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IP Handover 

F ost Office Account — Service Delivery 
Problem & Major Incident Manager 

This document covers all basic instructions for standard weekly and monthly work taken out in the 
year 2015/16 that is transferable for the next IP in year 2016/17. Not all aspects may be of use as 
roles change throughout the year. 

Note Jan 2018: Document updated to reflect changes on POA Account. 
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1. Problem & Major Incident Management 
1.1 Weekly Tasks 

1.1.1 Virtual Whiteboard Clean-up 

At the beginning of each week, it is beneficial to perform a simple tidy up of the Incident Whiteboard found on 

SharePoint: 

--------------------------------------------------------------------------------------Irrelevant ._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._.-._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._, 

This consists of aligning closed incidents on TfS in the Virtual Whiteboard (VWB). 

1. Open the VWB 

2. Month by month check for open incidents by filtering out those that are not labelled as closed (Closed —'Y') 

3. Open TfS. Copy the incident number into TfS and check if incident is closed (this is in the top right corner —'Active' 
if 'No', then the incident has been closed, if 'Yes', then the incident is still open) 
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1100ti11rat000 Status 100/410/ lype lttt00dSMetttod 

onp...l;,rn.r.Droi cemr.r 5vcr«.n snfna.e f,;ur.1 apin xrg.,i., nx E..n~ 
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5larme, Akealr PGA-SMCI 

No.ol Ours Imp.,/ Urgency Pra0ty 

, x. /Fan !M4 n10<er Faw - 3 5 

Cl..,,,, P.11rmr Carl80<40.4W!!me Cmiiquralion hem 

1004lEy0hafgetrder 50e0W6ystem lkket 001.9, St.,! lime 000.00/ 004 rime 

wmmay ;oh1 9EY~14n1 

<TDSNY CA0.)_A B>Er.a kless e: MaSth,t,r.0.,ex<e.drd an Ci Oi smte 01 0611-06 
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Obsard t im, citiW awls 

•.P05N00001.,100N1CAEQA_9.ErorMeaegr,9argpMky retriesexceeddm 00!Sci f01605716003600 
'.P62340005 <TMSNm Cdr B 6o1n 0ti. g0/ rlpMan.ks.We1.•reedd o., YI00 Boo!. 16/B6,20161016,31
3805A0004<:M1fSN; _CAF0Po6E>E0a ldessag ,ld lit,. esexceeded on 003 000 00 16,05/23 610 UI 

4. Change the 'Closed' status in the VWB to Y. 

5. Update the 'End Time' to reflect when the incident was resolved. To do this you need to read through the logged 
comments in the incident to find the most relevant update showing when the incident was resolved. 

6. Update the 'Root Cause' to reflect what the cause of the incident was. Similarly, to do this you need to read 
through the logged comments in the incident to find the most relevant update for the cause of the incident. 

7. Repeat this for all open incidents in the VWB, this may take a while so spread it over the week as a background 
task if need be. 
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1.1.2 ATOS Problem Spreadsheet 

Every Tuesday afternoon you will be responsible for distributing the Problem Spreadsheet to ATOS Problem 
Management (Richard Benton & Robert Shaw) with Fujitsu updates which are discussed on the weekly Problem 

Management call every Friday. 

1. Open the last spreadsheet sent from ATOS Problem Management. 

2. For each problem record, insert the date, your name, and then the update for the week 

3. For problem records currently sitting with ATOS, update with 'Awaiting ATOS update' 

4. For problem records sitting with Fujitsu, each update can be based on any work you or Tony have undertaken in 
the past week in relation to that problem. If you are stuck for an update, discuss with Tony and he'll point you in the 

right direction for who is responsible for the work in that Problem Record. 

5. When completed, save file with the date you have updated the spreadsheet and save to your documents. 

6. Distribute this spreadsheet on the Tuesday afternoon —To: PostOfficeProblemManagement.it-solutions; GRO 

CC:
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7. At the end of each month, upload the latest updated spreadsheet for that month, including the latest copy sent 

through from ATOS on the Friday, into the Problem Management SharePoint area in 'Weekly problem Reports': 

l i +`-Lf tl e.11 0c . ' t JS t l .r r fyl f~r'f E'"~kt, 1_ t e t !k t'k  1 uItJllt,Pk'L'~ ctt. R' 

/ 1 /  
ii ff.:i; .j ,V Les /.t -1 1,/  ib `u( v r'c' „V ,.rw' .1 F f st. t; t c`rva c ,L' j~r r c ~..,e, 3„S L.i..el".,

l o Hp  1.1 u x `.j; ` ,L ujr  I c u.rY ~jd.~1~ S ri1  € (1 a l 'U / si t r G 

'L~;: ! %,S sB `.: r3-,1 L P& -1e".  ~"%1 ---.2 . .,— '.%1 C'  I,  :'a,.'cfi - ..t.• f)- i.  ''.1.,  37 D -- 1E433 t' .7 4j, {,I"CIc; d 
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1.1.3 Problem Management Call with ATOS 

Every Friday morning, you and Tony Wicks hold a Problem review call with ATOS Problem Management to discuss 

the ongoing problem records within the spreadsheet. ATOS will send a spreadsheet with their updates on the Friday 

morning before the meeting which will be discussed. Before each meeting it is best to discuss these with Tony Wicks 

and make sure you are set for discussion with the customer before entering the room unprepared. The call consists 

of going down each Problem Record and giving a view of its latest status, followed by an AOB opportunity. 

Before every meeting, Atos Problem Management will send through an email with the updated spreadsheet 

attached. This will be the spreadsheet that is used in the discussion on the call. The example of the email received is 

as below. Attached is also the example of the spreadsheet. 

h v T S upda a loy 6 h?e 

r -x tynxe X  
Meeting Ws,, Sumary... To Manager ' Rule•  ~ $Find

r - T rc, Em it ✓ Done ~ OneNate Rekted '^T•~k
l k _ Delete Re P I• RPely Forward  Move Ark Cat or¢e Polbre Tsanelate Loon an 1 

More• E R ply&Del : *1 CI New 1`I Actions• Select• All Unread Up 

Delete Rnonnnd QWtk Steps G More - 7000 ,'. Edding Coon n " 

F 1OA16/Z016t126

IT-Solutions R SMC Post Office Problem Management <postofficeproblemmanagement,it-solutions G_RO 

Mobile: Meb ._.SRO 
.L -.2°...........

._._._._.. 

AttS.jQ99
7615 a-matl 000010 dxunents attatlredarc tanfideotioI aMlrrcendod sdely for tip edA•esee; ft may ahb be prWilegM It you recdtetk, -malt 000000 plea-notify the —du immedatey aro deotrey ft 000t htegnty 000001 be sewed nntM 
IfOUaet. the noon, etoom liebi!ING5a10t (aetdptercd IG1 the ml808Re COIR<T. AI[M118A tie 000t00000000$ t0 malnieM a 000000e00005-free nnW 00b, t05en0r d085 net Warrant matrons Ra 600ltl1(at (51003-NCk erklwiA not be Ilede 1p5 dns' 
08000800 oo010og from toy vtrla 00emmi000d. 

Weekly Update 
10062016 - Atos.xlsx 
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1.1.4 Action Spreadsheet 

As a result of Major and Post Incident Reports, there are a number of actions which can easily become difficult to 
manage with a high number of reports open at once (see sections 1.2 & 1.3), so we have a central spreadsheet where 

we keep record of all the actions from both Major and Post Incident Reports. This can be found at: 

~rsz~ ~  < -~_. IkY . u f6 . . ~'r n',) ~r l e i 1(,bP. ~ 1 t ~ F~ .~ _'. )f l rL '"I [".;f  V 

o _....~~  r 4 ` I'u`Ic,

r1 
f , s-5~ s~ ~Y '6N c 

Your role is to maintain this spreadsheet: 

1. Whenever a new MIR/PIR is generated, add this to the spreadsheet with all of the actions associated. 

2. When an action is closed, move this to the closed tab and give a summary of closure. 

3. At the beginning of each week, send the spreadsheet out to all action owners via email and copy in Steve Bansal — 

as a reminder of the urgency to complete their actions to aid in lessons learnt to avoid repeat occurrences. 

4. If you get no response, send individual chasers and even phone / set up meetings to discuss progress with action 

owners. 

5. If you get an update, place this into the spreadsheet and continue tracking 
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1.1.5 OBC19 Spreadsheet 

Every Wednesday the Release Management hold an OBC19 Review Meeting to discuss issues relating to file transfers 
via the Post Office Data Gateway (PODG): new PODG routes deployment, routes deletion, progress of PODG 
incidents etc. You will be asked to update the last 2 tabs of OBC19 Spreadsheet — PODG Issues and PODG 
Decommissioning tab. 

PODG issues tab is updated by adding new incidents that might be raised for file transfer issues. Include the client 
name, PODG route name, TfS and ATOS reference and a brief description of the issue. Newly added incidents and 
updates need to be marked in gre-n. 

We (Fl) have been unable to connect to the 3rd Party Server (IRS) since 07.20 on 2nd August 17 and hence we have a backlog of 

files awaiting transfer. It would appear that AIDS might be having problems identifying who they should be contacting the 

incident was raised with UK.3rdP.CSC.STERIA.SAPHR. A company called Lumesse (Lee Pearce) were involved in the testing phase 

back in 2012. Paula Hillsden provided contact details for Lumesse representative. We (F1) are awaiting ATOS IM to liaise with 

the third party representative. The third party (Lumessel performed an iP address change at their end on the 2nd Aug 17. The 

change was unannounced to both ATOS and Fl, however there had been some communication between P01. and Lumesse. An OBC 

HRSAP_Isit request (08C305 — Route Change with Network Changes) now needs to be submitted into F1 from AIDS. There are currently 28 

IRIS IRISHRSAP A16495624/1104B62g0 files awaiting transfer into IRIS. QfJQ L17Therearecurrently42filesbackloggedfortheP00GrarteHRSAP_IRIS. 

The P00G Client (COOP Bank) requestec a file resend (COA00077.CIF) via the ATOS Service Desk. The Fl support team confirmed 

that the file had been successful€ysupplied Into the 3rd Party at 22:15:38 (28/08). The ATOS Service Desk were advised that an 

OBC211 request and PO number would be required to allow for the file resend to take place. We are currently awaiting further 

APS TXN_COOP A16631311f110525781 feedback' . 'ase for an update on the 4th Sept 17. 

initialfilet~cr - - - ure v er ec _Septembeeat19:15.FlUNIXdeterminedthistobeareoccurrenceofanissueseen.in 

BRANDS MONEYCORP BRANDS A1 6 6 42 2 6 4111OSS2683 416542995f1IC=. _  77 whereby the third party deleted the /IPTEFAP directory. 

Every day SMC Team send an update on the PODG incidents (PODG calls logged between...), so check these in the 
first instance. Still, if you are unsure what incidents to add, request Steve Gardiner for asisstance. He normally 
attends the meeting as well and has access to PODG Reporter to check file activity on a given route (if Steve is 
unavailable, FJ SMC and FJ Unix may assist in checking). 

The second tab is PODG Decommissioning issues. These are incidents raised for PODG routes that are no longer 
operational but have not been yet deactivated. There are normally no updates on this tab so just change the dates. 
Once every 2-3 months you might approach Steve Bansal to find whether he got any update via the monthly Service 
Review. The update then might look as follows: 

WINCOR INS TXN WINCOR A14191147/19836115 

25/01/17 The last Wineor kiosk was decommissioned on 24th March 2015, with their contract ending on 31st 

March 2025 for Post Office so there Is no longer any contact with Wincor. For an extended period we have 
been receiving empty files (84 K) in size. This now appears to have come to an end. No WINCOR Post and Go 
file has been received since the 27th Nov S6 and hence PODS is reporting Warn Expected Time Exceeded 
and Info Stop Time Expired. Decommissioning therefore required. 1.0/01119-Brenda Shields (POL) to pick. 

this up with Paula; action no 079 being tracked by Atos/POt 

The POD6 route APS TXN FIRSTRATE 02 was briefly discussed during the OBC19 review meeting ((11/02). 
Email was also received from Paula Hilisden (ATOS) post the meeting. Checks were performed whereby no 

file activity seen. File activity checks for the PODG route APS TXN_FIRSTRATE 01 were also performed. Files 
120 bytes in size are being generated (empty files). This has been occurring since at least the 01/11/16. This 

is as far as PODG reporter goes back to. On 15th Feb 2017 Paula Hillsden confirmed she had taken up 
decomissioning of the route with the Project. Checks were performed again and no file activity has been 

seen this year on APS TXN_FIRSTRATE 02 and empty 11201c8 size) files beinggenerated on the 

APS_TXN_FIRsTRATE 02 AP5_TXN_FIRSTRATE, 01 route 30 Ill- Brenda Shields (POL) to pick this up with Paula; action no079 being 

First Rate APS TXN FIRSTRATE 01 A15244673/11040OD47 tracked by Atos/POE 

062 LPLThe overnight APS schedule is now generating empty files of 120 bytes in size for SODEXO (UKBA). 

This Is due to the SODFXO (UKBA) contract beIng terminated on the 31st May 2017. The related PODG route 
UK Border Agency APS TXN SODEXO requires decomissioning 10(0 18- Brenda Shields I POL) to pick this up with Paula; action 

SODEXO APS TXN SODEXO 516193923/U0399800 no 079 berg tracked by Atnc/POI 

PODG calls logged 
between 28th Decem 
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1.1.6 KEL Review Forum 

The KEL is the master knowledge base for all incidents being progressed through the support chain. It was developed 
by the SSC who also maintain the servers it runs on. 

