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. Definitions and Acronyms

Terms,.iAbbreyi'étions and Definitions -

AHMAC Australian Health Ministers’ Advisory Committee

AQ Access Queensland

BPR Business Process Review — A process that provides an organisation -
with an opportunity to fundamentally redesign its operations to achieve
dramatic performance improvements.

Channels Lines of communication / client interface

DTDP Dental Technician and Dental Prosthetists

Generic Generic Services are services provided by agencies to customers that
are made up of “generic” components such as simple informational
and transactional services that are repeatable and codifiable, for
example information provision, payments, licence renewals,
registrations or permits.

HAM Health Assessment and Monitoring Unit

ISD Integrated Service Delivery means that a customer will experience a
smooth and seamless service experience irrespective of the various
processes or agency information sets required to provide that generic
service.

ISDAU Integrated Service Delivery and Architecture Unit

IT Information Technology

IVR Interactive Voice Recognition - Telephone

MRT Medical Radiation Technologist

OHPRB Office of Health Practitioner Registration Boards

OSTEO Osteopath

oT Occupational Therapist

POD Podiatrist

QAO Queensland Audit Office

REGIS Registration Information System

SOP Standard Operating Procedure

SSQ Smart Service Queensland
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1. PURPOSE

The purpose of this document is to outline the Service Vision Concept for the provision of integrated Office of
Health Practitioner Registration Boards (OHPRB) health practitioner registration services, and to seek approval
from the Project Steering Committee to proceed to the Detailed Design Phase of the Project.

2. PROJECT BACKGROUND

The OHPRB administers the registration and compliance activities associated with a range of practicing health
practitioners in Queensland. In doing so, the OHPRB supports 13 Boards of Registration, each with differing
Policies and Procedures leading to varied levels of efficiency and customer responsiveness.

in October 2003, discussions commenced with the Integrated Service Delivery Unit, Department of Public
Works to reengineer the current process of registering health practitioners (using the AQ BPR methodology) to
provide a better service to clients, through a greater level of integration and consistency of processes between
the respective Boards.

The objectives of the Project are to:

1. Present a solution that will improve client accessibility to health practitioner registration services by
integrating services within the AQ strategy and service delivery frameworks (e.g. through Smart Service
Queensland).

2, Provide enhanced registration service delivery, which is seamless (end to end delivery), responsive,
efficient and timely for health practitioners.

3. Consider generic business processes and service components that can be applied to other Government
services migrating to the Integrated Service Delivery model.

4.  Support the Whole-of-Government priority for integrated service delivery.

5. Develop registration policies and procedures which support consistent application of the provisions in
each Board’s Registration Act.

6. Develop registration delegations consistent with the requirements of the relevant provision in each
Board’s Registration Act. :

7. Establish the ability for registrants applying for and maintaining their registration through muitiple
channels, including on-line.

8. To inform the further development or replacement of the Registration Information System (REGIS).
9. To inform whether registration process re-development requires organisational structural change.

10. Develop the skills of Project Team members in Project Management and the AQ BPR Methodology — and
its practical implementation on a live project.

It is important to note that it is not the objective of the Registration Review Project to reduce the number of
permanent staff employed at the OHPRB; rather it is to improve efficiencies in the registration service.

The Project is being conducted as part of the Queensland Government Access Queensland (AQ) Initiative. The
vision of the AQ initiative is that:

The public can expect access to government products and services anywhere and
anytime through a variety of channels.

Further, the aim of the AQ initiative is to provide the Queensland public with a single point of access for
government transactions, information, or referrals by facilitating the planning and implementation of new service
delivery arrangements through collaboration between government agencies. In the future customers will no
longer experience: confusion or frustration in determining where to find the information or services they require.

Smart Service Queensland is the delivery arm of the Access Queensland Initiative and its’ role is to manage,
and where applicable, co-ordinate such activities to ensure the delivery of generic and partially generic services
from participating agencies, through a variety of channels.
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It should be noted that since Project commencement, the OHPRB Registration Review Project has been giving
consideration to potentially integrating aspects of the ‘generic’ registration service processes with Smart Service
Queensland.

3. VISION

3.1 Introduction

It was determined during the Discovery Phase of the Project that many of the current registration services
provided at the OHPRB are inconsistent and inefficient, and client accessibility to them is limited. For example,
there are currently 30" different registration application forms, 130" registration related processes across the
various registration teams and a number of tasks associated with those processes add no real value to the
overall service provided.

Further, the services are based on OHPRB determined registration service requirements rather than being
informed about the requirements of clients. In addition, processes are inefficient and silo based as a resuit of
the registration ‘team based’ organisational structure and staff roles and responsibilities are extremely rigid.
Further, the supporting technology systems are entirely inadequate to support the services being provided.

There are therefore significant opportunities for improvement in the registration services provided by the
OHPRB that should result in considerable business benefits. These span across all aspects of the business
including human resources (organisational structure and staff roles and responsibilities), registration processes,
legislation Policies and Procedures, information, information technology and service channels.

Benefits realisation through the implementation of this vision for the OHPRB registration service would include a
more cost effective registration service, improved staff morale and speedier transaction times. It would also
place the OHPRB in a strong position to meet future service demand as a result of expected population
increases in Queensland over the next 10 years and the associated increase in the number of health
practitioners wanting to be registered, as well as additional health professions requiring registration for the first
time.

There are also many benefits to be realised by OHPRB clients. These include improved service delivery
(including improved access to services and an increase in the choice of service channels) and reduced
turnaround times in receiving information and achieving registration.

The vision outlined in this document is the strategic blueprint for OHPRB registration services over the next 10
years. It has been designed to facilitate the path forward for the OHPRB to offer best practice health
practitioner registration services not only in Queensland, but Australia. It is fundamentally consistent with
current research that suggests people now expect to interact with government in a way that makes agency
boundaries transparent and integrated.

3.2 Vision Statement

The Service Vision Concept for registration services has been developed from general discussions held with
OHPRB management and staff and outcomes derived from an Envisioning Workshop held with the Project

"~ Team, OHPRB management and staff and representatives from the Integrated Service Delivery Unit,
Department of Public Works and Smart Service Queensland.

