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Telephony Strategy — Full Business Case

This document is a Full Business
Case (FBC) supporting the proposed
implementation of improved internal
telephony for the 2gether NHS
Foundation Trust. Implementation

will support t h e Trust ' s Strat
Business Development goals and
objectives by providing flexible and
capable telephony  within  the
organisation while providing ongoing

support into the future.

The main purpose of the FBC is to
build on the endorsement of the
preferred solution recommended by
the Outline Business Case (OBC) by
providing further granularity of the total
cost of investment and technical
feasibility, and ensuring it is
commensurate with the strategic

direction of the Trust as a whole.

The FBC includes details of the
financial and resource investment
required for the implementation and
demonstrates the viabilty of a

successful implementation.

On acceptance and endorsement of
the FBC, the next steps will be to
initiate more  detailed planning,
followed by an implementation
programme across the Trust. Full
Operational Capability is expected
within 12 to 14 months of FBC

endorsement.
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11

EXECUTIVE SUMMARY

Introduction

This Full Business Case (FBC) seeks approval from the gether NHS
Foundation Trust Main Board to proceed with the implementation of an

enhanced Telephony Strategy for use within the Trust.

The Outline Business Case (OBC) considered three short listed options
along with detailed costs extrapolated from responses received from
option sponsors. The three options were analysed and scored,
enabling a preferred option to be recommended, and endorsed by the
gether NHS Foundation Trust® Infrastructure Committee.

Subsequently the Trust and the endorsed preferred supplier — ATC

Solutions (ATC) — engaged in discussions from the beginning, to

ensure both parties understood one

enabled ATC to submit a formal quote, and for initial programme plans

to be developed in parallel with the FBC.

Successful endorsement of this FBC, with the completion of additional
implementation and change management planning, will provide the
Trust with an innovative, forward looking and cost effective business
tool that will significantly enhance external competitive advantage and

internal ways of working.

Strategic Case

A paper was presented to the Infrastructure Committee on 13 August
2008 recommending the termination of the current BT Featurenet
contract. The BT Featurenet contract was aimed at replacing the
Cable & Wireless (C&W) Centrex service. The paper recommended
Trust engagement with Gloucestershire Primary Care Trust (GPCT)
and Gloucestershire Hospitals NHS Foundation Trust (GHNHSFT) in

! Hereby referred to as ‘Trust’ or ‘the Trust'.
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the development of a countywide telephony service and the allocation

of capital and/or non-recurring revenue to finance IP Telephony

services. This paper was well received by the committee, however, a

strategic context was requested in order to better endorse the future of

telephony provision within the Trust.

VEGA Consulting Services Limited was approached for consulting

services in support of the following key deliverables:

High-level baseline review of the current telephony delivery

environment

High-level formalisation of future business telephony

requirements

A set of developed options for future telephony delivery in order

to support future business requirements

A developed strategy document to provide the framework within
which all future development of telephony services will be
conducted. In addition, it contains an outline of the approach to
be adopted for the migration from current to future telephony
against the deliverables above

A presentation to the Infrastructure Committee on 8 October
2008

The formalisation of a Trust Telephony Strategy document

The delivery of a Trust Resource requirements study. This was

essentially the Management Case from the OBC
The delivery of the Outline Business Case

A presentation to the Infrastructure Committee on 10 December
2008

The delivery of the Full Business Case

A presentation to the Infrastructure Committee on 11 February
2009
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During start-up it was agreed that the OGC 5-Case format would be
used as a framework. Since the completion of these tasks VEGA is
currently supporting Trust telephony activities by developing and
presenting:

e The update and delivery of this Full Business Case to the Trust
Main Board

e Assistance as required during the Trust Main Board meeting on
27 February 2009

Business Need

In light of strongly perceived issues with current Trust telephony
provision it was agreed that a number of areas fell within scope of a
proposed investment. Consequentially the following actions were
initiated by the Trust:

e A high level review of telephony provision within the Trust was
carried out in September 2008

e The endorsement of a Strategic Outline Plan (SOP)

e The endorsement of a Strategic Outline Case (SOC)

e Formalisation of a Trust Telephony Strategy

¢ The endorsement of an Outline Business Case (OBC)

e Subsequent development into this Full Business Case (FBC)
Additional Areas for Consideration

Throughout the course of this study a number of personnel were
interviewed across the Trust and beyond. Although the primary role of
this study was that of pure strategic telephony provision a number of
other closely related issues were identified that require consideration.

These areas are captured in Annex |.
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1.2

Scope
The scope of this Internet Protocol Telephony? (IPT) Implementation

Business Case is limited to identified Trust sites in Gloucestershire.

Economic Case
As part of the preparation of the Economic Case a number of activities

were carried out:

e Formal quote preparation between Trust & ATC

¢ Initial scoping of Trust Infrastructure upgrade requirement
Formal ATC Quote

As part of the endorsement of the OBC it was agreed that ATC would
provide a quote that was compliant with the endorsed User
Requirement Document (URD). Detailed Trust site requirement
information was compiled and passed to ATC and a URD compliant
guote was in return received by the Trust in late January 2009. This

guote has been refined resulting in an overall cost of £691k.
This quote includes:

e Hardware & software installation & commissioning

e ATC delivered Training

e ATC project management

e Service & Maintenance and future software assurance

In order to implement this technical solution a number of additional
requirements exist, Trust internal programme management and a Trust
wide infrastructure upgrade in order to enable infrastructure to support
IPT and thus provide the Trust with its associated benefits.

2IPTis synonymous with Voice over IP (VolP).
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1.3

Trust Programme Management

The detailed management of a programme of this strategic importance,
incorporating three closely interdependent projects, requires the
engagement and commitment of the Trust at many levels as well as a
developed and organised programme team. The resource requirement
was discussed in detail within the Management Case of the OBC. The
cost of the Trust and external resources endorsed within the OBC has
been calculated as £163k

Scoping of Trust Infrastructure Upgrade

An infrastructure upgrade is required in order to enable site Local Area

Networks (LANS) to support Internet Protocol Telephony.

Without a site by site and detailed investigation of infrastructure
requirements across the scope of this business case, which has not
been possible due to time constraints in the delivery of this FBC,
detailed costing of an infrastructure upgrade cannot be more than
estimated. However, careful consideration of the understood
requirements of the Trust has resulted in an estimated cost of this

upgrade to be in the order of £154k.

Commercial Case
The commercial case was based on the implementation of the solution
provided by ATC.

Procurement Strategy

Under the NHS Purchasing and Suppliers Agency (PASA) framework
contract the Trust is able to select a company within the authorised list
within relevant categories and initiate a scoping of work without the
need for bidding and formal competition (competition has already
occurred as part of the PASA selection process). The utilisation of
ATC for the provision of IPT for Ambrose & Midway Houses was
carried out in this fashion. Subject to the successful endorsement of

this FBC the Trust would reuse this mechanism.
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1.4

Financial Case
Financial Expenditure

The Costs of implementing the recommended IPT solution are

summarised below.

e Trust Telephony (whole) across years 1 to 5
0 £1,443.3k

e Telephony Programme across years 1to 5
o £1008k

e Telephony Programme Capital in Year 1
o £640k

e Telephony Programme Revenue in year 1
o £286.3k

The costs of impl ementing the Do Nothi

below.
e Trust Telephony across years 1 to 5 (Option 1A)
o £2,535k
e Trust Telephony across years 1 to 5 (Option 1B)
o £3,520k
BT Featurenet Contract Cancellation

BT Featurenet has been approached with a request to provide a bill for
the Trust’'s withdrawal from the

A cancellation quote was received on 6 February 2009 with a
cancellation cost of £135k; this figure has been used throughout the
rest of this FBC. Further work is required in order to establish and

ensure that this quote is as accurate as possible.

Although initially estimated at £300k it was thought that this bill may be
as much as £750k. The payment of this bill, dependent of amount,

Page 12 of 80
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15

may prove problematical for the Trust in terms of adherence to
guidelines mandated by MONITOR and therefore is of understandable

concern.

It should be noted that this bill will be forthcoming whether this FBC is
endorsed or not. The only way to avoid payment is by continuing with
the implementation of BT Featurenet across the current C&W
telephony footprint, a course of action that is not recommended owing
to the continued low level of telephony functionality that will result as
well as the loss of the significant benefits available by the

implementation of IPT.
Management Case
Much of the work required in order to gain Trust endorsement of the

Management Case was completed in some detail in the OBC and is

included in this document.

One of the tasks endorsed within the OBC was the initiation of
concurrent programme planning/management preparation. The work
started, and in several cases completed, ready for programme initiation

can be found in Annex A.
Quality Management

Quality Management and its application within the programme have

been split into the following areas:
e Programme Quality
e Network Quality of Service (QoS)
e Post Implementation Quality:

0 Hospital Shared IT Services — formal service level

agreements

o ATC —formal service level agreements
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1.6

Each of the above will have agreed owners, responsibilities and
appropriate measurement tools and reporting procedures defined fully

in the programme Quality Management Plan.
Recommendation
It is recommended that the Trust Main Board endorse:

e This FBC for telephony provision as commensurate with the

Trust Integrated Business Plan

e ATC Sol ut forma guote as an appropriate investment in

Trust telephony provision

e The appropriate Capital Investment Plan as presented by the

Trust Finance Department

e Formal programme initiation with effect from March 2009 (date
TBC)

e The cancellation of the BT Featurenet contract

Signed:

Date:

Senior Responsible Owner
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INTRODUCTION

This FBC is structured in line with the Office of Government and
Commerce (OGC) guidance and Department of Health recognised best
practice 5 Case Format as a means of ensuring that no significant

areas of interest have been overlooked.

The following summarises the five cases that will form the basis of this
FBC:

e Strategic Case. Sets out the context of the change, identifies
the problem to be solved and the strategic benefits to be
realised, details the strategic plans and makes the case for

change

e Economic Case. Details at a high level the identification and
analysis of the options avai | abl e. |l dent
preferred option by considering cost, benefits, risks and

opportunities

e Commercial Case. lIdentifies the resources required to deliver
the implementation project and the ongoing service. Details the
procurement strategy that will secure and manage those

resources

e Financial Case. Examines at a high level the affordability of the

preferred option and, if appropriate, explores options for funding

e Management Case. Details the governance arrangements that
will ensure a controlled delivery of the implementation project
and the service management arrangements that will ensure the

delivery of the benefits identified in this case

Page 15 of 80
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3.1

THE STRATEGIC CASE

This FBC is for the provision of a service, customer, and business
focused enhancement to Trust telephony. The Trust provides a service
that affects the lives of service customers at an extremely fundamental
level. In order to effectively support this service Trust telephony

provision requires enhancement.

The Strategic Context

Integrated Business Plan 2008/09

The Trust has an Integrated Business Plan® that outlines the main
plans for the Trust for the next five years and sets out a vision for the
future of the Trust. Incorporated within this vision is the intent to double
theTrust s turnover i .e. double the

will be achieved by entering and succeeding in competitive contract
tenders across England. All future Trust bid proposals need to reflect,
immediately, to a tender assessment board, the high level of
compliance generated by the Trust. Telephony provision plays an
important part in overall compliance but even more so in separating the
Trust from its competitors by providing an individually focused and
unique service. The aim of a bid proposal must be to make a tender

assessment board member unable to not select the Trust.

From a corporate perspective this FBC aims to emphasise and reflect
the competitive nature of the environment the Trust resides in. It points
to the need to provide, demonstrating in specific and measurable

terms, an externally defined level of service®.

