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IP Handover
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.

0. Table of Contents

0. TABLE OF CONTENTS.....ooiiiiiiccirririee s scsnrnr s s s s s s s s sssnnnns s s ssssnnnn s s e s s s s snnnnnnnsesssnnnnnn 1

1. PROBLEM & MAJOR INCIDENT MANAGEMENT.......cooviiiiiiiimnnissseninss s snnnens 3
L L WEEKIY TaSKS e i i e et a e e et e e e e aaaa e 3
1.1.1 Virtual Whiteboard ClEan-UpP........oouiiuiiiieiiie ettt ettt e e e sttt e e e s s st e et e e e s e e eabnnbeeeeeeeeasanenneseeens 3
1.1.2 ATOS Problem SpreadshEet.. ...ttt e e e e e e et e e e e e eae e e e e e e e e ennes 4
1.1.3 Problem Management Call With ATOS. ... ...t e et e e s e e e etaae e e e eeeaannan e aaaaaes 5
0 I O Vo a Lo T B o T =TT S =T PP PPRRN 6
N T O 2T 0 K IRy o ==Y £ 1T 7
1.1.6 KEL REVIEW FOTrUML. ittt e et e e e et et e a s e s s e e e et aare e e s e eas 8
R Y YA (=T o T £SO PSP PPPPPPPPPPPPPPRE 12
00 0 200 1 Yol o [T o Y=Y o o USSP URPY 12
O R I o VAN (20T o Yo o 1 o T- SO PP OPPSPRPPRSRPPPN 13
1.1.9 Out of Hours Duty Manager HAaNQOVET ..........uuuuuueiuiiiuuueiieeeainnneeaannnnsnnsnnnnnnsesnnnnnnnnnnsnnnnnnnnnnnnnnnnnnn 14
1.0.10 7 DAY SEIVICE SIUB . iuuuteiiiiiitiiieieieeieeeaeteeeeeeeesaeeetaeeeeeeaeeeeeeaeeeeaeeseeeseeeeesesseeeeeseesssessseeeesssnsssessnnnsssnsnnnsssnnnn 15
1.2 MaJor INCIAENT REPOITS. it e ae e e e e e e e e e e aee s 17
1.3 POSE INCIAENT REVIEWS. ...t et e e e e s e b et e e e e e e e e b e et see e e e e nnnrnneeeaeanananne 17
1.4 Major INCIAENT REPOIT TrACKE ... e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e eaeaaaaaaaaaeaeaaaaaaaaaaaaaans 18
SR e a1 VA o] (O PP TRPRR PP 20
SN O O B - ol T OO OO RTPPPPP P PRPPPPPP 21

Page 1 of 52



FUJ00085985

FUJ00085985
A ] oI O PO PP SRR PPPR R 22
0= =T o T2 T PO STO PR SSTSRRRRR 23
1.9 Virtual Whiteboard INCident INPUL. ..o e e e e s e s s e e e e e e e s s s e s e e e e e e e e e e anaeeas 23
1.10 Year]y Problem REVIEW. ..cccc it e e e e e e e e e e e e e e e e e e aaaaas 24
2. FINANCGE........c oottt ettt s e s s s s s s e e s s e snn s s s nnnnnnnnnnnn 25
2.1 BAS MONthly SST BreakaOWN. .. .cociiiiiiie et e ettt e e e e e et e aaaan e e eeeeeaeaat e aeeeeesseeeanaaaeeeeesessnnnaaaaeans 25
2.2 BAS SST COSt CONEIE G020B.....uueeeiiississirrerssessaasssssassasssassssssassasssssasssassssssssaassssssssesesssssssssssssssssesssssssssssnssenssns 31
3. HORIZON PRODUCTION SERVICE DASHBOARD.......cccccovnimmmrmrmrrrrrrrereeeeeeensenenns 34
3.1 EXEErnal Dashboard SHOES.....uuuiiii ittt e e e e ettt e e e e e e e e e sabbeeeseeeeeaaabessnaeeeeeeansannraeaaeeeeaans 34
3.2 INternal DashbOard SIUES. .....uuiiiiiiiiiiiiiiiis ettt e ettt e e eettteeaeee e e e asesasseeeeesssaeeseseeeeseseneeeeeeesnnssaennnennens 36
4. SERVICE LEVEL TARGETS (SLTS)iiitttiiierirrriiiiiriiessirsiseesssessssssssssssss s s s s s ss s s 38
D ) - W = oY A =N I SO PP UPPPPPPPPPRN 38
o o O I Y L] I KOO OO UPPRRUPPRPPN 38
5. SERVICE MANAGEMENT REVIEW (SMR) PACK......ccoeviiiivieeeeeeeeeeeeeeevececeeeen 41
5.1 Scorecard Weighting FACtOr. ... it e e e e et e e e e e e aaaaan e eeeeeeeeasaaaaeaeeeereanaaaaaaeaaennnnn 43
5.2 POLSAP SHdes fOr the SIMIR PaCK.....uuiiiiiii i sttt e s sttt s e s s s st e e e s s s s s ssasae e e s s e s sssstnaeeeaeeesssssnesnnnas 45
6. CP IMPACTING MEETING..........ccoovvviiiiiiiiisssscssssssnssessnssssssssssssssssssssssnessnssnnsennnnnnnnns 46
7. CREDENCE REPORT ...ttt isivsssssssssssss s s s s s s s s s s s s s s s s e e s s e essssssssssnassnssnnnnnan 48
8. CUSTOMER SERVICE........cccoorrrerrrerr s s s s s s se e s s e n s s e s s s e nss s s s s s s s s s ssssnsnsensnanan 49
O DY 2= o - 1 T OO U PP SEPUPR R SOPPPPPPRPRRRIN 49
8.2 AddING IMPACES 10 DIMENSIONS. c..uettieiitieeeiiitteeieee e e ettt e e e e e st et e eeeeaseaaneeeeeeeseeaaasseeeeeaaesasansnesneeeeeesannsnrnneeas 49
8.3 S5eNAING OUL A INEW CP. ..ottt e e e e e e e e et aeat e e e e seeasetaaa s e eeeeasetaanaaaesesaantanaaeeereensnnnanees 49
9. SOFTWARE LICENSING........coe i snn s s nnnnn 50
9. L PUICRASE DI UErS. i 50
0T 10 1T R I 52
10.1 Create @ GroUP MailbOX......uiiiii ittt ettt ettt et e e eeeeeeeeee s aaeeaseeesestssssaseassesesssnssseesssnnnnansnnenrnns 52
10.2 Add/Remove Members t0 Group MailboX.......cuuiiiiiiii it e e e et e e e e e e e e naareeeeeeeeennnes 52
10.3 Add a Group MailboX 10 OULIOOK. ... et 52
O O EY I} o =PRSS 53
10.4.1 Add Skype Meeting to YOUr OULIOOK. ... cciii i e e e e e e e e aat e e e e e e reanna e eeeeaanees 53
10.4.2 Set UP SKYPE MEELING....ccci i 53
10.4.3 JOINING @ SKYPE MEETING.....euuieieieiiiiiiieitettatatteeeeeae e aaaeesan i nnnannssnnnnsnnnnsnnnannnnnnnannnnnnnnaannannn 53

Page 2 of 52



FUJ00085985
FUJ00085985

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)

% TRIOLE® Service Desk fincident | il o ]

Logged in as. Ngu, Jolene on (TFSSS015501) {Log Out) (Close Window)

Filew Viewwv Activitiesv Actionsv Searchi Reportsw Windowy Helpv. [

A12360790 Event Detail m Create Chiange Order Quick Profile

Tenant: ‘POA-Fujitie

Adfectied End ser - % ; Reported By SR Preferrert Langiiage i 2 -
POA-SMCL Akash English

Classification FIES Stols :

Incident Type Recorded Method

LIPO2 Central Sys Sorftwanrs: failure Open Regular EM Event
Logged By Assigee Group 2nd'ary Assignment Group
Sharmi, Akash POA-SMCT
HNo. of Users Impact Urgency Priority
Less than 10% of user base 3 3 5
Change Problem Call Back Date/Time: Configuration ltem
Caused by Change Order External System Ticket Dutage Start Time. Outage End Time

| ~ Summary nformation || e

<TMSNX_CAPO_A_B>Error Message: Handshake retries exceeded on PIO3 Socket 01 00:13:06
Desarption : : :
Observed below.critical alerts.

