
From: ITSM Executive Support
To: Due Diligence
Cc: Jennifer BARDSLEY;

Subject: Due Diligence for transition of System Owner Functions from IT Service Management Branch to Corporate
Case Systems Branch [SEC=OFFICIAL]

Date: Wednesday, 6 September 2023 10:19:19 AM
Attachments: Due Diligence Form - ITSM CCS System Owner transition V1.0.docx

Position-and-organisational-management - ITSM CCS System Owner transition - V1.0.XLSX
Due Diligence Handover Minute - V1.0 Signed.pdf

OFFICIAL

Good Morning Due Diligence,
 
We are currently working through the transition of System Owner Functions from IT Service
Management Branch to Corporate Case Systems Branch and have completed the Change details
and approval (step 1) of the Organisational change process
 
Please find attached the completed Due Diligence form and Organisational Position
Management forms, along with signed Handover Minute.
 
We look forward to working through this process with you.
 
Feel free to contact me if you need anything further,
 
Kind regards,
 

Business Manager, IT Service Management
IT Service Management Branch | ICT Division
Technology and Major Capability Group
Department of Home Affairs
P:
E: @homeaffairs.gov.au
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PART A – CHANGE DETAILS/APPROVAL  

STEP 1: Change Originator to complete Part A and send the form to 
@homeaffairs.gov.au 

What is the organisational change? 
A1. Type of organisational change: 

☐ Name change only—no other change  please go to Table 1 below, complete it, copy and paste 
the table into an email to @homeaffairs.gov.au. You will also need to action A7 in 
relation to the functional directory.    

☐ Structural ☒ Functional  ☐ Creation / Delimiting 

A2. Organisational unit(s) affected: 

☒ Section ☐ Branch ☐ Division ☐ Group 
 
Is the creation of an SES position number required?  

☐ Yes ☒ No 

If so, has TMAC approval been sought? 
 
☐ Yes ☐ No 

A3. Delegations impacted 

Are any instruments of delegation impacted by the proposed change?  

☐ Yes ☒ No 

If Yes, please provide details below.  

N/A 

A4. Date of effect for proposed change (should be at a minimum six weeks from the date this form 
is submitted, particularly for complex changes, if operational delegations and authorisations require 
changing, and to allow for appropriate staff consultation): 

1 October 2023 

A5. Description of the change 

Transfer of functions, accountability and people and positions where applicable from IT Service 
Management (ITSM) Branch to Corporate and Case Systems Branch (CCSB), including 
ServiceNow Platform support, Genesys (ITSM Strat Tech Enabling Org Unit: 11582011) and 
Assistive Technology (ITSM Operations Org Unit: 11582014).  
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A6. Business case / Reason for change (outline the drivers for change and benefits): 

Central to this proposal is to establish clear delineation and separation of the role of Business 
Owner (ITSM) and System Owner (CCSB) for the ServiceNow Platform (Connected Services). The 
Business Owner represents the users of the system, and works across stakeholder-groups to 
define the requirements for a system. The System Owner undertakes the technical work on the 
platform to deliver fixes, enhancements, project scope and to support operations of the system and 
its users. This is consistent with the model we have established across the organisation for other 
systems, and the separation of duties is also fundamental to traceability and auditability.  

Further, transferring Assistive Technology and Genesys systems is for a better alignment with the 
skills and focus of CCSB and to enable ITSM Branch to remain focused on maturing this capability 
and position the ITSM Branch to scale to meet requirements and demand, consistent with the CIO 
pillars Improving ICT services and customer satisfaction – and – Building the workplace of the 
future, putting the customer at the centre of our service offering. 

 
 
 
Table 1: FOR NAME CHANGES ONLY 
Details of Name Changes (complete and email to @homeaffairs.gov.au.   
(Do not fill out this table if the org change relates to a structural or functional change)   

Cost centre changes must comply with the Financial Master Data PS (FM-1760) and with the Internal Budget 
PS (FM-5124).  
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Confirm that only a name change is required 
(no other changes) ☐ Confirmed 

Current Org Unit Name and Number 

(ServiceNow Platform support & Genesys)  

ITSM STRATEGY TECH ENABLING 

ORG UNIT: 11582011 

(Assistive Technology)   

IT SERVICE MANAGEMENT OPERATIONS 

ORG UNIT: 11582014 

Current Cost Centre Name and Number  

(ServiceNow Platform support & Genesys) 

ITSM STRATEGY TECH ENABLING 

Cost Centre: 10591 

(Assistive Technology)   

IT SERVICE MANAGEMENT OPERATIONS 

Cost Centre: 13940 

New Name (Org Unit and Cost Centre) 
Org Unit: TBA 

Cost centre to be created – refer to other 
paperwork 

Is the name of the Current Org Unit listed in 
any instrument of delegation or 
authorisation? 