From a clinical perspective this FBC aims to ensure that the efforts of
all staff are fully supported by an effective and proactive telephony

capability. It must ensure that the end state, that of mental health

® Gloucester Partnership NHS Trust Integrated Business Plan
* Defined by MONITOR.
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3.1.1

3.1.2

service delivery to the service customer, is enhanced and in no way

restricted by telephony delivery.

In order to support both perspectives within the Trust, in as balanced
and prioritised a way as possible, telephony provision needs to be:
supportive, responsive, inclusive, proactive, professional and

dynamic.

Organisational Overview

As outlined in the Corporate Affairs SWOT?® the Trust is not sufficiently
‘“strategic’ I n I ts appr oac hsoutced
contracts neither well defined nor managed. In addition, the Corporate
Affairs Business Plan also states that an opportunity to the Trust is a
‘“more planned strategic approach
what the well managed development of Trust telephony provision will
facilitate and support. It is the synergy between corporate business
needs and clinical service delivery and management that this

programme aims to deliver.

Since April 2002, NHS service
The Trustos Strat

provision in Gloucestershire has | the Mental Health Services
provider of choice across England

undergone a number of organisational

€

changes resulting in the current three NHS Trust footprint in the county.
It is the fragmentation and re-amalgamation of NHS service provision in
Gloucestershire that has led, in part, to the complex nature of

telephony provision faced in the Trust today.

Existing Costs

The OBC detailed the current cost of telephony across the Trust in
order to provide a basis for financial comparison as part of the down

selection of options.

° Corporate Affairs Business Plan 2008/09.
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These costs were further developed within the FBC and take into
account not only the potential for additional costs of the Trust Siemens
footprint but also the cost of the replacement of this service i.e. post
decommissioning on the completion of the GHNHSFT/GPCT IPT
Project. The assumption made was that the Trust would replace
Siemens telephony by expanding a currently utilised telephony provider
i.e. C&W or BT. The cost for the delivery of this service was assumed
to be comparable to that for the replacement of C&W with BT
Featurenet i.e. circa £1m. An alternative would be the continued use of
the Siemens system i.e. the Trust accepting full responsibility of the
Siemens contract, as sole user, and the continued management

thereafter. No estimation of this cost has been made.

It is accepted that the above assumption of a £1m cost for BT
replacement of C&W service provision and a further £1m for the
replacement of the Siemens footprint with BT is not endorsed by BT. It
should be noted that the Trust has been attempting to obtain a cost for
Featurenet implementation from BT for some time, to no avail.
However, an estimation had to be made to enable this Business case

to make cost comparison possible.

NB. If the above costs were reduced by half the 5 year
costs of the recommended solution and Option 1A are
comparable with Option 1B lying approximately £1m
above. The benefits of the recommended solution far

outweigh either of the alternatives.

Consequently the total costs of the Option 1A Do Nothing option i.e.

e X i st ihagbeaencaculated as £2.54m. Greater detail can be

found in the Economic Case, Section 4.2 or in Annex B.
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3.2

3.21

The Case for Change

Business Needs

The pace of business change within the Trust is going to accelerate in
the next 12 months. Indeed if this is not the case then the strategic aim
of Trust service provision across England is failing. In light of this the
review identified the following areas that fall within the scope of

telephony provision:
¢ A need to enhance current provision within the County

e A need to compete with other mental health services providers
in order to achieve successful contract award across England

e A need to ensure that an expanded Trust footprint becomes
more collaborative, flexible and innovative in the way it utilises

telephony

¢ A need for a proactive and aligned telephony strategy focussed
on the support of strategic business aims

e Consideration of quick wins for the provision of enhanced

telephony to sites at risk

e Consideration of mor e “bl ue

telephony/converged provision

Specific desired requirements, held in the URD, Annex C, have already
been endorsed within the OBC. Additional requirements can be added
at any stage of the Telephony Programme. However, this is not a
recommended method as scope creep can affect the quality and
efficiency of programme delivery and expectation management.
Therefore it is strongly recommended that all members of the
Infrastructure Committee reread the URD in order to ensure that they
are happy with the level of functionality that is being provided at this

time.
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A recommended method of adding additional functionality, if

requirements do indeed evolve, is via three possible routes:

e Change the Programme URD, mid implementation, and

accept the turbulence that this may cause (not recommended)

e Plan for a small telephony enhancement project to follow this

programme once complete and accepted/commissioned

e Add a small telephony enhancement project to the current
programme portfolio to be initiated at/after main delivery and
acceptance/commissioning. The advantage of this course is the
retention of the programme organisation thus making this project
more efficient in the delivery of its output

3.2.2 Change Management

One of the significant challenges faced by this programme is that of

change. If a replacement of current Trust telephony is implemented, in

terms of working practices, asjusta ‘ new phone enthet he des
benefits of IPT in enhancing the delivery of Trust services will be

significantly reduced.

The process of change, essential to ensure that benefits are realised
across the Trust, needs agreement, engagement and commitment
across all stakeholders and primarily executive sponsorship with strong

programme and project management.

The following need to be considered as part of programme planning to

ensure activity and attitudes are in place prior to programme initiation:

e A greater focus across the Trust on accountability and
responsibility for the newnserviAe L

minimum of 12 months is recommended
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An accepted process of cultural change across the Trust

towards improved ways of working

Education and training, in phases, to ensure that user benefits

are achieved and maintained

Four areas of the Trust that will be positively affected are:

People. Employees from the top down will determine success
or failure. Commitment and engagement across the Trust is

essential

Processes. In order to facilitate change relevant processes
must be understood by measuring strengths and weaknesses in
order to qualify and quantify inputs, outputs and outcomes. Only
then will new working practises be able to be designed around

the formally accepted needs of the Trust

Information. Information such as telephony configuration
management will be an important tool in ensuring service levels

remain high

Technology. Enhanced technology will support all of the above
by ensuring consistency in the application of new processes and
thus ‘nudging’ personnel onto

The successful management of this change process will not only

enhance the benefits of improved telephony provision but will also

enabl e t hcapacityrfar shangesinto the future. This ability will

support the levels of flexibility required in order to support the

Integrated Business Plan.

The above process has been encapsulated as a project in itself within

the telephony programme to help ensure that adequate effort is

directed towards change.

Page 21 of 80

t

he



Telephony Strategy — Full Business Case

3.2.3 Benefits, Risks, Dependencies and Constraints

Benefits

The potential benefits to the Trust are significant and are described in

detail in Annex D, Benefit Profiles:
Risks & Opportunities

A detailed list of both risks and opportunities can be found within Annex

E, Risks & Opportunities.
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Dependencies

There are currently four dependencies external to the Trust:

The Gloucestershire COIN is this the first reference to COIN?
The legacy County Data Network

Quality of Service (QoS) support from both County Shared IT
Services and BT (the latter via the COIN) in order to support
Video Teleconferencing (VTC)

Delivery of services by County Shared IT Services

Delivery of services by ATC Solutions

Constraints

Significant constraints to the telephony programme are:

Co-ordination between the Trust and GHNHSFT/GPCT through
County IT Shared Services

The cost, footprint and flexibility of the COIN are not as well
understood as they could be. This may impede full utilisation

during the IP Telephony implementation

Issues surrounding the County data network such as ownership,
flexibility and expandability may reduce its benefits during the IP

Telephony implementation
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4.1

THE ECONOMIC CASE

The Short Listed Options

Three short listed options were developed within the OBC and

presented to the Trust Infrastructure Committee on 10 December 2008.

The appraisal & evaluation process involved a request for specific
costings for the three options while providing Trust URD compliance
and representative site information. The resultant costs were
extrapolated to incorporate the full scope of the Trust IPT requirement

and thus approximate representative implementation costs.

A number of costs were not examined in this initial comparison:
e Trust Resource Requirements
e Business Continuity Costs (UPSs etc)

e Trust Clinical Single Point of Contact (SPOC) equipment

costs
e Training (non Trust resources)

e Future Public Switched Telephone Network (PSTN) & Mobile
Call Costs

The omission of these costs was intentional to ensure the focus of the

comparison remained on the delivery of pure IPT capability.

The preferred option, Option 4, ATC Solutions, was selected by the
comparison of each of the three options after they were scored, with
appropriate weightings, by their adherence to the following criteria:

e URD compliance

e Adherence to the Trust Telephony Strategy document
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4.2

¢ Implementation history, Case Study evaluation and evidence
of capability

e Cost
e Commercial arrangements
¢ Reliance on the Gloucestershire COIN

¢ Realism of implementation capability based on reliance on
third party involvement and perceived ability of the Trust to work
with provider

Redefinition of Options 1A & 1B

Following receipt of a quote for the cancellation of BT Featurenet
Implementation it has been decided to redefine 2 of the options

originally outlined, and deselected, within the SOC i.e.:
e Option 1A — Do Nothing (Cancel BT Featurenet)
e Option 1B — Do Nothing (Implement BT Featurenet)

The negotiations to initiate the cancellation of this contract have
recently begun with the completion of a Trust Governance Report on
the matter and discussion with BT Featurenet leading to the delivery of
a Featurenet cancellation quote of £135k. Annex B contains the

estimations used during the redefinition process

On the completion of the GHNHSFT/GPCT IPT Project the Siemens
infrastructure will no longer be required by these Trusts. Consequently
the Trust will need to either replace the Siemens infrastructure (the
recommended course of action to align with the potentially
“i mpl emented’ BT footprint) or t
aging Siemens infrastructure in those areas of the Trust currently
serviced by this system. Assuming the former course was taken then
an estimated cost of Siemens replacement is in the order of £1m in

approximately 2 to 3 years time.
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4.3

Summary

If either Option 1A or 1B were selected then the estimated cost of each,

across 5 years, will be:

e Option 1A — £2.54m

e Option 1B — £3.52m

Annex B contains details of how these figures were calculated.

Formal ATC Quote

During a Trust/ATC Meeting in December 2008 it was agreed that ATC

would liaise with Trust personnel in the production and delivery of a

more accurate quote for the provision of IPT telephony to the Trust.

This quote was received on 28 January 2009.

A tabulated summary of this quote, with appropriate breakdowns to aid

consideration, is in Table 4.1.

Cost Area £k

Year1l | Year2 | Year3 | Year4 | Year 5 Total
MI:IE,eS!N?iIS?atIII:z?n, Commissioning) 486 0 0 0 0 486
Staff Training 28 0 0 0 0 28
ATC Project Management 29 0 0 0 0 29
Service & Maintenance 66.3 0 0 26 26 118.3
Mitel Software Assurance 0 0 0 15 15 30
Total 609.3 0 0 41 41 691.3

Table 4.1 17 ATC Formal Quote Breakdown.

Although the quote for Service & Maintenance for the Trust is £26k per

annum ATC have stated that payment of the first three years service &

maintenance in year 1 would gain a 15% reduction in cost:

e Three years @ £26k = £78k
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4.4

e Single year 1 payment with 15% reduction = £66.3
e Saving = £11.7k

Al l sites have been quoted at a
which has been set at ‘Platinum’ owing to its disaster/emergency

response role.

Mitel Software Assurance, required in order to ensure Mitel support for
the software utilised in this solution, is provided by ATC in years 1 to 3.
From year 4 the Trust will be required to pay for this requirement at an
estimated rate of £15k per year.

