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[ ] Live Defect — is a logged Incident that is present on the Live system that is, or appears to be, inconsistent with the agreed design or service specification

B  HDR Defect - Live Defects that affect, or have the potential to affect, branch operations (financial, experience, or end customer)

L] Horizon Defect Review {HDR) — a weekly meeting with POL to review HDR Defects. POL need to know the HDR Defects and their status. They share this with postmasters. This is a very
important meeting that sees Fujitsu and POL aligned on the HDR Defects

[ Investigation Peak — is an Incident that is being investigated where the cause and required action are not yet confirmed. A linked TfSNow Incident may well exist — and MUST exist if POL need
to be aware. The Peak Call Type should be “L” if this is a Live Defect

[ ] Defect Peak — is a Peak that is not linked to a TfSNow Incident and that describes the confirmed Live Defect that will be progressed through the SDLC (BIF, PTF, Dev, Test, Release) to live
deployment

] Investigation incident (TfSNow) — is an Incident that is being investigated where the cause and required action are not yet confirmed. The Incident MUST be bonded if POL need to be aware
[ ] Defect Incident (TfSNow) — is a TfSNow Incident that describes the confirmed Live Defect that will be progressed by a Resolver Group that does not use Peak (e.g. Networks, Security, Unix)

[ ] Potential Live Defect (Peak) — is a Live Defect that we are still looking into. There will likely be an investigation Peak open and probably a TfSNow Investigation Incident too. The Peak Call Type
should be “L”

[ ] Confirmed Live Defect (Peak) — is a Live Defect where the cause and required action to fix are known. The investigation has concluded. A defect Peak will exist with Call Type “#”

[ Potential Live Defect (TfSNow) — is a Live Defect that we are still looking into that is logged as a TfSNow Investigation Incident. The State will be “Acknowledged, Work in Progress, or
Researching”

L] Confirmed Live Defect (TFSNow) — is a Live Defect where the cause and required action to fix are known. The investigation has concluded. A TfSNow Defect Incident will exist with the State
field set to “Fix in Progress”

L] OTI - is the interface between Peak and TfSNow that allows Incidents to be transferred between the systems and updates to Incidents to replicate

[ ] KBA - Knowledge Base Article. The term KEL is no longer to be used
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We work at pace to investigate and reach a confirmed outcome. Assigned Team owners to oversee. Some Assigned Teams do not have a clear owner

Live service trumps Project work - for investigation and qualification - we land that message and we factor capacity accordingly. Teams escalate to management if there is conflict
We always seek to identify a workaround - and we update the Peak Workaround reference to say Yes/No

We always look at rapid deployment options for HDR-*, Priority A/B (with implications & dependencies clearly stated). This MUST be considered at BIF and PTF

Everything gets targeted to a numbered release fast - even if the release has no date

We need maintenance windows and then we gear up to push through everything we can. And if we need more we ask POL. And if they say no, then the delay is on them.

If all releases are numbered and sequenced then we can propose dates and ask for more slots from POL. If RM don't have a date then they need to go to whatever POL or POA forum is
applicable to get one

[ ] We need a cadence of maintenance windows that are sensible and relevant to the rig availability and current resource availability. POL need to acknowledge that we need regular maintenance
windows irrespective of projects hogging rigs. If we are delaying fixes because of resources, rig availability or anything else then this has to be escalated so POL can decide to accept or
commission changes

We need to revisit the option for maintenance releases to go to LST only - for pace
HNG-A removed counter maintenance releases so CBA fixes sit waiting to match a functional release date

LST implications for sequencing of testing releases need thought

Investigah, ~ Confirme

&

Live . DEVIOPS

_ Defect 4  Qualily o = Defecl _
« TISNow Incident * No action needed  « Defect Peak «+ Solution review and + Target to a Release + Code/build solution «Package fixes + Confirm it works + Deploy to Live
« Investigation Peak  + Raise Change « Solution being approval
« Initiate Fix identified + Take to CBIF if
needed
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Backgroind = . ¢t

B POA has operated a Live Defect Management and Incident Management process
throughout the whole term of the contract

M This slide deck takes all of the previous methods and augments them with some new fields
and field values that support an improved end to end process for Incidents and Defects

B The new processes also align to the agreed 2021 definitions of a Live Defect and a branch
impacting defect which have been defined with POL