The KEL Review Forum is a meeting held weekly to update this master knowledge database, accessed via SSC 
website: F

1. Compile Agenda: The SMC Team are to send through a list of KELs for discussion each Tuesday. It normally 
contains 10 KELs. These need to be included in the KEL Agenda, along with Criteria for Review. Example below: 

Meeting Agenda 
KELs hightightedfor review: 

For discussion of 
SMDB-related KEL. 

RKirg1425P 4 JA comment Any KEL relating specifically to the 
SMBD can be demised, 

acha346S 2 SMC comment: Need to discuss about SMC 
action and rioi 

schiatterk5341L 3 SMC comment Wend not deal with EMC 
anymore,needtodiscussif the KEL is still valid. 

acha2117F 1 SMCcomment: SMC action & priority not 
irred 

acha71OR 7 SMC comment: SMC action & priority not 
specWisd 

achal518M 6 SMC comment: Need to discuss about priority of 

Other parties may also bring KELs to the forum, but SMC are the primary source. 

2. Send out Agenda: You need to distribute the Agenda once all KELs are received (Wednesday afternoon at the 
latest) to all mandatory participants and the FC.IN.DL SMC MANAGEMENT GRO f dist. list. You may invite 
other parties if they want to participate. 

Title: Fujitsu— POA KEL Review Forum 
Invitees/Attendees 

POA BAS Incident Manager Nick Crow (Chair) Mandatory 
POA BAS Problem & Incident 
Manager 

Tony Wicks (Vice-Chair) Optional 

SSCIEDSC Sunil Nellikkentavita(or nominee) Mandatory 
John Simpkins Optional 

SMC India Rajaram Kuppuramaseshan Mandatory 
SMC India Ravtda Rajaramana Optional 
SMC Manager (UK) Jerry Acton Mandatory 
CDC Poland (scribe) Aleksandra Zawi&lak Mandatory

Optional Invitees To be invited only if advised by NC/TW -
relative to the KEL's to be discussed 

SSC EDSC 
Software Development Manager 

Steve Parker 
Nick Lawman or nominee 

Optional 
Optional 

POA BAS Lead SDM & Risk 
Manager 

Yannis Symvoulidis Optional 

Additional Attendees: 
SSC/ EDSC 

The SSC person then returns comments for the Agenda, and you incorporate those in the file. Agenda then needs to 
be sent out again in an updated version. 
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Hold Skype KRF Session: The KRF Meeting takes place Thursdays at 14:00. During the meeting you will need to share 

your screen with participants, presenting the KELs that are being discussed. You also read out the criteria for review 
& comments (2 screens come in handy...). 

Right under the list of KELs for discussion, there's also a table with actions. You are required to request participants 
about any update and make a note if provided. At the end of the Meeting you do a quick round the table, and if 

anyone raises an AOB (Any Other Business) item, make a note in a table along an appropriate action no. 

5. Any Other Business I for discussion: 

No Raised by Query Assigned to 

047040117 RR KEL; ACharnbers4350S is related to an old issue which NCR Fixed The KEL can be, KRF 
ignored it; just relates to a previous time we had the same issue and NCR made a 
Change at their end Consider deactivating 
KRF 4101: Recommend keep the KEl. 

Draft KRF Minutes: The notes you make during the KRF later serve you to compile Minutes. 

Meeting Minutes 
KELs highlighted for review: 

LvLs reiI 

For disetissilcn at Fnnun 

SMDB-related KFL. SSC comment (deactivate 
RKi J~;~F JA comment Any KEL relating specifically to the 

SMBD can be demised_ KRF 4/01- SMC to deactivate 

acha346S 2 SSC comment 
If it is a single service then raise call with 
3 party(Main service BKAC managed by 

SMC. , sn- cent: Need to discuss about SMC 
Postcode anywhere. If multiple service 

acttcr arts effected then check with Unix and network 
. pcarrity If BKAC service involved then P3 call 

recommending_ 

KRF 4/01: SMC to amend accordingly 
schlatterk5341 L 

SMC comment: We do not deal with EMC 
SSC comment: Better to check with Unix. 

anymore, need to discuss if the KEL is still valid. KRF 4101: SMC to follow with FJ UNIX. 
acha2117P 1 SSC comment: Deactivate. 

SMC comment SMC action & pfiofdy not PCO229355 resolved this issue and new 

specified Cron jobs created for housekeeping. 

KRF 4/01: SMC to deactivate. 
aona7l€7R 7 SSC comment: Deactivate_ PCO217158

SMC commend: SMC action & priority not 
resolved and new baselines released under 

specified 
this peak. 

KRF 4/01 SMC to deactivate. 

Post Meeting Minutes: Save the Agenda as a new file, changing the header, completing the participants list, etc. The 

Minutes file has to be uploaded on SharePoint as POA KRF Minutes DD MM YYYY: 

pit . 5cal 03 situ/T 1 j 71 'S vice Management/Servic :2 J5+ , port i c rn fA llte me a rpx?Root 

order%2F ui3` 2i it sof r7" 7 ~ 011 6 `m0/ F ce Management%2F t Ali -°/ 0 ap ao °fr PEEL _2 _Re iew%20Fo 

rum&FolderC7, )= :}xt 2 tQ_H ̀  c6C;7P; 52 /1FF4866EC86' a8fl2F87 2B&V a,.'_`.,,/E ; 8, 8 9x.1 f DC -411 F-Y571.1-

1E43327616F0% 7"} 

The actions following the KRF need to be shared with the assignees (normally SMC get all the actions). 

The SMC Management confirms back the actions are completed prior to the next Forum. 

If there are KELs with no clear action agreed (i.e. SMC/SSC are unsure how to proceed and need to consult other FJ 

SDUs), the KELs needs to be published in the next Agenda, until update on KEL is agreed. 

Page 9 of 52 



FUJ00085985 
FUJ00085985 

FW KELs for RE KELs for KRF Actions 4th 

discussion in KRF .rrsidiscussion in KRF 07 : January 2018.rnsg 

1.7 Account Call-Out Rota 

Each Friday you need to ensure that the call-out rota for the account has been updated for the following week so 
each team has sight of cover for both in and out of hours support for the week. 

1. Open the account call-out rota SharePoint page 

e 
i.m.._.,~... ._..._ .._ _. °_.,_ ..~..1o2Fsites%~ ri< (v e rice is .a

200050C193Si u. 99.' t A7 tC s4 _it3u . Dt 'JL) V" b t3 'L .i .=t E4) 'dt: 4._.' .. " CE.t: 3bi u>53F37..] '7 [ 

2. Ensure there is a spreadsheet for the following weeks date and open the sheet 

3. Look down the spreadsheet and if there are any gaps, you need to email members from the teams and ask them 
to provide updates before the end of the day. 

4. Ensure the spreadsheet has been updated for our Duty Manager team. If not, discuss with Tony Wicks/Steve 
Gardiner and ask who is Primary / Secondary Duty Manager for the week and update the sheet accordingly. This also 
applies for the Out of Hours Duty Manager — this information can be found on the POA OHH Duty Manager Rota 
provided by Jean Woolley, ask Tony for sight of this if you haven't already been given one 

5. You are also responsible to update the GDC details on the call out rota. The GDC team has a separate rota that you 
would need to copy the details from and into the Account Call-Out Rota. Their rota can be found at: 

http://emeiaofujitsuoloca!/(J3Jsites/T17/007672/Pralect DePiveryrDevelopmentJGDC/Shared%2CDocuments/Forms/AI 
Iltems.asEx 

6. A few days before the end of every month, send a reminder to the GDC team to update their call out rota. You can 
send the email to Chethan.Gurumurthy! GRO € or `, '°~ a f. _ar Ili; GRO as they normally manage - -.... -.-.-.-.-.... -.-.-. .-.-.-.-.-.-.-.-.-.-.-.-.-.-.-, 
the schedule. 

Page 10 of 52 



FUJ00085985 
FUJ00085985 

1.1.8 Weekly Reports 
1.1.8.1 Incident Report 

Each Friday, you are required to generate the weekly reports for the account from Problem & Major Incident 

Management. This is handed over to Steve Gardiner on the Friday afternoon who then provides updates on 
Monday/Tuesday the following week reflecting incidents that occurred over the weekend. 

1. Open the VWB 

2. Review each incident from the Monday to the Friday that week 

3. Only incidents that either have an ATOS incident reference or need to be shared with the customer need to be 

added. Those labelled 'Internal FJ' are not to be added to the weekly report. 

4. For each incident in the weekly report, the summary consists of the incident date, high level summary of the 

incident, high level root cause & resolution of the incident and Fujitsu/ATOS incident references. If ATOS have not 

provided an incident reference at the time of producing the weekly report, then leave as 'No ATOS incident 
provided'. 

5. Update the date of the report showing the week ending date, then send to Steve Gardiner in a 'DM Friday-Monday 
Handover' email, ready for when Steve comes back into the office on Monday. 

To see an example report ask Tony Wicks / Steve Gardiner. 

{t i d 4) - 0 Vket l,, pq,mt 27T4by [Crnnµ:tbRi[y Mode'

NQMB '1';%P" DESIGN PAGE LAYOUT REFERENCES MAILINGS PEVIE'IS VIEW ADD -INS 
 

N blaseNg ;119 

Bold 38 A A Aa - j,P _ . - • Q,~ T T6 Flnd 

"~roo ~ 
ll
 AaBbCC a4bCcDz 1 Aa .1 A 1.1.1 1.11.1 

°KReplaa 
P956n 

Farmat Pxnr er 
B t f,,l, •'aia x x' . ", , , • 8 • : — _ s : e?~4 - ? J;,aption Emphasis l endi,91 11cad y' head nc f , Icsd y - ~ 

Clipboard r1. Ford - Paragraph Svgs' Eowng .._.. . . .. ..._ . ..... . . . . .... ..... ... .... ....... ..... _. .... _ . ..... .......... ............ .` 
` 

. .. ......... ......... .... ......... . .. ........ . ........... . .. .—.... 

• Service Management Weekly Report 

experienced fie upload failures. This was a result of possible +farewell issue within the 
Stare Gatdinei enterna. domain. APOP files are now delivered via Qs811Lja as a w'orkeround. No issues 

GRO ._. -.-., identified within F) domain A23270702 and 18900295 refer. 

•Jnfgtestlgnu. . 18/09 Mon Loring reported critical alerts on CAPO CAG- This is a known problem with the 
GRO  send where very occasionalif the send uems to fag but the file hoc been transferred. The 

file was receved by HP at 2037 (18/041 

19/04 FujItsu Reconcdiation Team had requested to ascertain whether there were any 
Issues which may have caused multiple kiosk transaction (A to be delivered a der late. This 
resulted in multiple kiosk tramectiorss to appear on our reports moving from state 11 to 
state 39. The file subrrtter for the SSKn Y02f91j did not provide the settlement file for. 
traasutiors promsvd on the 13th which meant there wet. days delay in processingtheen 
transactions. No issues identified within F) domain. 612076428 and 18906811 refer. 

19/04 Monitoring reported totrnal POOL route BRANDS had failed. Ft were unable to 
deliver file AI5054PmPaidCard 20160419.txtto BRANDS. This was a result elan IP address 
change within the external domain. No Issues identified within Fl domain. Incident 
012178907 refer. No Atli reference provided. 

20104 Monitoring reported critical alerts for low disk space on 'G.' drive on WIIPM1AD02. 
No issues identified within the FJ domain. Incident 612183229. 612196023, 19913627 and 
18915208 refer. 

21/04 Monitoring reported alerts for Banking UNK Service. Checks were performed by NT 
and Networks and no issues were identified within Fl domain. BT will send engineers to sites 
to f rthee irwestigate Incident 412193422 end 18915220 refer 
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1.1.8.2 PEAK Reporting 

Each Thursday, you are required to generate a PEAK Report for Steve Bansal in preparation for the Leadership Team 
Meeting on Friday. The instructions to produce the PEAK report are detailed in the document 'PEAK Reporting' 
below. To produce this report, you would need to have access to PEAK and FSR (using your TfS user). 

As PEAK Reporting is used to keep track of the trend of PEAKs, when there is a sudden increase or decrease of PEAKs, 
do a little drill down to enable better understanding of why it has happened. Run a query on PEAK for what area you 
would like to drill down. 

There are 3 main spreadsheets to help produce this report. The spreadsheet titled 'PEAK Weekly Totals' contains 
historical data to help with trend analysis. The spreadsheet titled '16-06-2016' is a spreadsheet created weekly that 
contains data extracted for the PEAK report of that week. The spreadsheet titled 'TfS Totals' is a template to help 
produce the report for the TfS section of the PEAK Report. 

W 
PEAK 

Reporting. docx 
TfS Totals.xls 

a 

PEAK weekly 
totals.xlsx 

16-06-2016.xlsx 

1.1.9 Out of Hours Duty Manager Handover 
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The detail for completing this has been extracted from the Problem & Major Incident Work Instructions 

SVM/SDM/WKI/2399, I have included this in this handover as this is a short daily task you may be required to do at 
the end of the working day. 

Prior to End of Day the day time POA Duty Manager will send an e-mail to the Out Of Hours POA Duty Manager. 

1. Log onto Managed Service Change (MSC) system at L, . . ._ . . Irrelevant ' 

2. On accessing the MSC system select SEARCH from the tool bar at the top of the screen 

3. Select ADVANCED SEARCH under the Search Pages.... Tab 

4. In the Top Left 'Text Field' select Client Ensure the Contains button is selected and Post Office is inserted in the 
text box. 

5. On the first Date Filed row select Implementation Start Ensure the Between button is selected and type today's 
date dd/mm/yy in the first field and tomorrows date dd/mm/yy in the second field for the MSCs which will start 
implementation overnight. 

To check for over weekend changes, i.e., on a Friday, use the same process but put Monday's date in the second text 
field. 

6. Press the Search button 

A table of changes will be displayed. 

