April 2010 

During each Pay Cycle, the level and availability of support resources available will vary in 
· line with the activities performed by QH SSP and the Corp Tech Payroll Bureau during the 
fortnightly pay cycle. 

The table below outlines the expected resource peaks during the fortnightly pay cycle:-

Day 
Level of Support 

Rationale 
Resources 

1 Monday Very High Final Pay Run 

2 Tuesday High 

3 Wednesday Medium 

4 Thursday Medium Interim Pay Run (Start) 

5 Friday Medium/High Interim Pay Run 
(Completion) 

6 Saturday On-call only 

7 Sunday On-call only Maintenance Window 

8 Monday Medium Interim Pay Run (Start) 

9 Tuesday High Interim Pay Run 
(Completion) 

10 Wednesday Medium 
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11 Thursday Medium Interim Pay Run (Start) 

12 Friday High Interim Pay Run 
(Completion) 

13 Saturday High (Remote SSP Data Changes and 
Support) Time and Attendance 

changes 

14 Sunday Very High (Remote Pay correction and final 
Support) processing 

Table: QHIC Support Resource over Pay cycle 

2.3.3. Extended Support Hours of Operation 

The standard hours of operation for the End Users and 1st and 2nd level Business Support 
and the 1st level Application support are will be as follows:-

• QHSSP- 6:00am to 22 :00pm, 7 days per week. 

• Payroll Bureau - 8:00 am to 17:00pm, 5 days per week (Pay Monday until finished) 

• QHSSP Go-Live Support Desk operating- 6:00am to 22:00pm, 7 days per week. 

• Corp Tech Service Desk-6:00am to 22:00pm Monday to Friday and 8.30am to 
17:00pm Saturday and Sunday 

• Corp Tech Infrastructure Operations 6:00am to 22:00pm Monday to Friday and 
8.30am to 17:00pm Saturday and Sunday. Break Fix Support provided 24/7. 

The standard hours of operation for the various 2nd level 2 Application and Infrastructure 
Support teams are outlined in Appendix A- Extended Support Hours by Team. · 

2.3.3.1. Exceptions to Extended Support Hours of Operation 

1st Pay Cycle 

In addition to the standard hours stated above the following additional support hours will 
apply during the 1st pay cycle post Go-live:-

• QHIC will provide on-site support for day 13 (Saturday) of the first Go-live pay cycle 
from 8:30am - 5pm 

• QHIC Data Migration resources will be available (on-call) for support issues until the 
first Sunday post Go-live. 

2.3.4. Extended Support Procedures 

The following Extended Support Procedures, based on the Corp Tech Support Procedures 
(business as usual support procedures), will be used during Extended Support period 

• CorpTech Service Desk Procedures 
• Incident Management Procedure 
• Change Control Process (including RFC Forms) 
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• Deploy Procedure including: 
o Release/Production Support Landscape 
o Release Strategy (SAP and Workbrain) 
o System Landscape Diagram 

These Procedures will be reviewed for inclusion in the development of the Extended Support 
Procedures delivered for Work Product 3.21 . 

2.3.5. Reporting Structure 

During the extended support period all key stakeholders (QHEST, QHSSP, Payroll Bureau, 
QH ID, Corp Tech Service Desk, Corp Tech Project and Service Delivery and CITEC) will 
report on the extended support activities via QHIC Support Management. 

The purpose of QHIC Support Management providing a central point for reporting· is to ensure 
all defects are addressed in a timely manner, defect resolution and update documentation is 
communicated efficiently and any issues/incidents which arise during extended support are 
escalated appropriately. 

QHIC Support Management will provide all key stakeholders with a reporting template and the 
reporting schedule. During the first pay cycle it is anticipated that daily reporting will be 
required, this will be reviewed following the first pay run and the reporting schedule post the 
first pay run may be reduced . 

The summary of extended support reporting will be used as a project artefact for the 
Handover Completion Report, and will lead to the development of a summary of open issue 
resolution and the development of a management plan for remaining open issues/incidents 
including assignment of owners for issue resolution. 