B The effective management of Incidents and Defects requires the consistent use of systems
by all specialist support staff and also, regrettably, relies on many manual processes

B The information in this slide deck is meant as a quick guide for all specialist support staff
(MAC, 3LS, 4LS & Architects) using either Peak or TTSNow

B Specific communications have been held at team level and a Live Defect Management
guide document will shortly be released to Dimensions as a fuller description

<Fujitsu Restricted - Internal Use Oa!y) 5 © 2021 FUJITSU
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tall starts with an Incident being logged ~ rujirsy

B An Incident is defined in the HNG-X contract as “any perceived abnormal or
undesirable occurrence relating to the Services”

B Incidents for the Live environment that POL need to be aware of must be logged
in the Fujitsu service management toolsets, TTSNow, and bonded so it is visible in
the POL service management toolset, ServiceNow

® Incidents can relate to many aspects of the HNG-X solution but if they relate to
the Live system then they have the potential to be Live Defects

B This may not be apparent at the outset so the situation will need to be under
constant review

® If at any point the Incident is deemed to be a Live Defect, then the following slides
become relevant

<Fujitsu Restricted - Internal Use Oa!y) 6 © 2021 FUJITSU




H Live Defect
® |s present on a LIVE system
® Is within Fujitsu’s scope of obligations

® Is, or appears to be, inconsistent with the -
agreed design or service specification

o |Is, therefore, a fault that may need fixing
® There may be a workaround, but the

underlying issue still meets the criteria
above

FUJ00232753
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r . .

To ensure that Live Defects are easily
identifiable, support staff should do the
following:

TfSNow — add the LiveAffectingDefect ClI
Peak — add the ##LiveAffectingDefect
Collection

<Fujitsu Restricted — Internal Use Oa!y) 7
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B A Live Defect will start out as a Potential Live Defect until sufficient
Investigation has taken place

B Assuming that there is a fault, this will progress to be a Confirmed Live
Defect (if it is not a fault then the Live Defect will be closed)

B A Confirmed Live Defect will need to go through the POA processes
before the fix is eventually deployed to Live

@ The flow below shows the progression path for a Live Defect

"> & % v % BF % P ) DEVOPS)  megraton RELEASE
¢ Quaity f  Deect S . y . L

» TfSNow Incident + No action needed  + Defect Peak « Solution review and « Target to a Release < Code/build solution «Package fixes * Confirm it works * Deploy to Live
« Investigation Peak  + Raise Change » Solution being approval
« Initiate Fix identified + Take to CBIF if
needed
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B Live Defects that affect, or have the potential to affect, branch operations
are known as HDR Defects

B HDR Defects can only apply to the Live system and are a specific
classification of a Live Defect

B HDR Defects are shared with POL and progress on them is reported
weekly

B HDR Defects are the highest priority of Live Defect and are communicated
to postmasters by POL as part of its new ways of working

B Progress on HDR Defects is highly visible

<Fujitsu Restricted - Internal Use Oa!y) 9 © 2021 FUJITSU




How do you identify a HDR Defect?

® The Horizon Defects Review (HDR) scope will be those Live
Defects that also have at least 1 of the following attributes
(HDR Defects):

 Affects, or has the potential to affect, branch financial outcomes (add the
“HDR-Fin” Collection)

% Affects, or has the potential to affect, the way a postmaster is required to

use the system (User Interface, Report, Function) (add the “HDR-Exp”
Collection)

® Affects, or has the potential to affect, the experience of a Post Office
customer or client (add the “HDR-Exp” Collection)

® There may be a workaround, but the underlying issue still
meets the criteria above

@ The HDR Defect may be under investigation and is not
confirmed to meet the criteria above but has attributes that
meet the criteria above (a potential HDR Defect)
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To ensure that HDR Defects are
easily identifiable, support staff
should do the following:

TfSNow — add the relevant HDR-* Cl
Peak — add the relevant HDR-*
Collection

-
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lve.. » & live 3 . .~ DEV/IOPS »  Integration .
~ Defect Qualify Defect ... 4. 7, .