7. Select the 'Click button to export to Excel' button 

8. When Excel opens, save the spreadsheet with an appropriate name e.g., MSCs POA 29-30 06 15 into an 
appropriate folder in your work area. 

Use the Duty Manager Call-out Rota instructions above to ascertain the POA OOH Duty Manager for that day. 

9. From your Outlook Account create a new e-mail. This is normally sent around 17:15 Monday to Thursday and 
16:45 on a Friday. 

10. Title the e-mail along the lines of 'DM Handover'. 

11. The detail normally consists of two focused areas: 

From a search on the MSC Database the attached were listed as starting implementation overnight (or over the 
weekend — as applicable), between Day & Month and Day & Month (as per the dates above.) 

Detail any High Priority Incidents or significant issues, or provide a statement similar to - I'm unaware of any 
significant issues to handover. 

12. Ensure the e-mail is addressed to the OOH POA Duty Manager as detailed in the rota and copy it to the POA 
DutyManager mailbox. 

13. Don't forget to attach the list of MSCs created above and then send the e-mail. 
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1.1.10 7 Day Service slide 

By EOB Friday you need to send out a set of slides with a snapshot view of service during the last week. These include 
figures on incidents raised/closed, completed MSCs, updates to KELs, planned changes etc. (FSC-Forward Schedule of 
Change). 

1. TfS calls raised and TfS calls closed. This is retrieved from FSR1
-----.--- ------------ ----- ------- ----- ----- - ----- ----- ----- - ----- ------- ----- ---.-----.-.

Irrelevant 
.-.-.-.-.-.-.. 

Click on Report (top), navigate to Inicident ( left handside), choose FSR003 Incidents Work In Progress. The Tenant is 
POA, Primary Group — Day, then Report Period —Use dates (last Saturday — Friday). 

REPORT: FSR003 - 

INcIDENi WORK IN PROGRESS 

FUJITSU 

_R

.eport  

>  Incident  > 

FSR003 - Incident Work In Progress 

Show 

Chart, 

Table 

Tenant 

POA > POA, POA -F

tsu. 

POA 

-Ho 

izon, PGA..Polsap:.l, 

Primary Group 

Day 

Report Period 

Use Dates 

• from 

06:0112013 

to 

110112018 

View 2eport

The report then returns all Open and Closed figures. 

2. Live PEAKs opened and Live PEAKs closed- this is taken from Peak report produced weekly by the Problem 
and Major Incident IP. Contact Fatima Ahmed to get the current volumes. 

3. Incidents escalated to the day time duty manager -this is gathered from the virtual whiteboard (VWB) and 
the scan of the DM mailbox. 

4. Incidents escalated to the OOH duty manager- refer to the OOH handover emails that are sent through. 

5. KELs updated/created - this information is gathered from John Simpkins (weekly mail with KEL updates - 
attached). 

6. MSC completed- this is retrieved from the MSC system. Choose Client - Post Office, Implementation start - 
between and fill out dates (from Saturday till Saturday); example for Friday 12` h  January 2018 would be: 

The closed/cancel led box needs to be unticked. 

7. Incidents caused by change - gathered from the VWB and it will be any rows highlighted yellow. 

8. Problem records opened or closed in the last week. For this information talk to the problem controller or a 
member of the problem team. 

' If you have no access, contact Sandie Botick. Username & password are the same as in TfS. 
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9. Incidents where resilience has worked per design — contained in the VWB. For resilience from year to date 

filter all the incidents from the beginning of the financial year. 

10. Escalation topics — for this talk to Steve Gardiner/ Tony Wicks / Steve Bansal and discuss any ongoing issues 

from the week. Alternatively, this can be found in POA DM mailbox. 

11. 3rd party issues — for this information look through the VWB and the duty manager mailbox looking for 

incidents that were caused by an issue in external domain. 

12. FSC (Forward Schedule of Change) —this is an excel file with a brief list of changes. You access the file via this 
link: 

Irrelevant 

Forward schedule needs to run run from the following Monday to Sunday. Copy the bit of the table that is needed 

(Activity —Service Impact columns) and paste into the slide: 

IOSUpgrade cors*1amoa 
I08 Upgrade Contpia e ~. 

iRE11 Timm Hmse D~y C Plamed `wtalnler+sroe Carry3hanm 
h' CF Rte 20 HDCR FPNo arnme 
IRE11 Txideru -fdjse. DO Ptsmea Con harce 
IOS Upgsad'e compliance 
HDCF Rte .20 6rs:ncn Aamss 48S E.Fgration 4DCP: Progsan' 
I08 Jpgrada scr*gyhance 
Se urCy Fatu ig C;.mpiance 
Sun 141h Jan 
5ecurc Patd^ing CO^piance 
S ires Conttnony test ✓ar~piance 

108 Upgrade Cormianc 

VDS upgrade- 
 1202t_ -,rf81

Citr'sc IOS upgrade- -40'
C lean F loos Voids in Tech Halk L Ccrrms Roc Mc -lr;tns l 
R 1820 -13CR RHO k4igr3ti m 
Quarterhf An Cc r kisinte x~ ce Op Nan-HHln n Nei 
Cria IOS Upgrade-p i.nitCOI1 202-axess LSt'SV J 
H DCR R1e.220 Erar-ch Access 4ES Migraton 
Update. fai lc cm-mciicns an fie+vsJ1 pars in IRE19 Fteavalls. 
OLe Datwas e Fes; hinq 

OL3 Daiacas a Pa1uhing 
ECTEusin-ess Cartirwhytest?Cmtirge+al  SIcIP 
C rrix K:75 up}irede - pf 19.412011202jwaccess LST SIAI 

20  18 00 2018-01 20 00 
201801-(;818.00' 2At'8-01.0820:00 
220/3-01.081800 2018~13•C408. 00 
2013-01-03 +3.80 201x8.91-C9 23 00 
2018-37.17'%'i.' 'Y 201801.17 O'J:00 
201MI-11 1800 2018-01-11 2"0.00 
018-0".-1223 01 201.5-01-13 03:00 i~ '~ 
2018-01-13 74 00 ,2018 O1-
20 -j' -i23832 2013-01-132355 

18.0?-14 00 100 

2013-01-14.34 30 2'018-01-14 103; 
2D 1 1000 201'8.121.14 17.00. .. . 
2018-01-1412'0 20 1-'142000

If you cannot access the link, email I . rr ,or-_ F iotl GRO and ask for the FSC for the coming week to be 

sent. 

7 day service 
slide. n g 

FW 7 day of 
service. rmg 
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1.2 Major Incident Reports 

As a Major Incident manager, your highest priority role is to manage live service, even more so when there is a high 
priority incident that can have a potential service impact. In the event of a Major Incident, you alongside the rest of 
the team will be expected to drop whatever you are doing to manage the issue in the most effective way. 

There are a variety of ways and reasons for Major Incidents which you may be involved in, but an important role for 
the IP is to assist with the documentation that follows. In the event of a Major Incident, we have 24 hours to produce 
a first draft report to ATOS who provide the detail to Post Office Ltd., detailing the Major Incident, from a specific 
timeline of events to the root cause and resolution actions taken. The Major Incident Procedure document is useful 
to flick through and gain an understanding SVD/SDM/PRO/0001. 

When producing the Major Incident Report, you will be assisted by the Duty Manager who was running with the 
incident, who will provide you with a detailed timeline of events, including calls that were made and resolution steps 
taken by the individual teams. With this information you will do the typing of the first draft using the account 
template SVM/SDM/INR/2693. 

Once you have completed the report, you will review with the relevant parties, e.g. Duty Manager involved and 
Steve Bansal, before sending the report to Steve Bansal. From this point Steve will make final edits and send to the 
customer. Your main job is to type up the report and make sure all detail is recorded, Steve will make the decision to 
remove any unnecessary detail. 

1.3 Post Incident Reviews 

Following a Major Incident, we will normally hold a Post Incident Review (PIR) internally. This is so all parties 
involved can discuss the incident, run through the timeline and make sure everyone agrees on the events. In doing 
so, the aim is to build a view of lessons to be learnt and generate actions to fulfil this in an attempt to avoid any 
repeat occurrence of the incident. 

Your role: 

1. Set up the PIR, sending invites to all people involved in the incident (ask the Duty Manager if you're unsure who 
needs to be involved) 

2. Take the minutes throughout the PIR. The minutes will consist of a walkthrough of the incident, including a 
number of observations. An observation is a point where there could be improvement, or a question is asked as to 
why it was handled in that way etc. 

3. Your opportunity to ask any questions or suggest ways of improving a process to minimise the likelihood of a 
repeated mistake. 

4. Observations made will be tied to actions. Either no further action is required, i.e. the answer is given in the PIR 
and there is nothing more that can be done OR an action will be generated in accordance to the observation made. 

5. Run through the observations and actions at the end of the PIR to ensure all parties are content. 

6. After the PIR, you will need to spend some time tidying up the minutes taken, removing points that aren't needed 
and generating actions etc. 

7. Once you are happy with the document and have reviewed with Tony and the Duty Manager then you need to 
upload the first draft to Dimensions and distribute to all involved for review. You can do this by emailing the 
document to PostOfficeAccountDocumentManagementL._._._._._._ GRo __._.__,_ 
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1.4 Major Incident Report Tracker 

Asa result of Major Incidents and Post Incident Reviews, the Business & Application Services Team have a tracker to 

view number of actions created and are with Fujitsu. You will be responsible for maintaining and updating this 

tracker. This spreadsheet is part of BAS Communication Cell which is for our team meeting on Monday's. To access 

Irrelevant 
and select 'MIR Tracker with Macro'. Check out the document and add the MIR/PIR as necessary. 

®; HOME fNSENF PAGEIAYOUT FORMULAS DATA REVIEW YEW AfU S ...... ... ...... ..... .. ... . . .. .. ..... ... ..
..
..~...... . .. . .. . .. .. .... ... .... ....... N9!!I^~e•Fl .... . .... ......... . _ 

~A =0 *l• g, WW TM 1 ~: 

...... 

IRR~ ~N° IbBQ 

........ . . . .. 

f 
~A.eoSum AsY A 

.. .. ..... 

_ _ Vesh 
rK format Pa Mn 

 I Y 34 .. — _ _ ] Merge ®cm J, . % • $ A$ C—rAWM F-1 as Hood Pte Fl

by «. •ii 

Cil[CNIXITRCQJRFD To moi ythe sener. k400k rou mine checktout C'

--^r.«, 

0 

A F C E F A H 7 J A._ — —. — 
Ma or Incide

.__
nt Report Tracker 

z kax uwaee~. xo~es/znie 

aeaN„e

In this spreadsheet, you would need to fill in the details according to the Major Incident Report or Post Incident 
Review Report. By looking at the MIR/PIR, you will be able to fill in the columns H and J to N. For Columns G and I, 

speak to Tony Wicks to obtain the dates when these documents were sent out. As a PIR is an internal report, this 

does not get sent to Atos/POL. 

■ ... a~ . 

[.111■. 
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1.5 Notify PRO 

This is an ad hoc task as to when an incident occurs (ie: if HORIce is showing red for one of the service). You may be 

required to send out a message to Post Office Limited or to Tower Leads. 

Fd Nb?+s' rdte.IMytdouv tC .rte.a:d05 1 ._ 

S.dcen Mybb Lireh— Uee.Lin U ,Ad- _ Rcpenirq 3.2 105 'eem A...

L gn.Hislo!y Vew Schedule CoM~qusRran MY Password Svsem Help ~'- 

HSO I MT Alert System 

-Mess_ge Received 0 Qnebr ti:: 
ONoMy PRO Spryer. SMS Ened Racolpl 25116/1 6 15 30 34 Jdsne Ngu (PDADMJ
D1`PO1" 201/360615 331 Jolene Ngu (POA D6S

Me—Nvdy PRO Sena 6M6/Ee&eecee aemived: 2O/ 16'-5011. Po $o..Jdme Nm?Oe DMI

Nott , PRO 5_nar SMS ' Ema Receipt -' 

MURims6aransmono, 11 Hec0Ftfor 600 0560 ^''POL

For awareness, HORIce is showing as red (ailocal) for Basking as there is a 5%fa lure of LI N K transactions due to I...ISKI rFrnnIo'l  unavailable. All other transactions are going through as per usl,al. FJ 
rwestlgellonscorrmenca den d ATOS will heInto 'med. 

K:ndreyard. 
olene' 

The message was we I I e'P(,;)LandPDA multimedia dlsiribvtlon list. 

.w+err U:rr Jab't NylYUt.LMI Aae .. 2161-.Nnl -11-2- 1:.5J 

An example of a text message is as above. You should already have an email from the MAC team detailing your log in 

details to allow you to access Notify PRO. 

Check with Tony Wicks before sending out the message. The two groups we normally send out to is **POL** which 

includes external individuals and **TOWER** which is internal only. 
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1.6 CP CT Tracker 

As part of the Communication Cell for the BAS Weekly Team Meeting, you will also be responsible for updating the 
CP CT Tracker. This is a spreadsheet that is used to keep track of the number of days allocated/impacted by the BAS 
team for a certain Change Proposal (CP). You will not be providing any impacts as this is done my other individuals 
across the team. To access this spreadsheet, go tol Irrelevant and 
select CP CT Tracker. 
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Check out the document and add the impacts and CPs accordingly. As this task is correlated to the CP Impacting 
Meeting on Tuesdays, you can update the spreadsheet after every meeting to ensure the CP's and impacts are up to 
date. Details for columns A to E are found in the CP itself. To obtain the CP, go to the BAS SDM Mailbox and open up 
the email with the CP you are looking for. These CP's are usually sent by 

--- ----, 
Poet Er • cc an` a co ne~5 0vi=~ei GRO h. 