2.4. Extended Support Processes 

2.4.1. Support Team Members 

Based on the QHSSP Go Live Support Model end users will have an initial line of business 
support present in each hub location. Team members will be available at the majority of 
facilities to provide support and act as the first point of contact for issues/incidents/system 
use. 

End users will raise issues by contacting their allocated SSP support officer. 

SSP Support team members will use existing project documentation (eg training material, 
work instructions) to provide a first line of support to end users. 

Where the Support team members find that they cannot address the issue raised by the end 
user they will escalate the issue to the Go-Live Support Desk. 

The SSP Training Manager will coordinate and disseminate any necessary updates to training 
materials or work instructions. 

2.4.2. Go-Live Support Desk 

Issues unable to be addressed by the Go Live Support team members will be escalated to the 
Corp Tech Service Desk for resolution or further escalation to the QHIC Support Managemen"t 
Team. The Go-Live Support Desk is the path for escalation of issues/incidents to 1st Level 
Support CorpTech Service Desk. 
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The members of the Go-Live Support Desk will be located at the Herston QHSSP facility and 
will provide support to QHSSP end users regarding use of the new system and new business 
processes and/or workarounds . 

Many QHSSP end users will have limited exposure to SAP and/or Workbrain and the 
availability of Go-Live Support Desk will assist with their use of the new system during the 
initial transition to the new system. 

Members of the Go-Live Support Desk will include QHSSP SWOT, QHEST and QHIC 
(Corp Tech and IBM) and will be managed by QHSSP. Team members will have appropriate 
system knowledge to classify end users questions to determine if the issue can be resolved 
through system training or if the issue requires escalation to 151 Level Support (Corp Tech 
Service Desk). 

QHIC will provide assistance to the Go-Live Support Desk via the QHIC Support Management 
team. Members of the QHIC Support Management team will be available to assist the Go
Live Support Desk on an adhoc basis. QHIC Support Management team will not be co
located at Herston but will be available via email, phone and meetings to provide support and 
information to the Go-Live Support Desk team . 

2.4.3. Level 1 and 2 Processes 

2.4.3.1 . Leve/1 Processes 

The Corp Tech Service Desk will be made up of help desk staff that support the QHIC 
solution and other systems that fall under Corp Tech's responsibility. 

When the Corp Tech Service Desk receives a call from the Go-Live Support Desk they 
will log the calls in SIMS and in line with agreed Service Level Agreements (SLA's) and 
Operating Level Agreements (OLA's) assign the appropriate resolution time. Following 
the resolution of the defect a communication will be provided to QHSSP via the Go-Live 
Support Desk for communication to end users (this includes call resolution and any 
updated system documents relevant to the call). 

The Corp Tech Service Desk is managed by CorpTech. The CorpTech Service Desk will 
log all calls and assign the calls for resolution as appropriate. The Corp Tech Service 
Desk has access to resources from Corp Tech Infrastructure Operations to assist with 
issue resolution . 

Documentation such as Frequently Asked Questions (FAQ's) will be updated (as 
required) and the call resolution will be logged in a knowledge management database to 
support future resolution of the same or similar issues/incidents . 

If an issue cannot be resolved by Corp Tech Service Desk the call will be forwarded to 2"d 
level support, QHIC Support Management team for resolution. 

2.4.3.2. Leve/2 Processes 

Level 2 Support will be conducted by QHIC Support Management which will comprise 
team members from IBM and Corp Tech . The QHIC Support Management team will be 
managed by QHIC and provide the entry for Corp Tech Project and Service Delivery to 
commence support of the system post extended support. 

Issues/incidents will be communicated to QHIC Support via SIMS by the Corp Tech 
Service Desk (as described in the previous section). This will be the only path of defect 
escalation to Level 2 Support. 

Level 2 Support staff will review calls received from Corp Tech Service Desk and assign 
to the appropriate team within the agreed SLA's for call logging and resolution . 
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Any defects identified will be recorded in test director. The extended support procedures 
will identify the change process which will be based on Corp Tech standard support and 
change procedures. Following the resolution of the defect a communication will be 
provided to the Corp Tech Service Desk who will then update the Go-Live Support Desk 
for communication to end users (this includes call resolution and any updated system 
documents relevant to the call). 