Scoping of Trust Infrastructure Upgrade

The requirement for upgrade of the Trust LAN infrastructure can be
split into the following three areas:

e Site Router Upgrade
e Site LAN Upgrade

e Site Business Continuity / Resilience

Page 27 of 80

Si

| ver



Telephony Strategy — Full Business Case

4.4.1 Site Router Upgrade

Each site LAN is connected to the Wide Area Network (WAN) (the

County Data Network and eventually the COIN), in the first instance via

a router®. This router, in order to provide the level of service required

for IPT, needs to be compliant in a number of ways i.e. Quality of

Service (QoS) and Power over Ethernet (PoE).

e QoS - Indicates a defined level of performance across a data
network. An example is ensuring that voice and video does not
arrive with annoying blips, gaps or pauses. The Trust must
negotiate an agreed minimum bandwidth and maximum delay
that will be provided by the service provider (in this case Shared

IT Services) as part of the SLA.

The router must be QoS compliant in order to allow network

wide QoS levels to be maintained and IPT to be implemented.

e PoOE - Is a technique for delivering power to enabled devices
by utilising unused wires within Ethernet/Cat5 cabling.
Consequently devices do not require additional cabling to
provide power as both data and power is provided over the
same cable. In terms of the telephony programme this means
that user terminals (IPT phones) will not require additional power
sockets as they will be powered via the same data socket
utilised by networked PCs. NB. The Mitel phone can use the
same socket as the PC as it is usually connected in serial with
the PC/socket.

The router mu st be POE compliant

Ethernet cable at the router. If POE is not implemented then

® An

I' T device t hat connects t wo net wor ks

appropriately
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separate power supply units must be procured and connected to

each IPT phone (plus additional power supplies/extensions).

If a router is compliant apart from PoE an additional item of
hardware can be procured for circa £500 thus avoiding the

expense of a new router, circa £3k.

Of the 38 sites currently in scope 3 have been confirmed as having
appropriate routers (Rikenel, Ambrose and Midway Houses) as a result
of a previous IPT project. The remaining 35 sites are currently having

their router specifications checked in order to ascertain upgrade needs.

As Gloucestershire NHS is a certified Cisco user the obvious choice of
router for the Trust, to maintain commonality of fleet, are those
provided by Cisco. The two models recommended, 24 or 48 port, and

endorsed by IT Services are:
e Cisco Catalyst 3750-24PS SMI - £2,141
e Cisco Catalyst 3750-48PS SMI - £3,793
e Cisco Catalyst 3560-24PS SMI - £1,694
e Cisco Catalyst 3560-48PS SMI - £2,865
For the purposes of this upgrade estimation it has been assumed that:
e 80% of sites will require a new router
e Router price = £2,624 (average of above router options)

Consequentially the cost of the Trust router upgrade will be in the order
of £74k.
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4.4.2 Site LAN Upgrade

The number of desktop PCs, within the IPT implementation scope, has
been calculated by IM&T as 897x. Consequentially it can be safely
assumed that there are at least this many data sockets within the Trust
as each PC must connect to such a socket in order to be connected to
the Trust Intranet. Assuming that each PC is likely to have a phone
next to it 897x of the 1400x or so phones required by the Trust will
have access to a socket, with another 200x also accounted for by
additional spare sockets across the Trust. Therefore it is assumed that
at least 300x additional data sockets are required in order to ensure

that all IPT phones have an appropriate connectivity to the LAN/WAN.

It is important that the Trust consider the potential risk that the use of a
single data port for both data & voice. This connectivity method may, in
the event of a site router or entire WAN failure, result in the loss of both
data and telephony at the same time. Clearly the Trust will ensure that
alternative connectivity for both voice and data are retained, maintained
and above all tested at sites with critical resilience needs i.e. Wotton
Lawn. This should be discussed in detail with Trust business
continuity/resilience personnel and programme management at the

initiation of this programme.

An endorsed estimation for LAN upgrade c o st ‘“per 8ocket’
consequently the cost of the Trust LAN upgrade will be in the order of

£30k. In addition, the potential cost of IP Telephony related Business

Continuity requirements, in the form of traditional telephony
connectivity, UPSs etc, have been estimated as circa £50Kk.

4.4.3 Site Business Continuity / Resilience

Before individual sites visits are initiated and detailed site requirements
are collated accurate estimation of this requirement is problematical.

Essentially al/l I ssues avefdeajp with withih t el epho
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the technical soluton pr ovi ded by ATC. | ssues of
power, WAN connectivity, utilities etc lie outside of the scope of this
business case. For this reason no estimation of business continuity
and resilience costs have been applied at this stage and estimation

would only add error/inaccuracy to the final estimated cost.

However, it is vital that the capability of telephony is able to flexibly and
effectively respond to the needs of Trust business continuity &

resilience.

4,44 Summary

From the above the total cost of the Trust Infrastructure Upgrade is
estimated to be in the order of £154k.

4.5 Scoping Options

Site List

A small number of sites have been added and removed from the scope
of this programme. An updated list of those sites currently within scope

can be found in Annex F.
Video Teleconferencing

In addition it is recommended that consideration is made of a small
addition to the scope of this programme in the form of VTC. 1t is
understood that this may well be an expectation that has been placed
on this programme by senior members of the Trust Board. The main
target for initial implementation of this capability is the enablement of
Trust employees in the Forest of Dean to conduct weekly case
conferences across such a link in place of the current resource

wasteful commute to this meeting.

The omission of this capability from the programme affects neither

however, not implementing IP telephony reduces the options for VTC.
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4.5.1 Estimating Benefits

Methodology

The benefits associated with each option would normally be identified
during a workshop that includes both stakeholders and customers of
telephony enhancement. However owing to the short timetable for
OBC and FBC delivery and busy Trust personnel diaries it has not
been possible to hold any workshops. Consequently Annex D has
been populated using information gathered separately across the Trust
and endorsed prior to OBC release.
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5.1

THE COMMERCIAL CASE

The recommended route for the utilisation of ATC Solutions as the
provider of choice is via the NHS PASA framework contract. One of
the roles of PASA is to select and contract a pricing structure, within
numerous requirements categories, in order to make the selection of
suitable suppliers easier across the NHS and remove the requirement

for time consuming and expensive tendering and selection processes.

PASA Utilisation

The Trust is within its rights to select and do business with ATC
Solutions direct under the auspices of the PASA Framework contract.

In order to do this the following actions need to take place:

e The Trust provide ATC with the specific requirements in

order to allow ATC to make a formal quotation — done

e ATC reply with a detailed quotation for the supply of services

as defined in the above requirements — done

e The Trust must then perform an appropriately governed
selection and decision making process in order to come to a
decision between selection, rejection or modification to the
quotation provided by ATC — OBC & FBC endorsement

e Write a formal letter of acceptance, quoting the contract
number CM/ITB/03/1844, to ATC for the initiation of service
delivery

Additional governance is provided within the PASA framework by the
continuous monitoring of monthly contractual activities by PASA
suppliers. If they feel that inappropriate pricing has been given then

remedial action is implemented.
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5.2

Potential for Risk Transfer

The risk transfer recommendations will be incorporated into the
Programme Plan. All members of the Programme Board will be invited
to review and endorse these areas of risk ownership for the life of the

programme.

The aim wil/ be to reduce the Tr
organisations that are appropriate to own and manage elements of

programme risk themselves.
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6.1

6.2

6.3

6.4

THE FINANCIAL CASE

| mpact o nCa3hflawsahddPs.L

The impact on the cash flow is manageable as a capital budget for
IM&T of £1,000k has been set for 09/10.

The impact on P&L varies from -22% in 09/10 to between -5% and -8%
in the subsequent four years. The significant variation, including FY
09/ 10, results in the Tr Additionally, the
Trust will need to find additional saving plans to minimise the impact on
the bottom line P&L.

Borrowing

The Trust is not planning to borrow any money to fund the

implementation of the system.

Impact on Financial Risk Assessments

The capital and revenue expenditure has been modelled using the
plans submitted to MONITOR for the 08/09 plan which also detailed a
financial plan for 09/10 and 10/11.

Funding Arrangements

A Business Case was approved in July 2006 at a recurring cost of
£450,000 per annum to fund the BT Featurenet Contract, however this

budget has not been allocated to the Property Management

s k

Departmentand itisnotincluded wi t hin the Trust’

Plan for 2008/9 to 2012/13.

No allocation has been made in t
2012/13 to support a telephony solution, this includes the do nothing
option of implementing the BT Featurenet Contract, which was

assumed to have no capital impact.
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6.5 Estimation of Total Implementation Cost

A figure of £691.3k over five years was provided by ATC as part of the

FBC as detailed in section 4.3 above. In addition, the Economic Case

has estimated the cost of Trust programme management and site

infrastructure upgrade. This information has been amalgamated into

Table 6.1 below.

Cost Area Capital/ £k
R Year 1’ | Year 2 Year 3 Year 4 Year 5 Total

il eplgem Capital | 486 0 0 0 0 486
H/W, SI\W, installation, commissioning
Staff Training Revenue 28 0 0 28
ATC Project Management Revenue 29 0 0 29
Service & Maintenance Revenue 66.3 0 0 26 26 118.3
Mitel Software Assurance Revenue 0 0 0 15 15 30
Trust Resources Revenue 163 0 0 0 0 163
Trust Infrastructure .
Upgrade Capital 154 0 0 0 0 154
Call Charges Revenue 60 60 60 60 60 300
BT Cancellation Charge NYK 135 0 0 0 0 135
Total 1,121.3 60 60 101 101 1,443.3

Table 6.1 7 Implementation Cost Estimate i Trust Telephony.

Table Notes:

e These figures are priced at FY09/10 levels and do not take

into account inflation

e |t is assumed that the 15% service and maintenance saving

option will be taken

e Trust Resources — The use of external consultancy services

e Call charges are estimated intentionally high. It is expected,

once all benefits are realised, that call charges will lower

" Itis assumed that the implementation period will be 12 months from programme initiation.
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e Savings to be made elsewhere in the Trust have not been
factored into this estimate i.e. time wasted in commuting to
meetings, fuel expenses, improvements to services and

organisational efficiency

e All costs are less VAT. It is assumed throughout this

document that this implementation will be 0% VAT rated®

e No addition has been made for a future increase in Trust

resources in order to manage IP Telephony post implementation

Table 6.1 does not include the total cost of telephony provision during a
short period of crossover when both systems will be in operation in
order to ensure business continuity. In order to aide clarity non-
programme costs have been removed from Table 6.2 thus showing the

pure cost of the programme.

8 Camtcted out Services' (COS) 100% VAT reclaim is as

I' T service. This wild!l be confirmed by the Trust’'s VA’
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Cost Area Capital/ £k

Revenue Year 1° | Year 2 Year 3 Year 4 Year 5 Total
I-|\|/|/\;\;[e5|/\/\sl?nlsl:z;:::lgn commissioning Capital e e v e c g
Staff Training Revenue 28 0 0 28
ATC Project Management Revenue 29 0 0 29
Service & Maintenance Revenue 66.3 0 0 26 26 118.3
Mitel Software Assurance | Revenue 0 0 0 15 15 30
Trust Resources Revenue 163 0 0 0 0 163
L;“gsrtaggas”ucwre Capital | 154 0 0 0 0 154
Total 926.3 0 0 41 41 1,008.3

Table 6.27 Implementation Cost Estimate | Programme Only.