OHPRB
“Excellence in health practitioner registration services”

Simple, accessible, cost effective and integrated systems, procedures and processes that enable
us to serve the Queensland community and ensure those registered are qualified to practise.
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Underlying this vision are requirements for:

Multi-channel access to registration services. This includes Smart Service Queensland (SSQ) channels
including the Government Gateway (Internet) and Integrated Contact Centre (IVR, phone, email, mail
and fax). It is also envisaged that future SSQ channels will include WOG service centres (counter);

A set of consistent, cost effective, integrated, simplified and timely generic processes that can be
applied to all health practitioner registrations whilst meeting all fundamental registration requirements
(from information through to payment and service fulfillment) and eliminating duplication of tasks for
customers and staff;

A system that can authenticate and authorise a customer to gain access to end to end registration
products and services;

Processes that are considered by clients to be an .easy and efficient way to access registration services;

The service vision to be supported by clients, staff, management and Registration Boards.

The design of the Service Vision Concept has been based on a number of design principles for providing
customers (customers include stakeholders, clients and staff) with:

A generic government registration model that can be used by similar integrated registration services;

One source of timely and accurate information that supports the registration service requirements
through multiple channels and across multiple locations;

Payment methods, not restricted to, but including: credit card, cash, EFTPOS, BPAY, cheque and
money order;

Where possible, utilisation of the Whole-of-Government infrastructure for sharing information across
government, including utilising the Whole of Government Receipting system (IRS);

The solution will operate within the Access Queensland Governance Model for Integrated Service
Delivery.

Additionally, the design will:

[ ]

interface with OHPRB businesé and financial systems;
optimise available human resources;

consider other out of scope processes for complaints and health assessments (during the development
of a new registration system).

The vision is consistent with the Access Queensland model and endeavors to utilise Whole of Government
systems as well as providing new systems, which in the future will be able to be utilised by other agencies who
wish to transition similar registration services. Additionally, the Vision for health practitioner registration draws
upon the assessments undertaken by the Project Team during the preceding Project phases and has been
framed with reference to the: '

Vision for the Access Queensland Initiative;

Discovery Phase assessment process, in particular the issues and opportunities identified in the Current
State Baseline document;

Perceived needs of clients, including those identified during client focus groups conducted by the
Project Team during the Discovery Phase;

Recognition that health practitioner registration is a regulatory function, in addition to its service delivery
role. '

A conceptual diagram illustrating the Service Concept Model for health practitioner registration services is
provided on the following page.

Last Saved Filename Page

10-Mar-2005 2:43 PM E:\finalised documents\3.Envision\Service Vision Concept.doc 8 of 46




97306

90p-1da0U0)) UOISTA 9ITAIIG\UOISIAUF £\SJUSWNIOP PISIEul]\.q

A €T S00T-FeN-01
ased Juwreudjiy paAeg )se|
' ‘sisijeloeds 18fqns pue sieumo
uofjeuuojul 8y} 93340 joeg
T 0w -
s353%
SS9 IA wojshg
28 ° weysAg uopensibey ¥dHO  6updisooy
s g 3 pejeibau)
o, (INQQ) padunosino si sejeoyiad i,
=R uonjeuisibai pue SSljOU [EMBUR) g & ||||.|VAN_n_>mv waysAs jeloueuly
_ 3 40 UoRNqUISIP puE BupuLd 8HdHO 0} soepal|
=]
£
@
&
[
3 swiaysAs
2 ayads GudHO OF 89881l B} puB ‘'DSS
M. Bupoddns ABojounos) auy sapinold IS
I8¢ s
s2e A
[T~
5} m w “sjiys isijetoads asnbal jeuy; Aisnisp sojnes
=1 - Jo spadse asoy} ulejas [IM gdHO dU} 3lIyM ‘GHdHO
s sl 8y} Jo Jeyaq uo sedjales uojeysiBal JaAliep (M
_ eale Aienlep adjnes Isiiesauab oy s siy} 189140 JuOL4 DSS “uopnjos ay} jo uue Jsijessusb au) 5| DSS DSS
$9SS920.1d
jaudajuj 0:0:&2@._. Xed ._wucs.OO
:|sUUBYD USSOYD E BJA JORISIU| SYUSJID
suonesjuebio yuswuwanob-uou
pue juswwanob pue oyqnd |esausb ayy
A ‘syuelisibad sauopoeld yyeasy anpoadsosd
J0 JuaLINd apnjoul SUalD SjusliD
[opo Ateuoisip
TITdINLLT e .
JUBLILIBADS)

‘ON aI

1d20u0?) uoisyq 2214438

puejsuaany




Queensland ID No.
Government

Service Vision Concept
2TMP.111

4. CRITICAL SUCCESS FACTORS (CSF’S)

A number of success factors have been identified as critical to the achievement of the Service Vision. These
include:

e Board members and OHPRB management and staff support this Service Vision Concept;
e  Funds are available to deploy the Vision;
e Clients support the deployed Vision,

e The detailed generic registration service processes that are developed during the Detailed Design
Phase must be designed with WOG re-usability in mind. Additionally, the processes must have the
ability for clients to complete end to end transactions — i.e. enquiry through to payment and service
fulfillment; ‘

e Clients can easily access correct, relevant and timely information 24/7 from across participating
government agencies via a suite of channel choices;

e Any new registration system developed as an outcome of this vision is:
o Robust;
o Expandable; -
o Capable of being provided through multiple channels;
(o]

Designed to comply with the specific requirements of this vision (e.g. W-0-G reusable, must align
with the marketplace health practitioner regulatory function etc);

e Any changes made to how clients access health practitioner registration services are communicated to
them in a timely manner through the deployment of a formal Marketing and Communications Strategy.
This is particularly significant in areas where a service will be offered via an alternative channel/s (e.g.
the Internet and IVR);

e Staff have access to up to date and relevant information regarding the transition to new channels and
new processes to enable them to correctly advise clients regarding registration services provided by the
OHPRB and meet their individual service needs;

e The vision outlined in this document is cost effective, achievable, emulates best practice (given
available time and resources (human, financial and infrastructure)) and meets quality standards -
facilitating the pathway for the OHPRB to recoup identified savings and realise desired benefits (that will
be detailed during the Detailed Design phase),

e Robust and economically feasible client authentication and assessment modules are available to {
identify clients, enabling them to access the services they require.

