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0.0 Document Control 

0.1 Document History 

Version No. Date Reason for Issue ssociated 
CP/PinICL No. 

0.1 21/11/00 First draft — to detail the baseline SLA 
Performance Remedy and Business 
Incident Payments Process 

1.0 12/12/00 Issued for approval 

0.2 Approval Authorities 

Name Position Signature Date 

Richard Brunskill MSU Manager 

Graham Wingrove Financial Controller 

0.3 Associated Documents 

Reference Versi Date Title Source 
on 

1. CS/PRO/111 0.8 14/09/00 TPS Reconciliation & ICL Pathway 
Incident Management 

2. CS/PRO/016 0.1 2/09/00 Month End Forecast ICL Pathway 
Procedure 
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0.4 Abbreviations/Definitions 

bbreviation Definition 

PS Automated Payment Service 

BIMS Business Incident Management System 

CS ICL Pathway Customer Service 

HSH Horizon System Helpdesk 

MER Manual Error Report 

MSU Management Support Unit 

OBCS Order Book Control Service 

PM Postmaster 

PON Post Office Networks (formerly known as POOL) 

SLA Service Level Agreement 

SSC System Support Service 

TPS Transaction Processing Service 

0.5 Changes in this Version 

version Changes 

0.6 Changes Expected 

:hanges 
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1 Introduction 

CS MSU is responsible for calculating payments in respect of SLA 
performance which falls below contracted levels and results in the payment of 
remedies to PON. SLA performance remedy payments may arise in respect 
of_ 

• System Service — Calls received by HSH in respect of hardware and 
network problems which fail to be handled within contracted times; 

• OBCS Stops — Stop lists despatched to post offices which fail to be 
delivered due to network failures; 

• Data File Delivery — TPS, APS and OBCS data files which fail to be 
delivered within contracted times. 

In addition, CS MSU is responsible for calculating payments in respect of 
business incidents which under the terms of the contract attract charges. The 
majority of business incidents attracting charges will be identified from TPS 
Reconciliation Reports and will be raised by CS MSU, whilst others may be 
generated by ICL Pathway SSC or PON. Manual Error Reports will be 
completed for these business incidents. 

Once notified of the payments due by CS MSU, ICL Pathway Finance 
Department is responsible for raising credit notes in respect of these 
payments. 

2 Scope 

This document describes the process by which SLA performance remedy and 
business incident payments are calculated and paid to PON. 

The process within the document begins from the point that the data 
necessary to calculate the payments has been received by CS MSU and ends 
at the point that a credit note is despatched to PON. The document aims to: 

• Identify the interfaces required between CS, Finance and PON; 

• Describe the process required to ensure that appropriate payments are 
made to PON in respect of SLA performance remedies and business 
incidents; 

• Highlight the timescales required for undertaking activities. 
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3 Processes 

3.1 Overview 

CS MSU and ICL Pathway Finance Department need to co-ordinate their 
activities in order to ensure that appropriate and timely payments are made to 
PON in respect of SLA performance remedies and business incidents. 

The following process diagrams detail: 

1) CS MSU processes for calculating and notifying payments due to PON in 
respect of: 

a) SLA performance remedies for: 

i) System Service 

ii) OBCS Stops 

iii) Data File Delivery 

b) Business incidents 

2) CS MSU process for reporting payments to CS management 

3) Finance Department process for raising credit notes in respect of 
payments due 

3.2 Process Key 

In the following process diagrams, the following symbols have been used: 

Start/End Activity 

/ 

/ 

Input Activity (MSU Manager) 

Input (outside of CS MSU) Activity (outside of CS MSU) 

Decision fl  Continuation 

Delay 
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3.3 Process Diagrams 

3.3.1 CS MSU processes for calculating and notifying payments due 

3.3.1.1 SLA Performance Remedies — System Service 

Hardware/ 

Start 
Network 

Conformanc 
Report 

Receive report 
Until one we from HST 

Save file HR (Sun-Sat) rei 
Controller on 

received 
daily basis 

Remove Yes Collate week's 
Open daily 

duplicate calls Duplicate Check for 
data in one 

spreadsheets 
from calls? duplicate calls 

spreadsheet 
relating to 

spreadsheet Hardware calls 

No 

Check mmnber of 

calls attracting 
SLAhemedy equals 

Powerhelp total 

Totals \ NO
same? 

