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Corporate Red Alert 
REPORT DATE:2010-03-31 

Customer: Reference: 1 1 1 2 
Post Office Limited (RMGA) Days Open/RED: 0 / 0 

Opened: 2010-03-31 
Problem Summary: Recent outages affecting all of the PO branches live on the HNG-X application are 

resulting in serious customer concerns_ 

Problem Details & Various letters have been received from POL Directorate and from the National 
Background: Federation of Sub-postmasters expressing their concern in regards to the instability of the 

new system. 
There have been 4 major outages affecting the customer's business running on Horizon 
on-line over the last week 

Closure Criteria: Downgrade Criteria: Agreed Plan in place with required resources secured (people, 
hardware, toolsets e.g Configuration Management). 

Closure Criteria: 
- No major incidents or service outages affecting more than 25% of the HNG-X counters 
for 4 weeks. 
- Platform stability illustrated through Customer agreed capacity and performance 
measures. 
- Event management filtering and aggregation at a point where the risk of oversight of a 
major issue is negligible. 
- Rate of increase in new live defects to flatten or drop. 
- All contractual Service Level Targets can be measured and are met for a period of 1 
month 
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Financial/ Commercial Current pilot for HNG-X has been halted due to live operational issues affecting all HNG-
Impact: X branches. POL are getting an influx of calls from Postmasters complaining about lost 

business due to the number of outages. May potentially result in claims for service credits 
and / or liquidated damages 
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