e There is supportive leadership at all levels to support OHPRB and SSQ staff through the organisational
change process brought about by this Vision;

e - The roles of staff are clearly defined in the new processes;

e Staff are given the opportunity to acquire new skills and undertake new tasks and are prepared to
transition themselves into the new way the OHPRB will deliver its registration services;

e Any changes made to the OHRPB organisational structure support the redesigned registration
processes;

e Legislative requirements are successfully amended to support the new processes;

e The continuous improvement feedback mechanisms at Smart Service Queensiand are effective (e.g.
feedback is timely and relevant, customisable service transaction statistical information is easily
accessible and call monitoring is available). For example, service transaction information captured by
SSQ enables them to advise the OHPRB of problem areas (e.g. unused operator scripts/procedures),
complaints and trends. _

A number of performance measures and targets to compliment these critical success factors and support the
management of the new registration processes can be located in Appendix 2.
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5. CLIENT REQUIREMENTS

The Current State Baseline document provided an analysis of client requirements for the provision of health
practitioner registration services from the following sources:

Client research conducted by McDonnell-Phillips-Pty Ltd in November 2001 as part of the Access
Queensland Project — which examined in detail customer requirements in terms of access to
Government services';

Internal client research conducted with OHPRB Assistant Registrars;

External client research conducted with various Health Associations and Board Members;

The main findings of this research are summarised below:

Clients and stakeholders consider providing them with convenient and timely access to registration
information and the timely processing of registration applications through a variety of channels is a
fundamental obligation of government;

Clients have a strong preference for receiving service by internet and telephone, but only a limited
preference for the counter service;

Contact/Call Centres widely appeal as a channel for access to services or as a fall back access when
other options are not attractive;

Service counters have limited appeal except for ‘out-of-the-ordinary’ service enquiries and for special
needs groups.

This vision has been designed to meet these client requirements through the following:

Internal — OHPRB Management and Staff

Development of a new registration system that is robust and expandable;

Implementation of joint service delivery with SSQ, that will enable OHPRB staff to focus on the
specialist activities associated with health practitioner registration services, making their roles more
interesting;

Development of a generic set of registration related processes;

Development of new registration related guidelines, procedures and policies for staff;
Compulsory induction program for all new staff who will provide registration services;
Implementation of a new organisational structure for OHPRB registration service staff;
Improved payment receipting process;

OHPRB ha\}ing access to greatly improved managerﬁent information reporting systems, enabling
significantly improved decision making.

External — Stakeholders and Clients

Addition of extra service channels (e.g. IVR, Internet);
Increased hours for clients to access registration services;

Improved registration information and accessibility to information (e.g. redesigned application forms and
information sheets);

More timely processing of Applications for Registration and associated approvals;

Increase in payment methods.

! “Trends and Benchmarks in Accessible Government Service Delivery” and “Key Market Segments of Queensland
Government Services”
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Clients and stakeholders will greatly benefit from the implementation of this Service Vision Concept through:
¢ 'Significantly easier access to an end-to-end registration service (through a choice of channels);

e Simplification of accessing registration related information through Smart Service Queensland channels
or the Government Internet Gateway;,

¢ More time efficient processes - from answering enquiries, to processing applications through to health
practitioner renewals and restorations.

6. CHANNELS

The Service Vision Concept incorporates a variety of channels through which future registration services at the
OHPRB can be accessed. This section of the Report provides a brief description of these channels and how
they will be used.

6.1 Current Channels

The table below shows channels that are currently being utilised by clients for accessing health practitioner
registration services at the OHPRB. It displays the estimated annual customer transaction volumes (by Board)
and by channel, for the range of registration services offered by the OHPRB (including registration, enquiries,
requests for Board documentation, requests for refunds, renewals, restorations and graduate programs etc.).

Estimated Annual Volume of Client Transactions per Board and Channel

Counter
Face to Face
Telephone
Mail

Fax

8%
3%
81%

-

Counter
Face to Face
Telephone
Mail
Fax
Email
Internet

1%
29%
52%
12%

The most utilised channels for accessing registration services currently are mail and telephone.

In addition, the Internet is currently used by clients to access information about the registration services
provided at the OHPRB. A summary of estimated user sessions per Board for 2003/2004 is contained on the
following page.
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BOARD o ESTIMATED NO. OF

_ : ~ USER SESSIONS
Chiropractors 2994
Psychologists 11508
Podiatrists 2132
Physiotherapists 2922
Pharmacists 8495
Occupational Therapists 2795
Osteopaths 920
Optometrists 2543
Medical Radiation Technologists 2738
Speech Pathologists 4139
Dental Technicians and Dental 2743

Prosthetists '

Dental 7369
Medical 20115
106935

- 178348

It should be noted that in addition to clients accessing general registration information from the Board websites,
they are also able to access an online Public Register from these sites that lists the registration status of the
various types of health practitioners registered by the OHPRB.

6.2 Future channels

This Service Vision Concept captures all of the channels identified in the Current State Baseline document. The
most traditional and accessed channel, mail, is expected to remain important to clients into the foreseeable
future. It is proposed however that clients in the future will also be able to access health practitioner registration
services through an expanded suite of channels, including:

e  Counter;
e  Telephone;

e Internet (by providing access through the government gateway to information, on line application
registration forms, on line renewals and restorations, and payments etc.),

e Mail and Fax (these channels are expected to remain important to clients in the foreseeable future,
hence clients will continue to be able to access services through these channels, however they will not
be actively marketed or encouraged);

e E-mail (was identified through client consultation during the Discovery Phase as a useful, cost effective
tool for communication to and from clients (e.g. sending out renewal notices, renewal reminders etc.);

e [VR.

A detailed listing of OHPRB registration services, proposed channel utilisation, and the Agency that will be able
to answer enquiries, receive apphcatlons/requests and be responsible for processing those
applications/requests will be defined in detail during the Detailed Design Phase of the project.

An anticipated example of the multiple channels clients will be able to utilise to access an OHPRB service in the
future to obtain a paper based Application for Registration form includes:

e An SSQ or OHPRB counter,

e By making a request on the telephone through the SSQ Contact Centre or OHPRB;
e  Through email, mail or fax to OHPRB; or

e  On-line through the Internet.
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Another example of improved service delivery may be when a health practitioner wishes to obtain a Statement
of Fees. .At present, the client is only.able to obtain this documentation from the OHPRB. However in the
future, they may be able to lodge a request by telephone to the SSQ Integrated Contact Centre, who will also
process the request (and send out the Statement to the client), and receipt the payment.

It should be noted that during the Detailed Design Phase, each individual service will be further analysed to
determine which Agency will undertake the data entry associated with the various service requests based on
who is best suited to perform the task, as well as the most cost effective way of processing these service
requests.