Capital/Revenue Split

Year 1 Capital — £640k

Year 1 Revenue — £286.3k

Whole Programme Revenue - £368k

° Itis assumed that the implementation period will be 12 months from programme initiation.
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7. THE MANAGEMENT CASE

Its purpose is to set out in detail the actions that will be required to
ensure the successful delivery of the programme in accordance with

best practice.

7.1 Programme Management Arrangements

Significant work has been completed concurrently to this document in
order to ensure that programme management documentation is in
place prior to programme initiation. Further details can be found in

Annex A.

7.1.1 d&rogrammebApproach

The enhancement of Trust telephonyi s an i ntegr al part of
Integrated Business plan as it will provide a robust, effective and

flexible tool with which to support the

Progr amme Management i s defined wi t hi

Successful Programmes (MSP) methodology as:

The co-ordinated organisation, direction and implementation of a
portfolio of projects and activities that together achieve outcomes and

realise benefits that are of strategic importance

Enhanced telephony provision is not merely a series of installation

exercises. As has been described inthe SOC,the Trust’'s capaci:t

change and management of that change is also central to success.

A Trust failure to appreciate the full scope of work involved in providing
and supporting business change (in terms of training, education, PR,
efficient and effective service management, new ways of working,
personnel issues, infrastructure modification, organisational doctrine)
while focusing purely on a tangible product will lead to poor benefit
realisation. Treating the programme as such, right from the start, will

help ensure all aspects of delivery are incorporated appropriately.
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7.1.2 Project Portfolio

The recommended Project Portfolio, designed to deliver the outcomes
and benefits of the programme, is as below:

e Pre-Implementation Project — Designed to ensure that
Trust LANs receive the appropriate infrastructure upgrade to
enable IPT implementation and confirmation of the ability of the
County WAN/COIN so support Trust IPT

¢ Implementation Project — The installation, configuration and

commissioning of IPT across those selected Trust sites

e Change Project — The management of the change process
required to enable benefit realisation and maximisation for the

Trusti.e.:

(@)

Trust Telephony Doctrine

o Trust process and working practices revision,

endorsement and promulgation
o Training & Education Plan
o Change Management
0 Benefits realisation
e Phase 2 Project (optional)

0 As discussed in section 3.2.1 this project can be
usedtoi ncorporate requirements t|
into the programme and were not implemented
earlier in the programme. This will ensure that Key
User Requirements (KURs) within the above pre-
implementation and implementation projects are

not delayed
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In addition, some of the programme level activities that will manage the

portfolio of projects and ensure programme delivery are:

¢ Project Monitoring (to agreed time, cost, quality)

e Risk Management & Issue Resolution

e Stakeholder & Communications Management

e Programme/Project Assurance

Appropriate reporting to the Programme Board

7.2 Programme Roles and Responsibilities

Table 7.1 below has been developed form the OBC and included within

programme management documentation. It is repeated here with

recommended appointments for endorsement by the Infrastructure

Committee.

Role

Responsibility

Senior Responsible
Owner (SRO)

Ultimately accountable for the success of the programme.
Responsible for enabling the organisation to exploit the new
environment resulting from the programme. Represent and
promote the programme at Trust executive level with
assistance from the Programme Manager as necessary

Appointee

David McGrath

Programme Manager

Responsible for the successful delivery of the new capability.
Focal point for regular management of the programme as a
whole. Ultimately accountable for the success of each project

Represent and promote the programme and its constituent
projects at Trust Infrastructure Committee with assistance
from Project Managers as necessary. Responsible to the
SRO

Appointee

Adrian Eggleton

Senior User Group

Accountable for those products provided by the user i.e. the
clear and complete definition of requirements. Ownership of
the User Requirements Document. Close co-ordination in
ensuring that what is provided is fit for purpose via
development of acceptance criteria

Appointees

Simon Thompson &
Kay Harrison

Senior Supplier Group

Needs to achieve the results required by the Senior User.
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Role

Responsibility

Ensure that Trust technical requirements are appropriately
defined for the contracted provider/supplier

Appointee

Trust IM&T — Rob Blagdon
County Shared IT Services — Pat Mooney
ATC Solutions - TBC

Project Manager

Single focus for the day-to-day management of the project(s).
Must be supported, trusted and empowered by the
programme organisation structure and given authority to run
the project, within pre-agreed tollerances.

Represent and promote project(s) across the Trust and

externally as appropriate/endorsed by the Programme
Manager

Appointee

Consultancy Services

Business Change
Manager (BCM)

Primarily benefits focused i.e. benefits definition and
realisation plan, assessing progress towards realisation and
achieving measured improvements

Focal point for business change activities such as doctrine &
process development and liaison with Training & Education
provision

Appointee

Consultancy Services

Team Manager

Ensuring that the products, as defined by the Project
Manager, are delivered to time, quality and cost

Team Managers should be provided from within Trust
resources

Appointee

TBC across the Programme

Programme Assurance

Responsible directly to the SRO for the assessment of
specific aspects to generate confidence that the programme
is being managed effectively and is on track to realise
expected benefits and desired outcomes

Appointee

Sandra Betney

Table 7.117 Programme Roles & Responsibilities.

The OBC noted that the roles of both Project Manager and Business

Change Manager (BCM) could not be provided from within current

Trust resources and that no one should be allocated to either of these

roles in addition to their normal, or even reduced, daily responsibilities.

Consequently these roles were endorsed as being provided via

external consultancy services. Team Managers would be selected

from in-house/external sources dependent on the breakdown of work at

the programme & project planning stage.
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Table 7.1 in diagrammatical form can be seen below in Figure 7.1.

Responsible (
ir Corporate Affairs

ior Supplier Gro ogramme Manag
of IM&T / A 0 Property Manag

Figure 7.1 17 Programme Organisation Structure.

7.3 Quality Management

7.3.1 Programme Quality

Programme assurance will be instigated at regular intervals during the

programme. Suggested timings are:
e Post programme initiation prior to project initiation
e At capability step changes (tranche delivery)
e As part of project closure

e As dictated by Trust governance/assurance strategy

7.3.2 Network QoS

Advice has been sought from Shared IT services as to the current
levels of Quality currently expected and provided across the County
Data Network and with future COIN connectivity. These levels will be

incorporated into programme planning.
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7.3.3 Post Implementation Quality

Support post implementation will be provided by both Shared IT
services and ATC Solutions, the former for WAN connectivity and the

latter for installed Mitel equipment/capability.

A formalised level of service delivery and service representative will be
provided by ATC Solutions at pre-arranged levels dependent on the
level of equipment support required per site in terms of criticality of

resilience required by the Trust.

Signed:

Date:

Senior Responsible Owner
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GLOSSARY

The following Glossary includes more than just the abbreviations
included within this FBC but attempts to include all abbreviations used
throughout the lifecycle and development of the FBC from SOP, SOC

and OBC.

BaU Business as Usual

BTSP BT Service Provider (for BTN3 service)
Centrex Centralised Exchange

COIN Community of Interest

DNA Did Not Attend

FBC Full Business Case

GHNHSFT Gloucester Hospitals NHS Foundation Trust
GPCT Gloucestershire Primary Care Trust

HVS Hosted Voice Service

ICT Information & Computer Technology

IP Internet Protocol

IPT IP Telephony

ITT Invitation to Tender

KUR Key User Requirement

LAN Local Area Network

LGS Local Gateway Service

LIM Line Interface Module

MUR Mandatory User Requirement

N3 New National Network

NPfIT National Programme for Information Technology
OBC Outline Business Case

OBS Output Based Specification

oCs Office Communications Server (Microsoft product)
OGC Office of Government Commerce

PASA Purchasing and Suppliers Agency (NHS)
PER Programme Evaluation Reviews

PKM Programmable Key Module
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POC Point of Contact

PoE Power over Ethernet

PPE Post Programme Evaluation
PSTN Public Switched Telephone Network
QoS Quality of Service

Rol Return on Investment

SD Service Delivery

SIP Session Initiation Protocol
SLA Service Level Agreement

SM Service Management

SOC Strategic Outline Case

SOP Strategic Outline Plan

SPOC Single Point of Contact

SuUlI Serious Untoward Incident
URD User Requirement Document
ViM Value for Money

VolP Voice over Internet Protocol
VPN Virtual Private Network

WAN Wide Area Network

YA Your Assistant (Mitel Product)
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Annex A Initial Programme Planning

The following areas have been started concurrently to the development
of the FBC in preparation for programme initiation. The intent was to
ensure that the Trust can be as prepared as possible prior to FBC

endorsement thus reducing resource usage.
e Programme Vision Statement
e Programme Blueprint
e Programme Organisation
o Planning & Control
0 Resource Management Plan
e Benefits:
o0 Management & Realisation Plan
0 Benefit Profiles
¢ Risks & Opportunities:
o Management Plan
0 Register
e Communications Plan
e Stakeholder Management Pan
e Project Portfolio & initial scheduling
¢ Quality Management Plan

o Configuration Management Plan
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Annex B

Option 1A 7 Do Nothing (Cancel BT Featurenet) - Initial

Options 1A/B Redefinition

Year 1 Year 2 Year 3 Year 4 Year 5 Total

(Ek) (Ek) (Ek) (Ek) (Ek) (Ek)

Call Charges 136 136 136 136 136 680
Line Charges 144 144 144 144 144 720
BT Cancellation 135 0 0 0 0 135
Total 415 280 280 280 280 1,535

Table C.17 Redefined Costs (Option 1A) i Five Year.

Consequently the redefined cost of implementing Option 1A is £1.54m

across years 1 to 5. The current five year cost of pure telephony

remains, as per the OBC, at £1.4m i.e. Table C-1 less BT Featurenet

cancellation cost.

Option 1B i Do nothing (Implement BT Featurenet Contract) - Initial

An updated version of the existing revenue costs, if Option 1B were to

be selected, is as follows:

Year 1 Year 2 Year 3 Year 4 Year 5 Total

(EK) (Ek) (Ek) (EK) (Ek) (EK)

Call Charges 136 136 136 136 136 680
Line Charges 144 144 144 144 144 720
Capital Costs 120 0 0 0 0 120
BT Implementation 1,000 0 0 0 0 1000
Total 1,400 280 280 280 280 2,520

Table C.27 Redefined Costs (Option 1B) i Five Year.

Consequently the redefined cost of implementing Option 1B is

estimated at £2.52m across years 1 to 5.

Siemens Footprint Replacement

A fundamental aspect of future, outdated, central exchange telephony

in the Trust (Featurenet is the BT version) that is not shown by the
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above is the remaining issue of Siemens telephony provision across

much of the East of the County.

On the completion of the GHNHSFT/GPCT IPT Project the Siemens
infrastructure will no longer be required by these Trusts. Consequently
’gether Foundation Trust will need to either replace the Siemens
infrastructure (the probable course of action to align with the
BT

aging Siemens infrastructure. Assuming the former course was taken

“i1 mpl emented’ footprint) or t

then tables C.1 and C.2 can be modified as below:

ake

Year 1 Year 2 Year 3 Year 4 Year 5 Total

(EK) (EK) (EK) (EK) (EK) (Ek)

Call Charges 136 136 136 136 136 680
Line Charges 144 144 144 144 144 720
BT Cancellation 135 0 0 0 0 135
Si emens ORep 0 0 1,000 0 0 1,000
Total 415 280 1,280 280 280 2,535

Table C.37 Redefined Costs (Option 1A) + Siemens Replacement i Five Year.

