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Updated 21.09.2021 
Updates from 17.08.2021 
• Inclusion of picture to show 

HDR oversight of the Live 
Incident management (slide 10) 

• Clarification of which Peak 
updates are visible or not with 
bonded Incidents (slide 21) 
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Operational Improvements Update 

Stream 1 — Incident & 
Problem 

(TfSNow, ServiceNow) 

Stream 2 — Peak 
(Incident, Defect) 

Stream 3 — Live Defect 
Management 

Cross-functional process 
Horizon Defects Review (HDR) 

Stream 4 — Key Meetings 
(BIF, CBIF, HDR) 

➢ Work OUR way 
➢ System & Process Driven 
➢ Management Reporting (Command & Control) 

r
2 

Stream 5 — Security Improvements 
(PAM, MSCF, EBMS) 

Stream 6 — Elevated 
Processes 

(APPSUP, TO Tool, Interface 
Interactions) 

P"

F Stream 7 - Various 
(Investigations, Peripheral 
Logger, Documentation, 

Governance) 
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Stream 1 — Incident & 
Problem 

(TfSNow, ServiceNow) 

Stream 2 — Peak 
(Incident, Defect) 

im

Stream 3 — Live Defect 
Management 

Cross-functional process 
Horizon Defects Review (HDR) 

Stream 4 — Key Meetings 
(BIF, CBIF, HDR) 

➢ Work OUR way 
➢ System & Process Driven 
➢ Management Reporting (Command & Control) 
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POA Improvements document 

Latest version "POA Improvements List - v1.1 - Streams 1-4 - 23.07.2021" 

This will become a Live Defect Management document along with parts 
embedded into your own local process document 

-a te
..~,... 

, ..E 

R.' trr trc, - 1r,3 n?I :ate 
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Emphasis 

Process agreement and consistency — working 
our way, working better 

Use of TfSNow and Peak systems — using the 
tools 

Data reliability — to enable tracking and 
validation 

Enhanced management reporting — command 
and control 

Identify areas for improvement — making us 
better 

Li  -  '•J • - Or T •~ 

Strea 
(Incid 

Stream 1 - Incident & 
Problem 

(TfSNow, Seivi eN(jw) 

Stream 3 - Live Defect 
Management 

Crass functional process 
Horizon Defects Review (11DR) 

Stream 4- Key Meetings 
(1311, (BII, HDR) 
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Path of a Live Incident 

Belfast HNG-X Focus 
NOTE — we are looking to amend our ways of using Peak/TfSNow as evolution as revolution is impractical for us right now 

/ \ : iiiI2III 
• TfSNow Incident • No action needed • Defect Peak • Identify solution(s) • Approve solution • Target to a Release • Code/build solution • Confirm it works • Deploy to Live 
• Investigation Peak • Raise Change • Take to CBIF if 

• Initiate Fix needed 

L~ O 6 ©2021 FUJITSU 



Live Defect definition 

■Live Defect 
Is present on a LIVE system 

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

Is, therefore, a fault that is likely to 
need fixing 

■There may be a workaround, 
but the underlying issue still 

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

iteri-a-above, . _. 
©2021 FUJITSU 
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HDR Defect definition 

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) 

M 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) 

TfSNow - add the relevant HDR-* Cl 
Peak - add the relevant HDR-* 
Collection 
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Live Defect & HDR Defect definition 

Live Defect 

Is present on a LIVE system 

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

Is, therefore, a fault that is likely to need fixing 

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 
- rpe#t t t~lr crl griawabove but has attributes that meet the criteria above 

(a_potent al HDR Defect) 9

TfSNow — add the LiveAffecting Defect CI 
Peak — add the ##LiveAffectingDefect 
Collection 

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

© 2021 FUJITSU 
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HDR Live Defect reporting 

HDR — tracks the whole lifecycle of HDR Defects 

r i •' ' 

~- r- IIIIr w ~- -

• TfSNow Incident • No action needed • Defect Peak • Identify solution(s) • Approve solution • Target to a Release • Code/build solution • Confirm it works • Deploy to Live 
• Investigation Peak • Raise Change • Take to CBIF if 

• Initiate Fix needed 

10 © 2021 FUJITSU 
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New terms 

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 Incident 

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 

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 "#" 

KBA — Knowledge Base Article. The term KEL is no longer to be used 

IT © 2021 FUJITSU 
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terms 

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 

% '; ` ' IY"''ro('a"p "" _ E it FC+ fl fr  r'c, '4.. '. •'ffpi t t,r V"*, t,F eh o. ¢"I"r R W^I ,r C-„-rr ~. i. cpe oHc. R' /#'r ro ch';  e - ! mer ,P 
r sa ~ a', ^~- r'~I"",., or