Forward 
spreadsheet to Save file 

PON 

(
A~ 

3.3.1.1.1 Hardware Calls 

No 

Delete call Calls on Yes 
Add call details 

details from P/Help, not on to spreadsheet 
spreadsheet eadshe 

No 

Check remedial Copy fonnula for 
value calculated remedial value 

equals that advised calculation to new 
by HSH Controller calls 

No Advise HSH 
Values Controller to 
same? amend remedial 

value 

Sort data Ensure correct 
according to call numbering is 

type, severity applied to calls 
and location (See Note 1) 
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Yes Queries in ON raises Receive queries Investigate 
queries? respect of from PON queries 

spreadsheet 

No 

Until one Provide 
month's reports response to 
received and PON in respect 

analysed of queries 

Check number of Collate month's Open weekly 
calls attracting data in one < 

spreadsheets 
SLA;rcmcdy equals I

spreadsheet relating to 
Powerhelp total Hardware calls 

No Calls on No 
Totals readsheet, no 
same?

Yes 

Delete call 
details from 
spreadsheet 

alls on Yes 
P/Help, not on 

eadsh 

Add d eetaets 
to sprreaea dshheet 

No 

Check remedial Copy formula for 
value calculated remedial value 

equals that advised calculation to new 
by HSH Controller calls 

Advise HSH 
Values No Controller to 
same? amend remedial 

value 

Open monthy Until one 
spreadsheets quarter's reports Save file 
relating to received and 

Hardware calls analysed 
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Compute 
Open template 

for Remedy 
(B > quarterly 

remedial values Note 
spreadsheet 

E-mail Remedy 
Note to Finance 

Dept. 

E-mail Remedy 
Note to PON 
Commercial 

Check Remedy 
Note 

Print Remedy 
Note 

Complete 
spreadsheet 

with quarterly 
details 

Open Remedy 
Note 

spreadsheet 

Sign Remedy 
Note 

Lnd 

Save file 

Remedy 
Note 

Obtain signature 
of Infrastructure 

Services Manager 
on Remedy Note 

Forward 
Remedy Note to 
Finance Dept. 

Note 1: 

The following call matrix is used when applying SLAs/remedies for hardware 
calls: 

Hardware Calls: 
HDO1,HDO3,HDO4,HDO5,HDO7,HDO8,HDO9,HD10,HD11,HD15 

Repair Code Pathway/ OSD SLA Cause Code Remedy 
PON SLA 

R01 Y Y C01/C08/CF1 Y 

R02 Y Y C01 Y 

R03 Y Y 004 Y 

R08 Y Y 

R58 Y N 

R67 Y Y 

R68 Y Y 

R74 Y N 
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Within the initial sort column, the following numbering needs to be applied: 

1 Red — Not Hardware 

2 Blue — Internally raised 

3 Yellow — Passed SLA1 

4 Purple — Passed SLA2 (i.e. passed SLA after call cleansing) 

N/A Blank — Not SLA or remedial 

N/A SLA Blank — SLA but not remedial 
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3.3.1.1.2 Network Calls 

Hardware,/ 
I 

Receive report N 
Until one week' 

Start 
Network from HSH 

Save file (Sun-Sat) repor Conformance Controller on 
received 

Report daily 
basis

Yes Collate week's 
Remove Open lady 

duplicate calls Duplicate *H Check for 
data in one 

spreadsheets 
from calls? duplicate calls 

spreadsheet 
relating to 

spreadsheet Network calls 

No 

Check number of 
calls attracting 

SLA/remedy equals 
Powerhelp total 

NO Calls on No 
Totals 

readsheet, no same? P/Hel

Yes Yes 

Delete call Calls on Yes 
details from P/Help, not on 

Add call details 
to spreadsheet 

spreadsheet eadshe 

No 

Copy formula for 
remedial value 

calculation to new 
calls 

Calculate any 
reduction in call Check details of Yes Calls 
time due to delay individual calls attracting 

in closure or on Powerhelp medics
suspension 

No 

Calculate any Apply colour Ensure correct

aD' 

reduction in call Amend call 
coding to calls numbering is 

time due to 
scanning failure at 

time(s) on 
s readsheet p 

as necess a lied to calls applied 
non-polled office (See Note 1) (See Note 1) 

Sort data 
Forward H according to call HA spreadsheet to Save file 

PON 
type, severity 
and location 
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ON raises 
Yes Queries in Receive queries hivestigate 

queries? 
respect eeof 

from PON queries 
spreadsheet 

No 

Until one Provide 
months reports response to 

received and PON in respect 
analysed of queries 

Check number of Collate month's 
Open weekly 

calls attracting spreadsheets 
data in one 

relating to SLA/remedy equals 4 spreadsheet Powerhelp total P Network calls 

Totals 
No Calls on No 

same? 
spreadsheet, not 

. , 

Yes 

Delete call Calls on Yes 
details from P/Help, not on 

Add call details 

spreadsheet eadshe 
to spreadsheet 

No 

Copy formula for 
remedial value 

calculation to new 
calls 

Calculate any 
reduction in call Check details of Yes Calls 
time due to delay individual calls attracting 

in closure or on Powerhelp emedies? 
suspension 

No 

Until one Calculate any 
Amend call reduction in call quarter's reports 

time due to time(s) on Save file 
received and scanning failure at spreadsheet 

non-polled office analysed 

Open monthly 
spreadsheets 

relating to 
Network calls 
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Open template Complete 