All of the existing channels could conceivably operate within an integrated service delivery system in partnership
with Smart Service Queensland. Enquiries of a specialised nature in relation to health practitioner registration
however, will still need to be forwarded on to OHPRB staff.

Mail '

Currently, the mail channel forms 52% of the OHPRB’s registration related transactions. This is likely to
decrease considerably as other channels, such as the Internet, Integrated Contact Centre and IVR increase in
popularity. As it is anticipated that most of the mail to be received in the future pertaining to applications for
registration will be the compulsory submission of original documentation (e.g. academic transcripts), it should
continue to be sent direct to the OHPRB. In contrast however, mail based applications for renewal and
restoration could be sent direct to SSQ, who will be able to process these transactions on behalf of the OHPRB.

Fax

As for mail, faxes will continue to be sent to the OHPRB, however this channel will not be actively marketed or
encouraged. Faxes currently comprise 12% of the OHPRB’s registration transactions and are currently the third
most popular channel. It is anticipated that as the popularity of the Internet and IVR increases, fax usage is
likely to decrease.

Counter ,

Currently, transactions through the counter channel at the OHPRB contribute only 3% to total registration
transactions. Although this is low and counter contact trends generally across many businesses seem to be
decreasing as alternative contact methods such as Internet and phone transactions become more popular, it is
still desirable, from an accessibility viewpoint, to continue this channel at the OHPRB.

_ People who do not have Internet access or wish to speak to a registration ‘specialist’ in person may prefer
counter service. The fact that although the only OHPRB counter is located in the centre of Brisbane, it does not
seem to be currently well utilised compared to the mail and telephone channels. This could be due however to
a number of reasons, including that some OHPRB clients reside in regional areas, interstate or overseas.

It is also intended for clients in the future to be able to access counter facilities at SSQ. All enquiries of a
specialised nature however will still need to be forwarded on to OHPRB staff.

Telephone :

Currently, transactions through the telephone at the OHPRB contribute an estimated 29% to total registration
transactions and are the second most popular channel choice. In the future, it is anticipated that registration
services accessed via the telephone could be accessible in the first instance through SSQ. Although the
Integrated Contact Centre will only deal with simple telephone enquiries, requests for information and accepting
payments, there will still be a need to transfer calls to the OHPRB when information is required that only
registration specialists can provide. It is imperative that call centre staff are adequately trained to deal with most
general enquiries themselves, so that only the calls that absolutely must be handled by OHPRB staff
‘specialists’ are forwarded, otherwise costs at the OHPRB end will increase.

Ongoing training, efficient processes and a set of comprehensive enquiry ‘scripts’ will be vital to ensure callers’
requests can be fulfilled quickly and efficiently. As a result, Contact Centre staff knowledge of simple
registration services will always remain current.
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IVR

It is anticipated that IVR could be utilised by OHPRB clients to request information sheets, submit requests for
some types of Board documentation (e.g. Statement of Fees) and make payments. With the increasing usage of
credit cards prevalent in society today, an increasing number of people are becoming more accustomed to
making payments over the phone. This combined with the fact that as a channel the phone is so convenient
and easily accessible, means its usage is likely to increase.

Email

It is anticipated that the Integrated Contact Centre could have a direct email address. Email requests for
registration information and application forms could be sent to this address for SSQ staff to process. There
would need to be procedures determined and put in place to process emails in the most efficient and
satisfactory manner for the client.

Internet

Research conducted by the Access Queensland project in 2001 suggested it is often confusing for Queensiand
Government clients to determine where and how to obtain information about government services online, as it
requires that the client know the agency/authority responsible for delivering the service.

As a result, the Queensland Government Internet Gateway is an ideal channel which could be utilised by
OHPRSB clients to download information and forms associated with health practitioner registration, as well as
submitting applications for registration, requests for Board documentation, requests for a change of details and
making payments.

Smart Service Queensland has already implemented online payment transactions through the gateway web site
for vehicle/vessel registration renewals (QT) and some camping permits (EPA). An integrated Queensland
Government gateway for submitting health practitioner applications and requests online would be a natural
progression or evolution of this.

Required features and attributes of the proposed web presence include:
¢ Interface (web) with the OHPRB health practitioner registration system;
e Interface (web) with whole-of-government payment system (IRS);

e Real-time link to the registration system for inmediate updates (e.g. Requests for change of address).
This is usually via the Service Integration Infrastructure (Sll), unless there is a need to bypass the Sl|
(which will be investigated further during the Detailed Design phase);

e Flexible and accurate reporting;

e Reliable information technology infrastructure;
e Expandable (modular);

e  Scalable (transaction volumes);

¢  Whole of government authentication module.

Supporting this vision is research conducted by the Commonwealth Government in 20032 namely:
e  Over 80% of internet users are also users of e-government services;
¢ Demand for e-government services is expected to increase by up to 30% in the next 12 months;
o  46% of people and 57% of businesses make use of E-government services;

e  75% of internet users expressed a desire for greater provision of information through the internet, whilst
67% expressed a desire for more downloadable forms.

2 «£_Government Benefits Study”, Commonwealth of Australia, April 2003
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Consequently, the Internet is emerging as a preferred service delivery channel by government agencies and
their clients. More households and businesses have Internet access than ever before and access in
rural/regional areas is continuing to increase as the required infrastructure is established.

Benefits of on-line services to OHPRB clients in the future include (but are not limited to) convenience, ease of
use and immediate access to information (24x7). Benefits to the OHPRB would include an efficient use of
technology, reduced printing costs (e.g. through having to print less application forms, information sheets etc.)
and reduced error rates in applications received (because applicants would not be able to proceed to application
submission until mandatory data fields are completed). :

To further illustrate to the reader of this Service Vision Concept how these channels could operate in reality, a
set of sample health practitioner registration ‘scenarios’ can be located in Appendix 4.

7. PROCESS

The high-level process maps developed in the Current State Baseline have been analysed and adapted to
provide a foundation for this Service Vision Concept. A key opportunity arising from the review of registration
services at the OHPRB is the potential to integrate and streamline elements of the current 130+ processes
associated with the various Boards into a generic set of processes (<20).