Only CP's titled `Urgent' are added to your spreadsheet. This task is related to the CP Impacting ( See 6. CP Impacting 
Meeting of this document) and Customer Service (See 8. Customer Service of this document). 
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1.7 HORIce 

HORIce is the screen on the right, showing a number of our live services and their running status. Here is a summary 
of the status colours the screen may show: 

Green —Service is running ok 

Red — Critical alert, failures within Fujitsu domain 

— Failure alerts in the external domain less of an issue for Fujitsu, but needs monitoring and managing in the 
appropriate way with ATOS Service Desk to liaise with 3 d̀ party who are seeing high failure counts 

Purple — Service is reporting behind schedule - this is a simple call up to the SSC if it prolongs to ensure it is running 
ok 

Blue — Service is harvesting data - this usually only lasts around 30 to 60 seconds and is just updating the latest 
status, again, if this prolongs, simple call up to the SSC 

Grey — Not Running - HORIce is not running data for the service, if this prolongs for longer than a minute or so then 
call SSC and ask to investigate. 

For when a service is showing as RED, this is the most critical alert for us as it indicates there are failures that can 
potentially be service impacting as a result of errors within our domain. 

When any service shows critical, first this to do is voice MAC team and ask them to raise an incident and pass call to 
relevant teams. Speak to Tony Wicks / Steve Gardiner to see where the calls should be routed to. Number for MAC 
team isi GRO 
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1.8 Tech Bridge 

When there is a major incident or an incident of high priority, you may be required to join a Technical Bridge. This is 
an internal call between Fujitsu Post Office Account service lines in order to discuss an incident and move to 
resolution as promptly as possible. This is an urgent call, so if you are required to join, then this becomes your 
greatest priority. 

Your main role within a Tech Bridge is to take the minutes and record everything discussed as it may be of use in a 
following report e.g. Major Incident Report. This call can become very technical so while it is important to try and 
understand what is going on, it is vital that you capture all details and in particular the times at which updates are 
given. This level is detail is crucial if a report is needed for the customer. 

Details of joining the Tech Bridge will be provided as and when necessary as they may be subject to change, however 
the general joining details for the Tech Bridge are: 

DialL GRO Participant ID is 38461819#. If you are needed to chair the Tech Bridge, the Chairperson ID is 92796518#. 

There is also a Service Bridge, which is for external use, so third party clients can join the bridge if it is a cross domain 
issue and needs urgent resolution. 

Again, details for joining the Service Bridge may be subject to change, however the general joining details are: 

Dial I GRO Participant ID is 36081855# the Chairperson ID is 57863059#. 

1.9 Virtual Whiteboard Incident Input 

Part of the teams working way is to include all incidents of necessary priority into our team Virtual Whiteboard. This 
is a yearly Excel spreadsheet with a monthly breakdown of each incident of note. 

Incidents that we input into the Whiteboard are mainly Major Incidents/Pis (Priority 1 in TfS), those that have been 
shared with ATOS Service Desk, incidents caused by change and in general those that have taken a fair amount of 
effort to resolve. 

When placing an incident into the Whiteboard, the main information that is required from the call is the date and 
time of the incident, incident summary, Fujitsu and ATOS (if available) call references, impact and root cause. 

You can find the Virtual Whiteboard at the bottom of this page: 
------------------ 

Irrelevant 
If you are unsure whether or not to place an incident into the Whiteboard then discuss with one of the team. 
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1.10 Yearly Problem Review 

Once a year, Problem Management produce a Problem Review for the previous years' problem records. Detailed 
instruction on how to complete this can be found in SVM/SDM/PRO/0025 the POA Problem Management Procedure. 

The review is made up of two phases. First, you need to undergo analysis of each problem record opened and/or 
closed in that year. These are broken down into three categories: 

Type 1— Problems in Fujitsu domain or further analysis is required. 

Type 2 — Administration Closures, e.g., the problem record was raised in error against the incorrect resolver group. 

Type 3 — Underlying issue was found to have originated in a third party domain. 

See below the 2015 Problem Review as a reference for how to complete the following years review. 

2015 - Problem 
Records Review -0.; 

The second phase consists of organising a meeting with the relevant people involved in the `Fujitsu domain' problem 
records, to discuss if anything further can be done or if anything can be learnt. 

All of the above is covered in more detail in document SVM/SDM/WKI/2399 Problem & Major Incident Management 
Team Work Instructions. This handover document is for use as a basic guide. 
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2. Finance 
2.1 BAS Monthly SST Breakdown 

Once a month, you are required to produce a Breakdown of the figures in BAS Profit and Loss Statement. At the 

beginning of the month, Martin Cornell will send you an Excel Spreadsheet detailing the P&L for the financial year. 

N h- G'• ansser•ro<eDe' isv~.:a<ao~n, E,cei --- - ._. 

40 M2: 1 NiglF 7441 .04051 :M8lULf5 DATA RENEW MAY AFJU INS age Joie ~ J 

oeM I V - A • -: - a- 7 merge X(:eeM1<r . E41. % Ag e F ..t x I~:e 
- . .. 

D-ldr fnmwt: So4rFine@ 
•  .Eomattng Table Style,- '~~~• Elul-Select• 

01106069 1. iO3 
_ 

,:' 'a,i6o61e4- ., Nw16er 6 - ... 511101 .. .. ..  ...... . ..„_. _. ._ Call 66kina ... ___ n 

4619 - Jt 42,4682 as 

O

. 

5  . 
E 

"D-- Q 12f 
_ _.  -_._ --',~"- "-- -

ng 
 

-

....— - _....._

_. UK and Ireland 

1G CS HNG Nov Dec Jar leas Mae 

17 

16 P&L Detail by Month (E'000%) _ -- 

20 

71 

12 

Q it 

37 

A1 

Q :5 
Q 49 

Q 53 
Q 57 

58 

59 

a 5'_ 

84 

es 

46 

Q 70I 

ROV41r11e 916. 815 843 872 991 10.262 10,036 

Cost of Solos 366 316 329 328 293 4,244 4,816 

Gross Margin 550 466 514 544 698 6,018 5,222 

Oross Costs Eacl.Internal 0hgs5Rec e6 113 90 65 97 1;005 1,281 

Total Networks Trading. 2 0 0 0 6 4 2 

Total BAS Trading 203 146 170 165 142 2,460 3,000 
TOG Trading Total 0 1 0 0 0 2 2 
Total MIS EUSTrading 42 32 49 - 50 42 491 482 

Total MIS Hosting Trading 1 2 0 0.22 1 12 16 

DEF Trading Total 4 1 1 0.35 0 5 0 
Trading Other 26 16 6 4 7 226 0 

Total Internal Trading Charges!Recoveries 237 188 234 240 593 3,2 3;504 

Total Other Charges and Ree0ver150 from HO 2 6 4 3 3 3 21 

T'anal"to COS :33h0;': {3t } "`n 3318; 023,: 4''A, (4;3'rti3 

O(oz. 0 0 (0) 0 (0) (0) 0 

OPPL before Opal ABoeanon 550 499 514 544 698 50016 50222 

7,61 Nestled.. 5 5 6 4 4 4 6 
791 
72 
13. 

741 75 
16 

sImmar? P503 55-  Detail ieb16 SIT Detail Jan16 55T Detail Mar16 

Open Excel file: BAS Service Delivery 2016 > Copy the new month column in Martin's spreadsheet > Paste the detail 

in tab 'P&L' > Create a new tab and name it 'SST Detail MM YY' > Copy the format from the Spreadsheet in the month 

before in SST Detail MM(-1) YY > Paste data in tab created. 

Now that we have the template in place, we can start applying the figures in. 

Open Excel file from Martin > Click tab P&L > Copy figure for `Total BAS Trading SST only' of that Month. To locate 

this figure, expand 'Total BAS Trading' and it will show as below 

41)  Total BAS Trading 241 203 145 178.439 185 1421 2,460 

• 42 Total BAS Trading SST only 24' 203 14E 178.430 180 142 2,460 

43 Total BAS Trading -1(01 541 5 0 C 0.00E 0 0 0 

44! TOxai BAS Tinning - B25 3. 0 C 00(15 0 0 0 

> Paste in 'Total BAS Trading SST ONLY' in tab created earlier. 
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2
3

. 

SAS SST- Application Services 
Unreconciled Difference 

Total BAS Trading SST ONLY 

j 2C Total MIS EUS Trading • SST ONLY 
21. •—
~3 ; . DEF Trading Total 

42 Trading Other 
43 
44J ,TPG Trading Total 
45. 
46L Total MIS Hosting Trading 
47- 
48 Total Internal Trading Charges! Recoveries . 

For Total MIS EUS Trading —SST Only, DEF Trading Total, Trading Other, TPG Trading Total and Total MIS Hosting 

Trading, copy the figures like we have done for the BAS Trading SST Only. 

On the left side of these tables, you see + and — signs. These will expand each column and you will be able to provide 

the breakdown in this area. 

Now that you have the end figures in place, you would need to download the General Ledger and the SST report to 

perform a breakdown of these figures. To do this, go to EMEIA Connect Homepage > On drop down menu 'For 
Employees', select 'Full Employee Services list' > Select 'information Direct' > Select 'My Reports' > Select 'GL' > Select 

90206, Actuals > Select 'Export All GLTransactions (GL110 Report)' for the month you would require > A new tab will 
open up and then you should save this in your work area. 

Go back to the informationDirect page and select 'Export All SST Transactions' for the month you would require. A 

new tab will open and then you should save this in your work area. 

Now that we have the data required, open the GL you have just downloaded and copy all data. Go to BAS Service 

Delivery Excel Spreadsheet, under tab 'GL', paste data in here. In the SST Transactions downloaded, in tab 'GL SST 
Debit (Prj) Details' copy details to BAS Service Delivery tab, 'Debit'. Do the same for tab 'Credit'. 

Total MIS EUS Trading SST Only 
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These details are extracted from Debit SST details. MIS EUS Trading is usually not found in Credit SST details. Go to 

the Pivot table on tab 'Debit Pivot'. For filter 'Recoverable', select Recoverable. For filter 'GL Debiting CC', select All. 
For '0L3 Name' select all MIS codes only excluding MIS HT and 'GL Debiting Nominal' select 7438, 7443, 7413. 

Recoverable 
GL Debiting CC 
OL3 Name 
GL Debiting Nominal 

Recoverable , it 
(All)

..

(Multiple Items) X 
(Multiple Items] 

C th 2 I th t d d opy e co umns a are pro uce Row Labels Sum of Full Amount 
Detail MM YY' and paste it under the Blandford,, Christopher iC ; 6720 
MIS EUS Trading. Bower, David (D.A) 8090.08 

Elliott, Derek (D.A) 1010,5 
Guy, James (J.R) 3487.5 

Blandford Christopher (C ) ---, Jennings.. Graham (G S) 2202.75 

Bower, David (D.A) Jones. Mary Anne (M.) 2980 
Elliott, Derek (D.A) Kotwal, Snel (S) 67.52 
Guy. James (J.R) !Leahy, Trevor (T J) 2666 
Jennings, Graham (G.S) IPavis Andy (J A) 4226.9 
Jones, Mary Anne (M.) Welch Michael (M.J) 4187 7 
Kotwal. Snel (S ) Wodharns Ray (R 6829 25 
Leahy. Trevor (T.J) 
Pavis Andy (J A) 

- 
Grand Total 42468.2 

Welch, Michael (M.J) 
Wodhams, Ray (R) ......:. 

Total MIS EUS Trading - SST ONLY 

DEF Trading Total. 

onto the tab 'SST 

drop down of Total 

6720 
8090.08 

1010 5 
3487 5 

2202.75 
2980 

67.52 
2666 

4226 9 
4187.7 

6829.25 

42,468 

To extract these details, do the same as you have done for 'Total MIS EUS Trading SST Only'. This time, go to the Pivot 

table on tab 'Debit Pivot'. For filter 'Recoverable', select Recoverable. For filter 'GL Debiting CC', select All. For '0L3 

Name' select all DNS codes only and 'GL Debiting Nominal' select code 7522. Copy these 2 columns into the drop 
down menu on your 'SST Details MM YY' Tab. 

Trading Other 

To extract these details, go to the GL Pivot tab. Under 'Nominal' select all Code 7000's. Under 'Row Labels', select 

Labour Recoveries, Trading: Travel and Trading: Overtime. Copy these 2 columns into the drop down menu on your 
'SST Details MM YY' Tab. 
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Nominal (Multiple items) ;a 

Row Labels j Sinn of Value 
- LABOUR RECOVERIES 3862.87 

N/A consolidated to project / task 3978 
Auto Capping108233 -26.72 
Auto Capping108381 -21 73 
Auto Capping108238 -57. 14 
Auto Capping108296 -9.54 

Trading: Travel 1632.06 
Mr Andrew Beardmore:U(519582 Accom BSI: 191 33 
Mr Andrew Beardmore UK519582.Accom_Evening_Meal 36 75 
Mr Andrew Beardmore.UK519582:Mileage. 99 82 
Mr Andrew Thomas .UK549186 Taxi Taxi 6.4 
Mr Andrew Thomas :UK549186 Train: 166 2 
Mr Christopher Blandford IJK094824:Mileage: 147 73 
Mr John Pavis UK532285.Mileage 22.13 
Mr Christopher Bailey UK059586 Station_ Parking: 3 
Mr Christopher Bailey:UK059586 Train. 121 6 
Mr Christopher Bailey.UK059586 Mileage 132.4 
Mr lain Macleod Janssens .UK059620:Visa Costs: KWIKPICTUREFRAMING 4.99 
MrTorstein GodesethalK012158 Parking South West Trains 45 
Mr Andrew Beardmore.UK519582:Tolls M6 Toll Midland Express Limitd 4.58 
Mr Andrew Beardmore UK519582 Tolls M6 Toll Midland Express Limited 4.58 
Mr Andrew Beardmore UK519582 Tolls M6 Toll Midland Express Ltd 9 16 
Mr Andrew Thomas UK549186 Parking NCP 10 
Mr Philip Moss.UK089962.Parking British Rail 10.2 
Mr Andrew Beardmore UK519582.Evening_Meal_Blues SmokeHouse Bracknell 22.54 
Mr Philip Moss UK089962 Train;. 22.6 
Mr Torstein Godeseth:UK012158:Train: 174 
Mr Garry Hewitson UK094883 Train 89.1 
Mr Garry Hewitson UK094883'Mlleage 77 68 
Mr Torstein Godeseth UK012158 Mileage: 54 59 
Mr lain Macleod Janssens:UK059620 Visa Costs High Commission of India 175 68 

Grand Total _, . ,. `. 5494.93 

TPG Trading Total 

For this section, you would not need to provide the breakdown as the figure is quite small. To obtain the figure, go to 
the GL Pivot tab. Under 'Nominal' select all Code 7000's. Under 'Row Labels', select TPG. Copy the figure and paste it 
in your 'SST Details MM YY' Tab. 