(
forCompute for Remedy spreadsheet 

Save file 
remedial values 

Note with quarterly 
spreadsheet details 

E-mail Remedy Open 
RemedyL / 

Check Remedy Remedy 
Note to Finance Note Note 

Note 
Dept_ spreadsheet 

E-mail Remedy Obtain signature 

Note to PON 
Print Remedy Sign Remedy of Infrastructure 

Commercial 
Note Note Services Manager 

on Remedy Note 

i 

Forward 
Lsnd < Remedy Note to 

Finance Dept. 

Note 1: 

The following call matrix is used when applying SLAs/remedies for network 
calls: 

Network Calls: ND01,ND02,ND06,ND07,ND08 

Repair Code Pathway/ OSD SLA Cause Code Remedy 
PON SLA 

R01 Y Y CB6 Y 

R06 N N 

R24 N N 

R25 Y Y C32 Y 

R70 Y Y CB6 Y 

R73 N N 

R75 N N 

R76 N N 
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Within the initial sort column, the following numbering needs to be applied: 

1 Red — Not Network 

2 Blue — Internally raised 

3 Yellow — Passed SLA1 

4 Purple — Passed SLA2 (i.e. passed SLA after call cleansing) 

N/A Blank — Not SLA or remedial 

N/A SLA Blank — SLA but not remedial 
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3.3.1.2 SLA Performance Remedies — OBCS Stops 

Stopped OBCS Receive report open ..They Copy data from 

Start 
Transactions from data spreadsheet both reports 

Report I warehouse on relating to stopped HR into spreadsheet 
(See Note 1) daily basis OBCS transactions (See Note 3) 

Non-polled Receive report 
Save file 

(Subsequently 
Office Report from SSC on 

referred to as 
(See Note 2) daily basis 

File A) 

Setup 
Until month's 

individual daily Open new 
reports received 

tab for each day spreadsheet 
and data copied 

in month 

Copy data from 
File A for first Open File A 
day in month 

Copy data from 
File A for next 
day in month 

No 

Sort data Delete data 
according to relating to Last day in 
number of number of month? 

non-polling days transactions 

Yes 

Save file 
(Subsequently 
refereed to as 

File B) 

OBCS B930 Receive report Save file 
Transactions from data (Subsequently Open File B and 

Report warehouse on referred to as File C 
(See Note 41 monthly basis File C) 

Consider data 
for first day in 

month 
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Consider data No Last day in Yes 
for next day in 

month? 
Close File C 

month 

Yes 

tlet Yes Insert number of ast outle Consider data 
I in Ft transactions isplayed in Fil for first day in 
in F displayed m File B? month C into File B 

No No 

Yes D next tlet 
No Sum total 

splayed in Fl number of 
appear in F transactions 

C? 

Sum number of Consider data 
transactions for next day in relating to Day B, 

month Day C and Day D 

Complete s'sheet Open template for with total number Remedial Payment 
of trasuactionu and Calculation those relating to spreadsheet Days B-C-D 

Sum remedy 
payments 

calculated for Days Save file 
B-C-D to obtain 

Band total 

Yes No 
Save file Last day in 

month? 

Until one Open Remedial 

quarter's reports Payment 

received and 
calculation

spreadsheets for 
analysed quarter 

Complete Open template 
for Remedy spreadsheet 

Save file 
Note with quarterly 

spreadsheet details 

E-mail Remedy I I E-mail Remedy I I Open Remedy 
Note to PON Note to Finance 

Check Remedy 
Note Note 

Commercial Dept. spreadsheet 

Obtain signature 

)PiI
Forward Print Remedy Sign Remedy of tarnInfrastructure 

Note 
on Remedy Note 

Note Services Manager Remedy Note to 
Finance Dept. 

Note 1: 

Remedy 
Note 

End 
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Stopped OBCS Transactions Report details which outlets received an OBCS 
stoplist file and the number of transactions which appeared on the list for that 
outlet. 