LPRPNACOOL <TMSNX CAPO_A B>Error Message; Handshake refries exceeded on PI03 Socket 01.16/05/2016 10:13:08 1 .
LPRPNACODS «THASNX CAPO_B B»Error Message: Handshake retries exceeded on Pl 00 Socket 00, 16/05/201 341 1N
LPRPNACODS <TMSNX CAPO_B_B>Error Message: Handshake retries exceeded on P1 03 Socket 03 16/05/20; 253

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.

CC: Tony.Wickst GRO 1

SISO Weekly Problern Record Update - Message (HTML) T HE - 2 K
MESSAGE

B lgnore x Fa ‘; ecting

&olunk~ Delete * Reply pmu, o

i Bis

‘;' L ih

Mark Categorize Foltow  Te

Y Unread - Up
‘Tags.

Done
£ Reply & Delete ¥ Create New

Lelste Cuick Steps

Tue 1/04/2016

G RO MNgu, }n!en;

Weekly Probilem Record Update

o5t Ofck Frobiéon Manojement

B Weekly update 190416- Jolene Nou F.sls (472 KB}

Hi Richard / Rob,
Please find attached the weekly problem record.

Please let me know If you have any comments or concerns. Thank you,

Kind regards,

Jolene Ngu

Problem & Major incident Management
Business & Application Services

Post Office Account

CRCmoE

ts named as | s
sponsible Business i
the Year =

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’:

http://emeia.fujitsu.local/03/sites/T17/00672/Service Management/Service%20Support/Forms/Allitems.aspx?Root
Folder=%2F03%2Fsites%2FT17%2F00672%2FService Management%2FService%20Support%2FPROBLEM%20MANAG
EMENT%2FPROBLEM%20RECORDS%2FWeekly%20Problem%20Reports%202017&FolderCTID=0x012000F5F6C7BF52
71FFA8BBBD895BD2F87A2B&View=%7B28ABBI9A1-0DD6-41FE-957D-1E43327616FC%7D
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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.

L BRI Neeily Updste - 10/06/3016 - Rimsssge (HTRALY
MESSAGE

3 Eane x

Service Surnary... 3 To Manager i) Rules

G

W P o Q

a Delete . Rely Reply Forvard oM iR e [ Move SDOneNate L Follow _ Transiate =) R4oted™
- elete = eply Forwar ) ., y =1 love . ark  Categorize Follow ranslate Loom
& Junk Ry Binore~ | b ReplyfiDelete  # Create New ST Eacions g Upe Ty Setect
Defete Respond Quick Steps & Move Tags 5 Editing Zoom ~

Fri 10/06/2016 11:26

1 Weekly Update 10062016 - Atos.xlsx (2 M8}

A Get more Apps

Hi All,

Please find attached for this week’s call.

Kind Regards,

Robert Shaw

Senior Problem Manager

Atos cfo DBH Managed Business Centre
Longfields Court

Middlewonds Way

BARNSLEY
S71 3HR

Mobite: Mol GRO
......................... X

This e-mail and the documents attached are confidential and intentied solely for the addvessee; it may also be privileged. If you receive this e-mail in error, please notify the sender immediately and destroy it. As its integrity cannot be secured or the
[oternet, the Atos group lisbility cannot e triggered for the message content. Although the sender endeavors 10 maintain & computer virus-free network, the sender does not wearrant that this transmission is vinus-free and will not be liable for any
damages resuiting from any virus transmitted.

10062016 - Atos.xisx
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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:

http://emeia.fujitsu.local/03/sites/T17/00672/Service Management/Service%20Support/Forms/Allltems.aspx?Root
Folder=%2F03%2Fsites%2FT17%2F00672%2FService Management%2FService%20Support%2FPost%20Incident%20R
eport%20-
%20Action%20Spreadsheet&FolderCTID=0x012000F5F6C7BF5271FF48BBBD895BD2F87A2B&View=%7B28ABBIA1-
0DD6-41FE-957D-1E43327616FC%7D

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 green.

We (FJ) have been unable to connect to the 3rd Party Server (IRIS) since (7:20 on 2nd August 17 and hence we have a back log of
files swaiting transfer. It would appear that ATOS might be having problems identifying who they should be contacting, the
incident was raised with UK 3rdP.CSC.STERIASAPHR. A company called Lumesse (Lee Pearce) were involved in the testing phase
back in 2012. Paula Hillsden provided contact details for Lumesse representative. We (FI] are awaiting ATOS IM to liaise with
the third party representative. The third party (Lumesse] performed an (P address change at their end on the 2nd Aug 17. The
change was unannounced to both ATOS and FJ, however there had been some communication between POL and Lumesse. An 0BC
HRSAP_IRIS request (OBCL0S — Route Change with Network Changes) now needs to be submitted into Fl from ATOS. There are currently 28
IRIS IRIS_HRSAP AL6495624/110486260 |files awaiting transfer into IRIS. 06/08/17 There are currently 42 files back logged for the PODG route HRSAP_IRIS.

The PODG Client [COOP Bank] requested 3 file resend [COADGNT7 LIF} via the ATOS Service Desk. The Fl support team confirmed
that the iy supplied into the 3rd Party 8t 22:15:38 {28/08). The ATOS Service Desk were advised thet an
ng further

fe had been successfu

OBC111 request and PO number would be required to atlow for the file resend to take place. We are currently aws
COOP Bank  [APS_TXN_COOP ALG631311/110525781 |feedback from the ATOS Service Desk. We did chase for an update on the 4th Sept 17

tnitial f

transfer fatlure observed on 1st September at 18:15. FI UNIX determined this to be & resccurrence of an issue seen in
BRANDS WIONEYCORP BRANDS  |A16642264/110532683 |A16542995/110508277 whereby the third party deleted the /IPTEMP 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:

25/01/17 The last Wincor kiosk was decommissioned on 24th March 2015, with their contract ending on 31st
March 2015 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 16 and hence PODG is reporting Warn Expected Time Exceeded
WINCOR PG_TXN_WINCOR A14131147/19836115 this up with Paula; action no 079 being tracked by Alos/POL

The PODG route APS_TXN_FIRSTRATE_02 was briefly discussed during the OBC19 review meeting (01/02).
Email was also received from Paula Hillsden {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 Pauls 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 (120kB size) files being generated on the
APS_TXN_FIRSTRATE 02 APS_TXN_FIRSTRATE_01 route 10/01/18- Brenda Shields (POL) to pick this up with Pauta; action no 079 being
First Rate APS TXN_FIRSTRATE 01 A16244673/110400047  |tracked by Atos/POL

21/06/17 The overnight APS schedule is now generating empty files of 120 bytes in size for SODEXO (UKBA}.
This is due to the SODEXO (UKBA) contract being terminated on the 31st May 2017. The related PODG route
UK Border Agency APS_TXN_SODEXO requires decomissioning 10/01/18- Brenda Shields [POL} to pick this up with Paula; action
SODEXO APS_TXN_SODEXO A16193923/110399800 |0 079 being tracked by Atos/POL

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: https://ssc.fs.fujitsu.com/SSC3/homepage.isp

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

1. KELs highlighted for review:

SMDB-related KEL.
5 JA comment: Any KEL relating specifically to the
RKing1425P 4 SMBD can be demised. I
acha346S 2 SMC comiment: Need to discuss about SMC
action and priority

schiatterk5341L 3 SMC comment: We do not deal with EMC
anymore, need to discuss if the KEL is still valid.

acha2117F 1 SMC comment: SMC action & priority not
specified

acha?10R 7 SMC comment: SMC action & priority not
specified

achat518M 5 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

other parties if they want to participate.

Title: Fujitsu— POA KEL Review Forum
Invitees/Attendees
Business Unit L ead Representative Optional / in
Mandatory Attendance
POA BAS Incident Manager Nick Crow {Chair) Mandatory
POA BAS Problem & Incident Tony Wicks (Vice-Chair) Optional
Manager
SSC/EDSC Sunil Nellikkentavita (or nominee) Mandatory
John Simpkins Optional
SMC India Rajaram Kuppuramaseshan Mandatory
SMC India Ravula Rajaramana Optional
SMC Manager (UK) Jerry Acton Mandatory
GDC Poland (scribe) Aleksandra Zawislak Mandatory

SSC/EDSC
Software Development Manager | Mick Lawman or nominee Optional
POA BAS Lead SDM & Risk Yannis Symvoulidis Optional
Manager

Additional Attendees:
5SC /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 OtherBusiness/for discussion:

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

ey

Meeting Minutes

1. KELs highlighted for review:

Criteria for Comments

SMDB-related KEL.
N JA comment: Any KEL relating specifically to the
RKing1425P 4 SMBD can be demised.