A high-level Service Vision Concept process map is presented below:

(
_L

{ ?
3
2 3
e

CHPRE Recoipting

anangements anly
U s : :

The vision is not dependant upon Smart Service Queensland being involved in complex aspects of the
registration processes beyond the provision of simple information, processing payments and processing simple
requests (e.g. change of details, some board documentation etc.), though this is preferable.
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The model remains valid regardless of whether the shared service provider is Smart Service Queensland or
another option, such as an agency or group thereof. The shared service provider, however, requires certain
types of infrastructure in place to successfully deliver the vision and achieve the stated benefits for the OHPRB -
(eg Call Centre facilities, counter network, IVR, internet presence, receipting and authentication etc)

A single set of processes also offers OHPRB staff a significant opportunity to move into more interesting roles,
and diversify their current knowledge of one or a small number of Boards, to a wider understanding of
registration requirements for all Boards. More efficient, streamlined processes will also assist the OHPRB with
workforce planning activities whereby staff will have an opportunity to move between Boards, particularly during
individual Board peak periods.

To further illustrate to the reader of this Service Vision Concept how some of the registration processes could
operate in reality, a set of sample health practitioner registration ‘scenarios’ can be located in Appendix 4.

8. INFORMATION AND INFORMATION TECHNOLOGY

The successful implementation of these integrated registration services is dependent on the implementation of a
number of technologies and information requirements:

1. An integrated health practitioner registration system capable of:
e Interfacing with W-o0-G infrastructure and other OHPRB business activities;
¢ Interfacing with the OHPRB’s financial system;
¢ Delivering end-to-end registration services through multiple channels;
» Being extended to cover additional Registration Boards;
o Delivering registration services from a single point of contact;
¢ Delivering management information support for managers and Boards;

¢ Delivering online functionality (e.g. on-line application forms, on-line renewals etc.).
2. Adequate IT infrastructure at the OHPRB

3. Implementation of document scanning technologies, capable of significantly reducing the reliance
registration teams currently have on paper based health practitioner registrant files.

4. The development of a robust client authentication and assessment module to identify customers and
their service requirements. '

e Access to information and services will be determined via authentication and authorisation processes. -
Each role will have access to a predetermined screen format, which is assigned according to their level
of interaction with the process;

¢ - For non generic services, the system must have the ability to lodge and pay for those registration
services that require specialist assessment.

5. Service Integration Infrastructure (SlI)
The purpose of the Sl is to facilitate access to Government services through a variety of devices and
business channels such as web sites, contact centres and integrated service centres, indirectly to backend
agency services. The Sl enables clients to access multiple Government services from a single service
point, without knowing which Department is responsible for each individual service.
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It is recognised within the Service Integration Infrastructure project that, to support the variety of business
channels required, the Sl must allow for both self-service by clients (such as via the Internet to update for
example their address details), and for mediated service by government or agent operators (such as
counter service). These views are consistent with the objectives of the OHPRB Registration Review
Project.

Sl design components also appear consistent with the OHPRB Registration Review Project objectives and
the Service Vision Concepts outlined in this document; namely:

o Multi-channel service access - the presentation of services through a variety of outlets, e.g. Web sites,
contact centres, integrated service centres;

« Global discovery — a searching facility for the identification of one or more services; -

e Customer authentication and access control — as specified by agencies as part of service deployment
into the Service Integration Infrastructure. Agencies can enforce additional security controls. An
encounter should permit different levels of customer authentication;

o Guided Search - where request details of a service are captured and the specific cost can be
determined given those details;

« Integrated Receipting — allowing single payment for some or all services. Different payment methods will
be supported (e.g. Credit card, direct debit, cash etc.);

e Management reporting and auditing — standard service delivery management mechanisms.

6. Integrated Receipting System (IRS)
The IRS is a central software component that, in conjunction with the SllI, will support the Access
Queensland vision of anywhere/anytime access to government services by processing payments.

The purpose of the IRS is to manage the process of collection, reconciliation and disbursement of money
collected at Integrated Service Delivery counters, the SSQ Contact Centre and on the Internet.

Features of the IRS include:
e Counter receipting module; ‘

o Online electronic receipting functions through a third parfy gateway provider for credit card direct debit
transactions;

o Daily reconciliation and disbursement of funds within Government; and

e Payment by a range of payment methods, including cash, cheque, credit card and debit card.

In addition to supporting the generic services available through Smart Service Queensland, the Integrated
Receipting System may need to be adopted by the OHPRB in the future to adopt as their own internal
receipting system. '

7. The process demands an information source to be accessible across multiple channels. It must
encompass all required registration information, relevant guidelines and procedures for the various user
roles and be able to step them through every procedure successfully. The information requirements must:

¢ Be in plain English;
o Be easily accessible, accurate, displayed logically and in generic formatting;
¢ Provide at a minimum application forms and information sheets;

¢ Ensure marketing and communication materials associated with the provision of new service channels
and any registration services offered by the OHPRB are always current and up to date.
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Professionally designed information materials and resources include health practitioner application
forms/information sheets and web sites that are user friendly and have full search capabilities.

9. GOVERNANCE

During the Discovery Phase, a detailed analysis of the current governance, legislative and Board requirements
of health practitioner registrations was undertaken by the Project Team. During the Detailed Design Phase, an
assessment as to whether these provisions are adequate when applied to this Service Vision Concept will be
completed.

9.1 Legal

The Detailed Design Phase will assess at a high level, whether existing Acts, Regulations, legal guidelines and
requirements are adequate when applied to this Service Vision Concept. A schedule of topical areas to be
investigated will include:

e Health Practitioner registration process;
e Registration payments;

e Accountability — audit and evaluation.

9.2 Organisational Requirements

Specific OHPRB Strategy, policy, standards and procedures that will need to apply to health practitioner
registrations will also be investigated. Amongst other things, this may include:

e  Whole of Government integration;

e  Whole of Government Integrated Receipting System;
e Queensland Government Internet gateway,

e Financial and information systems;

e Facilities management; and |

e  Security systems.

9.3 Board Requirements

Specific individual Board requirements that will need to apply to health practitioner registrations will be
documented.

9.4 Stakeholders

It is anticipated there will be a number of governance requirements at the Whole of Government level which will
impact stakeholders and the associated health practitioner registration related processes and procedures.
These requirements are identified as follows:

e  Adoption of new channels;
e  Specialist knowledge, referrals, management and acquittal processes;
¢ Interfaces with Smart Service Queensland; and

e A Service Level Agreement with Smart Service Queensland.