» TfSNow Incident * No action needed  + Defect Peak « Solution review and < Target to a Release -+ Code/build solution «Package fixes * Confirm it works *Deploy to Live

« Investigation Peak  + Raise Change * Solution being approval
« |nitiate Fix identified « Take to CBIF if
needed

CF-"ujitsu Restricted - Internal Use Oaly) 11 © 2021 FUJITSU




FUJ00232753
 FUJo0232753

® All Live Defects will follow the lifecycle shown

B [f they are non-HDR Defects then these will not be reported to POL but will
be reported on and managed by Fujitsu

lve.. » &  live % @ . . DEV/OPS »  Integration .
_ Defect y ¢ ... 5 -

» TfSNow Incident * No action needed  + Defect Peak « Solution review and < Target to a Release -+ Code/build solution «Package fixes * Confirm it works *Deploy to Live

« Investigation Peak  + Raise Change * Solution being approval
« |nitiate Fix identified « Take to CBIF if
needed
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Understanding the status of a Live Defect  rujrsy

B To be able to effectively track and report on Live Defects, numerous fields
must be completed and maintained

B This will vary depending on whether the Live Defect is being managed
through TfSNow or Peak

<Fujitsu Restricted - Internal Use Oa!y) 13 © 2021 FUJITSU
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B We do not reference KBAs, Peaks or internal content in TESNow bonded Incidents. The TfSNow Incident must contain all relevant content
and be a comprehensive self-contained reference to the status of an Incident. The only Peak reference that should be added is for defect Peaks (if
applicable)

B The Summary field needs to be well worded and understandable by most readers as it will be used in reports for management and POL and will
affect the description fed to POL and into our own Peak system

We should not using separate emails to share progress that is not embedded into the Incident updates
Less qualified individuals may read Incident content so it must be well worded and should use language that is understandable to most readers

Anyone should be able to quickly determine the current status and the next action on an Incident so as to be in no doubt that the Incident is under
full control. The most effective way to do this is to make updates in “Additional comments (Customer visible)” that convey this message and avoid
updates that lack context

Category/Sub-category must not be changed on bonded Incidents or it will break the replication link

We should use the relevant open and close categories when handling Incidents — applying additional caution with bonded Incidents to use the
mutually agreed settings

The LiveAffectingDefect Cl is needed for Live Defects

The HDR* Cls are needed for special category Incidents and this will be set by Fujitsu management — and will trigger a new Fujitsu MAC
alerting process

The State field is important as it is now used to report status

When an Incident is placed into Suspend as no further Fujitsu action is applicable then the text of “Please be aware that the incident will
automatically be closed after 10 days if no response is received from you.” Is to be added. After 10 days, these Incidents should be closed

& ujitWWeeneed anydogalsyVorkinstructions or process documents updating ta4eflect these changes © 2021 FUJITSU




Updates auto replicate
Updates do not show
Fujitsu Investigation Peak
or KBA reference
numbers

POL rely on ServiceNow

Potential Defect

(Investigation)

Bonded,
updates

Fujitsu Incident |
. [TfSNow]

Investigation
Peak

Fujitsu Internal

Cloned t}

Confirmed
Defect

Fujitsu Internal

p create Defect Peak once
d, Defect Peak reference

added td
replicate]
Peak

Investigation Peak which will
1 no replication from Defect

Not linke]
to clone

i to TISNow or ServiceNow 50 no need
lonce confirmed. Change Call Type to “#"

_ _Lfve befectfPéa'k :

_live Defect Peak

[Call Type '#1

_ [Call Type “#1 .
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» The Defect Peak will be
managed internally
through BIF, CBIF, PTF

= and the SDLC

» Updates to the Defect
Peak are NOT linked to a
TfSNow Incident so are
internal only
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New fields in Peak

B POL Problem reference — using the prefix “POLPRB-*
so it is obvious and also searchable. Most likely only
required when the Peak is declared to be a HDR Defect
(see screenshot showing location of Reference fields)

B Fujitsu Problem reference — using the prefix “FJPRB-*
so it is obvious and also searchable. Most likely to be
updated by the Fuijitsu Problem Manager to ensure the
link is clear (see screenshot showing location of Penk Incident Management System PCOZ
Reference fields) ’

B Workaround — to state “Yes/No” state if an accepted
workaround has been implemented. If the field is blank
or contains “No” then no workaround has been identified
(see screenshot for how to set the value)