Total MIS Hosting Trading 

For this section, you would not need to provide the breakdown as the figure is quite small. Go to 'Debit Pivot' tab. 
For filter 'Recoverable', select Recoverable. For filter 'GL Debiting CC', select All. For '0L3 Name' select all codes that 
begin with MISHT* only and 'GL Debiting Nominal' select code 7432. 

Copy the figure and paste it in your 'SST Details MM YY' Tab. 
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If MISHT is not found in the Debit Pivot tab, Go to the GL tab and put a filter on 'Nominal Description' and select all 
MIS Hosting SSTs. Under the column 'Value', highlight to show the sum and copy this figure into the report. 

Total Networks Trading 

To extract these details, go to the tab GLtab and put a filter on 'Nominal Description' and select all 'Networks' and 
'NT Trading Adhoc'. Under the column 'Value', highlight to show the sum and copy this figure into the report. 

BAS Trading SST On! 
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As this is the main focus of the breakdown, it will be presented in a separate area on the spreadsheet. 
50. BAS SST. Application Services Detail 

52i Debits Credits 

56 
57 
58 
59 
60 
ci 

• 63 
64 
65 

66. 
67 

ou 
81 
62 
83 
ae 

Anamalla, Vertu (V_) 
Anderson, Magnus (M W) 
Arain. Tariq (T } 

... _..._... 

Aujla, Arnarvir (A.) 
Bailey. Chris (C_R) 
Bansal, Steve (S;) 
Barclay. Adrian (A .P) 

_ . 

Barnes. Gerald (G J) 
Beardmore Andy (A) 

.._ 

Betteley, Julia (J.R) 
Bhandari. Akeel (A.) 
Bhogireddy. Shanmukha Vijaya Kum (S.)
Blandford, Christopher (C.) i 
Bower, David (D-A) 
Boardman, Phil (P K) 
Grindley, Susan (S.) 

_ 

Budworth, John (J.H) 
Carter, Rick (R P) 
Capon, Barry (B.)
Canniffe, Tim (T-) 
Crayson. Paul (P G) 

--Challa. Praveen (P) 
Cochrane, Eddie (D ) 
Cooper. Jill (J E) 
Crow. Nick (N.) -- 
Dhage, Vinod (v) 

_ 

Dolton. Tony (A.B) 
Dugdale. Simon (S.J) 

-.-_ 

Elliott. Derek (DA) 
Evans. Steve (S.A) 
Gardiner, Stephen (S) 
Gibson. Andrew (A.R) 
Goddard- Steve (S D) 
Godeseth, Torstein (TO) 
Gururnurthy. Chethan (C. K.) 
Gurung, Jubita (J. ) 
Guy, James (J R) 
Harley, Ken (K.J) 

_ Hickman John (J E) r 

Holmes, Alan (AA) 

These details are extracted from both Debit and Credit SST details. To do this, go to the Pivot table on tab 'Debit 
Pivot'. For filter 'Recoverable', select Recoverable. For filter 'GL Debiting CC', select All. For '0L3 Name' select all BAS 
codes only and 'GL Debiting Nominal' select 7446. Copy the 2 columns that are produced onto the tab 'SST Detail 
MM YY'. 

Do the same for Credit. Ensure that the total for both Debit and Credit in 'SST Detail MM YY' are the same with the 
figures in both Pivot tables. 

When you've completed the task, ensure your Pivot tables are left to show the BAS details only as this is extracted by 
a formula into the 'SST Details MM YY' Tab. 
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2.2 BAS SST Cost Centre 90206 

When requested by Steve Bansal, you would be required to produce a breakdown of the amount (f) charged towards 

an SST code for the week. To get an accurate reflection of the SST, perform this task every Tuesday as the figures 

from the previous week is normally uploaded on Monday. To do this task, go to EMEIA Connect Homepage > On drop 
down menu 'For Employees', select 'Full Employee Services list' > Select 'informationDirect' > Select 'My Reports' > 

Select 'GL' > Select 90206, Actuals > Select 'Export All SST Transactions' for the month you would require > A new tab 

will open up and then you should save this in your work area. 

Open the spreadsheet you've just saved > select all data > copy to a new Excel Workbook > Insert Pivot 
Table 
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_heet2 Sheetl +,

FEAPT An,mella, Venu (V.1 IN000135 CONTRACTOR.CON.CON 62S0D1002 Y 31 May 66 

FBAPT Anamalla, an (V.) I 6000135 CONTRASTOR.CON.CON 625001062 Y 31-May-I6 

66461 Anamalla Venu (V.) 26000136 CONTRACTOR CON CON P25GD1062 Y 31-May-16 

FBAPT Anamal:a, Venu(V.) IN000135 COMRACTOR.CON.CON FJ5001002 Y  31-MCY-16 

FRAPF Anamalla Venu (V.) IN000190 CONTRACTOR CON CON 620001002 Y 31-Mes-IS 

FEAPT Anamalla, Venu (V.) IN000135 COMRAC OR CON. CON P26001002 Y 31 May -16 

60461 416am0210, Venu (V.) INOM135 CONTRACTOR.CON.CON FJ5GO1042 Y 31-MIS-16 

FEAPT Anamal' a, Venu (V.) IN000135 CONTRACTOR CON. CON '250010026- 31'May-t6 

FVAPT Anamalla, Venu (V.) IN000135 CONTRACCTOR.CON CON 625401042 Y 3I-May-L6 

FBAPT Anamalla. Venu (V) IN000101 CONTRACTOR CON CON 616001002 Y 31-May-16 

FBAPT Anamel,a, Vmu (V.) IN000135 CONTRACTOR_ CON CON 125601002 Y 31-May16 

66461 Anamalla, Venu (V) IN000135 CONTRACTOR. CON CON F15GD1002 Y 31-May-16 

FBAPT Anam a);a, Ven,(V.) 16000135 CONTRACTOR.CON CON ''. 626001002 Y 31-May-16 

FBAPT 'Anamalla Venu(V.) IN000135 CONTRACTOR.CON.CON FJ5GD1002 Y 31-May-16 

FE4PT Anamalla, Venu (V.) IN000135 CONTRACTOR.CON CON : FISGD1002 Y 31-May-16 

FBAPT Anamalla, Venu (V.) IN000135 CONTRACTOR CON CON '25001002 Y 31-May-16 

FBAPT Anamalla Venu (V) IN00135 CONTRACTOR CON CON 625002 02 Y 31-May-I6 

60461 M4mali4, Venu (V.) 16000135 CONTRACTOR.CONCON F2S0D1002 Y 316146-16 

FBAPT Anamalla, Venu (V.) IN000135 CONTRA170R.CON CON  625831002 Y 31-May-16 

FEAPT Mema):a, Venu (V.) IN000135 CONTRACTOR.CONCON 62SGD3002 Y 31-May-16 

60461 Anamalla, Venu (V.) IN000335 CONTRATORCON.CON F15G03062 Y 31-May-16 

HART Anamalla, Venu (V) 94000130 CONTRA_"OP. CON CON 626091002 Y 31-May-L6 

1661 Anamel:e, Venu(1.) IN000135 COMRATORCON CON 125131002 Y 31-M66-16 

60461 Anama)la, Venu 16.1 1N000431 COFJIRACTOR.CON.CON F14GO1W2 Y 31-May-I6 

FEAPT Mama) a, Venu (V) 16000135 CONTRACTOR CON. CON 025001002 Y 31-Ma6-16 

FBAPT Anemal,a, Venu(V.) I 9006135 COMRACTOR.CON CON : FJ6001002 Y 31-Ma -16 

FEAPT Mamala, Venu (V) IN000135 CONTRAZ^TOR.CON CON FISGD1002 Y 31-May-16 

FEAFT Anamalla, Venu (V) IN000135 CONTRACTOR CON. CON 621331002 Y 31-May-16 

FE4PT ,Anamalla, Venu (V.1 IN000135 CONTRACTOR .CON CON FJ5GD1002 Y 31-May-16 

FEAPT 040me1e, Venu (V.) IN00013S CONTRACTOR. CON CON 625001002 Y 31 May-16 I . 

FBAPT Anamalla, Venu (V 1 I14000135 CONTRACTOR.CON CON 125002002 Y 31-Mel-16 

FEAPT Mama)la, Inn, (V.) 26000135 CONTRACTOR.CON CON FJSGD1002 Y 31-M4y-16 . 

FBAPT Anamalla, Venu (V.) IN000135 CONTRATOR. CON .CON _ P25001002 Y 31-May-16 

F6AP9 Anamalla Venu (V) 162206130 CONTRACTOR CON CON F260D1002 Y 31-May-16 

60001 Mame!.a, Venu (1.) 16000135 CONTRACTOR.CON.CON P25GD1002 Y 31-Mey-16

61AP1 Anamalla. VMu (V.) INOW135 CONTRACTOR.CON CON P25021002 Y 31 MIY-16 

F6/WT Mamal: e, Venu (V.) 214000135 CONTRACTOR CON CON 6216301002 Y 31-May-16 
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To create the pivot table, on the right side, you will see an area PivotTable Fields. Drag and drop 'Full Name' into 

'Rows', 'Timesheet Weekending' into 'Columns' and 'ADJ Amount (0 for non-recov)' into 'Values'. 

co ~' CE ` `* `c ~ ➢PfGTtAB[E.TO3E5..."~: 

HUMP WSECT  01nGE LAYOUT FORMULAS DATA . . .. REvtEw VIF`A! ADD-IhtS ANALYZE ... D6S9GN I .t. ,.~ 

P at 1,b:c Snow Actr r Fold f -k Groop Sdechon E Inset Skcer ,, . . Ckw- 

_...... 

(. Fold,, Items , & Sets. 

_.._ 

, J 
~.

„,,,l„„„ 
d L. 

Pr tTa61e2 7 [Count of ADJAw d5Ungraup : F-:.tlnsat Timer e LC C L c='  M.Sefert• OtAPTooh- : ~` ~T•)-Eutt,ns 
Drill 

Ep Options Field set g .,,, 
0, 41 
UP : (Th Group Held E i t Lon,rod,000 

Refresh Change Data : 
Sowra_ (aMavePvotToNe ttCRelat:anshlps 

PivotChar, Recom ended F. 
Pl,olIrb e- field Headers". 

P&ofiaC4e MOW, held .. ... ...... GFPJP ........ ... Flit., .... ...._ Data A111— _...... ......._ ._.... Cakciation5........ 

Al ,jr CountofADJAl.wuntiIto rr -recov) v' 

.,11 A 6 C 0 E F G H I -t 

_ 
....,._. ._—.._....._ ..............__--e-- 

71' `; PivotTable Fields ,r 7C 

2 - eo ie4&roaaa 0report: sef  $ 
3 `count of ADl Amount (0 for non-recov) Column tah els - L,.._:1 

4 Raw labels - . ,,1 :.: 20/03/2016 27/03/2016 03/04/2016 10/04/2016 17/04/2016 24/04/2016 01105/2016 08/0S/Z! "`-"'.

` Anam'ella, b'enu(V.) 9 5 10 10 10 10 Rec ba le

6 Anderson, Magnus (MW) 
Task 

7 Ara,,,, Tarig(T.) 
ask Name

~. . 
8,.4Au3la, Amarvir(A.) 

d'tuuType. 

9 Bailey, Chris(C.R) 

HE 

vtat

Amount~10Bansaf, Steve (S.) 
: CUaµ 

11 18arday, Adrian (A.P) ✓. ADiAmant tO ion awo-renool 
12 Barnes, Gerald (GJ) Timesheet Rderena 
13 Beardmore, Andy (A.) Eaprra0ture Cooflfra
14Bhandarl, Akeel (A.) ` Troe,antion Source J 1
151Blandford, Christoplser(C.) Experd4ureStatusCade t i 
16 Boardman, Phil(P.K} 5 , CngTransactio,Rdetence

17 1Bower, David (O.A) :. ExpeMrturehemld

19 Bnisher, Paul(P.) : ,e Num - - - --- - --- - -.>-

19!Brindtey, Susan (S.) : Line Now Reversed .
._ . . . . . . . . . . . . (; 

1D Brown, Alister(A.) ----

41 Budworth, John (1.H) D'aa fields between areas below: 
224Capon, Barry (B.) 1 

23 IChalla, Praveen(P.) 10 10 ' FILTERS 1R COLUMNS 

24 Cooper, Jill (1.E) . . . . : ... ~ LTornsbeet Week Epthn . 

25 (Crow, Nick (N.) 

26 7Ohage, Vinod (v.) 2 10 10 4

( - 27 11 Dolton, Tony (A-B) l .. .... . .. 

28 ~Dugdale, Simon (SJ)

29,j1ffloft, Derek (O.41 

.A Evans, Steve (S.A) 2 - —f -- -..