SSC comment: Deactivate.

KRF 4/01: SMC to deactivate.

acha346S 2 SSC comment:

it is a single service then raise call with

3 party(Main service BKAC managed by

. iy Postcode anywhere. f multiple service

o iy to discuss about SMC effected then check with Unix and network.
Hf BKAC service involved then P3 call

recommending.

KRF 4/01: SMC to amend accordingly

schiatterk534 1L 3 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. KRE 4/01: SMC to follow up with F.J UNIX
acha2117pP 1 SSC comment: Deactivate.

. " o PC0229355 resolved this issue and new
fxﬁ&mmem SMC action & priority not Cron jobs created for housekeeping.

KRF 4/01: SMC to deactivate:

acha710R 7 SSC comment: Deactivate. PC0217158
resolved and new baseline released under
this peak.

SMC comment: SMC action & priority not
specified

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:

http://emeia.fujitsu.local/03/sites/T17/00672/Service Management/Service%20Support/Forms/Allitems.aspx?Root
Folder=%2F03%2Fsites%2FT17%2F00672%2FService Management%2FService%20Support%2FKEL%20Review%20Fo
rum&FolderCTID=0x012000F5F6C7BF5271FF4A8BBBD895BD2F87A2B&View=%7B28ABBYA1-0DD6-41FE-957D-
1E43327616FC%7D

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.
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k

FW KELs for RE KELs for KRF Actions 4th
discussion in KRF .msidiscussion in KRF 07 1 January 2018.msg

1.1.7 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

http://emeia.fujitsu.local/03/sites/T17/00672/Service Management/BCP/Forms/Allltems.aspx?RootFolder=%2F03
%2Fsites%2FT17%2F00672%2FService Management%2FBCP%2FAccount%20Call%200ut%20Rota&FolderCTID=0x01
200050C1935F4019924AA797C34E1BB6DCOD&View=%7BOE6CCDCE-03BC-41A0-8080-06CD353E37C1%7D

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://emeia.fujitsu.local/03/sites/T17/00672/Project Delivery/Development/GDC/Shared%20Documents/Forms/Al
llitems.aspx

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

the schedule.
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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.

mE e O Seekly Ruport 220416 [Compat i ;
PR3 bove  ISERT  DESIGN  PAGELAYOUT  REFERENCES  MAILINGS  REVEW  VIEW  ADDANS Ngu Jofene
} 1 i Fnd

e ) ; L, . S B —— :
AralBold . <l C A A Aas A = 8T aaBbCe semcine 1 A@ 44 A 444 4144, - Replace
i ) { 1 T e

Paste Dy T Caption  Eephasis. | Headingl & Heading2  Heading? Theading2 5/ [ Select>

Caex, 0 B WA
« & Format Painter BT U e B A ¥

CHipboard 5 Font W Paragraph % Siyles 2 Editing o

Post Office Account
Weekly Report
WIE 24104118

* Service Management Weekly Report

Commentary

18/04 Monitoring reported that 7 external PODG routes associated with POADMIN
experienced file upload failures. This was a result of possible firewall fssue within the
external domain. APOP files are now delivered via Quatrix as a workaround, No issues
identified within Fj domain. 423270701 and 18900295 refer.

incident Management
ines

18/04 Monitoring reported critical alerts on CAPO CDG. This is a known problem with the
send where very occasionally the send seems to fail but the file has been transferred. The
file was received by HP at 20:37 (18/04)

19/04 Fujitsu Reconciliation Team had requested to ascertain whether there were any
issues which may have caused multiple kiosk transactions C4 to be delivered 2 day late. This
resulted in multiple kiosk transactions to appear on. our reports moving from state 11 to
state 39, The file submitter for the SSKs (YesPay) did not provide the settlement file for
transactions processed on the 13th which meant there was a dey's delay in processing these
transactions. No issues identified within FJ domain. A12176428 and 18906811 refer.

19/04 Monitoring reported external PODG royte BRANDS had failed. F} were unable to
defiver file AIS0S4PrePaidCard_20160419 txt to BRANDS. This was a result of an |P address
change within the external domain. No issues . identified within- £ - domain. Incident
A12178907 refer. No Atos reference provided.

20/04 Monitoring reported critical alerts for fow disk space on “G." drive on LMIPMIADO2,
No issues identified within the FI domain. Incident 12183229, A12196029, 18913627 and
18915208 refer.

21/04 Wionitoring reported alerts for Banking LINK Service. Checks were performed by NT
and Networks and no issues were identified within FI domain, BT will send engineers to sites.
to further investigate. Incident A12153422 and 18915220 refer.

PAGELOF1  mIwoRDs L B BB N
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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 PEAKSs, 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.

PEAK TS Totals.xls PEAK weekly 16-06-2016.xlsx
Reporting.docx totals.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, | 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:i Irrelevant !

L

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 FSR?

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).

Ot

Report: FSRO03 ~ Ivapent Work In PROGRESS FU“TE'U

5 > Incident » FSRO03 - Incident Work In Progress

{é o Parameters

Show Chart, Table B : : M

Tenant POA : » > [POBA, POA-Fuitsu, POA-Horizon, POA-Polsap ~
Primary Group Day : r

Report Period Use Dates . v romogiots Hweazozos . B

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" January 2018 would be:

O contains @ ex
ontain xactly Post Office ‘

® Docsn't contain

O contains @ Exactly

® Doesn't contain

" - o shwee N
#implementation Start v ®on C‘} Aeheeen 06/01/18 ( snciEC R
W rfter

®o-iore

The closed/cancelled 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
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:

If you cannot access the link, email Lorraine.Ellioti

sent.

7 day service FW 7 day of
slide.msg service.msg
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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 PostOfficeAccountDocumentManagementi GRO i
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1.4 Major Incident Report Tracker

As a 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.

WS Y-

HOME | INSERT  PAGELAVOUT  FOAMULAS  DATA  REVEW  VIEBW  ADDHNS Nu Jolene

Cut Calibri o AW General f % e 4 .
Copy o
! " By A .= I LT g s g 2 Conditionat Format as Insert Delete Format Sort & Find &
Format panter © 1 ¥ 2" & eege & Center % " Fommatting - Table - . - . v & Clear~ Filtes > Select »
Clipboarsd i Font i Alignment i3 Humber i Styles ety Editing ”~
AP CHECKOUT REQUIRED. T modity this server warkbook you must check flout. | Check Out : . x
PP . % o
A 3 < ) 3 £ G H 1 ; K !
1 Major Incident Report Tracker e
2 iLast Updated: 20/06/2016
. ‘ i 7 7 . i i Mo, of Open
L ‘ Dateof | MIRDocument | WIRVersisnon Pift Document BIR Version o1 FirstDraft | Problem Record Second Draft | Mo ofpig ) 2
| Major Incident Summary 5 i ; o i : BT = iy B i Frmn
+ I Incident Reference Dimensions Referenne . / Dimensions sentto Atos | sentito Atos  sent to Atos Actions
5 Branch Database 08/05/2016 ) N/&
6 8D Server Memory Leak (MIR) 12/02/2016 16/01/2016 |  A11630945
7 POLSAP Material (mIR) 25/01/2016 V3 {information Only} VO.1 (Draft] 25/03/201 A11500531 15
g Network Instobility (MIR) 12/10/2015 54 | V2 (information Only) N/A 13/10/2015 A10530531 23/10/2015 2
9 Track and Troce [PIR) 10/08/2015 N/A N/A V0.1 (In Review) N/A WA N/A N/A
10 PAN Manoger issue (PIR] 04/09/2015 NfA NfA V1 {Awaiting Approval) N/A N/A N/A N/A
Delay in distributing 8eregu Margin & Spot Rote
Files to those branches on the Oracle 106 16/06/2015 [SVIA/SOMANR/2600 | V2 Only) /A N/A Yes AB969361 Yes 6
1 Database (MIR}
12 POLSAP Kernaj & Service Pock 14/06/2015 |5 V2 {information Only} V1 {Awsiting Approval} ves A9157767 Yes 3
13 Cash Declaration (MIR) 05/06/2015 Vi (information Only) N/A Yes A9157908 Yes 3 Yes
14 GlobalPay Partial Payment File 27/65/2015 V2 {information Orily} V1 {Awaiting Approval} Yes ABY54715 Yes 4 Yes
18 Telecity (PIR) 19/05/2015 N/A V1 (Awaiting Approvat) N/A N/A N/A N/A
15 Weston Super Mare FAD 445511 (PIR} 10/05/2015 N/A Vi (Approved) /A NfA NFA N/A
17 HR SAP Files (PIR) 07/04/2015 N/A V1 (Approved) N/A N/A N/A N/A
8 Disruption to Network Banking Services 15/03/2015 |9 V3 {information Only} V1tApproved) VYas
9 POLSAP Filesystem 05/01/2015 / V2 (information Orily) V1 (Awaiting Approval) | 06/01/2015

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 |,
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.
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ice Desk 3y, MSC - ice Chi & ions (i fall PERK T 5503 Webisite Login Page {5 CSOT: &1 report FSROST - Open Inciy.