CF-"ujitsu Restricted - Internal Use Oaly) 16 © 2021 FUJITSU
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® Release Mgt tab — Initial and Completed dates and text box - We need to know the stage we are at in the
fixing process, the date it initially entered the stage and when the stage was completed and the notes from

the meetings at which it was discussed (see screenshot)

o

CF-"ujitsu Restricted - Internal Use Oaly) 17 © 2021 FUJITSU




FUJ00232753
FUJ00232753

B Collection #fLiveAffectingDefect. This Collection \\
must be set when the Peak meets the criteria for a Livejgidzadenw coticcion :
Defect at the earliest possible opportunity. It is likely S &
that Call Type “L” will frequently carry this ##tag but it

will not always be the case so needs selectively , Peak I
applying ‘
W Call Type — must be set to “#” Defect Identified when a ~Etcmetoen
Live Defect is confirmed. Prior to this Live Defects R e e s s
ought to be Call Type “L” Live Incident but can have ol e ..gmmi;%@m
o RET - - Cperation

iﬁg P Product Incidents/Defects
Re)eagg vace Fumm

other Call Types provided they carry the
##l iveAffectingDefect Collection

- Reférence Data Servics
- SyatﬁmManagemem Testing Incidents(Defects
Mon RefDaia; Date Updaw
TNER DRy

W Collections of “HDR-Fin” or “HDR-Exp” for HDR
Defects

_: DR-Exp - Horizon Defect Review - SPM Experience [Public
- HDR-Fin — Horlzon Defect Review - Financial tmpact [Public)

CF-"ujitsu Restricted - Internal Use Oaly) 18 © 2021 FUJITSU
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B Call Type — must be set to “#” Defect Identified when a Live Defect is confirmed. Prior to this Live Defects ought to be Call Type “L”
Live Incident but can have other Call Types provided they carry the ##LiveAffectingDefect Collection

® Summary — must be written so as to be understandable by most readers. This will need more thought when Peaks are raised.
Management should amend this during weekly clean-ups (careful to preserve links where raised in another system)

B Impact —tab and free form field to articulate impact, status and next steps so it is easy to understand for anyone. This will be
maintained for HDR Peaks weekly. For other Peaks it can be as needed

K Business impact: [as used currently, mention how many branches are affected if helpful]
B Status update: [description of current status — succinct]

B Next action: [next action to be taken and expected date for next updatel

Priority — which must be validated at all times so it is accurately shown as this will affect reportlng and decision maklng
Assigned Team — must show which team is currently responsible for taking the next action or ensuring action is taken

Product Group and Product - We need to know the part of the system that the Live Defect relates to for reporting and quality
purposes

CF-"ujitsu Restricted - Internal Use Oaly) 19 © 2021 FUJITSU
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When adding Progress to a ‘bonded’ Peak, the
default response option is ‘— Progress Only’and
this does NOT flow back to TFSNow — >
B NOTE - but it would be visible if we were asked to

provide a copy of the Peak as the PDF feature takes
ALL content

B If you select a Response Category then any text
you add at the same time WILL flow back to
TfSNow if the Peak is ‘bonded’

B No References are sent to TfSNow for ‘bonded’
Peak, so all Documents, Baselines, KBs, and
Peak references can be added for Fujitsu only
access

CF-"ujitsu Restricted - Internal Use Oaly) 20 © 2021 FUJITSU
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B Root Cause — we need to know what type of fix was needed, which when matched to the part of the system affected, gives
us further quality data. Some Root Cause options will also lead to Live Defects being qualified out and not reported on. We
will exclude the following Root Cause values from Live Defects so these need to be applied with caution:

41 - Pending -- Product Error Diagnosed '
42 - Pending -- Documentation Error Diagnosed

W Response Category — specific values have been identified to enable clarity and to spot exclusions. Although there are
many values for this field, the following have important meanings — mostly is qualifying Live Defects as not defects and
hence allowing their exclusion from reporting:

62 -- Final - No fault in product
63 -- Final -- Programme Approved - No Fix Required
66 -- Final - Enhancement Request
68 -- Final -- Administrative Response
9% -- Final - Advice and guidance given
95 -- Final - Advice after Investigation
96 -- Final — Insufficient evidence
97 -- Final -- Unspecified insufficient evidence
98 -- Final -- User error
100 -- Final -- Route call to TfS
- 120 - Final -- Uoned to create Defect Peak
1 200 - Final -- Call withdrawn by user

<Fujitsu Restricted - Internal Use Oa!y) 21 © 2021 FUJITSU
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@ Cloning