System documentation will be updated (as required) and the call resolution will be logged 
in a knowledge management database to support future resolution of the same or similar 
issues. 

2.4.3.3. Level 2 Support- Pay run 1 

Additional support will be provided by IBM for the first pay cycle. The QHIC Support 
Management Team will provide direct support to Payroll Bureau for the first final pay 
cycle (to Pay run 1 Monday 22"d March , 2010) , following the first pay run this level of 
support will be reviewed as defined in ·section 2.3.1.2 . 

During the Go-Live first pay run IBM through the QHIC Support Management team will 
monitor all batch jobs, at the end of pay run 1 this level of monitoring will be reduced to 
monitoring of critical batch jobs (i.e. final interim and final pay run) for pay run 2 and 3. 

2.5. Extended Support Technical Landscape 

QHIC will utilise the Production Support Landscape illustrated below to perform Support 
activities . 
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· QHIC Support Landscape 

For activities occurring in each of the client systems, refer to the QHIC Transport and Release 
Handbook document. 
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2.6. Roles and Responsibilities 

The primary end users for the QHIC Solution are: 

• . QHSSP 

• QHSSP- SWOT 

• CorpTech Payroll Bureau 

• QHEST/Trainers 

The SSP is responsible for the following during extended support: 

• Manual data entry- data migration defaults prior to pay run 1 (Priority 3 defaults) · 

• Reporting on the progress of manual data entry (Priority 3 defaults) 

• Processing the back log of data entry - from freeze periods 

• Business as usual data entry 

• Logging of defects 

• Contribute to extended support reporting 

• Communication of system changes, defect resolution to end users 

• Participate in check in meetings I calls and extended support updates. 

The first line of business support is comprised of the following roles - QHSSP SWOT team members 
and QHEST I Trainers - and is responsible for: 

• First level business end-user support 

• Assist in answering SSP end user questions regarding the new system and any new business 
processes developed to support the new system 

• Management and resolution of user errors 

• Documentation of frequently asked questions (FAQs) 

• System training for SSP end users 

• Maintain Master Data (SAP Master Data only) 

• Security direction I policy- end user security groups only 

• Business analysis 

• Contribute to extended support reporting 

• Communication of system changes, defect resolution to end users 

• Participate in check in meetings I calls and extended support updates. 

Go-live support desk is comprised of the following roles- QHSSP SWOT team members and QHEST 
- and is responsible for : 

• Second level business end-user support 

• Assisting answer SSP end users questions regarding the new system and any new business 
processes developed to support the new system 

• Coordinate user provisioning requests 

• Assessing issues I calls for logging with the Corp Tech Service Desk 

• Addressing end user questions that are not logged with Corp Tech Service Desk 
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• Logging calls to the CorpTech Service Desk 

• Contribute to extended support reporting 

• Communicating call .and defect outcomes (received from Corp Tech Service Desk or QHIC 
Support Management) to end users 

• Participate in check in meetings I calls and extended support updates. 

Corp Tech Payroll Bureau is responsible for: 

• Execution of manual and system related tasks documented in the Daily, Adhoc, Interim and 
Final Pay Run payroll procedures 

• Logging of defects 

• Contribute to extended support reporting 

• Participate in check in meetings I calls and extended support updates. 

Corp Tech Service Desk is responsible for: 

• Level 1 Support 

• Logging of calls received from Go-Live Support Desk in SIMS 

• User provisioning and password resets 

• Resolution of level 1 calls 

• Documentation of call resolution 

• Communication of call resolution to Go-Live Support Desk 

• Contribute to extended support reporting 

• Escalating calls to QHIC Support Management 

• Participate in check in meetings I calls and extended support updates. 