Post Office Account \ F ‘TSU Post Offic

Document and Change Management Web Service Document and Change h

o

5
05052016
10008

1811205
13220
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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.

1 Usertist . User Ad... : Reporting

6 o

oqin History View Schedule | Confiquration . My Password - Systi

B
He,,

My Inbox (Gurrent Broadea { HSD IMT Alert System

Message - < 5 : G Beceived L Origi - S e i S i
{78 Notify PRO Server: SMS / Email Receipt 20/06/16 15:3034 Jolene Ngu (POA DM)
[REXEe 20/06/1615:30:34 Jolene Ngu (POA DM)

Hgnu

My inbox

Live Issues Message: Notify PRO Server SMS /Emad Receipt. . 'Received: 20/06/1615.30:34 - Driginator: Jolens Ngu [POA DM}

i otify PRO Server: SMS / Email Receipt
Muftimedia Transmission Receipt for message: "™*POL™

“or awareness, HORIce is showing as red (crifical) for Banking as there i5 @ 5% failure of LINK transactions due to LINK temporarily unavailable. All other transactions are going through as per usual. Fl
nvestigations commencad and ATOS will be informed

Kind regards,
olere’

The message was was sent to robile phone and / or email recipients on the 'POLandPOA’ multimedia distribution fist

Information: The message was gueued for defivery to the following mobiles

GRO

T T T P s e SR R e

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

. I 1
across the team. To access this spreadsheet, go toi Irrelevant tand
select CP CT Tracker.

Co e s |
B E S o s S0 0T Vahuws ond Man Do [Resd-On - %
HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW ADD-INS Ngu Jolene ~ ? l"?
Calibri i % Weap Text Generat . ] ;’j dutoSur - f’éw B
o Copy - = g g5 . Conditionst Format as |/ st Datete Fommat | LA Sor & Find &
& Format Painter LA EiMegedCenter ~ T %+ 0 B v Yable- L L Cleare Fiter ~ Select -
Clipboard B ¢ n Number o __Editing ™
CHECK OUT REQUIRED To server workbook you must check it out. o %
o ea - = S oems v
i 4 [ [ o 3 ' 6 ! ' 3 L " n i
{1 cpRet ~fevesex] CTRer P Title. x T Owner Expected jon ~.| _ Problem and inci - HNG-x Onfine Services  + Governance. -
|2 g3 | €30 Crederice & MDM production data backup request Jim Yourng
Variation to HDCR assotiated with exvension of
i POLSAP Services and Credence Hosting and Support
i3 CP1809 6336 2088 beyend 31st March 2016 Dave lbbett
4 chsa | e Change to Horizon to Credzncs interface Jim Youn
H Running HNG-X counters on & Verizon suppiied
(R G2 5348 Branch Network Cameron Houston
| POLSAP and Gpentext (1X0S) Apptication Migration
‘ 5 _CP1784 6341 ~ Future Transition Backup Data Transfer (Tape) Jim Young NO IMPACT NO IMPACT NO IMPACT NQ IMPACT NO &
17 T | e Barcoding All Parcers Phase 23 - S5k - Compietion David Hinge HO IMPACT | NG IMPACT MO SMPACT NG 1MPACT NO 1k
Variation to HDCR associated with extension of
H POLSAP Services and (redence Hosting and Support
P8 o176 6333 beyond 31st March 2016 james Stanton NO IMPACT O IMPACT NO IMPACT NO IMPACT NO ik
1 Logicat dacommissioning of Credence/MOM
g CPITIS 6332 refreshed i Jim Young O IMPACT MO IPACT NO fMPACT O MPACT NO 6 -
|10 [CP1758 6315 GlobalPay Integrity Charges Fee Removat Colin Webber NO IMPACT NO IMPACT NO IMPACT NO IMPACT NO N
{ Update t0 Agent Mapping Connéct from
| MoneyGram Service to COP (Common Digital
(11 CP1757 6314 Pratform) and Fujitsy HBS David Hinde NO IMPACT NO IMPACT NO IMPACT NO IMPACT NO %
f1zcmzse | 6313 Extended SSK David Hinde NOIMPACT | NO IMPACT O HMPACT NG IMPACT NC i
| Decommissioning of Credence/MDM rafreshed
13 1CP1755 6312 Jim Youry NO IMPACT HO IMPACT NO IMPACT O BAPACT NO I
14 CP1753 6310 Back Office (POLSAP) Integration Review Jim Young NO IMPACT NO IMPACT NO IMPACT O MPACT MO N
Change to Bank Hofiday Delivery Schedule (Bank Of
15 €P1752 £309 ireiangd) David Hinde NO IMPACT NO IMPACT NO EMPACT O APACT NO
16 CP1740 §297 of Credence/MOM V1 Jim Young NO IMPACY PO IMPACT NO IMPACT NO IMPACT NGO IR
17 CP1725 6282 Pratform Cloning Daniet Wicks NO IMPACY NO IMPACT NO IMPACT NO IMPACT o
M 5
18 [CP1716 6273 Further on Back Office Tower Pete Newsome Jan-16 iPreimpacted) NO K
5 {Pretmpacted)
19 [CP1715 6272 £T1821 on BTT Frogramme luhunda Mar-16 N/A N/A N/A N/A N
20 (CPITI4 6271 Revised Reference Dats Service Charging Cotin Webber 2 2 NO %
Appiication Migration - Backup and__ i T : i . Rk i K i i
| sheets | @ i D

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

PostOfficeAccou ntCustomerService€ 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

LAmber — 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™ party who are seeing high failure counts

Purple — Service is reporting behind schedule - this is a simple call up to the SSCif 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

teamisi. 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:

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

Limmimimmem i

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:

,v Participant ID is 36081855# the Chairperson ID is 578630594.

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/P1s (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/PR0O/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.

Corvica Defivary oy 55T Bresdadown - Excel

WE s o ‘

HOME = INSERT  PAGELAYOUT  FORMULAS  DATA  REVEW  VIEW  ADD-NG Hgu Jolene
*

-

ke A

Font Aignmernt: Number Celts Editing ~
AG4S iR _];{»" 42,8682 "
- =] £ =
AC AD AE A A A Al AV AN

15 UK and Irefand

16 £S HNG Nov Dec Jan Feb Mar

P s 7 ‘ T

" N i

% P&L Detail by Month (£'000s) x 2 3 z & A

20 Revenue 916 815 843 872 991 10,262 10,038

1 Cost of sales 366 316 329 328 293 4,244/ 4,816/

22 Gross Margin 550 499 514 544 698 6,018} 5,222
+ a6 Gross Costs Excl. Internal Chygs/Rec 86 113 0 85 97} 1,005 1,281

37 Total Networks Trading 2 0 o o 0| 4 2|
o4 Yotal BAS Trading 203 146 178 185 142 2,460} 3,000
4 a5 TPG Trading Total 0 1 0 0 o 2| 2]
LI Total MIS EUSTrading 42 22 48 50 42] 481 482]
[ s3 Total MIS Hosting Trading 1 2 0 0.22 1 12} 18]
& os7 DEF Trading Total 4 1 1 0.38 o 9 0

56 Trading Other 26 16 8 4 7l 226 0]

59 Total internal Trading Charges / Recoveries 277 198 234 240 183 3,204 3,504
H s Total Other Charges and Recoveries from HQ 2 & 4 3 3 35| 21]

64 Transters o CoS (366} (318) {339y {328y {295 (4:244) (4:815)]

65 Opex o 0 @} ¢ (0] {0)] 0

86 OPPL before Opex Aliccation 550 48% 514 544 688 6,018 5,222
o Total Headcount 5 5 5 4 4 4 5|

71

72

73

74

7

27

SSTDetail Jants - SST Detail Marls T AR S ¥

I Summary | PBL - SST Detail Feb1g

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

4 41 Total BAS Trading 241 203 148 178.439 185 142 2,460|
f 4z Total BAS Trading SST only 241 203 146 178.439 185 142 2,460
;" 43 Total BAS Trading - Not SST 0 0 Q 0.000 0 0 [}
5 44 Total BAS Trading - B2B 0 O 0 0.000 0 0] 0]

> Paste in ‘Total BAS Trading SST ONLY’ in tab created earlier.
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2 £
3
4 BAS SST- Application Services 141,813
5 Unreconciled Difference - 0
6 Total BAS Trading SST ONLY ) ‘ 141,813
7
[+ 200 Total MiS EUS Trading - SST ONLY 42,468
21
[+ 23 DEF Trading Total 310
24
[+ 42 Trading Other ) 7441
43
44 TPG Trading Total 37
45
46| Total MIS Hosting Trading 528
47 « «
48 Total Internal Trading Charges / Recoveries 192,598

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 ‘informationDirect’ > Select ‘My Reports’ > Select ‘GL’ > Select
90206, Actuals > Select ‘Export All GL Transactions (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 ‘OL3 Name’ select all MIS codes only excluding MIS HT and ‘GL Debiting Nominal’ select 7438, 7443, 7413.