☒ No     

☐ Yes    please contact the Due Diligence 
Team for advice 

 

Are changes required to the Functional 
Directory as a result of the name change? ☒ Yes  ☐ No   

If yes, please provide an updated description of 
the organisational unit: To be provided 

Date of effect 1/10/2023 

 
A7. Internal Communications 

It is recommended that you prepare an Executive Hub announcement and/or Staffing Message for 
significant changes to branches, divisions and groups and SES moves.  

The template is at Appendix A, and the due diligence team will provide this to the 
@homeaffairs.gov.au and/or @homeaffairs.gov.au on your behalf, if required.  

A8. Functional Directory  
The Functional Directory includes a description of all org units, including roles and responsibilities, key 
functions and keywords. For name, structural and functional changes, you are required to update 
the Functional Directory for all affected organisational units. You can do this by following the 
instructions at ADD2022/4784105.   

However, if you would prefer the Due Diligence Team to action this on your behalf, please use 
Appendix B. 
 

Budget and Staffing 

s. 22(1)(a)(ii)s. 22(1)(a)(ii)

Document 2 004



Document 2 005



 

OFFICIAL: Sensitive 
 

Organisational Structure Change: Due Diligence Form   Page 6 of 14 

OFFICIAL: Sensitive 

 

A11. Has consultation occurred with affected workers? 
     ☐ No ☒ Yes  

NOTE: Genuine and effective consultation with employees and unions is sound management 
practice. It is expected consultation to occur with affected workers on ALL change relating to 
workplace matters that affect them before a final decision has been made. 

A12. Major changes (refer below) and as outlined in the Workplace Determination 2019 and Workplace 
Determination 2020/01 requires mandatory consultation with all potentially affected workers prior to 
the change taking effect. 

Please indicate if the organisational change will result in: 

☐ potentially excess employees and/or termination of the employment of employees 

☐ major change to the composition, operation or size of the Department’s workforce or skills required 
e.g. machinery of government changes  

☐ the elimination or diminution of job opportunities e.g. reduction in job roles, reclassification of a job 
role/s to lower classification levels 

☐ changes to ordinary hours of work 

☐ the need to retrain employees e.g. Due to redeployment, work redesign, technological changes 

☐ the need to relocate employees to another work place (i.e. this refers to a different building in a 
different physical location, rather than moving floors in an existing building) 

☐ the restructuring of jobs and associated duties/responsibilities 

☒ None of the above – requires no further action.  

NOTE: If any of the above are applicable to the requested change, please contact the 
Industrial Relations Team for further advice on consultation requirements.  

A13. Has mandatory consultation with affected workers, and where required their Health and Safety 
Representative, already commenced (allow 4-6 weeks for consultation ahead of proposed changes 
taking effect)? 

☒ Yes – July 2023                                 ☐ No - Date to commence: 
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Please provide details below of the consultation arrangements and change management plans to 
implement changes.   

The first written consultation commenced in June 2023 from Senior Director ITSM and verbal 
consultation took place in early August 2023, with the last meeting wrapping up on 9 August. 
There were 4 Consultation meetings that took place with the following areas: 
  

• ITSM Leadership Group - August 2 2023 
• ServiceNow Platform Support Team - 4 August 2023 
• Assistive Technology Support Team - 7 August 2023 
• ITSM Branch - 9 August 2023 

  
These meetings were to outline the proposed changes, timeframes and provide opportunities for 
staff to provide feedback, ask questions or raise any concerns. We also mentioned in the 
meetings that staff can reach out to the AS/Exec support team directly. No negative feedback 
was mentioned and any questions that were raised in meetings were addressed. 
  
Meeting minutes for the consultations were recorded and have been provided in the TRIM 
references below.  
  

• ADD2023/4973534 - ITSM Leadership Meeting Minutes 
• ADD2023/4973584 – Genesys and ServiceNowPlatform Support Meeting Minutes 
• ADD2023/5162176 - Assistive Technology Support Meeting Minutes 
• ADD2023/4978042 - ITSM Branch Meeting Minutes 

A14. If consultation under the Workplace Determination is required, have workers advised of an appointed 
employee representative under clause 7.4 of the Workplace Determination?  

