
RTI /  - Release Notes  

RTI /  – Health Directions Service Now Data Fields and 

Executive Reports 

Scope of Applications 

. Ministerial/executive/ hot issues briefings and attachments, meeting minutes, reports, audits, reviews and 

correspondence, relating to the SNOW database, specifically information that is sourced from it.   

. Relates to COVID Information – not the entire SNOW database 

. Request was clarified via Manager, Privacy and Right to Information to be: What are the data fields in SNOW 

and what are the regular Ministerial/executive reports run from this system. 

. Date Range:  September  to  November  

Purpose of contextual information 

The purpose of this document is to provide further context to the information provided in the attached reporting 

template 

Data Source 

Data relevant to Item  was retrieved from the Service Now system (SNOW), which was implemented on  June 

. This system is an online support portal that allows members of the public to submit a request for exemption 

of a Queensland Public Health Direction.  

The Health Directions Activity Snapshot was first published on  Sept . The format of the report was updated 

on  September ,  September , and  September . Examples of the Reporting format is 

provided at Attachment  - . 

Contextual Information 

The Health Directions instance of SNOW, is a new instance of this particular IT product. As such, the system 

including fields and fields that can be reported on are still evolving as this information system is embedded by the 

Health Directions Exemption Service. The Health Directions Exemption Service responds rapidly to evolving Health 

Directions thus, the business parameters and requirements of the data system are being adjusted accordingly to 

accommodate a rapidly maturing operating model. 

A number of ad-hoc operational management reports are produced from SNOW for work allocation and 

management across the Service.  The scope of these reports is customisable and are for internal operational 

management purposes.  At present there is one daily report informed by SNOW data. This report, the HDES 

Activity Snapshot (Attachment  - ).  
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Health Directions Enquiry Service Activity Snapshot

Total enquiries 
open

10,624
Approved

2,368

Categories of Interest

Total enquiries 
resolved / closed

13,373
Closed no CHO Decision

10,256

Total overdue enquiries 
(current)

9262

Not approved

749

Exemption Categories

Total enquiries 
received

23,997

Viewings – Deceased Persons1

Total received Open Closed - approved Closed – not 
approved

Total enquiries

3,150
Open

1,122
Closed –
approved 

152

Self-Quarantine
Closed – not 

approved

323

Closed – no CHO 
approval required

1,549

Border Direction
Total enquiries

18,156
Open

8,320
Closed –
approved

2,093

Closed – not 
approved

367

Closed – no CHO 
approval required

7,376
Movement and Gatherings

Total enquiries

2,051
Open

1,145
Closed –
approved

106

Closed – not 
approved

26

Closed – no CHO 
approval required

774

Funerals
Total enquiries

1,608
Open

199
Closed – approved

179
Closed – not 

approved

108

Closed – no CHO 
approval required

1,122

Access – End of Life
Total enquiries

1,690
Open

316
Closed – approved

481
Closed – not 

approved

110

Closed – no CHO 
approval required

783

Health Care Support Service

Total enquiries

345
Open

183
Closed – approved

63
Closed – not 

approved

1

Closed – no CHO 
approval required

156

Proof Of Concept  - As at: 07:00 15/09/2020

1. Data difficult to extract, permission to view deceased persons is typically an outcome of a funeral exemption
request

- Activity Snapshot does not include data from HDES Generic email account (approx. 67,100 items) and only
captures SNOW data from 18 June 2020

- Activity Snapshot does not include CHO Directions that are no longer active

Calls received through the hotline (4 Sept – 14 Sept 2020) = 640
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Health Directions Enquiry Service Activity Snapshot

Total 
enquiries 

open

10,639
Approved

2,601

Categories of Interest

Total 
enquiries 
resolved / 

closed

14,475

Closed no 
CHO Approval 

Required

11,071

Total overdue 
enquiries 
(current)

9,556

Not approved

803

Exemption Categories

Total 
enquiries 
received

25,114

Total enquiries

3,300
Open

1,150
Closed – approved

182

Self-Quarantine
Closed – not 

approved

334

Closed – no CHO 
approval required

1,634

Border Direction
Total enquiries

18,955
Open

8,291
Closed – approved

2,278
Closed – not 

approved

406

Closed – no CHO 
approval required

7,980

Movement and Gatherings
Total enquiries

2,219
Open

1,181
Closed – approved

124
Closed – not 

approved

30

Closed – no CHO 
approval required

884

Funerals
Total enquiries

1,712
Open

207
Closed – approved

208
Closed – not approved

111
Closed – no CHO 
approval required

1,186

Access – End of Life
Total enquiries

1,787
Open

300
Closed – approved

529
Closed – not approved

119
Closed – no CHO 
approval required

839

Proof Of Concept - As at: 07:30 21/09/2020

- Activity Snapshot does not include data from HDES Generic email account (approx. 63,000 items) and only captures SNOW data from 18 June 2020
- Activity Snapshot does not include CHO Directions that are no longer active
2. Self-Quarantine & Health Care Support Services – discrepancy in that the detail does not equal the total – currently being investigated