Copy the 2 columns that are produced

Recoverable .

GLDebingCC  (Al)
~ (Nuitiple tems)

{Mumpie ltems)

OL3 Name
‘GL Debiting Nominal

Row Labels

- Sum of Full Amount

onto the tab ‘SST

Detail MM YY’ and paste it under the !Biandfofd Chnétepher () ) 6720 drop down of Total
MIS EUS Trading. Bower, David (D.A) 8090.08
Elliott, Derek (D.A) 1010.5
Guy, James (J.R) 34875
Blandford. Christopher (C.) Jennings, Graham (G.S) 220275 6720
Bower, David (D.A) :Jones Mary Anne (M.) 2980  g090.08
Elliott, Derek (DA} Kotwal, Snel (S} 67.52 10105
Guy, James {(J.R) Leahy, Trevor (T.J) 2666 34875
Jennings, Graham (G.S) Pavis. Andy (J.A) 42269 220275
fgnesl ’gawl?gf;e {M.) ‘Welch, Michael (M.J) 41877 6??923
otwa ne | ;
Leahy. Trevor (T.J} gm(?i?s ;:?.ay R) igig;g 2666
Pavis, Andy (J.A) ‘Grand Tota ‘ 42269
Welch, Michael (M. 3} 41877
Wodhams, Ray (R) 6829 25
Total MIS EUS Trading - SST ONLY 42,468

DEF Trading Total.

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 ‘OL3
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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¥

N/A consolidated to project / task 3978
Auto Capping108233 -26.72
Auto Capping108381 2173
Auto Capping108238 5714
Auto Capping108296 954
=Trading: Travel . 1632.06
Mr Andrew Beardmore UK519582:Accom BSI: ) 191.33
Mr Andrew Beardmore:UK519582:Accom_Evening_Meal: 36.75
Mr Andrew Beardmore: UK519582 - Mileage: 99.62
Mr Andrew Thomas:UK549186:Taxi: Taxi 6.4
WMr Andrew Thomas:UK549186: Train: 166.2
Mr Christopher Blandford-UK094824 - Mileage: 147.73
Mr John Pavis:UK532285:Mileage: 2213
Mr Christopher Bailey:UK059586: Station_ Parking: 3
Mr Christopher Bailey:UK059586 Train: 12186
Mr Christopher Bailey:UK059586:Mileage: ; 1324
Mr lain Macleod Janssens:UK059620-Visa_Costs: KWIKPICTUREFRAMING 4.99
Mr Torstein Godeseth:UK012158:Parking: South West Trains 45
Mr Andrew Beardmore:UK519582:Tolls:M6 Toll Midiand Express Limitd 4.58
WMr Andrew Beardmore UK519582 Tolls:M6 Toll Midland Express Limited 458
Mr Andrew Beardmore UK519582:Tolls:M6 Toll Midland Express Ltd 9.16
Wr 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: 226
Mr Torstein Godeseth:UK012158:Train: 174
Mr Garry Hewitson:UK094883: Train: 89.1
Mr Garry Hewitson:UK094883-Mileage: 77.68
Mr Torstein Godeseth:UK012158 Mileage: 54 59
Mr lain Macl ‘ ‘

Grand Total

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 ‘OL3 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 GL tab 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 Only
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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

51

52. Debits Credits
53 -

54 | :

55 | Anamalla, Venu (V) - -
33 Anderson, Magnus (M.} e 164 -
BT _ Arain, Tariq (T) N 4,691 -
58 | Aujla, Amarvir (A.) " 2531 -
59 Bailey, Chris (CR} N 4,964 -
60 Bansal, Steve (S.) " 6984 - 7688
61: Barclay, Adrian (AP} i 4617 S
62 Barnes, Gerald (G.J} " 494 -
63 ‘Beardmore, Andy (A} r 3.924 -
64| Betteley, Julia (J.R) " 995 -
65 Bhandari, Akeel (A} ‘ i 5.030

66 | Bhogireddy, ' Shanmukha Vijaya Kum (S} - -
67 ‘Blandford, Christapher (C.) - -
63 Bower, David (D.A) , - -
69" ‘Boardman, Phil (P.K) r 4,609 -
70 ‘Brindley, Susan (S.) L 1.024 -
7 Budworth, John (J.H} i 5051 -
72 Carter. Rick (R.P} r 1,980 -
73 Capon, Barry (B.) ‘ - -
74 Canniffe, Tim(T.) r 224 -
75| Crayson, Paul (P.G) { - -
76 Challa, Praveen (P) # 1.033.- 1291
77 Cochrane, Eddie {D) " 1,742 -
78, Cooper. Jill {1 E} " 38 -
79| Crow, Nick {M.) r 6612 6512
80 ‘Dhage, Vinod (v i 1891 1891
81 Dolton. Tony (AB) r 364 -
82 Dugdale, Simon (S.J) 3 754 -
83 Elliott, Derek (D.A) , s

84 Evans, Steve {SA) r 5273 -
85 | ‘Gardiner, Stephen (S.) r 3412% 3802
86 Gibson. Andrew (AR} , - -
87 _ Goddard, Steve (SD) ) § 1,867 -
88 | Godeseth, Torstein (T.0) r 10,380 -
89 | Gurumurthy, ‘Chethan {C K.} i - -
90 | Gurung, Jubita (J.) v 1.404

91 Guy, James {J R} v -
92 Harley, Ken (K.J) £ 195

931  Hickman, -John {J.E) 4 156 -
94 | Holmes, Alan (A.A) r 4673 K
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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 ‘OL3 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 (£) 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

INSERT ~ PAGELAYOUT  FORMULAS  DATA  REVIEW  VIEW  ADD-INS Ngu Jolene ~ -
ra il store " A2 i eieE T4 7T Equation
7 & 0 e e A e e Bie it } L) ‘ €% Symbol
ecommended Table  Pictures Online — & My Apps ~ B Recommended PivotChart - Power = Lline Column Win/ . Slicer Timeline ' Hyperink = Tet =~
o . o My Apps A b L ; N
PivotTables Pictures @i Charts k- . View Loss
Tables Iiystrations Add-ins Charts % Repotts Sparklines Filters Lirks Symbols ~
AL e GL Debiting CC vi l

