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Abbreviations & Glossary (hidden slide) 

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 

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

Co 

FUJITSU 

® 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" 

® 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" 

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 

Fuptsu Restncteo - Iracrna~ Use Only This slide is hidden and will not be displayed when your presentation is running © 2021 FUJITSU 
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LDMoaP 

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 

FUJITSU 

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 

• State the Assigned Teams and state and owner - and let them change it if it is incorrect 

Potentia Investig Confirm 
Live & Live BIF PTF DEV/OPS Integration TEST RELEASE 
Defect Qualify Defect 

• TfSNow Incident • No action needed • Defect Peak 
• Investigation Peak • Raise Change • Solution being 

• Initiate Fix identified 

• Solution review and 
approval 

• Take to CBIF if 
needed 

Target to a Release • Code/build solution • Package fixes • Confirm it works • Deploy to Live 
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Background 

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

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 

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 

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 

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 TfSNow 

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 

sued IInternal Use OryTh 5 © 2021 FUJITSU 
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It all starts with an Incident being logged 

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

Er 

Incidents for the Live environment that POL need to be aware of must be logged 
in the Fujitsu service management toolsets, TfSNow, 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 

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 

ted — Internal Use OryTh I © 2021 FUJITSU 
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What is a Live Defect? 

Live Defect 
Is 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 

Is, therefore, a fault that may need fixing 

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

sued IInternal Use OryTh 7 

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

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

© 2021 FUJITSU 
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Live Defect progression... 

EI A Live Defect will start out as a Potential Live Defect until sufficient 
investigation has taken place 

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) 

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

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

Potentia Investig Confirm 
Live & Live BIF PTF DEV/OPS Integration TEST RELEAsE 
Defect Qualify Defect 

• 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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What is a HDR Defect? 

Live Defects that affect, or have the potential to affect, branch operations 
are known as HDR Defects 

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

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

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

Progress on HDR Defects is highly visible 

sued —Internal Use OryTh I © 2021 FUJITSU 
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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 

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 

meet the criteria above (a potential HDR Defect) 
Fu} s. i c lri ~ use C~ Ily' 10 © 2021 FUJITSU 
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HDR Live Defect Tracking & Reporting 

HDR — tracks the whole lifecycle of HDR Defects 

Co 

Potentia Investig Confirm 
Live & Live BIF PTF DEV/OPS Integration TEST RELEASE 
Defect Qualify Defect 

• TfSNow Incident • No action needed • Defect Peak 
• Investigation Peak • Raise Change • Solution being 

• Initiate Fix identified 

• Solution review and 
approval 

• Take to CBIF if 
needed 

• Target to a Release • Code/build solution • Package fixes • Confirm it works • Deploy to Live 

Fujitsu Restricted — Internal Use Only 11 © 2021 FUJITSU 
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What about non-HDR Defects 

All Live Defects will follow the lifecycle shown 

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

Live & Live BIF PTF DEV/OPS Integration TEST RELEASE 
slam,.  . . . .  .  .v . 

.. 
< t gym. . , x: . . ..  ?~ ~a~r k" t . w. 

` ' ,_+ Qualify F ., ?a?. .. , ~ ~ ., ~.,  ~+~ ,^: -: _,  ~_ ..' ,~ •< ,v: ,, ,fir „ , y. „", 
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Understanding the status of a Live Defect 
Er 

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

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

Fujitsu Restricted — internal Use Only 13 © 2021 FUJITSU 
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TfSNow FUJITSU 

We do not reference KBAs, Peaks or internal content in TfSNow 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) 

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 

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

a 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 

!TFujt recueeJarny ffiakWrar jInstructions or process documents updating tg4eflect these changes ©2021 FUJITSU 
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Incident — 

Potential Defect 
(Investigation) 

• Updates auto replicate 
• Updates do not show 

Fujitsu Investigation Peak 
or KBA reference 
numbers 

• POL rely on ServiceNow 

Defect 
Investigation

Peak 
Confirmed

Defect 

to TfSNow or ServiceNow so no need 
we confirmed. Change Call Type to #" 

FUJITSU 

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 

Fujitsu Restricted — internal Use Only 15 © 2021 FUJITSU 
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Peak 

New fields in Peak 

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) 