B when clones are created you will be asked for a reason and this will be captured in the cloned Peak. Selecting “Create
a Defect Peak” will auto set the Call Type on the clone to “#”

B You will also be asked to update the Summary so the description is unique and appropriate

E Clones now carry forward many more fields (such as Collections, Reference, Workaround, and Release Mgt meeting
fields)

r

;:%Emi& ite multipls streams
“iDisassociate from Tishow ticket -
S ETest rig reasons S
{Other

Enter new clone Summary
“IClone test 2 - Testing Peak deve .
= L ey o SRS

- [can
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Peak NP

These Peak field values mean No Fault Found and will cause Peaks to be excluded when
counts are done of defects and progress on investigations into defects (see

SVM/SDM/PRO/0875):

Response Category — 62 --

Fnal

— No fault in product

Response Category — 63 --

FAnal

-- Programme Approved — No Fix Required

Response Category — 66 --

FAnal --

Enhancement Request

Response Category — 68 --

FAnal --

Administrative Response

Response Category — 94 --

FAnal --

Advice and guidance given

Response Category — 95 --

Fnal --

Advice after Investigation

Response Category — 96 --

FAnal --

Insufficient evidence

Response Gategory — 97 --

FAnal --

Unspedified insufficient evidence

Response Category — 98 --

FAnal --

User error

Response Category — 100 -- Anal -- Route call to TS

Response Category — 120 -- Anal -- Goned to create Defect Peak

Response Category — 200 -- Final -- Gall withdrawn by user

FUJ00232753
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rF
.

TfSNow may well
then show a defect
assigned to a
different Resolver
Group — but it has
ceased to be
something to track in
Peak

<Fujitsu Restricted - Internal Use Oa!y)
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PCO294005 !MCT?.%Z&B FAD 15%405 St %ﬂ% 15&4&52 Bure&u Pre Drder Yes Business ampaft Prev and Oancei bmmns are mmrrecﬁv made avaﬁaﬁle tathe
Transaction ~node 2 Postmaster during the End-0f-Session script. Resulted in & Buresu Pre Order
transaction being duplicated upon next login, causing a branch accounts
discrepancy. The discrepancy was raised by the Postmaster to Fost Office for
investigation. Fujitsu have put monitoring in place which is checked on a weekly
basis, and reported to Post Office if any further occurrences are identified. A single
instance of the issue has been identified over the last year.

Status update: Fujitsu have put monitoring in place which is checked on a weekly
basis. The Defect has been qualified, and Targeted At R71.20

Mext aazan Awamng R71 20 mumer release

'#Ramws&e Hei.p Screen Freezing ﬂn théI Counters in Branches . Week%v pmblem updm for thé £9;o7 tﬁa’cwm be prowded to Lorna Qwem {PGL)

Update: 18/07/2021: Matthew Hatch: Awaiting an update from POL with reference
92 8 POL actions.
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There's a Peal in my stack...

A checklist guide for Peak stack owrers fand support speciclists updoling Peaks]

Shouid this be in my stack? If not, then routs it to the right Assigned
Team

is the Peak assigned to the correct person {not off sick, still on POAJ? If
riot, then reassign it

is it a potential Live Defect? If so, add the ##liveAffectingDefect
Collection

i it is a potential Live Defect, what needs doing to progress it to Defact
tdentified or to qualify it as NOT a Live Defect?

if it is a bive Defect, i should be Call Type "L or “#” — 5o change it if
needed

i itis Call Type “# - Defect identified”, is it bonded to POL's SNOW ~ if so,
it needs to be cloned and then closed (it is ok if it is only bonded to

T Now}

is it, or could it be, branch impacting — i so, add the HDR-Fin or HDR-Exp

if it has 3 HOR-* Collection ~ is it being treated as high priority -
regardless of Priority fieid value?

if it has g HDR-* Collection ~ is the Impact field up to date and well
worded so that POL will understand it?

Is the Workaround Reference added with Yes selected where a suitable
workaround is i place?

Has anything changed that would mean the 88LivedffectingDefect or
HDR-* Collections are no longer correct and should be removed? If so,
remove them

W it is Defect dentified, when will it be taken to BIF? Set the BIF Action
if it is Defect dentified, and has been approved at BIF, when will #t be
taken to PTF? Set the PTF Action

# it is Defect Identified, and has been Targeted in PTF, when will work
start to create the reguired fix?

is the Response Category correct?

is the Product and Product Group correct?