7 80206 7446 80206 FBAPT Anamaliz, Venu (V) INDDO135 CONTRACTOR.CON.CON FISGD1002 'Y 31-”3‘/—16‘
3 fa0206 Tass 50208 FBAPT Anamslls, Venu (V) INOOD13S CONTRACTORCON.CON  FISGD1002 ¥ 31-May-16
4 '9@106 9446 '93206 FBAPT Anamalla, Venu (v} INCOO135 CONTRACTOR.CON.CON FISGD1002Z 'Y 31-May-16
5 ’90206 '7445 '90205 FBAPT Anamaila, Venu (v} INODO135 CONTRACTOR.CON.CON FISGD1002 Y 31-May-16
6 "90205 '7446 "90205 . FBAPT Anamalla, Venu (V.) IleSS CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
7 790206 '7‘3‘45 '90205 FBAPT Anamalia, Venu (V] INODO135 CONTRACTOR CON.CON FISGD1002 ¥ 31-May-16
8 50206 7445 "a0206 FaAPT Ansmalla, Venu(v)  INODO13S CONTRACTOR CON.CON FISGD1002 ¥ 31-May-16
G '90206 '74&6 ’90‘205 FBAPT Anamaila, Venu (V) INODD135 CONTRACTOR.CON.CON FISGD1002 Y 31-May-16
10 /90206 445 "a0208 FBAPT Anamatis, Venu (V) INODO13S CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
11 (30206 446 50206 FaAPT Anamalla, Venu(v)  INOODIZS CONTRACTOR CON.CON FISGD1002 ¥ 31-May-16
12 '90205 '7445 '90205 FHBAPT Anamalla, Venu (V] INODO135 CONTRACTOR CON.CON FISGD1002 Y 31-May-16
13 '90205 '7445 '90205 FBAPT Ansmalla, Venu (V) INODO135 CONTRACTOR.CON.CON . FISGD1002 Y 31-May-16
14 Js0206 Fa4s %0208 FaneT Anamails, Venu (v INODO13S CONTRACTGR CON.CON FISGD1002 ¥ 31-May-16
15 '90206 '7445 '90205 i FBAPT Anamalla, Venu (V) 1Nm35‘ CONTRMTOR@QN CQN FISGD1002 ¥ 31~MBV~1§
pig ,90205 "7445 '90205 FBAPT Anamalla, Venu (V) INOQO135 CONTRACTOR.CON.CON FI5GD1002 Y 31-May-16
17 '30205 '?"45 '96205 FBAPT Anamalla, Venu (V] INCOO13S CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
18 '90205 '7445 ’90205 FBAPT Anamalia, Venu (V) INODO135 CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
19 50208 T7ass "s0206 £BAPT Ansmalla, Venu (V]  INDDO13S CONTRACTOR CON.CON FIS6D1002 ¥ 31-May-16
20 VVQGZOS r74§ﬁ 7'90205 FBAPT Anamalls, Venu (V.) INCOO135 CONTRACTOR.CON.CON ‘FJBGDlmZ Y 31-May-16 1
21 '90205 77445 ’90205 FBAPT Anamalia, Venu (i) INODO135 CONTRACTOR.CON .CON FISGD1002 'Y 31-May-16
22 90208 7446 %0206 FRAPT Anamalla, Venu (V)  INODO13S CONTRACTOR CON.CON FISGD1002 ¥ 31-May-16
p ,90205 ’7‘346 '90106 FBAPT Anamalla, Venu (V) 1NODO135 CONTRACTOR.CON CON FISGD1002 ¥ 31-May-16
24 '90205 '7‘3-45 '90205 FBAPT Anamaila, Venu (V) INODO135 CONTRACTOR.CON.CON FISGD10D2 Y 31-May-16
25 fa0208 7446 50206 FBAPT pnamslls, Venu(v)  INOOO13S CONTRACTOR CON.CON FISGD1002 ¥ 31-May-16
26 '90206 '74&5 '9020‘5 FBAPT Anamaila, Venu (V] INODO13S CONTRACTOR.CON.CON FiSGD100Z ¥ 3i-May-16
2 ’9@205 '7445 rQOZQﬁ FBAPT Anamal}a, Venu (V.) INCD0135 CONTRACTOR.CON.CON FISGD1002 Y 31-May-16
25 .90205 '7‘445 ’90206 FBAPT Anamaila, Venu (V.) INCOOL35 CONTRACTOR.CON.CON FISGDI0DZ Y 31-May-16
29 '9132‘4)5 '7445 '962% FRAPT Anzmalla, Venu (V) INCOO13S CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
30 ’90205 '7445 ’90205 FBAPT Anamalla, Venu (V) iNOOO135 CONTRACTOR.CON.CON FISGD1002 Y 31‘MBV~15‘
31 '90205 '7445 '90206 FBAPT Anamalla, Venu (V) INODO13% CONTRACTOR CON.CON FISGD1002 Y 31-May-16
32 ’90105 '7445 '90206 FBAPT Anamalla, Venu (V) INODO135S CONTRACTOR.CON CON FISGD1002 ¥ 31-May-16
33 0206 446 "s0206 FaAeT Anamalia, Venu(v)  INODOIZS CONTRACTOR CON.CON FISGD1002 ¥ 31-Moy-16
34 '90206 '7446 '90206 FBAPT Anamalla, Venu (v} INODO135 CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
35 ’QOZOG '7446 '90206 FBAPT Anamalla, Venu (V) iNOOD135 CONTRACTOR.CON.CON FISGD1002 Y 31-May-16
36 90206 445 "a0206 FBAPT Anamalls, Veno (v)  INOOOI3S CONTRACTOR CON.CON FISGD1002 ¥ 31-May-16
37 ’9(7205 '7“5 '902% FBAPT Anamalia, Venu (V) INODO135 CONTRACTOR.CON.CON FISGD1002 ¥ 31-May-16
38 :90206 :7446 :90206 FBAPT Anamalis, Venu (V] INOOQBE CONTRACTOR.CON.CON FISGD1002 ¥ 31‘&53‘/’15‘ |
| :Sheetz | Sheetl |'ii(H) I hi : : : L L

READY AVERAGE: 15973 COUNT: 96147 SUM: 3506419577 B E M| -
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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'.

- . e ——————_
[ S R S Bosid - Eecat BROTTABLE TOCILS
HOME  INSERT  PAGELAYOUT  FORMULAS  DATA  REVIEW  VIEW  ADDINS | ANALYZE © DESIGH

Nou lotene ~ ¢

PivotTable Name: : Active Field: B

Sefection  [59) Insert Sticer

o,
e

(% Clearv {7 Fields, Items, & Sets +

|PivotTable2 || Count of ADJ Ami) [ Insert Timeline " [T} Sefect » i Fool .
e e - e Refresh Change Data PivotChart Recommended
Options ~ & Field Settings - Source+ | 3 Move PivotTable PivotTables
PvotTable Active Field Group Filter Data Adtions Calcutations Tosls Show ~
A3 - O I j;— Count of ADJ Amount {0 for non-recov) .
A B C D E F G H 1
1 ) PivotTable Fields M
5 .
3 Count of ADJ Amount [0 for non-recov) Column Labels v S o S e Choose fields to add o repor:
4 Rowtabels -l 20/03016 27/03/2016 03/04/2016 10/04/2016 17/04/2016 24/04/2016 01/05/2016 08/05/2 S A
5 Anamalla, Venu (V.) 9 39 10 10 10 10 ecoverable
& Anderson, Magnus (M.W} 2 Task
) : . Task Name
7. Arain, Tarig (T.) Expenditare Type
& Aujla, Amarvir (A} Hours
9_Bailey, Chris (CR) Calcuiated Hourly Rate
10 ‘Bansal, Steve (S.) il Amount
i1 |Barclay, Adrian (A.P) AD} Amount (0 for non-recov)
12 .Bames' Gerald (G.J} Timesheet Reference
13 Beardmore, Andy (A.} Expenditure Cornment |
14 Bhandari, Akeel (A} S [T Transaction Source i
15 'Blandford, Christopher (C.} S0 Expenditure Status Code i
16 Boardman, Phil (P.K} 5 1 17 Orig Transaction Reference . !
17 Bower, David (D.A} | Expenditurs ltem Jd i
18 Braisher, Paul (P.} Line Mum b
19 Brindley, Susan (S.} Ling Num Reversed =
20 Brown, Alister (A.} T o
21 ‘Budworth, John (5.H} Drag fields between area belowr:
22 Capon, Barry (B.) 1
23 Challa, Praveen (9.} 10 10 S Y FLTERS
24 [Cooper, Jill (J.E)
25 Crow, Nick {N.}
26 Dhage, Vinod {v.} 2 10 10 4
27 Dolton, Tony {A.B) -
28 Dugdale, Simon (S.J} N
29 Elfiott, Derek (D.A}
30 Evans, Steve (S.A) 2 - —
31 Gardiner, Stephen (S.} : P‘ONS S / A‘,, . \
32 Gibson, Andrew (A.R} 2 | Fuli Mame v | {f Count of ADS Amount {
32 Goddard, Steve (S.D) |

34 Godeseth, Torstein (T.0}

35 Gurumurthy, Chethan (C.K.} 10 10 10 10 8
36 Gurung, Jubita (J.) : |
37 Harley, Ken (K.J}
38 Harris, lan {LV})

| ‘Sheet? - Sheet3 | Sheetl | i (B B . Oh 1] Defer Layout Update UPDATE

READY BH @ M- F 3 i00%

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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. . T — I
B Y T o= U PIOTIABLETOMS . B