Fujitsu Problem reference — using the prefix "FJPRB-" 
so it is obvious and also searchable. Most likely to be 
updated by the Fujitsu Problem Manager to ensure the 
link is clear (see screenshot showing location of 
Reference fields) 

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) 

Fu} s ed — Internal Use OryTh 16 
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Updated RELEASE MGT tab 

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) 
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Peak —critical fields and their values 

Collection ##LiveAffectingDefect. This Collection 
must be set when the Peak meets the criteria for a Live 
Defect at the earliest possible opportunity. It is likely 
that Call Type "L" will frequently carry this ##tag but it 
will not always be the case so needs selectively 
applying 

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 

Collections of "HDR-Fin" or "HDR-Exp" for HDR 
Defects 

oeLIve.JTecungtJeTecn

jAdd laceelecst to Collection 

FUJITSU 

Peals ID,

Release Reper- - HS&-S 

Call Type O -- Operational ( . - 

Contact 
A-- Administrative use  

ImpaCt C -- Cloned call 

Summary E -- Enhancement Request m- I 
F -- GDC 

Testing 
WD acts through

ate: so- yen-2021-1@ G - GDC Testing InddenWDefeus 
CALL VCO295241 opeq I -- Internal Development InddeotslDeteds 
eteila entered arel K-- Pdmark 

Summary: testing IL- Live Incidents 
all rype:L iM -- PfobfemManagement 

.I 
all vriorixy:o 'O --Operational (SSC) acted R<lease: wlG   - jP- Product lnddento/Defects Roux -1 to: E.20DUC 

RRelease Naticntaie:16-tun-2021 
[Start of Response], 

ells
-System Tenting Incidems/Defects 

testing urn r>o T-- Technicalquery 
[End of Response[ 1U-- Security Testing lncidenlsiOefects 
neopanse code o cal V -Vulnerability en Zdentified(sa) 
ate:16-)un-2021 id W - Reference Data Service

The Call record has X -- System Management Testing Incidents!Defects s
ate:16Jun 2021. tel V --Live (Non RefData) Data Updates 
evelopment cost

[Start of Response] 
test 1 
[End of Response[ 
Response code to call type Las Category 40 -- Pending -- Incident Under Investigation 
ate: 16-tun 2021 10:51:08 User:]ohn Siwkins 

40R-Exp -- Horizon Defect Review - SPM Experteoce [Pubtic] 
HDR-Fin - Horizon Defect Revievr - Ffleanciet Impact [Pubticj 
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Peak —important fields FUJITSU 

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) 

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 

w Business impact: [as used currently, mention how many branches are affected if helpful] 

s Status update: [description of current status - succinct] 

• Next action: [next action to be taken and expected date for next updates Impact text 
Business impact: Prey and Cancel buttons are incorrectly made available to the Postmaster during the End-Of-
Session script. Resulted in a Bureau Pre Order transaction being duplicated upon next login, causing a branch 
accounts discrepancy. The discrepancy was raised by the Postmaster to Post 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 

Next action: Awaiting R71.20 counter release. 

tt Priority - which must be validated at all times so it is accurately shown as this will affect reporting and decision making 

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 

Fujitsu Restricted — Internal Use Only 19 © 2021 FUJITSU 
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Peak updates —Internal & External 

When adding Progress to a `bonded' Peak, the 
default response option is Progress Only' and 
this does NOT flow back to TfSNow 

NOTE — but it would be visible if we were asked to 
provide a copy of the Peak as the PDF feature takes 
ALL content 

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' 

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

sued IInternal Use OryTh
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Peak — Root Cause & Response Category 

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 

O 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 - Pta fault in product 
63 -- Final Programme Approved - No Fix Required 
64 -- Final -- Fnhanrement Request 
68 Final -- Administrative Response 
94-- Final -- Advice and guidance given 
95 Final - Advice after investigation 
96-- Final -- Insufficient evidence 
91 -- Final -- k lnspecified Insufficient evidence 
98-- Final - User error 

100-- Final -- Route call to 115 
126 -- Final - Cloned to create Defect Peak 
200 -- Final Call withdra+can by user 

Fu}i s si s ted -Internal Use Only © 2021 FUJITSU 
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Peak Cloning 

■ Cloning 

FUJITSU 

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 "#" 