1 Gardiner, Stephen  (S.) 3001 ALLIES _

32 Gibson, Andrew (A.R) 2 F 'Name  Cw et o[AO2Amaurt(.. 

13 Goddard, Steve (SD)

34 Godeseth, Torsteln (T.C)

35 Gurvm,rthy, Chethan (C.IG) 10 10 10 10

36,Gurvrtg, Jubtta (1.)

S7 Harley, Ken (0.2)

38 Ha s, ton (l V)~ I ..... ~--~ 

S e52 Sheat3 -Stieetl. '. r~, 5^~ ..  _:~ __ . .:  Defe. €ayrnrt u, ' -re tuid_ ' 

The default setting is for 'ADJ Amount' to show as a Count. You would need to change this by clicking the arrow next 

to it and selecting 'Value Field Settings'. Change this to Sum. 
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I? r! 

HOME -INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW ADD Ill ANALVZE ' 45lfiN;- Ng Jokne 

pgtx7ableNorvo Acnve Field: - scup SelrUao r clei Fief( Items, r`V Sets j~ 

tPnotTa(dd Cov$of ADlArrx nyt¢up r}'jnseit TirRdine. f7x OL40 T°°br 
--.. ---- --_ : Drdf fh li .. :

LOpuonl fieJdselbngs Davin Up  '°°P•°°(' 

.Select-- 
Refresh 0." Data 

t20F oniioctcaOo. .Denote. .MoveP'ntTabk - aR.Wtiur!su7s 
PrvetChad Jtecommended 

PivotTables 
Pwntrabie Actve Find Group -Fihe, Data Actions - Colatfatian5 Tootx strove' 'w 

A3 fi' Count of ADJ A.-nourt (ofor no o Value Field Setnnys U j

A B C So ot, ADl Amount (0 fo - c N 

4Elam Ramr. Sam of ADJ Amaunt (Of.,non retool PiaotTable Fields. w IC

2 

-
-  Sgmma l.e sall.es 8/ Shaw VN At Ch.... Bddsto addtorcpori 

3 Cmtintof ADJ AmofLN (0 for rson-re Column Wbels - 
50. oio.oaioo field by 

4 Row labels 2(1/O. 27)03/20!6 D 

5 Aramalla, Venu (V.) 
eto svman ccoverdbte 9 Chose the type of calwlation thatyou wantto us m 

data from the sektted fiNd 
u F. 

ax, 
(> Anderson, Magnus(MW)

7 .Alain, Tariq (T.) CPVM- ''` rOK

3 'AuJla, A7iarvlrlA.1 - Jd 4 ! 
ndefure Type H ' . 

9 .Bailey, Chris (C.R) 
- I M.. t'  dated Haails Ratc 

11 'Barclay, Adrian (A.P) 

12 !Barnes, Gerald (GJJ 
13 'Beardmore, Andy (A.) 

14 Ohandari, Akeel (A.) 

15 'elandford, Christopher(C.). 

16 Boardman, Phil(P.K) 5 

17 .Bower, David (DA) 

16 Braisher, Paul (P.) 

14 IBrindley, Susan (S.) 

ZC !Brown, Alister (A.( 

21 Budworth, John (J.H) 
22 -Capon, Barry (B.) 

22 Challa, Prancer: (P.) 

24 Cooper. Jill p.E( 
25 Crow, Nick (N.) 

2E. Dhage, Vinod (v.) 
27 -.Dolton, Tony (AB) 

29 '.Dugdale, Simon (S.4) 
29 .Elliott, Derek (D.A) 

30 .Evans, Steve (S.A) 

71 Gardiner, Stephen (S.) 

32 Gibson, Andrew (AR) 

33 Goddard, Steve (S.D) 

34 Godeseth, Torstein (TO) 

35 :Gur,murthy, Chethan (O.K.) 

36 'Our-Jog, Jubita (J.) 

37 'Harley, Ken (K.J) 
38 Harris, Ian (IV) 

1 
10 10 

2 10 .10 4 

2 

20 •10 10~ 10 

Fu6#tiosot 

✓ ARf A9nort (0 for ran reror4 _ 
Trmeshe R f note ( I 
Eapertddurr Gunmen!

CJ  a on Source 
royrnd,ture Statue Cod 
Sri9 Trarranwr, F..Ner — 
Expenditurehem d  L . . ::.:. 
line Num Reoered --

>.^ Drag lialds between areasbelom 

T FILTERS BE 'COLUMNS 

:.- J'smeaheetWaelrfn ...- 

ROWS 

Solo, Loycut Updalc. 

E 

Once this is completed, select `Column Labels' as circled and select the weeks required for the report. 

UPLwTE:. 
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3. Horizon Production Service Dashboard 

This dashboard is produced for Pete Thompson, showing a number of Key Performance Indicators (KPIs). This is 
mainly made up by asking the relevant teams to produce graphs for you to include in the dashboard, all of which 
they are aware of. This is produced as and when Pete asks for it, usually once a month. See example below: 

Horizon Production 
Service Performance 

3.1 External Dashboard Slides 
Slide 0 

- Branch and Counter Availability SILT graph — Data is updated in Excel file 'Availability 3 month summary 
graph.' — Contact Mark Jones for Availability SLT LDT Model. Update the graph in the file and make it a 6 
months view. 

- Major Incidents — Data is updated in file'Graphs' under tab 'Major Incidents' — Speak to Tony Wicks to 
check if any major incidents have been raised. Make it a 6 months view. 

- SLA Performance — Data is updated in file 'Graphs' — Contact Mark Jones for the SLA's of that month. 
Include the new figures into the data and make the graph a 12 month view. 

- Problem Management — Update the data on the slide itself — Look at the last Weekly Report for the 
month and make sure it coincides with what is on the graph. Again, check with Tony Wicks that the data 
reported is accurate. 

Slide 1 

- Patch Management — Data is updated in Excel file 'Patching KPI 16' — Request Patch Management data 
from Jason Muir. Once he has send you the spreadsheet, look at the left column for (MM YY). Copy this 
data into the spreadsheet and update the graph accordingly. Adjust the graph to show a 12 month view. 

- Total no of ARQs queried — Data is updated in Excel file 'ARQ KPI 15' — Request from Jason Muir the 
spreadsheet for ARQ queried. Once he has sent you the spreadsheet, look at the left column for (MM 
YY). Copy this data into the spreadsheet mentioned above and update the graph accordingly. Adjust the 
graph to show a 12 month view. 

- Security Patches — Request this table from Jason Muir. Adjust the table to fit the slide. 

Slide 2 

- PCI Risks. Contact Darren Gaile for an update of this slide. 

Slide 3 

- OBC Count of Errors (21's) — Data is updated in Excel file 'OBC Count of Errors' — Sandie Bothick will 
provide the data (look at 'Number of OBC 21's' on the table). Show as 6 months view. 

- Cost on OBC Service — Data is updated in Excel file 'Cost of OBC Services' — As per the previous graph, 
Sandie Bothick will provide the data. In the file she sends through, look at the tab 'Cost' and copy this 
month's data into your spreadsheet 'Cost on OBC Services'. Show as data in a 6 months view. 

- OBC Changes v OBC 21's — Data is provided in Sandie Bothick's graph. Just copy over the graph she has 
provided. 

- MSC Analysis — Data is found in V Drive > 003 MSC> MSC Reports > 2016 > MSC RAG 2016 > Graph — The 
graph will show the data for the entire year. Edit the graph to show only until the month you are 
reporting as the other months are still blank. Copy the graph into the PowerPoint Slide. 

J ,._ of '--
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Slide 4 

- Branches with No Online Services. Contact Sandie Bothick and she will provide you with the latest 

version. 

~1r'r 

- Ref Data Statistics — data is updated in Excel file 'Ref Data Stats' —To obtain this data, go to HORice > live 

query > Ref Data Services > Change year to 2016. Look at the column of the month you want and copy 
the figure on the last row. Adjust the graph to show a 12 month view. 

- Ref Data Variable Cost — Data is updated in Excel file 'Ref Data Stats' under tab 'Cost' — Every month a CP 

for these charges are produced. Speak to Ken Westfield to obtain the CP for that month. Copy the figures 

form the CP into your spreadsheet and adjust data to show 12 months view. 

- BC Test Schedule — copy the data for the month from SharePoint and adjust size to fit the space. — POA 

SharePoint > Operations > On the left panel, under Libraries, click BCP > Business Continuity —Test 

Management > Business Continuity Test Planner 2016. 

- Open Service Review Action Against Target — data is updated in Excel file 'Open SMR Actions & AP-ADC 

Script Incidents' —To update this, data is found in SMR Minutes (from the SMR Pack) or ask Gary 
Blackburn (Atos) for it. Alternatively, you can ask Steve Bansal as he may have them. — Open the SMR 

minutes and copy the SMR open actions into an excel spreadsheet. Apply filter according to the owner* 

and target of completion. If there are more than 1 action owner, include them in both counts (ie: Gary 

Blackburn/Sandie Bothick would count 1 for Atos and 1 for Fujitsu) 

*To identify if owners are Fujitsu, Atos or POL representatives, look at the beginning of the minutes of 
the meeting. 

- CSAT Scores — data is updated in Excel file 'CSAT Scores' — Ask Pete Thompson for the data. Update the 

graph accordingly to show 4 quarters of data 

- Average Customer feedback per Category - data is updated in Excel file 'CSAT scores' — Ask Pete 
Thompson for the data. Update the graph accordingly to show 4 quarters of data. 

Slide 7 

- Forward Schedule of Change —This slide is provided by Julia Betteley. If she is not available, you can go 

to POA SharePoint > Operations > Release Management > Customer Facing Forward Schedule of Change. 

In the spreadsheet, look for the month of that you're reporting on. 

Slide 8 

- Branch Transaction Volumes — Contact John Simpkins or Mark Wright regarding this slide. 

Slide 9 

- Average Trading Branches — Contact John Simpkins or Mark Wright regarding this slide. 

Slide 10 to 11 

- Continuous Service Improvements — Check with Steve Bansal if there are updates for this. 
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Slide 12 to 14 

- Risks — Contact Yannis Symvoulidis for this slide. 

Slide 15 

- Programme Key —Contact Ewan Hill for this slide. 

Slide 16 

- HDCR Release 14 and 15 Live Dates — Contact Alan Flack for this slide. 

3.2 Internal Dashboard Slides 

Slide 0 

- Total PEAKs — This is extracted from the PEAK Report you generate. See 1.1.6.2 PEAK Reporting of this 

document. 

- Live PEAKs —This is extracted from the PEAK Report you generate. See 1.1.6.2 PEAK Reporting of this 
document. 

- Total Open TfS calls —This is extracted from the PEAK Report you generate. See 1,1.6,2 PEAK Reporting 

of this document. 

- Ref Data Statistics — This graph is the same graph in the External Dashboard on slide 5. 

Slide 1 

- CSAT Scores — This graph is the same graph as from External Dashboard on slide 6. 
- Problem Management —This table is the same table on External Dashboard on slide 0. 

- Branch and Counter Availability SLT — This graph is the same graph as from External Dashboard on slide 

0. 
- Service Focus Areas — The data is updated on the slide itself — Request from Pete what the new figures 

are. 

- SLA Performance — This graph is the same graph as from External Dashboard on slide 0. 

Slide 2 

- Transaction Volumes Against Contracted Volume —This graph is updated in file: Transaction Volume 2. 
To obtain this data go to Drive (U: ) > Capacity Management Report > Capacity Report MM YY of the 

month you're reporting for. 
- Patch Management —This graph is the same graph as from External Dashboard on slide 1. 
- Total no. of ARQs queried —This graph is the same graph as from External Dashboard on slide 1. 

- MSC Analysis —This is the same graph as from External Dashboard on slide 5. 
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Slide 3 

- Risk Register — Request from Yannis Symvoulidis for data of this. 
- Top RISKS-Probability, Impact & Value - Request data from Yannis Symvoulidis. 

- Service —Request from Mark Jones. 

Slide 4 

- CT1818 Fujitsu Service Support Call off —data is updated in file: CTs. tab: .CT1818— Request from Steve 

Bansal the latest information. Update the data in the excel file, keep in mind the formulas in place. When 

a new row is inserted, make sure to check that the formula for 'Total Value' is accurate. 

- CT1839A - Fujitsu Service POLSAP Incident Routing — data is update in file:CT's tab:CT1839A. — Request 

from Steve Bansal the latest information. Update the data in the excel file, keep in mind the formulas in 
place. When a new row is inserted, make sure to check that the formula for 'Total Value' is accurate. 

KPI HNGx Dashboard.zip 
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4. Service Level Targets (SLTs) 

4.1 Data Centre SLTs 

Every month, you and Yannis Symvoulidis are responsible to enter SLTs into a spreadsheet as this will feed into Ml's 
monthly report. To perform this task, you would need to have access to HORIce. Any issues regarding HORIce, send 
an email to POAHORICE` GRO ` or speak to John Simpkins in SSC up on the 6th Floor. Attached below is a set 
of work instructions on how to perform the task. Contact Yannis Symvoulidis for any queries. 

DC Ops Work 
Instructions.docx 

The SLTs are recorded in an excel spreadsheet that can be found on RMG_BU_Business_Support (U: ) Drive > Service 
Review Book > SLT charts > Data Centre Operations Service. 