‘When was it last updated — and is that an acceptable timespan?

=)

Have discussions taken place over email or in meetings that should be
added to the Peak to ensure a full record is available?

How fong is it since the Peak was raised — and fs that acceptable or does a
review need doing?

Do the latest updates read well and make sense? If not, change them and
coach the creator

ts it clear who (specifically] is expected to take the next action? i not,
make it clear and notify the person expected to act

if you are waiting for someone externat to your team to take action ~
challenge them to make progress

Paaks with the following Resporise Categories that have the
##LiveAffectingDefect Collection should be Call Type "#" as a fix is
needed. Change it if necessary

| 41 - Pending -- Product Ervor Diagnosed

| 42 - Pending -- Dac ion Ersor Di d
Peaks that are Status “F” should have an accurste Root Cause added
before being closed. Make sure itis updated
Peaks recently closed with any of the following Response Categories are
deemed to have been No Fault Found with no fix action needed. Is this
correct? If not, have the Peaks re-opened and corrected

| 62 - Final ~ No Fault in product

| 63 - Final - Programime Approved - No Fix Required
| 66 - Final - Enhancement Request

. 68 - Final - Administrative Response

- B4 - Finaf - Advice and guidance given

© 95 - Final - Advice after Investigation

. 86 -~ Finat - Insufficient evidence

- 87 - Final - Unspecified insufficient evidence
. 98 -- Final - User eror

- 100 - Final — Route call to TS

120 - Final - Cloned to create Defect Peak

| 200 ~ Final - Call withdrawn by user

FUJ00232753
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O should this be in my Assignment Group? If not, then routa it to the O when was it last updated ~ and is that an acceptable timespan?
right Assignment Group O Have discussions taken place over email or in meetings that should
O 15 the incident assigned to the correct person (not off sick, stilfon be added to the incident to ensure a full record is available?
POA}? If not, then reassign it T How long is it since the incident was raised — and is that acceptable
O 1s the Summary field a clear description that others will of does a review need doing?
understand? O Do the latest updates read well and make sense? if not, change
0 H the Incident is not bonded to POL ServiceNow, does it have the them and coach the creator
right Open category? i the incident is bonded to POL ServiceNow, does the latest update

Is it a potential Live Defect? if so, add the LiveAffectingDefect Ci

If it is @ potential Live Defect, what needs doing to progressitto a
confirmed defect or to qualify it as NOT a Live Defect?

Should POL be aweare? If so, the Incident will need to be logged by
MAAC with the required specific Categories so it can be bonded to
POL ServiceNow so POL can be kept updated with progress

1s it, or could it ke, branch impacting - if so, ensure MAC are asked
to add the HDR-Fin or HOR-Exp Ct

if it has a HDR-* Cl - is it being treated as high priority — regardless
of Priority field value?

if it has a HDR-* Cl ~ is a recent entry in the "Additional commaents
{Customer visible}” fietd up to date and well worded so that POL
will understand it?

15 the State field correctly set?

15 @ workaround available {this will show in the Peak - if applicable
— a5 the Workaround Reference will be set to Yes)? If so, make sure
that the “Additional comiments [Customer visible)” field clearly
states this — especially if this incident is bonded to POL ServiceNow
Has anything changed that would mean the ##LiveAffectingDefect
or HDR-* Collections are no longer correct and should be removed?
i 50, remove them

if it is a confirmed defect, when will the resolution action be taken
e.g. 15 it linked to a TISNow Change?

Cr

]

to the “Additional comments {Customer visible}” field make it clear
to POL what the status is? If not, add an update that does
Is it clear who {specifically} is expected to take the next action? If
not, make it clear and notify the person expected to act
if you are waiting for someone external to your team to take action
~ challenge them to make progress
Is the incident Suspended as no further Fujitsu action is needed? If
so, and after 10 working days have elapsed, the Incident should be
closed
i the incident is being closed, ensure it has the right Closure code
and has the correct minimum dataset added (a5 per jocal work
instructions):
Line of Summary
Root Cause
Resolution
internal/External
Fujitsu SME

o POL Stakeholder
Incidents recently closed should be checked. If they were closed
with no action required by Fujitsu, does the incident clearly state
that? if they were closed following action taken by Fujitsu, does the
incident clearly state that?
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