QHIC Support Management/Support Team responsible for: 

• Level 2 Support 

• Management of calls received from Corp Tech Service Desk 

• Management and resolution of solution defects 

• Documentation of call resolution 

• Communication of call resolution to Corp Tech Service Desk 

• Updating system documents with defect resolution 

• Producing reports (in line with reporting structure) on extended support progress 

• Communication -status meetings I calls and extended support updates 

• Contribute to extended support reporting 

• Completion of the extended support summary report 

• Submission of the Handover Completion Report. 

3. Extended Support Communications 

3.1. Status Meetings 
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During the Extended Support period regular meetings will take place to report on the overall status of 
Extended Support . 

The objective of the meetings will be to: 

• Communicate key issues 

• Discuss key 'trouble cases' 

• Provide an update on issue resolution 

• Provide information regarding scheduled system changes 

• Gain updates on user experience- by QHSSP sites 

• Capture lessons learnt 

3.1.1. Status Meetings- Schedule 

The Extended Support Status Meeting will take place daily at 1 pm via a Conference Call facility. The 
frequency of the meeting may be reviewed during the course of Extended Support. 

3.1.2. Status Meeting - Attendees 

Representatives from the following groups will be required to attend the regular status meetings; 

• QHIC Project Management (Lead) 

• QHEST Project Management 

• SSP ManagemenUSWOT 

• QH HR Branch 

• QH Finance (including FAMMIS Support when required) 

• CorpTech Project Delivery 

• CorpTech Service Delivery 

• QH ID 

3.2. Reporting 

A summary report will be produced and distributed after each status meeting. This report will contain 
the following information: 

• A summary of the key trouble cases 

• Key issues and impacts 

• Issue resolution 

• Key lessons learnt 

The exact format of the report will be defined prior to the commencement of Extended Support. 

3.3. Intra-Support Team Communication 

To support timely communication during the extended support period it is recommended that support 
teams (i.e. SWOT and Trainers, Go-Live Support Desk, Corp Tech Service Desk and QHIC Support 
Management) implement regular team meetings and communication channels. One suggestion for 
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intra team communication is the scheduling of debriefing and h~mdover meetil')gs to ensure key 
support and defect resolution information is communicated between team shifts. 

4. Escalation Process 
An Extended Support Escalation process will be defined (as part of the Extended Support Procedures 
Work Product) prior to the commencement of Extended Support. 

5. Accountability Matrix· 

Responsibilities for the key activities associated with extended support are outlined in the following 
ARC I: 

A: Accountable 
R: Responsible 
C: Consult 
1: Inform 

t·'~ ~·T~~t~fiJEI; ·.-.· ~~···· .. '·.Y~??:~tl ·.-~ ~~.'t B ll ,~ Activity ·;<{:;~{{t;~'.(Lt~f:;)h~\'(. QHS~~d:~~~H IQ~t~cor~ QtJN~]~ITEC f:!;;~;;f~·p ;,;,;· .:-.•:;: QH.EST ~~1-_:7~ :'\~ .I·l: '. ,/>':' <":.< ,.. "-·· y 

Preparation Activities 

High Level Plans and OLA's/SLA's 

Creation of QHIC Extended Support Plan c I c AIR 

Definition of BAU Support Model c I AIR I c 
(including Resource Model) 

Definition and agreement of Support c I AIR I SLA's between QH and CorpTech 

Definition and agreement of Support c AIR I I 
SLA's between QH and QHID 

Definition and agreement of Support c AIR I I 
OLA's between QH and QHID 

Support Environment 

Definition of Extended Support landscape I I AIR R I 

Support Procedures & Processes 

Definition of BAU Support Procedures (as 
defined in Section 2.3.4 of this I I AIR I 
document). 