4.2 POLSAP SLTs 

Every month, you and Yannis will also be responsible for the SLT input for POLSAP. As POLSAP currently do not have a 
requirement for SLTs, these are still recorded in a specific area for audit purposes. At the beginning of each month, 
you will receive an email from Sandeep Bhamare which will contain 2 spreadsheets. The example of the email is as 
below: 

'I...................... — SAp Gf.f 50lo Meru ;Ml+L, x. 
v 

~dtfyaar< x -~ ~=~ [„~ 
@i.MMing Leas ~S TnManeyp ffiRwa- C NI a jMv 

Fine C 
F -1 zow- I ' Tmm E. JOma 

tan- 
it —in. £JRebkC- 

~ lunk • Dwttt ReP7' Rgdy to  L~ RKPy& I cr a Near , i Move tdek c ieyore< F.1-30000.  z—
All -Mort• ~ArbOaf• ;0a~ ~• O StluC' . 

i C61ete ,_ _. Rr<tnaa Q,, rK SM1ta Mnvt Tap. Fdai6 

i inu QSA6l.V:600:.r 

Bhamare, Sandeep 
update Monthly SLT data for POLSAP - May 2616 

lit ■s,.,inbt,, ra.;a:■wky. RaK: • okin4,000nd 

cr ■Ion- aog m ; L 6. atle a n, 0006.00' a; ■raa®, 0000 • w, e' R o,o tnoroa,

g;.0.6. 3,I laonaemgtoMa,'016.HP92K6I 0".:r1ana0na56ntl6aL 3d! 

II HoIbAIL 

Pkax find tha- darads for May 2016. 

AvaflaMlity P01SA➢Pradocfio oyotemwa valand olthetime and there cans no mpknu cod' cartagefa systemm ,00MavailaAillty. 
Maimon dwrnfime-Therecansnoangk'onplanned aoag.nnanysingle.rc nn.nrwhomwrvwwasrmeradnhlotnrnwfix morethan 1nhears viamm:th=a 
Completa',, T me ton C—nigld Fun of the batch schodulc (07:30) - l00% 

il Traoxichrn racerved m Cl,. data fde9 m the POLSAP Pde Share by 03:00 c1u0 be loaded into configured POlSAP by 0730 the saga day, -1.00%(SLTs.9d%TARGP.-T) 

Trannortiono received in th. data floe b the POt>AP Pik Shure by 03:00 ilwl be boded into configured POLSAP by 1000 the some day. -100% (S'LT: 1.90%TARGIS"h) 

Horizon on line trarcacdana moored and logged in the Data Ctnhe behvorn I%00h ec nod 1b:59hrs dad y w•m be avadabb m data fdo in ton Ceadnnoo and P00SAP Pde Sham: and 6nbcyo—by03.00 the day folowmg the. cut not. 
-100% (SLT: I00 k TARGFI) 

Pieace had the now hansaction data at eoq,00rd format (Transacfvnt mondorulgoaronds short of attached (ala- 'RwJ3atgMooiImhogSHMay2Ol6t 
Daily sepMing chart roe May 20160 also attached above 'Mor itoringSBMay2016', 

Regards, 
Sandoop 

Once you've received this email, you can start recording the SLTs in the correct area. Some of the SLT's feed into the 
Data Centre SLTs. Go to RMG_BU_Business_Support (U: ) Drive > Service Review Book > SLT charts > Data Centre 
Operations Service. The details in this email will fill in SLTs 5 to SLT 8 on this spreadsheet. 
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0 El [J• Cs ' T: a Opentian. S a 

t10ME 304.04 PAGE LAYOUT FORMULAS DATA RENEW LW MD INS . .. . 
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(a . . 
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.... _ 
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. 
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A  8 
1n 
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16 3 

20 4 
21 
22 

23 5 
24 ,.p 
2i 

24 

2' 6 

261 . 0 
2s' 
a) 7 
31 con 
321 

33 8 

HORIce SDP ','n,, TPS i.`. ,,nthly Cato i HRSAP C1046 HRSAP_SPSO 
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or, UNIX Iaam could the:l o1 ar hmo lha de[a was s,M . 1.•plr0 13?A 

eemne alleaw? a place, ttlr peat. Urea MN Gaby alone 4 1 5M06 m"pi, raped 
64 deity ALE Ilea. o40, nrahinq as twee.- % e. not 4iked dry 0100ad by daps in menth 
intwpr010tinn nF Rapfat 1114 fry SUP, al Pot SAP lenm 

The lollowlnp 340,3,31 ate currently repoca b ,atry &POI. S.AP yearn 

bgeaw30FM rerw.a,000y
rwaarwrwt

bnmracce.,aan 4a aWAaa0. 
aaawwwraurawml, alive, uwwauawl YIwrNN4rrwaMaa w+r.w~arallw 
.ru.ueax bM.v.er" 

BLE file, aka. . ' I:+• t PP •p% 5! 

ETL Ile i0114.001  fib m the batch. s0 .000e0 aQalnst this 
RepCa1 1116 

.34 G006 no, w.tr: ETL IYs is tbo 10011014000604.441.00     spaded panffi a tloa pater IhreshNdj 
3i rw<a _ 

fleyCn 1115 

SO I6 resuRs 16 final subs - 16 data [APO' et6 ~'t1RiAP  ~ '.:lMe t6fmalrevhs lAltM detej Teb~I6TE6Qp 1n97 —_— _...~-. ~ AW . . . . .: Apr TESQA Ap zPrt6 '.:1 ....., ?ESQR  ... ~":'.~. Yr -  — , . . 

For SLT 5, refer to the part of the email detailing :- Horizon On-line transactions received and logged in the Data 

Centre between 19:00hrs and 18:59hrs daily will be available in data files in the Credence and POLSAP File Shares 

and subsystems by 03:00 the day following the cut off. 

For SLT 7, refer to the part of the email detailing :- Transactions received in the data files in the POLSAP File Share by 

03:00 shall be loaded into configured POLSAP by 07:30 the same day. 

For SLT 8, refer to the part of the email detailing :- Transactions received in the data files in the POLSAP File Share by 

03:00 shall be loaded into configured POLSAP by 10:00 the same day 

For SLT 6, if SLT 7 and 8 are 100%, this would automatically be 0 however, if it is less than 100% contact POLSAP 

Management (Paul Mailey) to determine the failures per SLT Calendar Year. 
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As for the POLSAP Services SLTs, go to RMG_BU_Business_Support (U: ) Drive > Service Review Book > SLT charts > 

Archive > POLSAP Services. Based on the details in Sandeep's email, enter them accordingly into the table. 

For SLT 1, refer to the part of the email detailing :-Availability- POLSAP production system was available all the 

time and there was no 'unplanned' outage for system 

For SLT 2, refer to the part of the email detailing :- Maximum downtime - There was no single 'unplanned' outage on 

any single occasion where service was unavailable for user for more than 10 hours in a month 

For SLT 3, refer to the part of the email detailing :- Completion Time for Overnight Run of the batch schedule (07:30) 

As for SLT number 4, this would need to be calculated. In the email, you will find 2 attachments. Open the file named 
'Raw Data Monitoring'. Go to the tab titled 'Transaction Monitoring seconds' and copy from column A to K. Go back 

to the POLSAP Services SLT Table and select tab 'monthly calcjan-dec 16' and click cell Al and insert your copy here. 

Copy over the formula from cell S9 into cell H9 as per the below screenshot. 
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5. Service Management Review (SMR) Pack 

On the 3rd Thursday of the month, an SMR meeting would take place. Prior to the meeting, you would need to pull 

together data from different individuals. In preparation of the SMR, there will be 2 sets of pack that would need to 

be sent out. 

TIMETABLE OF EVENTS 

Key Dates:-

DAY X (+2) = Publication of the minutes from the previous Service Management Review 

DAY X = Day of Service Management Review 

DAY X (-3) = Publication of the Service Management Pack 

DAY X (-5) = Send a note to FUJTISU action owners of open actions from minutes 

DAY X (-10) = Ask for Hot Topics to add to the agenda (PT, AK, SB (Fujitsu) IT, IH (Atos) 

3rd Working Day of Month = Publication of 'POL Changes' — Ken Westfield 

7th Working Day of Month = Publication of Availability Report —Jan Ambrose 

10th Working Day of Month = Publication of Service Review Book (SRB) — Mark Jones 

12th Working Day of Month = Publication of Service Dashboard — Mark Jones 

Other Items:-

Quarterly — Publication of CSAT Scorecard and Weighted Scores — Handed Over (Pete Thompson) 

Service Improvement Schedule — As requested — Dan Wicks 

Building pack 1 (MM) 

Attachment 1— Agenda 

Attachment 2 — Scorecard (Defunct) 

Attachment 3 — Service Review Book (MJ) 

Attachment 4— Service Dashboard (MJ) 

Attachment 5 — Minutes from last meeting (Gary Blackburn, Atos) 

Attachment 6— SIP Summary (Defunct) 

Attachment 7 — POL Changes (Ken Westfield) 

Attachment 8— Availability Report (MJ) 

Attachment 9 — Quarterly Scorecard 

Attachment 10 —Top 5 Risks (Yannis Symvoulidis) 
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Building pack 2 (MM YY — Fujitsu POA Service Review Pack) 

All the attachments in Pack 1 is to be included in pack 2. 

1. POLSAP (Paul Mailey). 

2. Online Services (Tony Wicks) 

3. BNS/CNS (Roger Stearn) 

4. Business Continuity (Almizan Khan) 

5. MAC (Sandie Bothick) 

6. OBC (Chris Harrison) 

7. Release Review (Nina Brickell) 

8. Changes Report (Nina Brickell) 

Distribution of pack 1 

Ian ;Pete Thompson. CC in Steve Bansal and Bcc Gavin Bell. 

LJ 
May.zip 

Click on the icon on the right to see an example SMR pack which is sent as a .zip file 

., y @g M fi re  i uws 
..... .. o m ., 

. y am, _ II!'# p. M F;,,a (~ 
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Tam ErtwV Jopne 1 ~O,RNote 111 - M•
:: hmY- PHNe RMN WN FaFxxd Mort Muk C o  fprou : TreaOte Zoavn ~. ~  't Grdel.m u'. ~Anivs• '.. V„y a Vp. ~e Sde7-

: MOFe runs ,..: aealn zoo,'. ..._ ?•wane :. gnl~msEep=   ,. u 

GRO iNgu, Joiene 

I SerWce Redlert Pack for May SMR Meeting 
.ren.ee~ P+~.ta~t_:'.i::3 ■>~nFed+ ~ 

;; es. ~as.d, ;Nrt !sxFop 
as ■ex. carin 

~MryspPMW 

kall. 
T1

Please fend attached the pack for May Service Review. , 

Kind regard , 
Joinne N

age Incieent 
&plow aMp'ise0en S 

F— 
E.nakalaucrn anOilnre Roll ION 

twuti.'rl":Q~._ais"' 
=y_MYaelN i_:c'vu.= 

F1 bo1 

I .: 
+ 

ull[u named a; 

Responsible Business 

of the Year 

FOMUY I,o dbpn,*0 Fun§ ~M ,en 

gJ Oota Yba:geneenuneco.FNraaeoelalero OOn to iCTl*0en 

Sppnlllsoll Me 015 Rlgpy 1110110 010 

Hemetennqu Ana mon.mea- ee ypera1y pma ro printb0eennitl 

Above is an example of the email sent and the distribution list. 
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Distribution of pack 2. 

Gary Blackburn (G .LEakbur tGR0 ), Babu Palathoti (Babu.PalathotiE,_. ._,_._._GRO )• 

Cc: Pete Thompson, Steve Bansal and individuals who contributed to details in pack. 

t7 6rw 63 • y _ x.n,.. cxm ne.~-.....mmrnr C rtfl n.

Li 6) N $ = M' Sfh Stec g eMI.~rttt 
MESSAGE ....__ .......... 
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Mon 13,36 ]0161T31 

G RO I Ngu, Jolene 
May SMR 
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Cc Thor , tmn, Pekr; hlgoroel, Steve (PoAO2) le oded, ; d8rr14an. C1nro1 Wye, Tony; I6tem gWay, Ardxsv R; Steam, Ropes: ■Kerry, Aka; \Maley, Pelt; ■SweSwIdo. YSstS 

Meussge' " Moy 2016 - Figil. POA S<rvlce Review Peh.np t3 M81 

null, Us
Please find attached the pack for May Service Review, The Service Review will be held on the 16th of lone (Thursday}. A separate inviteconta,nn lnp 1 -,afalls wilt be sent out to Individuals required to 

attend. 

Thankyou. 

Kind regards,
.lolene Ngu 
Proolem a Mailor Incident t etle elnent 
Business aAppt.cnion Services 
Post office Atdowrt 

Fain. 
Lovebce Rend Brecaaeli 5erkaitta 31312115 
T.I `_•-•__gpq m• _•_J erinte06YL._._._._J 
Wdb.ti.: .ill -• _ _ _ 

Webweb, 
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nttc!luk f-silts.= m. 

Web: u=.f56ccs, . ~. 

Ftgdse Is proud b partner eAM Acton for Children 

j56jQ: Global Intelligent. for the CIO. FydeoY online resource for ITT leaders 
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May 2016 - Fujitsu 
POA Service Review 

5.1 Scorecard Weighting Factor 
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Each quarter you will be required to apply a weighting factor to the scoring received by the customer, below is a 
guide to completing this: 

1. Open the weighting factor table 

CSAT Weighted 
score.xlsx 

2. You will only be updating the 'Applied Weight' and 'Score' column, leave the other columns as they are, the 
calculations will be applied automatically. 

3. Update the 'Score' column with the CSAT scores received from the customer (these will usually be sent to you by 
Pete Thompson) 

4. For the services that have not received a score, change the 'Applied Weight' column to 0 and leave the 'Score' field 
blank. 

Do not put a 0 in the 'Score' field as this will give a poor average calculation. 

5. If a service has received a score, then the 'Applied Weight' field for that service should reflect the number in the 
'Weight' column. E.g. If Online—POLSAP received a score, the 'Applied Weight' should be 2. If it did not received a 
score, the applied weight should be changed to 0. 