9.5  Privacy

All OHPRB staff must currently observe the organisations Code of Conduct and Privacy and Security Policy and
behave ethically. In some departments, staff are required to sign a confidentiality agreement not to divulge
information they receive in the course of their employment except in discharging their official duty. Legislation
may also restrict the disclosure of information and specify to whom official information can be disclosed.
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The Privacy Standards that will need to apply to the OHPRB and SSQ after the Service Vision Concept is
implemented will need to be identified and documented during the Detailed Design Phase if information
breaches in the future are to be avoided.

Additionally, whilst clients may appreciate the convenience of Whole of Government health practitioner
registration services (based on government agencies such as SSQ being a ‘branch’ of the OHPRB), they may
be concerned about the flow of personal information (that is a consequence of the integrated services) between
the agencies providing the registration services.

Protocols will therefore need to be identified and documented during the Detailed Design Phase so they can be
developed during Project implementation to preserve clients’ privacy and to allay clients’ concerns, specifically
in regards to health practitioner personal information.

Within the Queensland Public Sector, the formal requirements in respect of privacy are encapsulated within the
Information Privacy Standards and Guidelines, maintained by Government ICT, Department of Public Works.
Privacy considerations will be controlled in accordance with those Privacy Standards and Guidelines. The
requirements of Information Standard 42 will need to be met to ensure compliance.

9.6 Security

Generally security will be no more an issue in a Whole of Government health practitioner registration
environment than it is now, other than for on-line services. Health practitioner registration will require the same
level of security as provided for other on-line services (such as receipting for payments) and a detailed analysis
will be undertaken during the Detailed Design Phase. In addition, security issues relating to payments offered
via the Internet channel will be raised.

Whilst there will be a need for security measures to be agreed and implemented, the OHPRB and SSQ (who
are participating in Whole of Government health practitioner registrations) will also need to agree on rules for
the management of cllent details. _ )

10. ORGANISATION

10.1 Roles

The following roles have been identified as being required for implementation of the Service Vision Concept.
These include:

1. Clients;
Board members;
Customer service operators — telephone and counter (SSQ);

Eal

Counter customer service operators (i.e. from other Queensland Government Agencies (not SSQ) who
‘opt in’);

Registration specialists (OHPRB);

Finance staff (OHPRB);

Mailroom staff (OHRB and SSQ);

Information technology support staff (OHPRB);

© ®© N o O

Information officer - responsible for the link between SSQ and the OHPRB, as well as maintaining the
service information, application forms and scripts (OHPRB);

10. Marketing Specialist (OHPRB);
11. Management (OHPRB and SSQ).

(A more comprehensive assessment of the gaps in roles that exist between the current and proposed state will
be undertaken in the Detailed Design stage of this project.)
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10.2 Change Management

The successful communication and management of change across the OHPRB and SSQ is critical to the
success of this Registration Review Project Service Vision Concept. Staff at the OHPRB who currently
undertake registration services may see organisational structure changes and the loss of duties as a threat to
their on-going role. In addition, Smart Service Queensland staff will need training and support from appropriate
scripting tools to handle identified health practitioner registration matters.

A strategy for change management will be developed during Detailed Implementation Planning. Some of the
major factors that will contribute to the final solution and affect the change management strategy will include:

e Maintaining a client focus in establishing business outcomes;

e  Ensuring clarity in all communications whilst encouraging staff, client and stakeholder feedback;
e Developing a consistent approach to the change initiatives;

e |dentifying and resolving systemic issues, which may impact on the achievement of the goals;

e The feasibility and timeframes related to transitioning of roles, tasks and issues related to the
registration of health practitioner registrations;

e  Collaboration between the OHPRB and Smart Service Queensland;

e The government’s commitment to public sector employment security as outlined in the Government
Employment Security Policy;

e The transitioning of tasks relating to the health practitioner registration services, which has traditionally
been carried out at the OHPRB.

The major challenge in implementing the Service Vision Concept is ensuring a smooth transition from a wholly
managed and controlled service (by OHPRB) to a shared approach with Smart Service Queensland.

Areas of change which may require impact analysis and strategy development include:
e  Workflows; '
¢ Job responsibilities;
e  Skill and knowledge requirements;
e  Personnel motivation;
e Communication internal and external;
e  Technology Interfaces;
e  Organisational Structure;
e  Operating Procedures;
o Organisatio;\al / Unit Culture;

e Terminology Changes.

The following keys to the change approach should drive the impact assessment and the strategy development:
e The Business Process - streamline for better efficiency;
e  The People — the most critical factor to effect change;

e Positive Management — to assess and manage the impact on people, their jobs, work and quality of
work life;

¢ Information is shared with all relevant parties.
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The following factors should underpin the broad Change Strategies:
e High staff involvement in the organisational change occurring;
e Consistent and open communications;
e Streamlining of work processes to promote increased performance levels;

¢ Development and implementation of on the job training for all registration staff, focusing on all-board
generic end to end registration service processes.

11. RISK MANAGEMENT

A key focus of the OHPRB Registration Review Project in the Detailed Design Phase and Detailed
Implementation Planning will be the development of a risk management framework to govern the integrated
system in deployment. This risk management framework will integrate with the existing risk management
frameworks of the OHPRB and SSQ in order to provide a co-ordinated and effective approach to risk
management.

In developing the risk management framework, the approach will include the identification and documentation of
a number of key risk elements. These are identified risk factors, risk criteria and risk management strategies.

For this Report an initial high level risk assessment associated with this Service Vision Concept has been
included as Appendix 3.

12. CONCLUSION

This Service Vision Concept addresses the current service delivery issues identified in the Curreht State.
Baseline for this Project. It will provide clients with a more time efficient and “user friendly” service made
possible through an integrated service delivery model.