CorpTech Service Desk procedures 
I I AIR I defined for BAU Support 

Definition of maintenance windows (refer c I AIR C/R R 
to SLA) 
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Solution security procedures defined c I NR I 

Technical maintenance activities in line 
with OLA's defined (including back up I I NR I R 
procedures) 

Definition of and creation of Extended 
Support Procedures (based on BAU I I c NR 
Procedures) 

Definition of procedure for Extended 
Support communications to end users & NR c I c 
Go-Live Support Desk procedures 

Definition of procedures for maintenance 
NR I c c 

of workarounds 

Definition of procedures for Extended 
I I NR R 

Support monitors and real time alerts 

Definition of procedure for deploying 
production f ixes defined for Extended I I NR R 
Support 

Resource Planning 

Resources planning and assignment for 
Business Support teams for extended NR I R R 
support 

Resources planning and assignment for 
Application Support teams for extended I I R NR 
support 

R.esources planning and assignment for 
Infrastructure Support teams (Treasury I R/A c R 
Network) for extended support 

Resources planning and assignment for 
Infrastructure Support teams (QH c RIA I I 
Network) for extended support 

Out of hours, on call and business hours c I NR I 
for BAU Support arrangements defined 

Support team solution accesses for 
Extended Support assi~ned and R I R NR 
distributed (including 3' party support) 

Extended Support Execution 

Management and Reporting 

Overall Extended support reporting and 
R c R NR 

commun ication 

QHSSP and Go-Live support Desk 
RIA c I c 

reporting and communication 
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rit-: IJ::';,.-... ~ 
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·-. rr._',. 
Issues/defects/incidents reporting and c R R NR c 
communication 

End User and Business Support (Initial line of Business and Go-live Support Desk) 

Provision of initial (on-site) SSP end NR c c 
users support 

Management of the Go-live Support Desk NR c c 
Provision of 2"d level SSP end user NR R R 
support 

Logging of Calls with Corp Tech Service NR I R I 
Desk 

Communication of system changes and NR c c c 
defect resolution to end users 

Documentation of FAQ's for common NR c c c 
user queries/error management 

Maintenance of manual workaround log NR c c 
Coordination of User provisioning NR c I 
requests 

Level1 Solution Support 

Management of Corp Tech Service Desk I I AiR I 

Logging of calls received from the Go-live c c AiR C . 
Support Desk (via SIMS) 

User· provisioning and password resets c AiR I 

Communication of system changes and defect AiR c R c resolution to end users · 

level 2 Solution Support (Issues/Defects/Incidents Management Resolution) 

Management, resolution and documentation c I R AiR 
of QHIC Solution issues/defects/incidents 

Management, resolution and documentation 
I I AiR c of Treasury network issues/defects/incidents 

Management, resolution and documentation 
I I AiR c R 

of CorpServ network issues/defects/incidents 

Management, resolution and documentation 
of QH network, Citrix and desktop c AiR I I 
issues/defects/incidents 

Management, resolution and documentation 
of change requests (new requirements) to c AiR c 
QHIC Solution 

Provision of initial Corp Tech Payroll Bureau R AiR 
end users support 

Batch Job "'u""u""~ (during critical windows) c I R AiR I 
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Provision and support of incidenUchange tools 
(SIMS, SharePoint, Quality Center etc.) 

Warranty 

Definition of Warranty procedures (procedure 
for contacting IBM to address Warranty 
Issues) 

Commercial-in-Confidence 21 

QHIC Extended Support Plan 

AIR c 

c AIR 

Corp Tech 



Version: 0.12 QHIC Extended Support Plan 
Created on: 10/1212009 

6. Appendix A- Extended Support Hours by Team 

QHIC Fort!lightly Pay Cycle 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 
Monday Tuesday Wednesday Thursday Friday saturday Sunday Monday Tuesday Wednesday Thursday Friday Saturday Sunday 

On- 08:00- 17:00 08:00 - 17:00 08:00- 17:00 08:00- 17:00 08:00 - 17:00 n/a n/a 08:00-17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 n/a n/a 
SAP Functional Site 

(OM, HR,PY) On- 00:00- 08:00 06:00-08:00 06:00 - 08:00 06:00- 08:00 06:00- 08:00 08:30- 08:30- 06:00 - 08:00 06:00 - 08:00 06:00 - 08:00 06:00 - 08:00 00:00- 08:00 06:00- 24:00 06:00- 24:00 Call 17:00- 22:00 17:00-22:00 17:00-22:00 17:00-22:00 17:00- 22:00 17:00 17:00 17:00- 22:00 17:00-22:00 17:00-22:00 17:00-24:00 17:00-24:00 