Year 1 Year 2 Year 3 Year 4 Year 5 Total

(Ek) (EK) (EK) (EK) (EK) (Ek)

Call Charges 136 136 136 136 136 680
Line Charges 144 144 144 144 144 720
Capital Costs 120 0 120
BT Implementation 1,000 0 1000
Si emens ORep 0 1,000 1,000
Total 1,400 280 1,280 280 280 3,520

Table C.41 Redefined Costs (Option 1B) + Siemens Replacement 1 Five Year.
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Annex C

Key User Requirements (KURS)

KUR # Position

Requirement

User Requirements Document

Measure of Effectiveness

Threshold

Objective

Justification

Validation

Priority

Status

(M/K/1/2/

K1 The user is to be able to Crash connectivity from Crash connectivity The National Patient Safety 100% compliance
connect to an appropriate 100% of Trust user from any Trust user 'Agency 'mandates' that across the entire
CRASH service by dialing terminals terminal patient safety be enhanced Trust footprint
'2222' on any Trust user by the use of a standardised M Candidate
terminal 24/7 crash call number across the
NHS.
K2 The system is to be Connectivity across All calls connected To ensure that a new system All calls to current
compatible with all standard current requirements, appropriately can connect/communicate and future
traditional and IP telephony ' Nationwide. with any and all other destinations(within K Candidate
users across the NHS and telephony systems currently reason) are
UK available successful
K3 The user is to be able to Appropriate cost All telephony costs | To ensure/enable the Trust to
attribute all system/call expenditure, forecasting fall as they lay. manage telephony costs in a
costs by: and analysis across the more direct and
- Site Trust K Candidate
- Budget Code
- Extension Number (call
history if requested)
K4 The system is to be A reduction in estate Reduction in the As part of the convergance Estate savings made
compatible with the enabled by homeworking | estate footprint and |plan as well as to support the as a result of the
utilisation of a VPN based its associated costs |savings to be made with the introduction of
homeworking solution combination of homeworking homeworking K Candidate
and compensatory estate
reduction
K5 The system is to be able to A mirror level of service Service delivery is A minimum cost overhead Nil cost overhead or
expand across England with across the entire National transparent to must be maintained for this a proven IA to show
all service management (English) Trust footprint location in England |eventuality that cost add .
oo L L N ] K Candidate
maintained within original, benefits or is
'‘Gloucestershire’, SLA unavoidable
K6 The system is to be able to | Delivery of a patient Appropriate clinical A long established Trust Enhanced delivery of
support the provision of a focused single point of delivery to patients  delivery requirement clinical services
Trust/out-sourced clinical contact in order to provide .
s - R K Candidate
call centre clinical assistance with a
single advertised number
K7 The system will be able to Delivery of a system user Appropriate service Trust delivery requirement Enhanced delivery of
support/provide a single focused single point of delivery to system service
point of contact 'Service contact in order to provide users delivery/managemen .
g L . R . K Candidate
desk clinical assistance with a t services
single advertised number
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User Requirements

UR # Position

Requirement

System User
Eunctionality

Measure of Effectiveness
Threshold

Objective

Justification Owner

Validation

Priority
(2R

Status

Remarks

11
1 111
2 1.1.1.2
3 112
12
4 121

Configuration
Management

The system should have &
support a detailed
configuration management
system provided and
maintained by the service
provider

The configuration requests
that should be supported
are:

1. High level topology
across the Trust

2. Detailed topology by site
3. Detailed NER
configuration by site

4. Individual user terminal
configuration

5.

Every system item (less
cabling ???) must be
identifyable by a unique
idenfication number cross-
referenced within
configuration management

Service Desk
Functionality

The system user must be
able to request the
following from the Service
Desk:

1. Configuration requests
as in position 1.1.1.2

2. Add a new handset

3. Add capability to a
number i.e. extension
mobility, voice mail

Ability to request a specific Clear and concise

configuration question to
be answered within 5
working days

Ability to request a specific 95% compliance
configuration question to | with appropriate
be answered within 5
working days

Ability to identify any
system device/component
by it's ID number

Ability to request a specific 95% compliance
configuration question to

be answered within 5

working days

reasoning for failure

100% compliance

In order to appropriately

configuration picture 'manage the telephony system
that provide level of
information required

the Trust must be able to
'see' exactly what the current
configuration of the system is
at any given time

To enhance Trust picture of
that which is delivered

Configuration Management
will be significantly aided by
this UR. Moves & changes
can be traked and controlled
with unauthroised moves
being easily corrected

To enhance Trust picture of
that which is delivered
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Delivery of
configuration
requests in a timely
and accurate
manner.
Maintenancxe of
system configuration
with minimum
reource expenditure

Delivery of
configuration
requests in a timely
and accurate
manner.
Maintenancxe of
system configuration
with minimum
reource expenditure

Maintenancxe of
system configuration
with minimum
reource expenditure

Delivery of
configuration
requests in a timely
and accurate
manner

Candidate

Candidate

Candidate

Candidate

The ability to interrogate
the configuratin of the
system will perform an
important management
role for the Trust and
ensure that telephony
information remains
clear

Configuration states as
required by Trust pers

Configuration states as
required by Trust pers

Configuration states as
required by Trust pers




Telephony Strategy — Full Business Case

22

1.3

131

132

212

System upkeep &

maintenance

The service provider should Delivery of a service
provide a detailed model for the whole
description of forecast system by site type
maintenance and system

replacement with

appropriate associated

costs

The system should be fully ' Full system

documented as part of the ' documentation, available

Configuration Management either in hard or soft copy

regime. This should be with appropriate

maintained by the provider configuration
management document
version numbering

|System Functionality

System Modification

(Local)

System Users must be able System User request

to expand and contract the  delivery within a minimum

user terminal footprint
within a pre-agreed
timescale of the
requirement

of 5 working days of event
requirement

Service provider delivery
of modified service within
5 working days of event
requirement

System Users must be able System User request

to expand and contract
delivery of telephony to
Trust sites as a whole in
terms of infrastructure
provision

delivery within a minimum
of 40 working days of
event requirement
Service provider delivery
of modified service within
40 working days of event
requirement

Delivery of forecast
as part of
implementation
programme

100% compliance

95% compliance

95% compliance

To provide capital/revenue
cost governance for Trust Fin

To enhance Trust picture of
that which is delivered

To enable Trust telephony to
react to requirements within
an acceptable timescale

To enable Trust telephony to
react to requirements within
an acceptable timescale
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The maintenance of
an accurate and up

to date forecast for

the Trust footprint

The maintenance of
a configured and
accurate expression
of what has been
delivered/maintained

Telephony
enhancing Trust
service delivery

Telephony
enhancing Trust
service delivery

To support financial
planning
This information should
include an estimate of
Candidate  deliverable Tine To
Repair and achievable
maijntenance coverage
e.g. 2417, 365

Candidate

To support corporate &
clinical provision

Candidate

To support corporate &

clinical provision

Candidate
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10

11

12

2.2

221

2.3
231

232

3.1.2

System Expansion
(National)

In the event of additional
contract award the service
provider must be able to
deliver a service comprable
to that provided in the
current Trust footprint
within an acceptable
timescale

Trust Numbering

The Trust system is to be
compatible with the
Gloucetsershire wide IP
telephony numbering
system

The Trust system should
allow, to a degree, internal
choice of extension
numbers

Service User
Functionality

Service Desk
Functionality

The system user must be
able to request the
following from the Service
Desk:

1. Report a fault

2. Move a number

The Service Desk is to
provide pre-agreed
standards of service and
issue ownership

System User request
delivery within a minimum
of 60 working days of
event requirement
Service provider delivery
of modified service within
60 working days of event
requirement

95% compliance

Trust, GHNHSFT & GPCT 100% compliance
can make on-net calls with

nil additional numbering

requirement outside of the

standard 4-digit site, 4

digit extension system

Logical numbering within | 95% compliance
Trust site/organisation

1. First call Service Desk 99% compliance
ownership of all issues

2. Maximisation of fault

closure during first call

3. Issue follow-up if fault

open for more than XXX

hours/days

4,

99% compliance

To enable Trust telephony to
react to requirements within
an acceptable timescale

To ensure a reasonable level
of compliance/co-ordination
with GHNHSFT & GPCT

In order to ensure logical,
organisation related,
numbering

To gain and maintain a high
level of service to the user
AND assist in maintaining a
positive impression of
telephony provision

To gain and maintain a high
level of service to the user
AND assist in maintaining a
positive impression of
telephony provision
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Telephony
enhancing Trust
service delivery

Telephony
enhancing Trust
service delivery

Telephony
enhancing Trust
service delivery

Telephony
enhancing Trust
service delivery

Telephony
enhancing Trust
service delivery

Candidate

Candidate

Candidate

Candidate

Candidate

To support corporate &
clinical provision

Co-ordination across
the County will enable
easier collaboration

Positive impression of
telephony
implementation if
numbers make sense
and assist with
location/organisation
intuitive understanding

System Functionality!
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13

14

3.2
321

3.3
331

Outgoing Call

All system users are to
have the following outgoing
call options:
1.Forced-on-Net calling

2. Conference call(?)

3. PSTN access (can be
restricted)

4. LUCY?

5. Caller ID restriction (for
PSTN calls)

6. One-touch calling (stored
numbers)

7. Log-in/Log-out s
Incoming Call

All system users are to Agreed delivery to each 100% compliance
have the following incoming user (in some cases the

call options: requirements are terminal

1. On-Net Caller ID dependent)

2. Off-Net Caller ID

(minimum that call is off-

net/PSTN)

3. Privacy/Hold facility

4. Voice mail/e-mail (cost)

5. Call forward

6. Call divert

7. Hunt Groups (where

approp

100% compliance

To enable telephony to
enhance Trust activity

To enable telephony to
enhance Trust activity
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Telephony
enhancing Trust
service delivery

Telephony
enhancing Trust
service delivery by
encouraging
innovation of current
processes to do
business better,
faster cheaper

Candidate

Minimum requirements

Candidate
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15

16

17

3.4
341

3.5
351

3.6
3.6.1

Operator Service

All operator terminal users
are to have the following
additional call options

1. Forced-on-Net calling
2. Conference call(?)

3. PSTN access (can be
restricted)

4.LUCY?

5. Caller ID restriction (for
PSTN calls)

6. One-touch calling (stored

numbers)
7.Log

Trg & Education

User terminals are to be
intuitive and simple to use
with appropriate literature
available

Additional services

All user terminals are to
have the following minimal
features:

1. Graphical Display

2. Ethernet connectivity
3. Volume control for
headset, speaker & ringer
4. HAC handset

5. SCCP & SIP protocols
compliant

6. Configuration options
through DHCP

7. POE/IEE

Agreed delivery to each
user (in some cases the
requirements are terminal
dependent)

Significant majority of
users find terminal use
simple, effective and
logical

Delivered user terminal to
be equipped at this
minimal level

100% compliance  To enable telephony to

enhance Trust activity

90% of users The technical skills of service

requiring minimal users should not need

post trg & ed support significant enhancement in
order to use this system.
Technology fear must not
take hold

100% compliance  To enhance Trust experience
of IP telephony a suitably
advanced (user suppoprtive)
terminal is required. In
addition it must be obviously
different to current to show
‘change’ and identifyable as a
Trust phone if necessary.
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Telephony
enhancing Trust
service delivery by
encouraging
innovation of current
processes to do
business better,

2 Candidate
faster cheaper
Telephony
enhancing Trust
service delivery
2 Candidate
2 Candidate

Minimum requirements

NB. LUCY would add
considerable expence
and will be managed
separately to the rest of
the telephony system

(?)