Note 2: 

Non-polled Office Report details offices which did not poll on a particular day 
together with the number of days for which non-polling had occurred_ 

Note 3 

Data from the above two reports is collated to show outlets which did not poll 
on a particular day, the number of days for which non-polling had occurred 
and the number of transactions which appeared on the OBCS stoplist for that 
outlet_ 

Note 4: 

OBCS B930 Transactions Report details the number of local scanned OBCS 
transactions at outlets on a particular day. 
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3.3.1.3 SLA Performance Remedies — Data File Delivery 

I Receive report 

Start LT J 
from data 

warehouse on Save file 

daily basis 

Open daily 
spreadsheets Until month's 

relating to TPS reports received 
data delivery / 

Collate month's 
Save file 

data in one 
(Subsequently 

spreadsheet 
referred to as 

File A) 

ta 
Receive report 

ry
from data

Save 
warehouse on L file 

daily basis 

Open daily 
spreadsheets Until month's 

relating to APS reports received 
data delivery 

_________ 

Collate month's 
Save file 

data in one (Subsequently 

spreadsheet 
referred to as 

File B) 

OBCS Data I Receive report 

Delivery from data Save file 
warehouse on 

Report daily basis 

Open daily 
spreadsheets Until month's 

relating to OBCS reports received 
data delivery 

Collate month's Save file Until month 

data in one (Subsequently data collated for 

spreadsheet 
referred to as TPS, APS and 

File C) OBCS / 
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Open Files 
A, B and C 

Open template 
Copy data from 

for Remedial 
Files A, B and C 
into 

Calculation 
spreadsheet 

spreadsheet 

Save file 

Until one Open Remedial 
quarter's reports Calculation 

received and spreadsheets for 
analysed quarter 

Open template Complete 
for Remedy spreadsheet Save file 

Note with quarterly 
spreadsheet details 

Note E-mail RemedyRF 
Finance 

Open Remedy I / 
Check Remedy IV // [Zcmcdy 

Note to Finance 
Note 

Note 
Note 

Dept. Hspreadsheet 

E-mail Remedy Obtain signature 

Note to PON 
Print Remedy Sign Remedy of Infrastructure

Commercial Note 
Note Services Manager 

on Remedy Note 

Forward 
End Remedy Note to 

Finance Dept. 

Note 1: 
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TPS Data Delivery Report details the total number of TPS transactions 
delivered on a particular day, together with those which suffered a delay (Day 
B, Day C or Day D). APS/OBCS Data Delivery Reports display the same 
information in respect of APS/OBCS transactions. 
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3.3.1.4 Business Incidents 

TPS 
e Receive reports 

Start 
Repo Reports from SSC on from 

(See Note 1 daily basis

'Error raised i Raise call with 

by SSC 
Horizon System 

Helpdesk (See Note 2)' (SSC/PON/PM) 

'Error raised 
by PON 

(See Note 2) 

Error raised 
ry Postmaste 
(See Note 2; 

Enter call on 
PowerHelp 

(HSH) 

Refer call to SSC 
for investigation 

(HSH) 

Raise PinICL in 
respect of call 

(SSC) 

Investigate call 
(SSC) 

Provide 
response to 

MSU 
(SSC) 

Investigate 
reports for 

reconciliation 
errors 

Error No 
found? File reports 

Yes 

Raise call with 
Horizon System End 

Helpdesk 

Raise BIMS 
Report 

Annotate TPS 
E-mail BIMS Reconciliation 

Report to PON Report with 
BIMS reference 

Until response 
received from File reports 

SSC 

Consider 
response 

provided in 
respect of call 

Refer call to SSC Yes FtutherNN 
for further infonnation 

investigation equired? 

No 

Close call raised 
with Horizon 

System 
Helpdesk 
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VIS Repo No Raise BIMS 
raised? Report 

Yes 

3rrec[iv Yes I Take necessary 
action corrective action 
:gttired) (See Note 3) 

No 

Complete 
Update BIMS Yes way ha No Update BIMS 

Clear BIMS 
Manual Error 

Report with 
for remedy 

Report with 
Report reconciliation reconciliation 

Report (MER) 
details want details 

Until chargm Check incidents 
E-mail BIMS 

Report/MER to 
spreadsheet listed on report Clear BIMS 

PON 
received from with remedies Report 

PON payable 

Until hlciden Prepare to agree/ I Management discuss incident at Report of 
E-mail BIMS 