On- 08:00 -17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 nla· n/a 08:00 -17:00 08:00 - 17:00 08:00 - 17:00 08:00- "i7:00 08:00-17:00 n/a n/a Site 
SAP Functional (HRIFI) 

On-
Call 17:00 - 19:00 nla nla nla nla n/a nla n/a nla nla nla nla nla nla 

On- 08:00-17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 n/a nla 08:00- 17:00 08:00-17:00 08:00 - 17:00 08:00- 17:00 08:00- 17:00 nla nla 
Site 

Workbrain Functional 
On- 06:00- 08:00 06:00- 08:00 06:00 - 08:00 06:00- 08:00 06:00 - 08:00 08:30- 08:30- 06:0Q - 08:00 06:00 - 08:00 06:00 - 08:00 06:00- 08:00 06:00 - 08:00 06:00- 22:00 06:00 - 22:00 
Call 17:00- 22:00 17:00-22:00 17:00- 22:00 17:00 - 22:00 17:00 - 22:00 17:00 17:00 17:00-22:00 17:00-22:00 17:00 - 22:00 17:00- 22:00 17:00- 22:00 

On- 08:00-17:00 08:00-17:00 08:00 -17:00 08:00- 17:00 08:00 -17:00 n/a n/a 08:00- 17:00 08:00- 17:00 08:00-17:00 08:00 -17:00 08:00 - 17:00 nla n/a Site 
SAP Technical (ABAP) 

On- 06:00 - 08:00 08:30- 08:30- 06:00 - 08:00 06:00 - 08:00 06:00 - 08:00 06:00 - 08:00 00:00 - 08:00 00:00 - 08:00 06:00 - 08:00 06:00- 08:00 06:00- 08:00 06:00 - 24:00 06:00-24:00 Call 17:00 - 22:00 17:00-22:00 17:00 - 22:00 17:00- 22:00 17:00 - 22:00 17:00 17:00 17:00 -22:00 17:00- 22:00 17:00- 22:00 17:00-24:00 17:00- 24:00 

On- 08:00-17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 n/a n/a 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 n/a n/a 
Site 

SAP XI Development 
On-
Call n/a n/a n/a n/a n/a n/a n/a n/a n/a n/a 17:00-21 :00 17:00- 20:00 17:00- 20:00 12:00 -24:00 

On- 08:00- 17:00 08:00- 17:00 08:00-17:00 08:00 - 17:00 08:00 - 17:00 nJa nla 08:00-17:00 08:00-17:00 08:00- 17:00 08:00-17:00 08:00-17:00 nla nla 
Site 

Workbrain Technical 
On- 06:00 - 08:00 06:00-08:00 06:00- 08:00 06:00 - 08:00 06:00 - 08:00 08:30- 08:30- 06:00 - 08:00 06:00- 08:00 06:00 - 08:00 06:00-08:00 06:00-08:00 

06:00 - 22:00 06:00 - 22:00 Call 17:00-22:00 17:00-22:00 17:00-22:00 17:00 - 22:00 17:00-22:00 17:00 17:00 17:00-22:00 17:00- 22:00 17:00- 22:00 17:00 - 22:00 17:00-22:00 

On- 08:00- 17:00 08:00 - 17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 n/a n/a 08:00- 17:00 08:00-17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 n/a n/a 
Testing Site 

(SAP & Workbrain) On- n/a n/a n/a n/a n/a n/a n/a nla n/a n/a n/a n/a n/a n/a 
Call 

On- 08:00- 17:00 08:00- 17:00 08:00-17:00 08:00 - 17:00 06:00-17:00 nla nla 08:00-17:00 08:00 -17:00 08:00- 17:00 08:00 - 17:00 08:00-17:00 n/a n/a 
lh;er Access (Security) Site 

(SAP & Workbrain) On- n/a nla nla nla nJa nla nla n/a n/a nla nla n/a n/a n/a 
Call 

