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Continuous Improvement Any Other Business
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Incident Management
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Completed tall roﬂout of HNGXH meanlng that spec;flc Hydra reconclhatlo |ssues ceased

as

o Contlnuatlon.of 100% SLA m t‘ given the Iarge‘amount of Reconcllanon ‘excepttons‘:and number "f ;
BIMS provnded to P&BA
BIMS Workshop completed on.Thursday 16'h September W|th P&BA W|th posmve feedback
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By implementing a new message on the HSD IVR (advising the PM to
cdntac ; he NBSC for Transactlon 'Remmmg, Batanctng and Report g
f‘j |ssues) we _have seen an ir tmmedlate reductton _‘l‘n' mlsrouted cails

~ Bounced calls process now m place at both the HSD and the NBSC

MoneyGram timing out ssue (outside Fujtsu domain) ~ increase in misrouted
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Engineering Scorecard
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MTBF Penalties are currently being seen on Epson Printers, Pin Pads and Oki Printers

;;The pr vrousthree montk s' has seen a consmierable decrease in the MTBF _of the C '”X Flat screen

"rﬁcant because of the re—bes I|n|n‘g ta‘kln‘g plfj'c > and the 20% degradatlon; e]_‘ almng in place for
{_12 000 screens ciue to POL’ : ‘ ‘ - e L

E Epson Iabels are not bemg.‘wrthdrawn from' servrce and th|s W|Ii resu!t in contmued MTBF fallure below

i‘fthe threshc d for excess ca | charges to be levied (Subject to Commermal conversatzons)
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Excess swap charges Total fixed base units £0.00 £0.00 £0.00 £0.00 £0.00
Mobile/PHU PC ISDN base units £0.00 £0.00 £0.00 £0.00 £0.00
CTX Flatscreen £26,075.79 £21,303.75 £0.00 £0.00 £0.00
CTX PSU £0.00 £0.00 £0.00 £0.00 £0.00
Devlin Keyboard £0.00 £0.00 £0.00 £0.00 £0.00
Ithaca Printer £472,896.63 £343,342.98 £0.00 £0.00 £0.00
Epson Printer £0.00 £0.00 £0.00 £0.00 £218,388.04
Welch Allen Barcode Reader £0.00 £5466.87 £16,717.53 £713.07 £0.00
PINpad £9,204.52 £0.00 £0.00 £0.00 £32,359.33
OKI Printer £57,961.53 £125,227.08 £13,453.11 £24,391.62 £30,773.16
Total excess swap charges £566,138.47 £495,340.68 £30,170.64 £25,104.69 £281,520.53
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USAT Questions Jul-09| Aug-09| Sep-09| Oct-09| Nov-09| Dec-09| Jan-10| Feb-10| Mar-10| Apr-10] May-10| Jun-10| Jul-10] Aug-10| Sep-10
How satisfied were you with the manner your call was initially
taken by the Helpdesk? 4 44 4.1 4.4 4.2 4.4 4.5 44 4.3 44 44 44 4.3 4.3 4.3
How satisfied were you that the agent that took your call,
understood the problem you were having? 4 4.3 4.1 4.3 4.1 4.3 4.6 4.2 4.2 44 4.4 42 42 4.3 4.3
How satisfied were you with the agents' ability to deal with the
problem you were having? 4 4.1 4 4.1 4.6 4.2 4.5 4.3 4.1 4.4 4.3 42 42 4.2 4.3
How satisfied were you with the communication you received
about your enginering visit? 3.5 4.1 4.1 4.1 4 4.1 4.3 4.2 4.3 4.2 4.1 4.1 4.2 4.3 4.3
How satisfied were you with the manner the engineer
conducted himself upon arrival at site? 4 4.6 4.7 4.6 4.4 4.6 4.7 4.5 46 4.7 4.7 4.7 4.6 4.7 4.6
How would you rate the knowledge/skill demonstrated by the
engineer who attended site? 4 4.5 4.3 4.6 4.5 4.5 4.7 4.6 4.5 4.7 4.7 4.7 46 4.7 4.6
How satisfied were you with the quality of service that was
provided by your engineer? 4 4.5 4.2 4.6 4.8 45 4.6 4.5 45 4.6 4.6 4.6 45 4.8 4.6

Average] 39| 44| 42| 44] 44] 44] 48] 44 44] 45| 45 44] 44] 45 44|

USAT scores

I ' I \‘ \‘ i \\“ i e \WMW \‘ ‘ \‘ \
nmwmwwmmwwm R L A
| RS

I

Jul- Aug- Sep- Oct- Nov- Dec- Jan- Feb- Mar- Apr- May- Jun- Jul- Aug- Sep-
09 09 09 09 09 09 10 10 10 10 10 10 10 10 10

Month/ Year
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Jul- Aug- Sep- Oct- Now Dec- Jan- Feb- Mar- Apr- May- Jun- Jul- Aug- Sep-
09 09 09 09 09 09 10 10 10 10 10 10 10 10 10

Jul- | Aug- | Sep- | Oct- | Nov- | Dec- | Jan- | Feb- | Mar- | Apr- | May- | Jun- | Jul- | Aug- | Sep-

09 09 09 09 09 09 10 10 10 10 10 10 10 10 10
@ Online Services 5 2 2 2 3 22 7 4 3 16 4 2 6 0 3
O HSD 6 4 3 3 2 10 2 2 3 4 4 4 5 10 3
0 Horizon Equ 6 3 1 1 1 5 1 9 6 4 1 5 11 5 5
mE Engineering 23 28 22 5 10 23 11 20 18 17 30 21 41 37 17
@ Other 10 8 9 6 12 24 11 15 9 8 14 8 10 14 5
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perational Performance

'{From Data Centre Mlgratlon up untll |ntroduct|on of PAF the we o
‘have seen... .
20 times less transactlonal tlmeouts on the PAF serv|ce
. Thisis due to being moved onto new hardware platform, and
”‘the complex mathematlcat modellmg performed on ilve data by
the Capacrty Management functlon e e

For successful PAF transactions, response times have halved

-“Rlsk Descrlptlo - Ther ‘-a-rlsk that the llade frame mfrastructure could become overloadedf' ‘

:“:Cause Lack of cBlade 'monltonng means we can’t analyse thls part of the BIadeFrame
j‘f;lmpact Loss of HNG—X serv:ce(s)‘ ! ‘
"“]‘Probablhty <1 %o :

“-Contamment Desplte the fact that globalty cBlade monltormg ss not normally performed we :

u;;are settlng up cBIade monltorlng

:jf_Rlsk Descrlp‘:lon Ther is a risk th

s of the HNG-X system may be bltp i

:the Chrlstmas seasonal peak'pernods _ _ .
‘;fCause The VOL rlg has been de—commlssmned and' therefore subsequent changes may have _: |
j:zcomprom|secl our ab;llty to handle contracted volumes ‘ ' : :
Im pact. Loss of HNG-X servnce(s) :
Probability: 1% ‘ - _ -
;fCentamment Capactty‘ Management Wlll ‘prowde p‘roactlve real-tlme ‘momtormg durlng :peak -
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130/11/10 and the SLTs are being reviewed with POL. A history of success in this area has been
. [Exstng:Sevice overshadowed by anumber of recent failures. . '

that h’a\iebe‘én‘. underway within Engineering and allow a focussed 'fdi's:cu-ss':ioh around

. SLTs within the ‘relational discussions’.
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