It is therefore recommended that approval be granted to proceed to the Detailed Design Phase of the BPR
Project on the basis of the Service Vision Concept.
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APPENDIX 1 — OUTCOMES OF ENVISIONING WORKSHOP

Office of
_Health Practitioner Registration Boards

"Queensland Government

Registration Review Project

Summary
Outcomes from the Envisioning Workshop
18 May, 2004

Workshop Details
e Time: 11am - 1.20pm
e Location: 19th Floor, Forestry House, 160 Mary Street, Brisbane

Workshop Participants
Representatives from the OHPRB
e Jim O’Dempsey, Executive Officer
Michael Demy-Geroe, Deputy Registrar (Medical)
Pauline Portier, A/Deputy Registrar (Non Medical Boards)
Kath Brims, Administration Officer (Registration)
Duncan Hill, Administration Officer (Registration)
Helen Davey, Administration Officer (Renewals)
John Posner, Project Manager
Debby Ramsay, Assistant Registrar and Project Team Member

Representatives from the ISD Unit
e Phil Woolley, Program Director

e Karen Dennis, Program Manager
e lan Rutledge, BPR Facilitator

Representatives from Smart Service Queensland
e John Phalen, Project Manager, Integrated Projects

Workshop Facilitator
¢ Adele Newman, BPR Facilitator

Workshop Objectives v
¢ Define a high level project vision for the delivery of future registration services.
« |dentify the features that will make this Service Vision Concept possible against each of the BPR
Themes (i.e. Client, Channels, Process, Information/IT, Organisation and Governance).
e Determine how we can reach that vision.
e Consider how this vision will support the Queensland Governments’ Whole of Government (WOG)
objective and requirements.
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Brainstorming Approach Adopted At The Workshop

o Step 1

What is your overarching vision for future registration services at the OHPRB?

o Step 2

What are the features that will make this vision possible?

o Step 3

What is your vision for how we can get there?

Step 2 and 3 were considered in line with the Business Process Review Method themes — i.e. Clients,
Channels, Processes, Organisation, Information/IT and Governance

Workshop Outcomes
Step 1:

Determine the vision for future registration services at the OHPRB

Ideas included:

¢ “Simple registration processes”

Agreed Project Vision

“Transparent process”

“Registration to protect the public”
“Professional standards / safe and competent”
“Best registration service”

“Best registration to encourage compliance”
“Integrated, end to end and seamless process”
“Excellence in registration services”

“Excellence in health practitioner registration services”

Simple, elegant, accessible, cost effective systems, procedures
and processes that enables us to serve the Queensland
community, and ensure those we register are qualified to

OHPRB

practise.

What are the features that will make this vision possible?

What is your vision for how we can get there?

Ideas included:

Clients

¢ We need quicker service to prospective registrants.

¢ Make sure information we publish (e.g. on website, guidelines etc.) is up to date and accurate

e Communication to our clients, regardless of the form needs to be understandable

e Reduce jargon

¢ Application forms need to be simple

¢ Articulate requirements clearly
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Explode our channels — i.e. not only increase the number of channels, but make better utilisation of the
channels we currently use (e.g. change of details usually received by mail. Perhaps in the future they
could also be taken over the telephone etc.)

Feedback — seeking and using information from clients to improve services (e.g. after reglstratlon send
a survey after 6 weeks (using survey technology) to gauge the experience of the registrant in their
dealings with the OHPRB

Utilise ‘push’ services through channels (e.g. email reminders) (NOTE: The cost of SMS may be
prohibitive)

e Send out email renewal reminders

e Discounts for paying early or online

e Improved responses to telephone enquiries :

e We need to get more information out to our clients rather than them always having to contact us (i.e.
make better use of our website, ‘push out’ reminders etc.

e Setting process/performance standards and measures (so Boards know what service to expect from the
OHPRB)

e Multiple channel access to the public register

Channels

e Clients should have access to a one stop shop to obtain OHPRB registration services.

o Online services (including applications for registration — e.g. for new Australian/NZ grads, renewals,
change of details, requests for Board documentation — e.g. duplicate certificates, certificates of good
standing, general information etc.)

e Consider SMS

¢ Improved access to the Public Register — by the general public and employers. Also consider
implementing multiple search functionality

e Secure authentication

e Document scanning

e Obtain electronic graduate listings from Universities

¢ IVR - to request information from the OHPRB, obtain details of Board meetings, Frequently Asked
Questions (FAQ’s). Also consider voice recognition — to conduct Public Register searches.

e Payments: Consider direct debits, direct debits with multiple payments (will need further investigation —
possible risks), Integrated Receipting System, establishment of other payment collection offices, and
IVR for renewals. '

¢ More counters — e.g. at SSQ, OBlic in addition to OHPRB

o Telephone

e Mail

¢ Improve face to face contact with prospective graduates

e Fax

Processes

* One set of registration processes for all Boards

e Must be integrated with OHPRB financial / business systems

« Ensure a true ‘end to end’ process is created

o Al staff to follow the same process/s

¢ Remove process loops currently being experienced

¢ Move towards ‘case management’

Organisation

o New registration processes --->new organisational structure, changes to staff roles and responsibilities

¢ Improvements to staff education and induction

e Change to staff values / beliefs

e Staff expected to provide an agreed standard of service to Boards

o Ensuring that other new service providers (e.g. SSQ) also perform to those standards

e Empower staff '

e Value staff — function with teamwork

e Remove the staff/management ‘fear factor’
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¢ Integration of ‘front of house’ with registration teams —i.e. one team
e Staff ‘accepting ownership’ of their roles and responsibilities.

Information
e Easier and simple websites (why are there individual websites?)
Professionally designed application forms and guidelines
Fact sheets — need to define what fact sheet needs to be developed for each Board
Improved regional presence (e.g. information sessions)
Need to cater for enquiries from persons from non English speaking backgrounds
Develop and implement ‘registration’ induction training
Develop and implement registration procedures/procedure manuals for staff
Compliance with all relevant information standards
Need consistency in all information
Produce more regular Board bulletins
Develop and public frequently asked questions (FAQ’s)

Information Technology
¢ Investigate acquiring a new registration system — perhaps QNAS. The system must meet the business
needs of the OHPRB, and have the ability to integrate with other OHPRB functions (e.g.
complaints/HAM). It must also be user friendly and have the capability to produce management
information reports. Must also interface with the Queensiand Government Sl (Service Integration
Infrastructure).
e New system also needs the ability to produce
o statistical information
o applicant details
o employer details
o mail in and mail out capability
Would like the new system to be internet based.
Client authentication
Consider document imaging (in stage 2 of implementation)
Utilise the Queensland Government’s Integrated Receipting System (IRS)
Improved Public Register
Content management system

Governance
e Amend legislation where identified through undertaking the Discovery phase (e.g. not having to return
provisional certificates, consider delegatory powers of Executive Officer etc.)
" e Changes need to be reflected across all Boards

The workshop concluded at 12.20pm.