On- 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 08:00- 17:00 n/a n/a 08:00- 17:00 08:00- 17:00 08:00 -17:00· 08:00- 17:00 08:00- 17:00 n/a n/a 
Release and Environment Site 

Management Team On- 00:00 - 08:00 00:00- 08:00 19:00- 21 :00 n/a n/a n/a n/a n/a n/a n/a 06:00 - 08:00 00:00- 08:00 06:00 - 24:00 06:00- 24:00 
Call 17:00 - 22:00 21 :00-22:00 17:00- 24:00 17:00- 24:00 

Go-Live Support Desk On- 08:00 - 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 n/a n/a 08:00- 17:00 08:00- 17:00 08:00- 17:00 08 :00- 17:00 08:00- 17:00 n/a n/a 
(IBM only) 

Site 

On-<:all provided by 2 .. level On- Provided by Provided by Provided by Provided by Provided by Provided Provided Provided by Provided by Provided by Provided by Provided by Provided by Provided by 
Support Call teams above teams above teams above teams above teams above by teams by teams 

teams above teams above teams above teams above teams above teams above teams above 
abo~'-e ____ abov~_ -- ·· - --
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Version: 0.12 QHIC Extended Support Plan 
Created on: 1011212009 

On-
06:00- 22:00 06:00-22:00 06:00- 22:00 06:00 - 22:00 06:00- 22:00 06:00- 06:00-

06:00-22:00 06 :00-22:00 06:00- 22:00 06:00- 22:00 06:00- 22:00 06:00- 22:00 06:00- 22:00 
Go Uve Support ~k (CT, Site 22:00 22:00 

SSP and QHEST) On· n/a n/a n/a n/a n/a n/a n/a n/a n/a Call n/a n/a n/a n/a n/a 

On-
08:00- 17:00 08:00- 17:00 08:00-17:00 08:00-17:00 08:00-17:00 n/a n/a 08:00- 17:00 08:00- 17:00 08:00-17:00 08:00- 17:00 08:00- 17:00 nla n/a Site 

CorpTech Service Desk 
On- 6:00-8:00 6:00-8:00 6:00-8:00 6:00-8:00 6:00-8:00 08:30- 08:30- 6:00-8:00 6:00-8:00 6:00-8:00 6:00-8:00 6:00-8:00 08:30 -17:0Q 08:30- 17:00 
Call 17:00-22:00 17:00-22:00 17:00-22:00 17:00-22:00 17:00-22:00 17:00 17:00 17:00 ~ 22:00 17:00-22:00 17:00-22:00 17:00-22:00 17:00-22:00 

On-
08:00- 17:00 08:00- 17:00 08:00 - 17:00 08:00- 17:00 08:00- 17:00 n/a n/a 08:00- 17:00 08 :00- 17:00 08:00- 17:00 08:00- 17:00 08:00-17:00 n/a n/a 

InfrastructUre Operations Site 

(Network Support) On- oo:oo -·o8:oo 00:00 - 08:00 00:00- 08:00 00:00 - 08:00 00:00 - 08:00 00:00- 00:00- 00:00 - 08:00 00:00-08:00 00:00 - 08:00 00:00 - 08:00 00:00 - 08:00 
·Call 17:00- 24:00 17:00- 24:00 17:00- 24:00 17:00- 24:00 17:00-24:00 24:00 24:00 17:00- 24:00 17:00-24:00 17:00- 24:00 17:00- 24:00 17:00 - 24:00 00:00 - 24:00 00 :00- 24:00 

On-
08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 n/a n/a 08:00- 17:00 08:00-17:00 08:00- 17:00 08:00- 17:00 08:00- 17:00 nla nla QHID Site 

(QH Network and 
On-Citrix Support) 00:00 - 08:00 00:00-08:00 00:00- 08:00 00:00 - 08:00 00:00 - 08:00 00:00 - 00:00- 00:00- 08:00 00:00- 08:00 00:00- 08:00 00 :00- 08:00 00:00 - 08:00 

00:00-24:00 00:00-24:00 Call 1ioo- 24:oo 17:00- 24:00 17:00- 24:00 17:00- 24:00 17:00-24:00 24 :00 24:00 17:00-24:00 17:00-24:00 17:00- 24:00 17:00-24:00 17:00-24:00 
---- ----- ---- - --
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Work Product Acceptance Sheet 
A separate Acceptance Sheet Is to be completed for each work product. Upon completion, lead reviewer to submit to Vendor 

n<>n•>m<>nt and Service t Office and then forward with consolidated feedback to IBM Team Lead. 