Health Care Support Service

Total enquiries

697
Open

213
Closed – approved

127
Closed – not approved

12
Closed – no CHO 
approval required

345

Calls received through the hotline (4 Sept – 17 Sept 2020) = 1,013

1000

2000
1500

3000

750

Total Enquiries Open

100

200
150

300

75

Total Enquiries Overdue
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Health Directions Enquiry Service Activity Snapshot

Total enquiries open

9,995

Categories of Interest

Total enquiries 
resolved / closed

15,996

Closed no CHO 
Approval Required

12,264

Total overdue 
enquiries (current)

9,127

Approved

2,874
Not approved

858

Total enquiries 
received

25,991

Exemption Categories

Total enquiries

3,419
Open

1,120
Closed – approved

207

Self-Quarantine
Closed – not approved

344
Closed – no CHO 
approval required

1,748
Border Direction

Total enquiries

19,610
Open

7,741
Closed – approved

2,501
Closed – not approved

446
Closed – no CHO 
approval required

8,922
Movement and Gatherings

Total enquiries

2,322
Open

1,119
Closed – approved

149
Closed – not approved

35
Closed – no CHO 
approval required

1,019

Funerals
Total enquiries

1,782
Open

196
Closed – approved

237
Closed – not approved

116
Closed – no CHO approval 

required

1,233
Access – End of Life

Total enquiries

1,885
Open

289
Closed – approved

581
Closed – not approved

123
Closed – no CHO approval 

required

892

As at: 5:00pm 25/09/2020

1. Overdue enquiries have exceeded the defined Health Directions KPI:
• Urgent 24 hrs = 24 hrs across 7 calendar days of the week;
• Urgent 48 hrs = 48 hrs across 7 calendar days of the week; and
• Important & Standard = 7 working days across 5 day working week.

2. Aged enquiries are defined by tickets 30+ days since creation and include those enquiries awaiting customer input.

Health Care Support Service

Total enquiries

636
Open

122
Closed – approved

196
Closed – not approved

28
Closed – no CHO 
approval required

290

Calls received through the hotline (4 Sept – 23 Sept 2020) = 1,348

1,000

2,000

3,000

1,500

2,100 2,250

18 Sept 21 Sept 22 Sept 23 Sept 24 Sept 25 Sept

Total Enquiries Open

100

200

300

150

210 225

350

180

16 Sept 17 Sept 18 Sept 21 Sept 22 Sept 23 Sept 24 Sept 25 Sept

Total Enquiries Overdue1

Aged 30+ days2

4,460
Of which 304 are awaiting 

customer input

50

75

125

15
Enquiries Aged 30+ days

Standard

Important

Urgent 48 Hours

Urgent 24 Hours

- Activity Snapshot does not include data from HDES Generic email account (data not available for reporting today) and only captures 
SNOW data from 18 June 2020

- Activity Snapshot does not include CHO Directions that are no longer active 
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Health Directions Enquiry Service Activity Snapshot

Total enquiries 
open

9,466

Categories of Interest

Total enquiries 
resolved / closed

17,003

Closed no CHO 
Approval 
Required

13,077

Total overdue 
enquiries 
(current)

8,565

Approved

3,043
Not approved

883

Total enquiries 
received

26,469

Exemption Categories

Total enquiries

3,502
Open

1,079
Closed – approved

229

Self-Quarantine
Closed – not approved

350
Closed – no CHO 
approval required

1,844
Border Direction

Total enquiries

19,949
Open

7,316
Closed – approved

2,637
Closed – not approved

463
Closed – no CHO 
approval required

9,533
Movement and Gatherings

Total enquiries

2,378
Open

1,058
Closed – approved

160
Closed – not approved

37
Closed – no CHO 
approval required

1,123

Funerals
Total enquiries

1,834
Open

224
Closed – approved

244
Closed – not approved

117
Closed – no CHO approval 

required

1,249
Access – End of Life

Total enquiries

1,944
Open

259
Closed – approved

627
Closed – not approved

126
Closed – no CHO approval 

required

932

As at: 5:00PM 29/09/2020

1. Overdue enquiries have exceeded the defined Health Directions KPI:
• Urgent 24 hrs = 24 hrs across 7 calendar days of the week;
• Urgent 48 hrs = 48 hrs across 7 calendar days of the week; and
• Important & Standard = 7 working days across 5 day working week.

2. Aged enquiries are defined by tickets 30+ days since creation and include those enquiries awaiting customer input.

Health Care Support Service

Total enquiries

788
Open

132
Closed – approved

236
Closed – not approved

38 
Closed – no CHO 
approval required

382

Calls received through the hotline (4 Sept – 29 Sept 2020) = 1,524

2,500

2,250

2,750

2,250

1,500
1,750

22 Sept 23 Sept 24 Sept 25 Sept 28 Sept 29 Sept

Total Enquiries Open

250
225

275

225

150
175

22 Sept 23 Sept 24 Sept 25 Sept 28 Sept 29 Sept

Total Enquiries Overdue1

Aged 30+ days2 

awaiting QH 
response

4,562

75
50

25

15
Enquiries Aged 30+ days

Standard

Important

Urgent 48 Hours

Urgent 24 Hours

- Activity Snapshot does not include data from HDES Generic email account (data not available for reporting today) and only captures 
SNOW data from 18 June 2020

- Activity Snapshot does not include CHO Directions that are no longer active 

Aged 30+ days 
awaiting customer 

input 

856
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