Trg materials may have
to be provided internally
to the Trust

Features taken directly
from Cisco Unified IP
Phone 7911G (BT N3
'Standard' phone)
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18 3.6.2 All User Terminals areto  Delivered user terminal to | 100% compliance

be operable under the be equipped at this

following minimal climatic ' minimal level

conditions:

1. Operating temperature:

32° to 104°F or 0° to 40°C

2. Relative Humidity: 10 to

95% (non condensing)

3. Storage Temperature:

14° to 140°F or -10° to

60°C

Video Tele Conferencing  Ability for Forest of Dean | Initial User Group

(VTC) personnel to conduct
weekly meetings from
local areas without need
to travel to a central Trust
location

22 3.6.3

via suite or PC

|SLA Functionality
4.1 Service Desk
Functionality
The Trust and service
provider should introduce a |impression of SLA by all | proactive support to

19 411 Agreed and positive Consistent and

mutually agreed SLA in the |stakeholders the system and
support of telephony users

4.2 Moves & Changes

20 421 Service/System users System User request 95% compliance
should be able to make delivery within a minimum
changes to the system, of 5 working days of event
within pre-agreed requirement
tolerances, at any time and ' Service provider delivery
have them enacted within  of modified service within
agreed timescales 5 working days of event
requirement
4.3 Repair & replacement
21 Service/System users System User request 95% compliance

should be able to have delivery within a minimum

faulty equip replaced, within of 5 working days of event

pre-agreed tolerances, at  requirement

any time and have them Service provider delivery

enacted within agreed of modified service within

timescales 5 working days of event
requirement

Savings to T&S, expenditure

able to perform VTC |etc

Poor support to an
implemented system will
reduce innovation and
proactive use of the system.
Failure will stagnate use and
create cynicism

Requiremnt for proactive
system flexibility

Requiremnt for proactive
system flexibility
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Features taken directly
from Cisco Unified IP
Phone 7911G (BT N3
‘Standard' phone)

2 Candidate
Telephony Not yet mandated as
enhancing Trust required within this
service delivery 1 Candidate programme

SLA support Fundamental
throughout the life of

the system will

ensure that it retains 1 Candidate
the initial capability.
Support to Trust
requirements

2 Candidate
Support to Trust
requirements

2 Candidate
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Annex D

Description

Enhanced, effective telephony
across the Trust

Qualitative

Removal of Telephony from Trust Non-Cash Releasing
Organisational risk register thus
removal of area of concern to
Trust

Nil requirement to consider
telephony for some time and thus
focus resources elsewhere

Improved compliance for all
future Trust bid proposals

Cash Releasing

Effective telephony will help ‘sell'
the Trust if sold correctly

Understanding of technology Qualitative/
resulting in employee innovation |Cash Releasing

As long as the PR, Training and
Doctrine are well developed

A Clinical SPOC for the Trust Quantitive/
Qualitative
To allow Trust pers, GPs and
mainly Service Customers by the
availability of a single number to
call

A reduction in Trust telephony call Cash Releasing
charges

A reduction in Trust telephony
PSTN lines charges

Cash Releasing

A reducttion in Trust PSTN lines | Non-Cash Releasing

Benefit Type

Benefits Profile

When/Over
what period

Measurement
Method

Dependencies

Satisfactory completion of |Within 6 to 12 Pre & Post
the telephony months of cut-over implementation

implementation to IPT Employee feedback
programme

Satisfactory completion of |On Trust N/A

the telephony Executive

implementation acceptance

programme

Successful utilisation of the From 10C onwards Bid feedback
benefiits of IP Telelphony
in all future bid proposals

Cost of
Realisation

Business
Performance

Indicator
Increased utilisation of  Telephony training and

Required changes
to Business

Project
Responsible for
Delivery
Implementation

telephony resources continuation training

Release of System Acceptance NYK Whole Proogramme
Management effort on

telephony for utilisation

elsewhere

Successful winning of | Business Development NYK Whole Proogramme

Trust bids and engagement with IP
feedback stating that IP | Telelphony Programme
telephony was a in order to ensure that
positive contributory full benefits can be
factor to success developed and
incorporated into bid

proposals
Actual innovation by From 10C onwards|Pre & Post Improved staff Successful incorporation NYK Change
employees resulting in imy itation n, service of IP Telephony into
more effective working Employee feedback customer satisfaction  Trust Working Practices
processes Improved MONITOR
performance results
Effective provision of From SPOC IOC  |Pre & Post Improved staff Successful incorporation NYK Implementation

Clinical SPOC onwards impl tation

ion, service of IP Telephony into

Employee feedback
Improved MONITOR
performance results

Utilisation of forced-on-net  From 10C onwards|Reduction in recurring

call capability revenue costs to Trust
Utilisation of competitive

call rates

Ceasing of C&W etc From 10C onwards Reduction in recurring
services revenue costs to Trust

Ceasing of approx 800
current PSTN lines

From 10C onwards Reduction in recurring
revenue costs to Trust

customer satisfaction  Trust Working Practices

Reduced Recurring Complete transfer to NYK Implementation
recenue costs implemented IPT

system
Reduced Recurring Complete transfer to NYK Implementation
recenue costs implemented IPT

system
Reduced Recurring Complete transfer to NYK Implementation
recenue costs implemented IPT

system
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Business area/person Comments
responsible for

realisation

PM/IM&T The pre-implementation feedback
/Isurvey must be initiated asap in
order to provide a satisfactory
benchmark for future assesment of
benefit delivery

SRO / ProgM
SRO / ProgM

PM/HR / Operations

PM / Operations
PM/Fin Accurate assessment of current
costs + Siemens estimation of
potential costs required
PM/ Prop & Sy / Fin Accurate assessment of current
costs + Siemens estimation of
potential costs required
PM/Prop & Sy/Fin  |Accurate assessment of current

costs + Siemens estimation of
potential costs required
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A reduction in Trust expense
costs as a result of greater use of
conferencing facilities

Cash Releasing

The time spent commuting and
the cost of expenses could be in
part avoided by the removal of a
significant % of these journey and
the use of tele/ video
conferencing

A service orientated Service Desk Qualitative

Provided by the service provider
with a single contract for the Trust:
and a single contracted owner

Improved Trust internal
communications

Qualitative/
Cash Releasing/
Non-Cash Releasing

Potential to reduce estste costs
through homeworking

Cash Releasing

Staff working from home using IP
phones and a IPT VPN link to
provide them with connectivity. In
addition data services could be
delivered in a similar manner

Potential to centralise telephony | Cash Releasing/
facilities Qualitative

Improved Clinical Governance by |Qualitative
more regular tele-conferences

Mandated reduction in e.g. |From IOC onwards Reduction in recurring
2/3 of all commutes to revenue costs to Trust
meetings and the

utiliosation of tele/video-

conferencing facilities

when available

Appropriate service SLA | From IOC onwards Pre & Post
formulated between the i ion

Reduced Recurring
recenue costs

Improved staff
i ion, service

Trust & service provider Employee feedback
Improved MONITOR
performance results

Successful Training From IOC onwards| Pre & Post

customer satisfaction
reduction in recurring
revenue

Improved staff

Successful doctrine imf ion ion, service
development Employee feedback  customer satisfaction
Successful PR Improved MONITOR

Successful Directiory performance results

update

Implementation of From 10C onwards| Costs saved by direct |Reduced Capital/
homeworking nil requirement for site | Recurring revenue

Compensatory reduction in due to IPT
estate resulting from

homeworking

The partial centralisation of Not before FOC Resduction in costs of

operator /reception providing both physical

telephony staff reception and
telephony 'reception’ at
sites

Easier access to From 10C onwards Pre & Post

governance via tele/video implementation

conferencing Employee feedback

More regular to enable
better coverage of issue at
Inil increase in communting
costs

costs

Reduction in costs,
SPOC element to
operator services
enabling improved
focus on service
delivery

Greater access to
clinical governance
advice. Improved
governance record for
the Trust
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Complete transfer to
implemented IPT
system

Successful incorporation
of IP Telephony into
Trust Working Practices

Complete transfer to
implemented IPT
system

Confirmaton that the
aim of homeworking is,
in part, aimed at helping
reducin gthe Trust
estate

Centralisation of
telephony operator
services

Enhancement to clinical
governance process in
order to utilise IPT

NYK

NYK

NYK

NYK

NYK

NYK

Change

Implementation/
Change

Change

Implementation/
Change

Implementation/
Change

Implementation/
Change

PM / Corporate Accurate assessment of current
costs + Siemens estimation of
potential costs required

PM / Operations

PM/HR/ Corporate Cash releasing very difficult to
quantify

PM/ Corporate

PM/ Corporate Pre-study required

PM / Corporate The pre-implementation feedback
/survey must be initiated asap in
order to provide a satisfactory
benchmark for future assesment of
benefit delivery
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Reduce reliance on external

Qualitative/

support and control services Non-Cash Releasing

An element of service provision
could be delivered internally to
the Trust and thus improve
response and cost of the use of
external resources

System Expansion costs greatly |Cash Releasing/
reduced Non-Cash Releasing/
Qualitative

Under Centrex/Featurenet the
cost of expanding the Trust
telephony footprint would have
required a significant expansion
in cost of service delivery along
with a contracted delivery period

Faster deployment & upgrade of |Cash Releasing
services.

The fast & effective
implementation of IPT to new
sites (once appropriate) will
ensuure that services can be
commensed as soon as is
possible

Reduction in cabling Cash Releasing/
requirements (voice & data use |Non-Cash Ri ing/

Efficient SLA development |From I10C onwards Pre & Post

& endosement

Improved staff
i ion, service

impl ion

Employee feedback

Effective utilisation of IPT  From IOC onwards Estimations can only  The cost of Trust

in Trust Bid proposals
Trust understanding of
expandability of IPT
solution

Understanding of system  From IOC onwards Difficult to define at this Fast initial provision of

In place infrastructure

Understanding and
er 1t with

same infrastructure) Qualitative

The old Cu cabling could be
removed & sold for re-cycling with
significant space savings
(removal and sale of old
exchange?)