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

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

Select Clone Reason: 

~Cteafe a Defect Peak . ~ 
'Split into multiple streams 
Disassociate from TfsNovr ticket 
Test rig reasons 
Other 

Enter new clone Summan•: 

I C€one test 2 - Testing Peak development

Cancel 

ate:11-Aug-2021 09:00:38 User:lottn Sitrokins 
ALL PCO250898 opened 
etails entered are:-
ummary:test mb problem 
all Type:# 
all Priority:D 
arget Release:HffG-X 12.11 
outed to:EDSC - John Simpkins 

ate:11-Aug-2021 09:00:38 User: John Simpkins 
lone Perin: Create a Defect Pa4; 

ate:14-Dec-2015 15:52:55 User:_Customer Call_ 
ALL PCO244669 opened 
etails entered are: 
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Peak — No Fault Found 

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--  Final — No fault in product 

Response Category —63--  Anal -- Programme Approved — No Ax Fbquired 

Response Category — 66 -- R nal -- Enhancement Pequest 

Response Category— 68-- Final -- Administrative F esponse 

Response Category— 94-- Final -- Advice and guidance given 

Response Category-95--  Anal -- Advice after Investigation 

Response Category —96 --Final -- I nsuffi dent evidence 

Response Category —97 --Final -- Unspecified insuffiaent evidence 

Response Category —98--  Final -- User error 

Response Category— 100 -- Final -- Route call to TfS 

Response Category -120 -- Final -- Coned to create Defect Peak 

Response Category — 200 --Anal--Call withdrawn by user 

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

F.029153. Ifa_G51:733 Fa, ec, Recooee, :A.F o eft oats • 4 000 cha•aael s FU ''es Bas,^ etc npact. L Sc .ncb.e to  ensact certa n AP proclocts, e.g. Net oral 

F P/ Express, Drop n Go Open Account, MoneyGram, Bureau Pre-Order. The issue has 
potential to occur due to APADC scripting caused by excessive length of exported AP 

client data >4,000 characters. 

Status update: Testing has been completed successfully. 

Next action: Awaiting deployment in release 7110. 
PCO294005 INC7712618 : FAD: 159405 S1 An -,es 1594052 -Bureau Pre Order Yes Business impact: Prev and Cancel buttons are incorrectly made available to the 

Transaction - node 2 Postmaster during the End-Of-Session script. Resulted in a Bureau Pre Order 
transaction being duplicated upon next login, causing a branch accounts 

discrepancy. The discrepancy was raised by the Postmaster to Post Office for 
g et r F ., sse pot nionitorir place wi*h is sorted no e

to dr fi cc Pct✓`f elf any t, . o:o r *x ldry ..
' Cs Citl a5 see domiler .. _ os yca 

ai aco i •a ur ri gor rig r pI . _ , ,cI,eck P a weekF 

Ld _.LeC LaoLce a +sJ andlargesad,4 P _U 

Next action: Awaiting R71.20 counter release. 
PCO295293 INC8217101: Inacbwty logout for End-Of-Session scripts '+es Business impact: Inactivitytimeout during the Eno-Of-Session script for a 

transaction where payment was being made by a cash withdrawal in the basket, 
resulted in the transaction auto-settling to cash as per Business Rule BRU-327, but 

outstanding recovery data resulted in a duplicate transaction being written, 
resulting in a branch accounts discrepancy. 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 options to remediate this defect were discussed with POL 21/07/2021. 
and Fujitsu will also be sharing a summary paper to help POL 

Next action: POL to decide on its preferred course of act on. 

PR80047806 Help Screen Freezing on the Counters in Branches Na Weekly problem update for the 19/07 that vaili be pros-I-:1 r'_ . c•na Owens IPOL) 

i borate 19,107/2021: Ma F ls:ci't Assetins;o ociats -: , DC r t, eference 

t-

Fujitsu Restricted — internal Use Only 24 © 2021 FUJITSU 



FUJO0232753 
1 u1r rw~c3►.";%1 

Checklist guide for Peak stack management 
There`s a Peak In m stack... tack... 

1 rhecklrst gvlder for Pe,ok stack owners (ond support specwfists updat;ng Pecks/ 

El Sh,u'd th in he n my chart° If root, then route it to the right As, p-ed 

Team 

U le the v V a _ p err rc rte correct person (not . s pC, '? ?` 

n.._ tires. gn lt. 