FILE HOME INSERT PAGE LAYOUT FORMULAS DATA REVIEW VIEW ADD-INS ANALYZE ‘DESI;GN Ngu Jolene :fq’%
PivotTable Name: | Active Field: Eﬂlnsen Shicer E}a’ Clear [ Fields, Items, 8 Sets ‘

Count of ADJA 1543 Inseit Timeline [Tl Select ~ ) &
o R . o PivotChart Recammended
[ Field Settings Sourcer | 1% Move PivotTable " PivotTables
Ative Field Group Fifter Fiata Actiens Calculations Tools Show “
A3 he | Countof ADJ Amount (0 for non-reco|. Yalue Field Settings- L EL |
% & ¢ S?surc; HName: AD) Amount (0 for no

1 Custom tlame: PivotTable Fields vx

i - s Summarize Values By Choose fields to add to report: Rl
3 - Count of ADJ Amount (0 for non-r . o o ool iosdtioren i
4 Rowlabels = > ’ I e
5 ‘ namalla, Venu (V.} g Choasethe type-of uiatic you'want to useto i Tez;wetab}e‘
& Anderson, Magnus {M.W} o T

And : | Task Name
7 Arain, Tarig(T.} Expénditire T

i L EEpenditie [1E
5 Aujla, Amarvir (A 73 Hfuy§ -
9 zBailey, Chris (C.R} S Caleulated Hourly Rate
10 Bansal, Steve (5.} il Amount
11 Barclay; Adrian {A.P} D) Amount {0 for non-recov)
12 Barnes, Gerald (G.)) Timesheet Referance
13 Beardmore, Andy (A} wpenditure Comment
14 'Bhandarl, Akeel (A.) ransaction Source
15 - Blandford, Christopher {C.} Expenditure Status Code
16 {Boardman, Phil {P.K} 5 Orig Transaction Reference

17 Bower, David {D.A}
Braisher, Paul (P.}
‘Brindley, Susan {S.}
‘Brown, Alister (AL}

L ‘Budworth, John (J.H}
‘Capon, Barry (8.}

3 [Challa, Praveen (P.}
‘Cooper, Jill {1L.E}

5 Crow, Nick (N.}

26' Dhage, Vinod {v.)

27 Dolton; Tony {A.B}
Dugdale, Simon (5.1}
Eiliott, Derek (D.A)
‘Evans, Steve {S.A}.
:Gardiner, Stephern (5.}
‘Gibson, Andrew (AR}
\Goddard, Steve {S.D}
‘Gotlessth, Torstein iT.0}
5 Gurumurthy, Chethan (C.K.}
5 Gurung, Jubita (3.}

7 Harley, Ken (K.}

38 | Harris, fan (v

e
[

n
=

IO W
oW R e DS

{71 -Expenditure frem 1d

I Line Num Reversed

Drag fields between areas below;

| Sheetz . Sheeid

- Sheeti: !

1
10 10 < YOFILTERS
2 10 10 4
: ROWS VALUES
2 S [FuiMame T Count of ADI Ameunt G
10 10 10 10
s i Defer Layout Update

Bl —F 4 W

Once this is completed, select ‘Column Labels’ as circled and select the weeks required for the report.
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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 SLT 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 ita 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
- PCIRisks. 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.

Page 33 of 52



FUJ00085985
FUJ00085985

Slide 4

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

version.
Slide 5

- 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.

- BCTest 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.
Slide 6

- 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 10to 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.

i

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 MJ’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 i or speak to John Simpkins in SSC up on the 6" 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:

= L oot 8 B, €1 T bt b B R KAt HIE Ao (TR C R

- A

s : — —
(B X 1 € 5 WP oar~ Q

il Bas 5 To Munager

S B OneNote iEa

; . o - § Tearn Ernail ' Dene ot ¢ . % Related - 2
8 junk. Delete  Reply Reply Forwerd P % - ark Categorize Follow  Trarslate oom
i Junk A 1 More ¥ % Reply & Delete F Crente tlpw Phctions ™ Unread - Up~ I Sefect~
Delete Quick Steps 1 blove Tags e Editing Zoom ~

armare, Sandeep
onthly SLT data for POLSAP - May 2016

—

2 Is 792K8) B

F et aps

| Hetlo A1,
| Please find the details for May 2016
| Availability - POLSAP production

| Maximam downtime - There was no single ‘unplanned’ outage on any single occasion whers service was unavailable for user for more than 10 howrs in & month = 0.
| Completion Tune for Overnight Run of the batch schedule (07:30) - 100%

emm was available all the time and there was no ‘unplanned’ outage for system = 160% availability.

| Transactions received in the data files int the POLSAP File Share by 03:00 shall be lovaded into corfigured POLSAP by 07:30 the same day. - 100% (SLT: 95% TARGET)

| 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. - $00% (SLT: 100% TARGET)

| Horizon On-fine transactions received and logged in the Data Centre between 19:00hss and 18:5%hrs daily will be availabie in data files in the Credence and POLSAT File Shares and subsystems by 03:00 the day following the cut off.
| -100% (SLT: 100% TARGET)

Please find the raw transaction data in required format. (Tranzactions monitoring seconds sheet of attached file- ‘Raw_ Data_MonitoringS8May2016)
Draily repurting shaet for May 2016 is also atfached above- MuonitoringSEMay2016”

Regards,
Sandeep

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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5.0 | May-16 resuits

HORIce SMP Panel / TPS Monthly Data / HRSAP_CFPO & HRSAP_SPSO

see notes on worksheet 'HRSAF' | Replat 1330

HORIce SMP Panel / TPS Monthly Data / CRD & PSP (to supplement existing reporting from POLSAP team)
daily email from BASIS team (Mick to send exampie), and we w if CGI-LOGICA raised a cal with SMC
or, UNIX team could check what time the data was sent | 3

alerting already in place, bist please check with Gaby about ownership & monthly report
64 daily BLE files, all or niothing, so calculate % as not-failed day diided by days in month

interpre

tom of RepCar 1113 by

SHEs at POLSAP team

The following 3 targets are currently reported by Gaby & POLSAP team
e ST

fles.

Sothe SLT

saF,

Thss besn et
1 but R e

12 Mar-16 final fesults

Mat-16 TESQA data

2 GHF Panet TP 57

S with SLT_Status

ETL file is the last job in the batch, so reported against this

RepCat 1114

ETL file is the last job in the batch, so reported against this (later threshold)
RepCat 1118

11 Feb 16 TESOA final e .

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.

Page 38 of 52



FUJ00085985
FUJ00085985

[ R oo o
HOME & INSERT  PAGELAYOUT ~ FORMULAS  DATA  REVIEW  VIEW  ADDMINS Ngu Jofens
KCLFankin <6 < A 4 = General . B i %Amc&nm - A
£y Copy ~ s Fill~
. A L, 9 55 Conditionat Formatas [Bad Insert Detete Format ~
o formatpaimter | B T M TS A ferge & Center % W ;D,m:‘,:w:g. Table - o . TN @ Creare
Clipboard & Font o L Number @ i  Editing ~
SECURITV WARNING Autormatic update of inks has been disabled - - . »
w21 - I v
A B [9 D E F G H ¢ 4 K L W N 8] P Q R S U W b
2 SLT | May15 | Jun®S | JultS | Augls | Sep!s | OottS | NoviS | Deols | Jani6 | Febl6 | Marl6 | ApriS | Mayi6
3 POLSAP
4 899,54 POLSAP Senvice svsiabiity during sch Sarvice Level 100,0%  W0.0% | 100.0% WO.0% 100074 000X 10007 10007 100.0% 100.0% Replat 1122
5 Measuroment Period 100,0% 100.0%
o
7 0 10 RepCat 1123
g workinghours) 0
g  — —— o
10 100% Complation Time for Ovetrught Flur of the batch schadule 100.0% | 100.0% W0.0%  W0.07%  WO0%Z  100.0%  00.0% 1000% 100.0% 1120
19 (67:30) 100.0% 100,0%
ie
13 15 Masicnm Aversge e for osch SAP Hanshcton 0.05 0.04 0.04 0.04 0,04 0.05 0,08 0.05 RepCat 1121
14 seconds| 0.05 0.04 0.05
15
16
17 These Targets are described in SVM/SDM/SD/0003, version 5.0 at 04/02/2014
18 These targets will cease from 01/04/2016. They have been removed from SVMSDIWSDI2306 and will also be removed from the next version of SVR/SOM/SD/0003
19
20 De'si
POLSAP Service avatiability during each
Service Level Measurement Period
21
22
23 The maximum unpianned outage time|
24 Outages to be measured from time incident
25
C Time for Overnight Run of the]
batch schedule as agreed in the POLSAP
26 Hosting Service Joint Working Document
27 - - - - . . . . b
¥ | POLSAP |: Jun15:fail -} Junis MSC /" monthly calé jan-dec'16 | monthiy calc jan-dec 15| monthly calc jan-dec- 12" monihiy calc jan-dect3 . | monthly calc 12/

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 calc jan-dec 16’ and click cell A1 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 3™ 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)
3" Working Day of Month = Publication of ‘POL Changes’ — Ken Westfield

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

10" Working Day of Month = Publication of Service Review Book (SRB) — Mark Jones
12" 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

lan Thomas! GRO iPete Thompson. CC in Steve Bansal and Bcc Gavin Bell.