Effective Staff training Qualitative

covergence

Staff all attend/engage with Throughout
training Implementation
Staff all engage with new | planing to
system prior to trg implementation
completion

be made when Bids

the cost of any PSTN |the Trust can be
lines will be at least ~ |assumed to be
80% saved as will
much of the call
charges won

time IPT to new sites

From 10C onwards Time & effort spend on |reduction in recurring &

maintenance and
upkeep of ‘old"
telephony infrastructure

capital costs

Staff feedback Positive impact and

effect of new system

customer satisfaction

expansion will be lower.
are won but in principle | The savings made to

multiplied, in theory only
by the number of bids

Effective & efficient

utilisation of in-Trust and

external-Trust service
Management controls
and monitoring

Complete transfer to
implemented IPT
system

Complete transfer to
implemented IPT
system

Complete transfer to
implemented IPT
system

Effective planning for:
-Trust Doctrine
-Trust Training

-Trust IPT PR

NYK

NYK

NYK

NYK

NYK

Implementation/
Change

Change

Implementation/
Change

Pre-Implementation

Change

PM/IM&T / Corporate | The pre-implementation feedback

Isurvey must be initiated asap in
order to provide a satisfactory
benchmark for future assesment of
benefit delivery

PM/IM&T

PM/IM&T

PM / Prop & Sy / IM&T

PM/HR
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Annex E  Risks & Opportunities

Risks
V High
High
Probability
Medium
Low

Low Medium High

V High

Impact
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Risk ID

R2 Strategic

Owner

Action Owner

Description

Impact
(VH/HIM/L) (VH/HIM/L)

(L/M/H)

Type*

Probability Proximity Response Review

Date

Response(s)*

R7 Techical

R8 Technical

R9 Technical

Exec Board Infra Ctte/ There is a risk that the Trust will VH M H Treat Containment:

Trust Board not endorse any form of enhanced Endorse the FBC and proceed with the provision
telephony provision resulting in of an enhanced telephony provision acrioss the
the degredation of service across Trust. The main factor that will decide wether
the Trust leading to eventual this programme initiates (less FBC endorsement)
telephony breakdown and time is that of BT Featurenet Cancellation and the
critical replacement, increased risks
recurring cost and credibili

R3 Organisational Exec Board Comms Dir There is a risk that Trust H L M Treat Containment:
employees will not embrace the Effective communication with employees with
positive effect of change that clear and enthusiastic executive buy-in. The
imnproved teleponoy will bring Trust Comunications Dir has agreed to be part of
resulting in poor benefits much of this effort.
realisation
Supplier Gp Head of IT/ There is a risk that the County H M M Treat Containment:

PM data network will not be able to Executive level input in the County Data
adaquately fill in the ‘gaps' left by Management Board to expidite action in terms of
the COIN in terms of a required cost ownership and responsibility detailing, Trust
level of IPT connectivity resulting billing and overall Trust acceptance of ‘current’
in an unnecessarily poor level of delivery.
service

Trust Board Head of IT/ There is a risk that the COIN will H M M Treat Containment:

PM not provide the level of service, or Executive level input in the COIN Management
flexibility, required in order to Board to expidite action in terms of unbundling,
adequately support IPT (including cost detailing, Trust billing and overall Trust
VTC) resulting in an unnecessarily acceptance of 'current’ COIN implementation
poor/expensive level of service plans

Supplier Gp Head of IT/ There is a risk that the current VH M H Treat Containment:

PM level of Trust infrastructure will The level opf treatment depends on the tolerance
require an inordinate amount of that the Trust has for this risk i.e. how much it will
capital expenditure in order to be willing to spend to 'put it right'. The current
make it ready for IPT infra survey will provide much information that
implementation resulting in delay will enable an informed decision. The
and cost overrun
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Strategic SRO SRO/ There is a risk that one or more of VH Treat Containment:

ProgM the Programme Board members, Accurate record keeping and document filing will
PM or BCM will become help yto ensure that deputies can get up tpo
unavailable through other tasks or speed in as short a time as possible. In addition,
illness resulting in continuity loss regular communication and consideration of
and programme delay project and orogramme activities will ensure that

all

Strategic/ Supplier Gp Head of IT/ There is a risk that the use of a H Transfer/ Containment:

Technical PM/ single RJ45 data socket will lead Tolerate Ensure that sufficient levels of site resiliancy are

Trust BC & to a greater level of system failure implemented and tested in order to mitigate the

Resiliance than if the Trust had utilised effects of full or partial failure. Gain ATC
separate infra/router for both data endorsement of this route and a full technical
& voice resulting in a greater level review of the effects of failure in order to pro
of system loss in the event of full
or partial

Strategic/ Trust Board SRO There is a risk that, due to VH Treat Containment:

Organisational reputaional, financial and Implement IPT in order to gain the benefits that
MONITOR related reasons, the this brings to the Trust and work with BT in
Trust will select to avoid the ensurin gthat the cancellation charge is
cancellation of BT Featurenet commensurate to the actual level of comitment
implementation (and the inherent made by BT to this implementation.
cost) and proceed with this
implementation resulting in the
implementation o

Organisational/ | Trust Board SRO/ There is arisk that, as the Trust VH Treat/ Containment:

Technical ProgM begins to implement IPT across Tolerate Care must be taken when planning each site in
the Trust, at every site IT Services terms of the acceptance of responsibility of site
insist on infrastructure upgrades costs. Historical precident must be sought by all
(power, racking, UPS, BW, QoS, parties in order to justify expenditure.

POE) that are not part of the IPT Contingency:
perogramme but part of the Detailed descriptions of what is to be do
County Quid Pro Quo of inf

Identification of the category of opportunity i.e. Strategic, Commercial, Economic, Regulatory, Organisational, Environmental, Technical.

Response Transfer, Tolerate, Treat, Terminate the risk.
Type*

Under the 'Treat' Response Type above - Containment Action (before risk becomes issue), Contingency Action (after risk becomes issue).

Response(s)*

RAG = Red, Amber, Green visually reflecting the importance of this risk to the Trust.

Calculated by multiplying impact with probability (where VH=4, H=3, M=2, L=1), a higher score reflects a greater risk.
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Opportunities

Probability

V High

High

Medium

Low

Low

Medium

High

V High
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Opp ID

o1

Action Owner

Exec Board

Description

An opportunity to enable the Trust
to make a more planned strategic
approach to business

Impact

Probability Proximity Review
(VH/H/M/L) (VH/HIMIL)

(L/M/H)

Date

Response(s)*

Proceed with the implementation of an enhanced
telephony service that is aligned business
requirements

Ensure that all current business requirements are
captured in order to provide a baseline for use in
subsequent BCs for governance and assurance
purpos

Economic

DoF

An opportunity to rationalise bill
aggregation across the Trust

VH

Proceed with the implementation of an enhanced
telephony service that is aligned business
requirements

Ensure that appropriate bill aggregation
mechanisms are incorporated within the selected
solution

Strategic/
Economic

Exec Board

An opportunity to take forward the
covergance of all data and voice
services within the Trust/County,
utilising a single infrastructure with
considerable rationalisation
savings

VH

Proceed with Option

Technical

IM&T

An opportunity to utilise a
comparatively simple solution that
is expandable to meet the majority
of future requirements without
having to make significant
additional investment

VH

Proceed with Option

Commercial

Exec Board

An opportunity to confirm
capability through Case Studies
across the Country

VH

Proceed with Option

Identification of the category of opportunity i.e. Strategic, Commercial, Economic, Regulatory, Organisational, Environmental, Technical.

Action to be taken if the opportunity is to be pursued.
Calculated by multiplying impact with probability (where VH=4, H=3, M=2, L=1), a higher score reflects a deeper blue i.e. a greater opportunity.
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Annex F

Rikenel

Wotton Lawn Hospital
Charlton Lane
Colliers Court
Brownhill Centre
Hollybrook
Honeybourne
Weavers Croft
Westridge
Cirencester Memorial Centre
25 Estcourt Road

44 London Road

136 Stroud Road
Acorn House
Ambrose House'®
Avon House
Fieldview

Laurel House

13 Park Road

In-Scope Sites for Telephony Programme

18 Denmark Road

20 Grafton Road

Arena Employment Service
Burleigh House

Coleford House
Collingwood House
Eastgate House

Holly House

Lexham Lodge

Midway House™®

Milsom Street Day Centre
Montpellier Unit

Park House Day Hospital
Southfield Old House
Underleaf

78 Weston Road

White House Day Centre
Worcester House Day Centre

Branch Lea Cross

1 In Scope but implemented under a

separate IPT Project.
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Annex G  Financial Case Information Summary

This annex is designed to allow the reader to extract the following

information for ease of reference.
BT Cancellation
e BT delivered cost for FBC use - £135k
ATC Quotation
e ATC Quote (5 years) - £691.3k
e Programme only cost (5 years) - £1008k
0 Year 1 Capital - £640k
0 Year 1l Revenue - £286.3
o Programme Revenue (5 years) - £368k
e Trust Telephony (5 years) - £ 1,443.3k
Do Nothing Options
e Option 1A (Cancel BT Featurenet)
o Cost (5 years) - £1,535k
o Cost + Siemens enablement (5 years) - £2,535k
e Option 1B (Implement BT Featurenet)
o Cost (5 years) - £2,520k

o Cost + Siemens enablement (5 years) - £3,520k
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Trust Finance Dept Cost Model

Cost Areas Project costs (financial years)
2009/10 2010/11 2011/12 2012/13 2013/14 Total
TOTAL COST of OWNERSHIP Revenue 481,300 60,000 60,000 101,000 101,000 803,300
Capital 590,000 0 0 0 0 590,000
Total 1,071,300 60,000  60,000] 101,000] 101,000| 1,393,300
Impact on Balance Sheet
Book value opening balance 0 590,000 547,874 469,638 402,573
Additions in year 590,000 0 0 0 0
Total for depreciation 590,000 590,000 547,874 469,638 402,573
Depreciation 14.28% 0 42,126 78,236 67,064 57,487
Write down of asset 0 0 0 0 0
Total depreciation 0 42,126 78,236 67,064 57,487
Book value carried forward 590,000 547,874 469,638 402,573 345,086

Impact on P&L

Revenue cashflow -481,300 -60,000 -60,000f -101,000 -101,000
Depreciation 0 -42,126 -78,236 -67,064 -57,487
Book value 590,000 547,874 469,638 402,573 345,086
Interest 3.50% -20,650 -19,913 -17,806 -15,264 -13,084
Total impact on P&L -501,950| -122,039| -156,043| -183,328 -171,572
Forecast surplus before investment 2,250,000 2,340,000| 2,340,000| 2,340,000 2,340,000
Percentage impact on P&L -22% -5% -71% -8% -7%
Revenue cashflow 481,300 60,000 60,000 101,000 101,000
Forecast EBITDA 5,300,000| 5,690,000| 5,990,000| 5,990,000 5,990,000
Percentage impact on EBITDA 9% 1% 1% 2% 2%
Notes:

Book values excludes the impact of indexation
Itis assumed that assets have a 7 year life
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Annex H ATC Solution Quotation Details

This Annex breaks down the quotation provided by ATC into
functionality descriptions and cost. In addition, it attempts to show
what areas of functionality are not costed within the quote as a basis
for both expectation management and further capability procurement

as required.

Trust Critical Site Solution

Site Equipment Overview (less devices) Site Cost

Wotton Lawn e 2x Co-located 3300ICP (MXe) £104,176
e RAID & Redundant PSUs

¢ Primary & secondary support for remote
networked sites

Charlton Lane e 2x Co-located 3300ICP (MXe) £88,362
e RAID & Redundant PSUs

¢ Primary & secondary support for remote
networked sites

Colliers Court e 2x Co-located 3300ICP (MXe) £56,882
e RAID & Redundant PSUs

e Primary & secondary support for remote
networked sites

Rikenel e 2x Co-located 3300ICP (MXe) £105,563
e RAID & Redundant PSUs

e Primary & secondary support for remote
networked sites

Weavers Croft e 3300 ICP (MXe) £36,548
Acorn House ¢ 3300ICP (MXe) £24,533
e RAID & Redundant PSU
Brownhill e 3300 ICP (MXe) £20,716
Ciren Memorial Centre e 3300 ICP (MXe) £17,104
Hollybrook e 3300 ICP (MXe) £17,104
Honeybourne e 3300 ICP (MXe) £12,835
Westridge e 3300 ICP (MXe) £17,837

Table .11 Trust Critical Site Solution.

Telephony devices (phones) are included in the above costs but

excluded from the table for clarity
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Diagrammatical Overview

Note that the connectivity between sites is only logical and does not

represent physical connections.