☒ No ☐ Yes  

If Yes, please provide details below.  

 

A15. Have affected workers been advised about support available to assist them through the change 
process, including work health and safety and mental health considerations, and flexible work 
arrangements?  

☐ No ☒ Yes  

Please provide details below e.g. ergonomic assessments, employee assistance program sessions, 
specific learning and development support etc. 

AS CCSB encourages staff development oppurtunities and workplace flexibility.  

SES APPROVAL 
What level of approval is required?  

• Section level change – SES Band 1 approval  

• Branch level change – SES Band 2 approval  

• Division level change – SES Band 3 / Group Manager approval  

• Group level change – Secretary / ABF Commissioner approval 

If written approval is held, please attach a copy and/or supply the Content Manager/TRIM reference. 
Otherwise, please complete Table 2 below. 
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APPENDIX A: EXECUTIVE HUB / STAFFING ANNOUNCEMENT TEMPLATE 

 

Executive’s name here 

Deputy Secretary XXX Group 
Title  
Message  

(no word limit) 
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Minute 
 

To: Jennifer Bardsley, Assistant Secretary, Corporate & Case Systems Branch 

Cc: Radi Kovacevic, First Assistant Secretary (CIO), Information Communication Technology 
Division. 

Due Diligence [ @homeaffairs.gov.au] 

Date: 4 September 2023 

Organisational Change Due Diligence   
Handover Minute for ServiceNow System Owner 

Functions, Genesys (Org Unit 11582011) and 
Assistive Technology (Org Unit 11582014) 

Timing 

As agreed, I write to formalise the transfer of the ServiceNow System Support, Genesys and Assistive 
Technology functions and functional accountability to Corporate and Case Systems Branch, and to advise 
the following resources and funding will transfer as soon as possible. 

Purpose 

To: 

1. Provide you with a description of functions, accountabilities, key deliverables and other matters of 
significance to assist with the ongoing management of ServiceNow System Support, Genesys and 
Assistive Technology functions following their transfer to Corporate and Case Systems Branch (CCSB). 

Please refer to the Profile Summaries for ServiceNow System Owner functions at Attachment A, Genesys 
at Attachment B and Assistive Technology at Attachment C. These attachments include relevant detailed 
information for the gaining Branch CCSB, including a description of functions, priorities, key deliverables, 
accountabilities and other key information. 
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Attachment C: Profile Summary for Assistive Technology 

Name: Assistive Technology Support 

Detailed description of functions 

Assistive Technology (AT) is an umbrella term for assistive, adaptive and rehabilitative devices and 
applications. 

AT promotes greater independence and enables people to perform tasks by enhancing or changing methods 
of interacting with technology. 

The AT Support function facilitates user access for the following list of applications are available through the 
Service Request Catalogue: 

 Dragon Naturally Speaking  speech recognition software that turns talk into text and continually 
improves as you use it. 

 Jaws (Jobs Access With Speech)  Screen Reader software that allows visually impaired users to 
read the screen. They can use either text-to-speech output or a refreshable Braille display. 

 Zoomtext  enlarges and enhances content on the computer screen. 

 Open Book  a scanning and reading system that converts printed materials to speech or large print 
output on the computer for the visually impaired. 

The AT Q&A Monthly Forum is chaired by the Team Lead of the AT Support Team in collaboration with the 
Culture, Diversity and Inclusion Team. This meeting is an open forum for all AT users with the intent to 
discuss any issues with user experience, system performance and ideas for improvements. 

 

Priorities 

Remaining high spec laptops being rolled out to AT users: 

 This process will involve liaising with Unisys and Users. 

 Identifying users which require a high spec laptop. 

 Facilitate return of standard devices, in line with the Single Device Procedural Instruction. 

 

Key Deliverables/Projects 

 Commence the rollout of Dragon version 16. 

 Commence the rollout of ZoomText version 23. 

 

Policy/Program Accountability 

Specific accountabilities including business and/or technical ownership: 

 Policy/program accountability for specific activities:  
o Software licence and procurement approval and recommendation to cost centre manager   
o Management of the software implementation cycle. 
o Co-ordinate UAT: 

 Identify testing users. 
 Approval of software for rollout.  
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