4 Is c - v _rua z._ Defect? Ifso,a d ^oemc_; Afte ti E that 

cal Fe.ctiic 

U it 1- CC a ISatentat _iv— Detect. what ^:exert ac'ng to progress it -o Defect 

tdentdic c top  ¢ Cap. Pe,`,?T a Cve Defect? 

U Ithir. a L.ve Defect. Itsou:dcCCal T,ae'°L'or ffg„ —ccctargeof 

ceded 

Q tf - ,Ca Tvp.e"t Det t lL. d ~ . 1_..,dtc.POL's O.h—ifso, 

it :'reed.. to as coned arid a _ o lit leak ii it a cairir ticnciecl to 

TfSNow) 

L? is r:, or could it be, branch im.acting— i€ so, ado tl a d,U t -Fin or HDR-Exp 

Colledion 

3 H it has a HDR- Collection—is it be,ne treated as high prionty—

regerdl c of P'm r•t, field veiueo 

U lthira= p bCtt' Coll t e. i"r x-t fieldupto date andweli 

wc e.. __-a+_ PD I.„. d_aand

D Is they rr a:r ant Reference coded velth Yes selected o; here a sortable 

sac rkaru_x. 

U Has ar pt ntcncngeb .at wceutd mean the tei a A"ercngDefect or 

HE x-` Collections are no longer correct and show:d be rerrwved? ifan, 
rernovetinero 

U dv fs Demst Identified w h er :.: cI ft he taker, to F o Set the RJTF argon 

0 if - 's 6 r i ertlfii -t r , tar h r arifr, .vxd n ,fir. ,:.:,.  .. _: 

trcCxri tc TP tire OTt Action 

Q FRito De'ectldectified ceo ir.ea beer a:geted in PTF, when Cc iii .,ark 

stern, to create tine re,lu :resi fir? 
is the .Re pens—Category  carter:? 

Is ',e a d rt arc r c c flrr.,n 
U Wren war it 4,t uloc et d e d vi hW Crarredy dIe tins mjt:avP 

Have d icccssions taken pa erver emal Ci it mee-ng, tat should be 

added to the Peakta en record e.elinhie7 

i Hr: long n.t rinse4ceF .a -ro Ln an : that ecrectehie. cos Pr 

. need to 'vg? 

O Do the Star: r; ;read .eI and n, e er,e";f : t, change th_rrand 

coach -`4e Creator 

I: it :tear vital pe isca1ly vi exp_c'.=_d to rake tire-eet action' If not 
orate I: acer arid "stfV the arson expecred to act 
V YOU are waitirpto.r sCrn.eoneevternn t ycarn Teamto colicaction—

lee ge ttet; tsr. ma.. orcgr etc 

C ceit': tire fcnliowlri.g€-_,. e Categoric: .'at i3_ arc 

-e_,ve'.Ifect rgpe act tci.ecticmr tt.au,c be Call Type as a fix Is 

cfed. COo.cge.t J r'te_ss,iy 

are c .g --P 2Er o.r Siapnesed
y2 ,e _cg ._ J^ it ntatien Err., Diagnosed r , 

Peas that are Status "F' chair . d Nacre an accurate Root Cause added 

before being closed. Make care i is up:r,ated 

Vexes recently dosed ,, h anc. of the f ; Vie: pence Categories are 

r xxi red to H iCC C herirS Paul: F Di. CO. tr _fire. ., e. ed. -,ui_ 
corrx:d' ,f , have the Peak: re-crperecl arid  corrected 

22 10.2771 (Steve llf e% aeit) 

ehFr pc: _. fltF,'E,i iced 
F -.. enl e ire Rxga:~st 

Admm stra€. . ?e•pry =, 
Advice and ii , ,err 
Advice after ext xr na 

36 Fnal --Insufficient a IJ_ne 
37 Fn h— Unspe fled rs.;%hdentevu4rnce 
36 t xa1 —rase ar or 

l0L b 'i i '  t oli5 
7?' r al 'io c t eetc Defect Peak 
a t rai _al L~

FUJITSU 

Fujitsu Restricted — internal Use Only 25 © 2021 FUJITSU 



FUJO0232753 
1 u1r rw~c3►";%1 

Checklist guide for TfSNow Assignment Groups 

There's an Incident in my TfSNow Assignment Group... 