Gloucester PCT VW
PN 5y ) Core Switch

Cheltenham General
Core Switch

Core Switch

Rikenel Charlton Lane

______________ Colliers Court
(Link Via Dilke Hospital)
Co-located 3300icp (Mxe) 7.
Controllers.
RAID & Redundant PSU's.

Co-located 3300icp (Mxe)
Controllers.
RAID & Redundant PSU's.

Primary & Secondary support for
remote networked sites.

Primary & Secondary support for
remote networked sites.

Co-ocated 3300icp (Mxe)
Confrollers.
RAID & Redundant PSU's.

Wotton Lawn

Primary & Secondary support for

Brownhill Centre
remote networked siles.

Dual links via Stroud &
CironcesorHospris 1o Weavers Croft

100m core.

Co-located 3300icp (Mxe)
Controllers.
RAID & Redundant PSU's.

Primary & Secondary support for
remote networked sites.

Cirencester

Acorn House Memorial

TITTI"T &y L.

Dual links via Cirencester .
& Stroud Hospital to
Networked 3300icp (Mxe) 100m core,

RAID & Redundant PSU's

Client: 2Gether NHS Mental Health Trust

Diagram IPT Proposal Network Schematic Remote IP desktop sites supported via Networked
Dﬂr?lpﬁnyi ATC SD‘\)u(i;nS Primary & Secondary 3300icp Controllers
Date: 27 Jan 2009

Figure .17 Design Diagrammatical Overview.

Applications

Application Summary Trust-Wide
Cost
Mitel NuPoint e Voice Messaging / Unified Messaging £14,599
Messenger e Supports 50,000 accounts

e Access Messages locally or remotely
e Uses TUI/GUI interface
e All current & future messaging needs

Dial in Conferencing | ¢ A new solution £7,396

e Al l ows port r elandbookat i o
conference to avoid disappointment

e 15x concurrent members of 1 or more conferences
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Application Summary Trust-Wide
Cost

e 5x can have video conference

Enterprise Manager | ¢ An enhancement to that already purchased for £14,118

Upgrade Ambrose/Midway Houses
e Enables management across Trust IPT footprint

Mitel Contact Centre | e Enabling the creation of a Trust Clinical SPOC £11,527
e 10x employees working at once
e Call statistics are user definable
e Large screen required for stats presentation
e Additional employee hardware is available

Mitel Call Logging e In order to enable tracking of calls thus bill £14,160

aggregation to bud codes etc

Table .27 ATC Solution i Application Overview.

Not Included in Quote

The following are a snapshot of some of the additional functionality that

will be available to the Trust once the initial change to IPT is complete:

e Video Conferencing — Potential addition to the above if endorsed by

the Infrastructure Committee in February 2009

o

PC *‘ We b-basemvel circa £5-10k

o Polycom VTC Suites — dependent on requirement

e SMS Notification — To enable SMS messages to be sent from a

single Trust CLI (Caller/Line ldentification) thus allowing the issue of

trusted’ TThusemablingu mber s,

o0 Appointment confirmation cancellation

0 Maedication reminders

o DNA notification to Trust employees

e Higher spec telephones (except for 10x Mitel contact centre

devices)
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e Mitel Teleworker — Through Teleworker you can have the same IP
phone on your desk at home as 'y
between them thus having office functionality at home. An initial pack
of 20x users would cost £5,518 and can be easily implemented
alongside the above. This is currently the subject of a potential Pilot
Project and will be bid for separately

e Mitel Mobile Extension—-Have your mobil e ph
desk phone, consequently one extension number rings both so again
you have the freedom to move freely around sites and the choice to
take a call via either phone. An initial pack of 25x users would cost
£7,878 and can be easily implemented alongside the above. This is
currently the subject of a potential Pilot Project and will be bid for
separately

Panic Alarm—-A singl e button press on
duress’ alarm to the appropriate

Auto Attendant—Fi r st point of contacts
1 for .., 2 for ..

Peripherals:
0 Cordless Handsets, headsets

o0 Expansion Modules (PKMs) (extra speed dials for
reception phones)

o IP Conferencing Unit — Phone speaker unit with

appropriate controls and directional microphones

e Microsoft OCS (Office Communications Server) or Mitel YA (Your

Assistant) collaboration tools
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Annex | Additional Areas for Consideration

During those stakeholder meetings & interviews conducted throughout
the course of this study a number of requirements emerged that were
worthy of further consideration as part of any future telephony study
albeit not directly involved within the scope of the pure replacement
and modification of telephony. As a minimum it was felt that these
were worthy of formal record for future review with many being closely
related to enhanced ways of working that will be facilitated by IP

Telephony & data/voice convergence technologies.

The information is grouped according to source i.e. corporate or clinical
interviewees. Please note that many are interrelated to various
degrees but no attempt has been made to further aggregate

requirements other than the two headings already mentioned.
Corporate

Homeworking (VPN)

Homeworking is regarded as fundamental to any revision or
enhancement to Trust corporate communications. This
functionality lies primarily with IM&T and is currently subject to
formal planning and funding request. This document fully
endorses the course of action being developed i.e. the creation,
maintenance and operation of an in-house laptop/VPN/3G
capability that will allow users to access permitted Trust

information or applications across a protected link.

This capability would be considerably enhanced by the utilisation
of Mitel Teleworker i.e. the functionality of an IP phone at home.

Non-Clinical Service Desk

In order to support the Service Management of any improved

telephony provision a dedicated Service Desk should be
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provided. ATC Solutions, as part of their Service & Maintenance
package, offer a single point of contact for Trust Service

Management for both faults and moves & changes.
Clinical

National Patient Safety Agency Compliance

The National Patient Safety Agency requires any and all
telephony handsets to be able to dia
an appropriate *‘ Chedrsshdo€dadtdurrentyer vi ce.
provide this across the County with x2222 potentially connecting

a user to Jubilee Ward in Stroud Hospital.

The recommended solution wil!/ enabl e

IP phones.
Choose & Book

Service customers should be able to select and book
themselves into appropriate appointments without having to pick

up the phone or travel to a Trust site.

A number of service customer statistical and behavioural
patterns are discernable from the information that this would
provide as well as the clear administrative improvements it

would support.
Emergency Paging - The Bleep

The current provision of the *Blik’
functionally sufficient for current needs. However it is

recommended that an appropriate committee revisit this system

and invite comment in potential enhancements. The provision of

a ‘“mar ket | eading’ system is another

stand out from the rest in terms of contract tendering.
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Clinical Service Desk

Similarly, but separately, to the non-clinical service desk
capability discussed above several interviewees mentioned the
commensurate lack of a clinical SPOC for the Trust.

There is a current requirement for GPs and/or service customers
to be able to gain mental health advice from a central source.
This is not available from a single number so GPs have difficulty
in locating/contacting appropriate personnel. More seriously,
service customers who, for very personal, real and potentially
health/life threatening reasons, need to speak to someone who
can help and cannot easily find an appropriate number
anywhere in the public telephone directory.

For the above reasons, and for non-clinical process reasons i.e.
cradle to grave issue ownership, this capability must utilise the
data and voice functionality that a IPT, VPN, information sharing

and convergent solution offers.
Mobile Workers

The provision of Vodafone mobile telephony is an extremely
effective way to remain in contact with employees working away
from Trust sites. However, coverage in parts of Gloucestershire
is patchy for this service provider. It would be worth researching
whether any other service providers have enhanced coverage in
these outlying areas. I f so

could be procured in order to allow employees to guarantee

communication if deemed necessary.
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Lone Workers*!

Similarly to mobile workers above the use of mobile phones as a
route to gaining assistance if required is flawed. As already
mentioned coverage is poor in some areas of the county. An
additional risk is tdieale'f fiemtarvdkere sts
assistance in the event of vehicle breakdown through to assault

Is questionable.

A number of potential solutions exist that include panic buttons
providing open-mic communications to a third-party control
station with the capability of recording voice and gaining fast

assistance from the emergency services if necessary.
Community Service Teams

There are 5x community Service Teams in the Trust and they all
work out of one of five sites (Gloucester, Cheltenham, Stroud,
Cirencester or The Forest of Dean). These personnel visit
service customers and make notes on paper for transfer to an
appropriate IT system at a later date. Similarly to Homeworking
above these pers could utilise VPN/3G technology and complete
note taking on-site (or in vehicle close to site) while information
remains fresh. This would reduce visits to a central location in

order to carryout data transfer.

However, in order to ensure continued clinical governance a
mechanism for employees to discuss cases could be facilitated
by a videoconferencing/webcam capability. Savings would
include employee time and expenses as well as better ensuring

accurate data transfer to RIO and increasing visit frequency.

' In this context personnel who are working away from Trust premises in potentially

dangerous situations.
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In addition to the above it was felt that the Trust/patient
relationship would potentially be improved by their joint
interaction in creating an IT based care plan. Full effectiveness
would be achieved by the ability to print and present a care plan.

Intermediate Care Teams

Currently Social Services utilise a system called ERIC and run a
virtually paperless system of care recording. Consideration of
interoperability or information sharing could be explored utilising
effort put into VPN/3G.

Training

It was mentioned during a number of interviews that a significant
degree of training, for whichever solution(s) are implemented,
will be required in order to ensure proficiency and more

importantly system acceptance and utilisation is achieved.

This requirement further illustrates the importance of the
Business Change Manager in ensuring all issues of change
within an organisation are considered as well as the

comparatively simple process of hardware roll-out.
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Care Group Web-Sites

Utilising both internet and intranet in order to spread information

to employees and service customers alike i.e.:
e Business plans
e Methods of work
e Contact numbers/e-mails/availability
e Service Customer information

e Newsletters
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Annex J Executive Questions

A number of questions will arise from this Business Case. This Annex

attempts to provide initial answers to aide understanding.

e How wel | does the option fit wi t h

business and IT visions?

0 As part of the endorsement of the SOC, OBC as well as the
recommendation of the endorsement of this FBC is has been
stated that this programme is aligned with both the Trust

Telephony Strategy and the Trust Integrated Business Plan

o C&W, BT and Siemens telephony all fall below this level

e How well does the option satisfy the existing and future

operational needs?

0 This programme provides the Trust with more than the
minimum foundations required to provide a flexible and
proactive IP telephony system. Any additional telephony
needs can, once endorsed via appropriate business case

development and approval, be implemented on this platform
o C&W, BT and Siemens telephony all fall below this level
e How much risk will the Trust bear for this option?

o The i mpl ementati on of new technol o
incorporation into Trust working practices, does not come
without risk. The careful and understanding management of
these risks, both hard and soft, will mitigate their impact in the
event they become issues. Commitment and engagement

across the Trust, at all levels, is vital
¢ How confident are we that the Trust can implement this option?

0 Technically — yes
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o0 The cultural change, modification to doctrine and consequently
working practices is an area that requires Trust level
commitment across all levels of management. With this

commitment it can be done
e What are the economic benefits of this option?

0 These are yet to be quantified across the Trust in terms of
monetary, time, managerial effort savings. There is little doubt,
from case studies across other organisations that have
implemented IPT, that the potential for benefits across the

Trust are significant
e Can the trust afford this option?
o IPT —The Trust can financially afford the Programme

0 BT — The Trust can financially afford the cost of BT Featurenet
cancellation. The soft effect of cancelling this implementation
in terms of risk rating, MONITOR feedback and external
perception have not yet been fully examined and do require

consideration
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End of Document
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