May.zip
Click on the icon on the right to see an example SMR pack which is sent as a .zip file
Botnoe Meeting e 23 7o Manager [ S S O 1 )
e ;K« : . I~ Tesrn Email v Dane ’ M ‘ a@ 1 Related + q
B dunic- Delete | Reply Vir;:y Forward e |2 Reply 8 0cete S Cresteew Ur:::d Categorie F;l:)‘w Transiste & seect Zoom
Respand Quick Steps. Tage [ Editing Zoom “

" ta0n 1062

Ngu, Jolene

Service Review Pack for May SMR Meeting

Zims eter

T sray.zip 1 MEE

Hiall,

© Please find attached the pack for May Service Review.

Kind regards,

Jolene Ngu

Problem & Major Incident Management
Business & Application Services

Post Office Account

1-CI Globat urce for ICT leaders

Sponsors of the 2015 Rugby World Cup

5%y Plesse consider the snvironment - do you really nesd to print this emeil?

Above is an example of the email sent and the distribution list.
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Distribution of pack 2.
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To U Blsckburn, Gary; [ Babu Palathoti_postoffice.co.uk
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riean,

%May 2016 - Fujitsu POA Service Review Pack.zip B MB}
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Please find attached the pack for May Service Review. The Service Review will be held on the 16th of June (Thursday). A separate invite containing dial in details will be sent out to individuals required to

attend.

Thank you.

Kind regards,
Jolene Ngu

Problem & Major Incident Management
Business & Application Services
Post Office Account

Fujitsu

vt

E-mail: jotgne ngui
Web: kiitp fuk fulilsucom

Web: g fulitsu.c

Fujitsu is proud

Lovelace Rosd Bracknell Berkshire RG12 8SN
Tel

or Internallyi,

o

edas
le Business

o partner with Agtion for Children

1-Cl: Global Intefligence for the CIO. Fujitsw's online resource for ICT leaders
Sponsors of the 2015 Rugby World Cup

ﬁWmc consider the environment - do you really need to print this email?

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.

I 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
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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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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.

2 Reply 53 Reply Al (55 Forward G5 IM
WMan 230572016 08:30

G RO Westfield, Ken

Potential CP's for Presentation to PCCB Thursday 26th May 2016 (11:00)
To Wi bbett, Dave; W Jenkins, Gareth; B Young, i PRevs; M Jones, Tm

. Past Office hccount Costomer Service; B Membery, Bil; = Janssens, Tain; 7 Tarran, Kel eiwsome, Pete;
Co L CSPOA Seawrity; & POA Programme Office; dl RMGA ChM CPCommunication; B Capon, Barry; BHogan, Katy;
Wl kerip, wex; MBansal, Steve (BRAD L) Mgy, Jofene

& This message was sent with High importance,

Message [ PCCB Potential 26052016.x1s (39 KB}

E ;admn?*ﬁm S e - S - : ‘ e + Gatiwﬁ&r@apgé
wedr Agaressees,

Please see the attached list of CPs, which can p
2016

d to PCCB on Thursday 26% May

"

0 fand where not an indication of what is currently
and when it will be ready for presentation).

p pening with it
Those indicated with @ red asterisk have changed status or been updated since the ta&t‘PﬁCﬁ.
Those with a blue astensk are new to PCCB.

If you have any queries please contact Change Management who will endeavour to assist.

Your prompt responses would be appreciated to allow early pack pmductiﬁn.

Regards

Ken Westfield MBCS
Commercial Change Manager
Business & Application Services

Fujitsu
Lovelace R
Tel:

Mobile:

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.
TR iessacs

. e 2 e v 1 s i
Grlgnore ')( A E4To Mitnager W Rules = % ;m 3% #hy Find ﬂ'.
hEE & K"f]‘ . VDone e B Onetiote v ¢ Coton Ty B Reated
 Junk~ Delete  Reply Reply For e 1 Move %, ark Categorize Follow | Transiste ©- om
By unk ) . CreateNew (710 T GVAGIORSY Uoead ¢ Upe Ty selear
Deete onc Quickstes 5 have Tags sting ze0m ~

Presenting CP for Impacts
e

CRSI0AMQOINE) WCREMZAYGO2KEl - WECPENSMEQESKEl R CPENAMMUTLKE] W CPEISA UI74B)

Hiall,

‘There will be a CP impacting meeting tomorrow {1 March), at 14:00 via Skype/Parcel Room on 4 £loor, The purpose of the meeting is to review the CP's so individuals can provide impacts before they go to PCCB on Thursday (3 March). The CPs that will
be in place for tomarrow’s meeting are attached, As CP owners, please may | ask that you attend the CP Impacting Meeting to present the CP? Below are listed the owners of each CP for this week.

CPE313, CPE314 - David Hinde
CPB310, CP6312 ~ Jim Young
CPB315~ Colin Webber

Please Jet me know i you would be available to present, if possible, do send 3 representative if unable 1o attend. An invite will foliow after this email. Thank you.

Kind regards,

Jolene Ngu

Frasien & bisor incident Management
Business & Applcation Services

Post Offce Account

Fujtsu
LOVBIAS Rl NS BrKeniTe ROLRER. oy
e el i SR 3

botE

ol Vinec ]

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 BRAOL. 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 ‘POLMVI’. Filter the table with
only these incidents showing and copy them to a new Excel Spreadsheet.

Date Description TISRef | ATOS INC Rof| Maior | Service | Root Comments

Also observed below critical alert from the
same node.

Mode Summary Last Occurrence Count
MMDisplayitem
LMIPRIIA002
A12081920 18858914 N SYSMGT_WIN_POLMI LowDiskSpace_C[(S
TRSCAN(Disk_Name, "} = 1-AND
WTLOGCLOSK =1 AND Disk_Mame=>"F"
AND %_Used>=90 } ON
Primarg LMIPMIAGOZ:-NT ON G-
(Disk_Name=G: %: Used=90 )] 10/04/2016
2125221 G:
DObsreved below critical alert

Monitering reported critical alerts

08/04/2016 showinglow disk space for CGI

LMIPMIAOO2 .
SYSMET_VN_POLML LowDiskSpace CI(S
TRSCAN(Disk_Name, “"} = 1 AND
WTLOGCLDSK =1 AND Disk_Name<="F"
AND %_Used>=90 ) ON
Primary LMIPMIADO2:NT ON G-
(Disk_Name=G: % Used=90 )] 20/04/2016
10:19:521G:

Monitering reported critical aletts A12183229/ 18913627/ P
showinglow disk space for CGI - A12156028 16915208 Received the below minor alert from
LMIPMIAGO2 on 21/0472016 20:04:52 .

20/04/2(116

Event text:

EMIPMIAGDZ
SYSMGT_WIN_POLMI_LowDiskSpace W[(S
TRSCAN(Disk_Name, "} =1 AND
WTLOGCLDSK =1 AND Disk_Mame<="F"
AND % _Used>=80 ) ON
Primany LMIPMIAGO2:MT-ON G:
{Disk_Mame=G: %_Used=8% )] 21/04/2016
20:04:521G

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 = Map Network Drive = Drive drop down: ‘V' = Folder:
\\Europemuk097\RMG BU Cust Serv => Finish

This will open the folder in a new window. Go to ‘All Change Proposal FORMS&Documents’ - CPDatabase = CP
Database (Microsoft Access file)

Ask Jean for access to the Cust_Serv 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:

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.

Iltem: 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.

Page 50 of 52



FUJ00085985
FUJ00085985

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/links.asp?ref=servicetype&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.fujitsu.com/accounts/

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 = 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 = Options = Add-Ins = Go = Click on Skype Meeting Add-in for Microsoft Office 2013 = 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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