A thec&tlst guide for T)SNow assignment Group owners toad support specialists updabtlit TfSPtow tnridents! 

❑ Should. ;iris be in my Assignment Group? if not, them route it to the 

righ t A is ;mire nt iris, f. 

S is the Arc de it scsigred to the correct persae n_t off sick, }tilt on 
POA;? It nctt,then reassign it 

O is the burrows cc geld a desr desc iption that, others will 
understand? 

4_' If the i ,ic aert is not berthed to RU_ _r,iceNow rises it ?-ia,e the 
right Open Lategcry? 
rs it  orentia- LiveO t? ' so, dd the' .JveAf rnia(kefect Pt 
If it cc a t,otesti.ai Lice De tent, what n edu doing to ni _drsc it Inc 
contiitcned detest or cc, aW lit it a' t9Ct t a Lite Defect' 

O Should Pot hat aware? it so, the to ader,t rndl need to be oggeb by 

MAC with the rer ui dscecific Categories en i.t can be bcnr_ed to 
POL Sen ark no POL.can'be kept updated with pro .,'rens 

❑ is it. or cooIdi.t l-.e, branch impacting i s:,ei „re MAC ate asked 

to odd the Iii 1°-cm or I Li L.p 8 
O 1f it Ines a HCsk-` CI—i t leieig treated as Eigh priority —regardless 

ofPriccit_ teio value? 

0 if it has a HDR-" CI —r i recent entry in the "Additional corrcments 
(Custer r ibtei' field up to ante and well worded so that POt 
will uncterniacoci

Is tare -trite fie id cos ectly set? 

Is a ,nrcr1r rr snd scodabie this Oath show., in the Peak— ifappitcable 
—as the k ounc Reference  wilt he act toy ) if so. make sure 
that thro Adrliti,nralcnsrmpntc i'C;ctcrccer vis h 7 lie id clearly 
states this rncecia ly ci tnie irscident in b order to POL Se,vicetow 

Her anything chacge.d that ecuarld veer. the A L .e04't_c1,mEUefect 

or FDR- Lc lectior c are on thioger correct sod should be removed? 
if sso remove them 

❑ If it is a ,--rmr, a defect, when nIt the esoh tr .n: action be taken 
e.g. inn honked to aT'Stdoa., Change? 

❑ When was it East undated —and is that Sri acceptable trnespir? 

❑ Have d=scassrons taken place over email or in meetings tinat strould 

be added to the tt,c#dart t, encore a full record is a,a ahie? 
❑ Harr Icing sitSince  teeincident noesrai tt ,.d is thata reptable 

or does a re'ciect n eed, doing? 

❑ Do t he atest u sates rear hell araci cvo ak essse? Ifi , ,range 

them ̂ and coach the creatr-r 
O €fthe incident is h. ncer_ to. Pet Servicetoc-; roes the latest uc=dcce 

to the :iAscd'i*ic,sal comment Cuntome hl ('field crake it clear 
to POtrv,hat the stutsn. n? it rot.eccl an spdate that does 

0 is it clear oil,.(spec.iticiabyi is eet.erted to take the next actions? If 
not, make it cY ar and noti"y the person es.pecteci to act 

O €fycu a re naitrg for someone external o yourtears tot-ate action 
— challenge them tsi0ak2 progress 

❑ is the r ..lent Suspended as risc "utriter F i i s e action needed? if 
So, and after 10 working days have elapsed, the Incident should be 
closed 

O If the incident is being closed, ensure it has the right Closure code 
and -gas the correct rshnimi.snc datacet added ias pr.:; In. ci s+ork 

_or r rr:ary 
c lisotcisn>e 
o R vied, 
o In _r'r.-1 x errsl 
o Ft,;iis., Melt 
o CO n S-ahenclder 

D it t dens recently c.icsecl s4a u1a he cheches, i` they were cl-sed 
with nn: emma to required by Foitn.nr. cts,.esnhe t aicerc cOarly state 
that . If they mere closed f it r*g Octioc, taken by FrLifcu, does the 
incident clearly state that? 

2210.2021 (Steve eroceeiit 
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