Review meeting )<H Incident F Management
incidents and 

comments 
Report to PON 

held Review meeting

Path 
Discuss incident Until closure 

ee No at Incident agreed by PON at 
able for reined ` 

Incident 
aymcm9

Management g Management 
Review meeting meeting 

Yes 

Agree remedy 
payment at Yes eeting agr Update BIMS 

Incident athway liable fo I Report with 
Management edy paym . closure details 

Rexiew meeting 

No 

M ing a es Yes 
Pathway not 

End ble for reme 
It 

No 

U C
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B 
O 

Include incident Raise Case Law 
in list of R complet NO Complete 1~1ER 

Referral Form in 
incidents for or incident? respect of 

remedy payment incident 

Yes 

Calculate total 
E-mail BIMS Escalate incident 

to Contract cost of remedy 
Report/MER to 

payments for PON Administration 
incidents Forum 

Until one quarter' Until outcome 
incidents analysed notified by 

and agreed Forum 

Open lists of Until closure 

incidents for agreed by PON at Yes way lia 
Incident C for remedy 

remedy Management ayment 
payments meeting 

No 

Open template 
nbyPONfor Remedy 

Update BIMS 
Note Report with 

closure details
spreadsheet 

Complete 
Update BIMS 

spreadsheet Report with 
with quarterly 

closure details 
details 

Remedy 
Open Remedy 

Save file 
Note Note End 

spreadsheet 

U 
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Check Remedy E-mail Remedy E-mail Remedy  
Note Note to Finance Note to PON 

Print Remedy
Note 

Dept. Commercial 

Update BIMS LUIntil voice Forward

End Report with 
eceived Remedy Note to
inance

invoice details 
 

Finance Dc rt. pt. I 

Note 1: 

TPS Reconciliation Reports comprise the following reports: 

• Host Detected Transaction Control Errors 

• TPS Harvester Errors 

• Host Detected Cash Account Control Errors 

• Counter Detected Reconciliation Errors 

• Counter Transaction Errors 

• Receipts not Equal to Payments 

Sign Remedy 
Note 

Obtain signature 
of Infrastructure 

Services Manager 
on Remedy Note 

Note 2: 

Although most errors are detected via the TPS Reconciliation Reports, others 
may be reported by SSC, PON TIP/TP or Postmasters. 

Note 3: 

Corrective actions include raising or updating system incidents, and advising 
SSC to create and send correction files. 
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3.3.2 CS MSU process for reporting payments to CS management 

ON Payment Receive monthly Update monthly 
Open Customer 

Forecast forecast figures forecast figures 
Start 

Figures from Infrastructure Services for remedy/error 
(See Note 1 Services Manager Finance Pack file 

report payments 

Receive monthly 
actual figures from Until end 

of)H 
 

Save file Infrastructure i month 
Services Manager 

Update monthly 
forecast figures Open Customer 

Save file with remedy/error Services 
report payment Finance Pack file 
accrued figures 

Open files relating Check invoiced 
Until end of to Remedy Notes figures agree with 

quarter and Manual Error advised monthly 
Report Payments actual figures 

Open Customer I Until Oracle Yes No Open Customer 
Figures 

Services Financial figures Services
Pack file received 

agree? 
Finance Pack file 

Update monthly Update remedy/ 
accrued figures with error report 
approved remedy! Save file payment accrued 

error report figures using 
payment figures invoiced figures 

Save file )I End 
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Note 1: 

PON Payment Forecast Figures comprise monthly forecasts in respect of the 
following: 

• Hardware Call remedies 

• Network Call remedies 

• OBCS Stop remedies 

• Data File Delivery remedies (and buffer) 

• Manual Error Reports 
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3.3.3 Finance Department process for raising credit notes 

E mails advising Receive e-mails 
remedy from MST T Open 

Start 11'' a er advising Print a-mails Invoice/Credit 
payments due remedy payments Note file T ___-i (See Note 1)' due 

(Sinned hard Create and name 
Enter details 

spies of e mail 
Save the H from e-mails on 

spreadsheet 
Ivising reme Credit Note relating to new 
payments du Credit Note 

Print two copies 
redit No Yes 

Copy detailed 
breakdown of 

of Credit Note elates to OBC payments relating 
s/ME Lu OBCS Slops!

No 

MERs 

Forward Credit Attach detailed 
Note to PON Check first copy breakdown of

Commercial of Credit Note 
payments to first 
copy of Credit 

Manager Note 

of Credit Note `III Credit Note to 

File second copy E-mail copy of 

End with supporting 
MSU Manager documentation 

Note 1: 

E-mails advising remedy payments due are received in respect of: 

• System Service; 

• OBCS Stops; 

• Data File Delivery; 

• Manual Error Reports; 

following agreement with PON regarding the remedies to be paid. 

2000 ICL Pathway Limited COMPANY IN CONFIDENCE Page: 27 of 1 

Last Printed: 12/12/00 14:21 