Further enquiries regarding the Envisioning Workshop or this ‘summary paper’ can be directed to:

Adele Newman

Business Process Review Facilitator
Telephone: 32244132

Email: adele.newman@gqld.gov.au

19 May, 2004
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Service Vision Concept

- sovernment 2TMP.111

APPENDIX 4 - DRAFT SERVICE VISION SCENARIOS

The Service Vision Concept outlined in this document is the strategic blueprint for OHPRB
registration services over the next 10 years. Its operation can best be explained through the
following scenarios:

Service Vision Scenario 1
A health practitioner (e.g psychologist) will be able to apply on-line for registration via the Internet, whenever
they want (i.e. 24/7) and at a fraction of the time it used to take by having to apply through the mail.

The psychologist logs onto the Internet late at night, and from the Government Gateway searches for
“psychologist registration”. She is able to see from the search results, two returned ‘hits’ — a direct link to
‘Register Now as a Psychologist, or alternatively a link to ‘Find Out How To Register as a Psychologist. As
the psychologist is unsure what she actually needs to do to register, she decides in the first instance to click
on the link to ‘Find Out How To Register as a Psychologist'.

(Note: If the psychologist was aware of the requirements of registration, she could have clicked on the direct
link to “Register Now as a Psychologist” and immediately complete an on-line application for registration.)

On the ‘Find Out How To Register as a Psychologist’ website, the psychologist is able to view relevant
registration information — including an information sheet, application form (if she chooses to apply by
submitting her application through the mail) and on-line application form.

As she does not understand the requirements of registration, she decides in the first instance to read the
“How to Apply for Registration” Information Sheet — and can do this by either selecting to view this
information direct on her screen, or alternatively downloading and printing it out.

After reading the “Information Sheet’ (which simply sets out the requirements for registration, and the options
available for how shie can apply (i.e. by mail, on the internet or at a counter (e.g. SSQ / OHPRB)), the
psychologist decides to submit her application immediately on-line, because she is scheduled to commence
work early next month at the local hospital.

The psychologist discovers that while completing the on-line application form, she forgets to complete the
credit card payment section (which is her preferred choice from a number of payment options including cash,
cheque, mail order, credit card etc.). The psychologist finds out however she is unable to submit the form
until all mandatory fields are complete (e.g. electronic signature, payment details etc.). She goes back and
updates the required fields, which are part of the Smart Service Queensland Client Management and
Ordering system (CMOS), and enters the required credit card details. The system returns a receipt and
reference number to the psychologist. Additionally, as part of the receipting process, overnight transfers
from the WOG receipting system will update the OHPRB Sybiz financial system.

Also prior to being able to submit her application, the psychologist receives a message asking her if she
would like to print out a hard copy of the completed application form on her printer for her future reference.

She is also reminded (via instant message) that if she does not send in certified copies of 2 references within
14 days (as per the requirements set out on the downloaded “Information Sheet”), her on-line application will
not be progressed further by OHPRB staff, and will be automatically deleted from the system after this time.

It should be noted the Psychologist is not required to submit a paper copy of her academic transcript with the
other documentation she is required to submit, because the Registration System used at the OHPRB has the
ability to make a ‘call’ on the Student System used at the University she attended, that automatically returns
an electronic copy of her academic history back to the OHPRB.

Now that all of the mandatory fields on the on line application form are complete, the psychologist
electronically ‘submits’ the application. Her personal details are automatically authenticated using the Whole
of Government authentication module.
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From a Government system perspective, the psychologists’ application is.delivered to an electronic in-tray
within the OHPRB Registration System for processing the next morning. In three days, the psychologists’
paper documentation is received in the office, is scanned immediately and ‘matched’ with the electronically
received application. The application is then processed by a Registration team member, and provisional
registration is granted. An email is automatically sent to the Psychologist advising that provisional
registration has been approved, the conditions of that registration, and that her application for full General
Registration will be considered by the Board at their next meeting to be held on <date>.

At the same time, the Psychologist’s application is electronically re-directed to the list of applications
requiring consideration by the Psychology Board at their next Registration Sub Committee meeting. At the
end of the meeting, an electronic ‘Registration Report’ is produced for the Board, detailing applicant
registration recommendations.

At the Board meeting, members log onto the Registration System, and view and consider their sub-
committees’ electronically generated ‘Registration Report’. During the meeting, candidates whose
applications are considered ‘satisfactory’ by the Board are marked ‘approved’ in the System.

At the time the registration is ‘approved’, the Registration System is updated with details of the registration —
e.g. registration date, type of registration etc, as is the Public Register. Further, there are no extracts for staff
to type up and file on an applicants file, because all details pertaining to the registration decision are
recorded by Board members directly into the members record on the Registration System.

Further, as the ‘Certificate of Registration’ is a controlled document, it will be automatically generated from
the details held in the registration system, and can be sent to the Psychologist after it is printed.

Service Vision Scenario 2

A householder that has just moved from India to Shorncliffe, Queensland would like to ensure that their new
local GP, Dr Jim Smith is registered. The householder is aware that they are able to check the Public
Register for this information, however their personal computer is still being shipped out from overseas. The
householder would like to know if there is any other way of being able to find out this information, so contacts
Smart Service Queensland.

The householder without a computer, phones the SSQ Integrated Contact Centre for information on the
doctor. The Contact Centre operator logs onto the Public Register and searches the required information.
The operator is able to determine the doctor is registered, and does not have ‘conditions’ listed against their
name. This information is passed on to the householder who is very satisfied their question has been
answered, in a quick and efficient manner.

Service Vision Scenario 3 .

A podiatrist wants to change their home address details, and is aware there is a legislative requirement for
them to advise the Podiatrists Board of Queensland of this information. When the podiatrist changed their
home address 2 years ago, they had to write a letter to the Board, which took up too much time in their
already busy work day.

The podiatrist telephones Smart Service Queensland, where the Contact Centre Operator advises they are
able to take the details over the telephone, providing the podiatrist can provide satisfactory information for
them to be ‘authenticated’. This includes their date of birth, and their current address. Alternatively the
podiatrist is advised that if they would prefer to, they can update their details online themselves using the
internet website. '
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The podiatrist advises they are happy to provide the authentication information, and the details are updated
by the SSQ Contact Centre operator automatically over the telephone.

While they are on ti:e line, the podiatrist asks the Contact Centre operator some additional questions
regarding this years’ renewal process. In particular, she would like to know whether she is able to nominate
an enduring power of attorney to sign her renewal form on her behalf, as she is going to be overseas during

this years’ renewal period.

As this is a question that needs to be answered by a health practitioner registration ‘specialist’, the Contact
Centre operator refers the podiatrist to a staff member at the OHPRB who is skilled to provide ‘specialist’

information. :
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