6. The CMT, Engineering and HSD service scores will usually be found in the Comments field of the CSAT scorecard 
for End User Services. (The average of the three scores makes up the End User Services score) 

7. The 'Score' total give you the Overall Operational Service score, and the 'Weighting Score' total give you the 

Weighted Measure. Update the scorecard to reflect these figures. 

1 have left some figures in the table as a completed example and highlighted the two columns that need editing. 

5.2 POLSAP Slides for the SMR Pack 

if
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This task is correlated to the SLT input you enter monthly. (See section 4.2 POLSAP SLTs of this document) One of the 

slides included in the SMR Pack is the POLSAP Slides which is mainly prepared by Paul Mailey. After you've received 
the slides, there is 1 slide on the deck that you would need to provide for. This will be the slide titled POLSAP SLT. To 

obtain this data, go to U Drive > Service Review Book > SLT Charts > Archived > POLSAP Services. This will provide you 

with part of the data required. 
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Copy all SLTs on this spreadsheet and paste them in a new workbook, Then go to U Drive > Service Review Book > SLT 
Charts > Data Centre Operations Service. Copy the SLTs from 3 to 8 and paste it in the workbook you created. This 
would be the complete data you would need for the slide. Click on the icon below for an example of a complete slide 
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6. CP Impacting Meeting 

Every Tuesday at 2pm, you will be required to hold a CP Impacting meeting. The purpose of this meeting is to allow 

attendees to determine their impacts towards a particular Change Proposal (CP). Your role in this meeting as the 
facilitator is to set up the call and ensure that the owners of the CP's presented are available to present the CP. Every 
Monday, you will receive an email from Ken Westfield that will contain a spreadsheet identifying the CP's that will be 
going to PCCB that week (Thursday). These will be the CP's that would need to be presented in your CP Impacting 

Meeting. 

Q, Reply Rap1g Ag Forward ¢ IM 

Mon23>05rmt.6;i it 

G RO Westfield, Ken 

,y
 Potential CP's for Presentation to PCCS Thursday 26th May 2016 (1.1)0) 

7R To ibbett;tkrve;'~3enr .1s Ga- e tl"; ff Yormg, INn Y i *

{ Post C e Account,, Cuslornet sc 5rn N Membety, $ If, `for >.>rn_ , Iait T& rnn K ; . Neesossre,Pete .: .. 
Cc ..¢CSPOkSeaxity, PQAProgram .n t tfce, di:RMGA Chht CPCommuoicatio%4capon, 8arry0lHoggan,Katy;. . 

Kemp, A'ex, I $ansa1,'steve (BRAD ■ r igu; 3dene 

4)'Y`hL message wassettwithHigh importance. 
A 

Message f; PCCB Potential26052016.xls (39 KS) 

net n1 + oreiftfps. .

near, oaresseeS, t 

Please see the'attached hst of CPs: which can i be presented to PCCB on Thursday 26s May 
2016 

ADDRESSEES PLEASE RESPOND FOR YOUR CPs 

whether their CP should be,prited to PC `- not and where not an indication of what is currently 
happening with it and when it vrtltbe ready for presentation)., 

Those indwcated'with a red asterisk have changed status or been updated since the last PCCB. 

Those with a blue asterisk are new to PCCB. 

if yoti tiax'aaty'queries please contact Charge Management who will endeavour to assist: 

Your prompt responses would be appreciated to allow early pack production: 

Regards 

Ken Westfield MRCS 
Commercial Change Manager 

Business &Application Services 

Fujitsu 
Lovelace Road, Bracknell, Berkshire. RG12 &SN 
Tel _ _._._._._.cgo

. . . 
 tQr Internally l GRO 

Mobile I_._._._._._._GRO 

After you have determined the CP's that need to be discussed, send an email to the CP owner asking if they will be 
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able to attend the meeting to present their CP. 
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G RO F Jrj&l, olene 
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~•f63ZbrouyYw53 b 3Zb wfl *uaumOSsml 4cnsiempfrol  13JU Z7Ks 

wag, 

wMbee3%mpsaingreeflMgtomartwlYa t,}.naa:ooe kS yPe/Paairo me e4"Plwt. ma p~,.p e&lhe e,ee eC d, debIb pee 9pbabb.feeetheygt m PCCbeeTh 4Myts•, Mee;~.mecn. wt
be iepacetertomorr e,smeebngare ettad+ed. 4s CD owners,pease,eeytasktbatyouatteedtbecn Impafleg Meet, topresenttbe CP1bebware%Ined Meoweersofeach CPferM$week. 

CP6313, CP6314-UavM Yfintle 
P63[ 5 cCobe W Sb Young 

C?6315-Go&~ Webber 

eCase let me know Ryon would be evs bbls, present Hpessbb,de send a espsesertatrve --w attend. an Mvts wmfohow after Mteemee.ihaskyou. 

After receiving confirmation of who will be able to attend to present the CP(s), send out an invite to the usual Dlist 
and add the presenters as well. Attach the CPs that will be presented. Don't forget to include a Skype Dial in detail 

for attendees outside of BRAO1. Aim to send out the invite on Monday to allow attendees time to prepare. 

The Dlist for this meeting is Yannis Symvoulidis, Steve Parker, Alan Flack, Jerry Acton, Dave Haywood, Stephen 
Godfrey, Andrew Hemingway, Catherine Obeng, POA BAS SDM, Rajaramana Ravula (SMC), Changdev Pawashe 

(SMC), Almizan Khan (SMC), Omkar Rangam (SMC), Rajaram Kuppuramaseshan (SMC) + presenters. 
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7. Credence Report 
Once a month, Yannis Symvoulidis would request from you a list of incidents related to Credence in the month 

before. To produce this report, go to the Virtual WhiteBoard on SharePoint. Select the tab based on the month you 

would like the data to be extracted from. Do a search for the keyword 'Credence' or'POLMI'. Filter the table with 

only these incidents showing and copy them to a new Excel Spreadsheet. 

Date Description 4fSRef ATOS INC Ref Major 
Incident 

Service 
lm pa

 Root 
Cause 

Comments 

Also observed below critical alert from the 
_. same node,

Node Summary Last Occurrence Count 
ITMDisplaytem 

Monito csrreported c 
LMIPMIA002 

0WO
ring 

2 01$ showinglow disk space fe
alertsCGI A12081 92Q- 18858914 N SYSMGTWNOLMI LewD.skSpace_C[(S _ _P — 

TRSCAIJ(Disk Name. '^'"j= 1 AND 
WTLOGCLDSK=1 AND Disk Name<>"F" 

AND %_Used>=90) ON 
Primary:18AIPM1A002.NT ON G.-

(Disk_Name=G %_Used--90 )J 10/04/2016 
2125:2210: 

Obsoeved below critical alert. 

''... LMIPMIA002 
'., SYSMGT_WiN POLMI LowDiskSpaca CL(S 

TRSCAN(Disk_Name, ") = 1 AND 
',,..., 'WTLOGCLDSK.=1 AND Disk Name<>"F," 

AND % Used>=90 ) ON 
',..,.. Primary.LMIPMW002. N1 ON a 

(Disk_Name=G: %_Used=90 )] 2010412016 
10 19:52 1 G: 

'20/04120166 Monitorng reported critical alerts A12183229/ 18913627/ Pi 
showinglow disk space for CGI A/2198029 18915208 '.... Received the below minor alert from 

LMIPMIA002 on 21/042015 20:04:52 ... 

Event text: 
LMIPMIA002 

SYSMGT_WIN_POLML_LowDiskSpace_W[(S 
',..,.,. TRSCAN(Disk Name, ",") _ I AND 

WTLOGCLDSK =1 AND Disk_Name<>F:" 
AND %_Used>=80) ON 

Primary'LMIPMIA002.NT ON G: 
(Disk_Name=G. %_Used=89 )J 21/042016 

20 04-52 1 0 

Ensure the Headings of the columns are copied as well. Once copied to a new Excel spreadsheet, remove columns; 

Start Time, End Time and Closed. 

Copy this table and paste it in an email to Yannis. Please see below for example of email. 

Credence and 
POLMI incidents for 
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8. Customer Service 

In case you are ever asked to provide working cover for Jean Woolley, the Operations Service Controller for the 
account, the below documents should be a good starting point, but discuss the process in detail with Jean before the 
cover is needed. 

8.1 CP Database 

The CP database can be found by going to My Computer 4 Map Network Drive - Drive drop down: 'V' - Folder: 

\\Europernuk097\RMG BU Cust Sery 4 Finish 

This will open the folder in a new window. Go to 'All Change Proposal FORMS&Documents' 4 CPDatabase 4 CP 

Database (Microsoft Access file) 

Ask Jean for access to the Cust_Sery folder. 

8.2 Adding Impacts to Dimensions 

One of the tasks you'll be required to do is add CP impacts into Dimensions to send to Change Management as and 
when they come through into the Customer Service mailbox. Ask Jean to grant you access to this mailbox. 

8.3 Sending Out a New CP 

The other main task you'll need to do is send out a new CP as and when they come into the Customer Service 
mailbox from Change Management. You then forward these on to the D-Lists provided by Jean. Ask Jean to share 
these with you. 

The document below covers the work instructions on performing tasks 7.2 and 7.3: 

~.i 
CP Impacting 

Process V2.docx 
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9. Software Licensing 

This is an ad-hoc task you may be required to carry out for various people on the account. 

One of the tasks you will be performing is maintaining license renewals for BAS. The Excel spreadsheet can be found 
on 

Irrelevant 

9.1 Purchase Orders 
When you receive a request for a license to be renewed, you would need to raise a Purchase Order. The steps to 
raise a Purchase Order are listed in the instructions below. 

Purchase 
Order.docx 

Once the renewal has been raised, put the details in the Excel spreadsheet and save the purchase order form you 
have just created as well as the quote from TPG into a folder on SharePoint. 

In the BAS Licenses Tracker Excel Spreadsheet, you will see a few tabs. Go to the tab according to when the license 
renewed will expire. For example, when a Purchase Order shows an end date of 31'` March 2017 it would be placed 
in tab 'Renewal Reminder 16-17'. These renewal periods are based on the financial year, so it will run from April to 
March. To fill in the Excel Spreadsheet with details, follow the steps below. 

File Name: Insert name of Folder that you have saved it on SharePoint. *make sure this is accurate as the hyperlink 
will be based on this information. 

Req number: Fill this in once you have the confirmation email that is sent to the owner 

Renewal Quote Ref: Fill this in once you have the confirmation email that is sent to the owner 

Quote ref number: Fill this in once you have the confirmation email that is sent to the owner 

Supplier: Fill this in with the PDF file name that you have saved on SharePoint. 

Item: Copy details from 'Justification' in Purchase Order form 

Description: Copy details from PDF description 

CCN/CT: If this Purchase Order is related to a CP, insert the CP details in here. 

Project No: As stated on PO 

Cost Centre: As stated on PO 

Task No: As stated on PO 

Start Date: As stated on PO 
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Stop Date: As stated on PO 

Quantity: As stated on PO 

Price: As stated on PO 

VAT: As stated on PO 

Price+VAT: There is a formula in this cell so it will be filled in once you enter details in `Price' and 'VAT' 

Owner: State the name of the individual who requested for the license. 

Area: As stated on PO 

Comments: Insert any comments here. 

Renewal Date: Detail the month and year of when the renewal was done. 

Hyperlink: Copy the formula from the previous cell and enter here. Make sure the hyperlink is working. If it is not 
working, check the File Name and Supplier details you have previously entered and make sure they match the 
destination on SharePoint. 

After entering the details in the spreadsheet, ensure that the previous renewal is highlighted in green. 
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10. How To 
10.1 Create a Group Mailbox 

1. Go to the below link for 7799 Self Service: 

http://www.7799.fs.fujitsu. com/7799/l inks.asp?ref=sery icetype&group=csi 

2. Go to 'New Group Mailbox' 

3. Fill out the request for and click Submit. 

10.2 Add/Remove Members to Group Mailbox 

For all management of your Group Mailbox, go to: 

http://www. itzone. fs.fuj its u.com/acco unto 

Here you can add/remove members from mailboxes that you are an owner of. 

10.3 Add a Group Mailbox to Outlook 

1. Open Outlook 

2. Go to File 4 Info - Account Settings (dropdown) - Account Settings... 

3. Highlight your email account, then click 'Change' 

4. When the window opens, go to 'More Settings' 

5. Go to the 'Advanced' tab 

6. From here you can add/remove a mailbox (make sure you have access to the mailbox to view the emails) 

7. Once you've added the mailbox click OK, then Apply 

8. If you cannot see the mailbox straight away then restart Outlook and it should appear in the left column 
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10.4 Use Skype 
10.4.1 Add Skype Meeting to your Outlook 

In Outlook go to: File 4 Options 4 Add-Ins 4 Go 4 Click on Skype Meeting Add-in for Microsoft Office 2013 4 Tick 
the box - Click OK 

10.4.2 Set up Skype Meeting 

In Outlook, go to Calendar and select 'New Skype Meeting'. This will automatically give you the conference joining 
details so all you need to do is send the invites. 

If you choose 'New Meeting', then later decide you want to add Lync conferencing, in the meeting appointment, click 
'Lync Meeting' and this will add the conference details. 

10.4.3 Joining a Skype Meeting 

When it's time to join a Skype conference meeting, if you have a calendar reminder pop-up, you can join online by 
selecting 'Join Online' and you will join via the audio from your laptop, so you'll need your headphones plugged in. 
Joining via your laptop will allow you to view any screen sharing, or share your own screen. 

You can join by phone by using the instruction on the meeting invite, dialling 79577 then typing the conference ID 
when promoted to do so, followed by # 

If you are the leader of this meeting, you will also be required to enter your PIN. This is your UK personnel number. 
This can be changed by clicking 'Forgot you dial-in PIN' in the meeting invite. 
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