ACCEPTED (refer to 'Comments' Section) 

18( as is 
0 with minor revision and a 

revised version required 

0 NOT ACCEPTED 
(refer to 'Comments' Section) 

Authorisation details (completed by the Process Leads, Authorised approvers, Diroctors) 

Queensland 
Government 

Public Works 



Meeting Details: 

Venue: 

QHIC Project Directorate Meeting 
Entrance into Gate 2 Business Cutover 

8:30am 1st March 2010 

Conference Room, Level 24, 307 Queen Street 

Members Present: James Brown, Tony Price, Naomi duPlessis, Jane Stewart, Terry 
Burns. Janette Jones, Mark Dymock, Paul Inns, Philip Hood, Paula 
Dann. 

Secretariat: Heidi Coleman 

N/A Apologies: 

Minutes: N/A 

MEETING OUTCOMES I DECISIONS 
Topic 

Defect & 
Solution 

Management 
Plan 

Penetration 
Testing 

PCV2 

External 
Organisation 

INFOR Report 

health • care • peoole 

Outcome I Decision 

It was noted that the priority and release dates for all "issues" has been agreed. 

IBM's classification of items as change requests or new requirements are still to 
be discussed and agreed. 

Briefing note was tabled from CorpTech regarding Penetration Testing. Within 
the Workbrain application two "high", one "medium" and two "low" impact threats 
were discovered. The medium and low impact threats do not present a technical 
risk at this time. Of the two high impact threats. one has been resolved and the 
threat effectively mitigated. 

It was agreed that the risk relating to this issue is acceptable and will be a 
configuration change for PG2. 

Teams are still conducting result validation. It was noted that the 
recommendation should not hold up Gate 2 as nothing has been discovered yet. 

Naomi reported that the ATO interface run on Friday failed - even though an 
earlier test had originally passed earlier in the project with no issues. Analysis 
will continue and the interface will be re-tested today. 

IBM recommended that there is nothing in the INFOR report requiring action 
prior to Golive. Mark will communicate with Nick Kwiatkowski regarding this 
report as it seems an old review conducted earlier on this project was used as 
the basis. This has raised questions of the quality of the review. 

The Project Directorate agreed to recommend proceeding into Business 
Cutover, noting the current project risks involved and current amber criteria . 

Naomi to construct a briefing note with this information to present to the board. 

The following items will be tabled as amber for the Board meeting this afternoon: 

- Penetration Testing (risk of Internal hacking) 

- External Organisational Readiness (ATO issue) 

- PCV2 (result validation is still being conducted) 

• 

Action 

Mark 
Dymock 

Naomi du 
Plessis 

Queensland 
Government 



' ~H EST Queensland Health 

'-( Enterprise Solutions Transition 

Jther Business 

The following documentation will be presented to the Board to aid the decision: 

Brief from the Project Directorate including recommendation (QHEST) 

Gate 2 presentation (IBM) 

Defect and Solution Management Plan (IBM) 

- INFOR report (IBM) 

- SAP report (IBM) 

Project Risks and Issues (IBM) 

- Penetration testing brief (CorpTech) 

PCV2 report (QHEST) 

- Quality Assurance Position paper (QHEST - Terry Burns) 

It was agreed Philip Hood become an official member of the Project Directorate 
from now on, as the project is now moving into the extended support phase. 

ISSUES TO BE ESCALATED TO THE BOARD 

Item 

health • care • people • 

II 

QHEST, 
IBM and 

Corp Tech 

Queensland 
Government 