■ 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 

icle. The term KEL is no longer to be used 12 © 2021 FUJITSU 
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(Investigation) 

• Updates auto replicate 
• Updates do not show 

Fujitsu Investigation Peak 
or KBA reference 
numbers 

• POL rely on ServiceNow 

trr ,fed0--------------

Investigation 
Peak 

13 

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

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 

© 2021 FUJITSU 



Incident — Peak —Defect — HDR — CBIF 

• If it is a Live Defect then add 
the LiveAffectingDefect Cl 

• If it is a HDR Incident then 
add relevant CI 

• Updates auto replicate 
• POL rely on ServiceNow 

r , ro, trr ,trc,

Potential Defect 
(Investigation) 

Bonded 

OTI 

Investigation Peak Confirmed 
Defect 

Fujitsu Reports 
HDR/CBIF, or 

Continuous Improvement 

If POL noti ication I ' ''' "~' _ _ ~ All should be Call Type "#" 
needed 

• All should have the Collection ##LiveAffectingDefect 

o r. If HDR then relevant Collection should be added 
Updates do not auto replicate 
Updates are system driven by reports: 

1. Live Defects with the HDR Collection —for 
the HDR meeting 

2. CBIF qualifying Peaks — for the HDR 
meeting 

3. Live Defects excluding the HDR Collection — 
reported (TBC) under Continuous 
Improvement 

4. Deferred Defect Peaks — for information and 

t` tracking 

14 © 2021 FUJITSU 
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Stream 

Stream 1 — Incident & 
Problem 

(TfSNow, ServiceNow) 

Incident 

➢ Work OUR way 
➢ System & Process Driven 
➢ Management Reporting (Command & Control) 

r,,

Any Incident that POL need to be notified of, or be aware of, 
must be logged in TfSNow and bonded. Raising a Peak only is 
not correct 

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 

Anyone should be able to quickly determine the current status and _ 
the nd t action on an Incident so as to be in no doubt that "21 FUJITSU 
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Stream 1 —Incident & 

Stream 1 — Incident & 
Problem 

(TfSNow, ServiceNow) 

➢ Work OUR way 
➢ System & Process Driven 
➢ Management Reporting (Command & Control) 

o,b-.I,em (TfSNow) — 2/2 

® 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 CI 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 

• 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 

• We need any local Work Instructions or process documents updating 
to reflect these changes 

16 © 2021 FUJITSU 
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otream L - rears - 
Oupport Ot rceiease 

Management 
Stream 3 — Live Defect 

➢ Work OUR way 
➢ System & Process Driven 
➢ Management Reporting (Command & Control) 

Management 
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 later in the 
document) 

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 later in the document) 

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 later in the 
document) 

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 later in the document) 

17 © 2021 FUJITSU 
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Updated RELEASE MGT tab 

.=0_e 021- -a 16.3,:16 

- - - Enter the current BIF status. Include items such as: 

1. Date - Date of the last reties' 
S•,afw.-8ff status fotlocsiag the last active 

3. Actoon - PesseaDegarlmettt etch anv actions to progress if Defined 
4, Reject Reason -Reams ifrgxxed. 

BW Questions: __.. ___-. _____,__.-   .. 

The fµ can be done in more than one tyay and POL s--id need to guide Futitsu oo choosing  the preferred option. 

The fix may change the funohonahty of the system and consequently POL will be regaled to provide appropriate communication and potentially hainorg to the subpostmastem 

The fix may need to be done to corryurxnon with changes performed by some Cr, POL's other suppers aria POI. vna need to manage and synchronise that activity. 

The fix may rued to be done conemrentty oath a separate future planned change due to the two Cans being logically related and POL wonid need to confirm their ixtilogness to accept arty potential delays in deploying the fix, 

The fix may relate td active dtsGussions between fuiatsu and POI. on a specific and separate foist and hence should be disc-asset within that context Fujitsu mdnagPanent discreboni 

Fuptsu does riot believe a fix Is a sensible 09401 and seeks POLO agreenient to recall the circun,staocen ir a KB dnt 

mefuanns Impact Forum (CBIF) 
Enter the current CBIF stator- include items such as 

I Date -Date of the last recoets 
2. Status- CBIF status fotlow.ina the last action 

Action - PernooDepaalmem vnth too actions to progress if Deferred. 
4, Reject Reason - Reasons if customer rejected. 

Peak Tugenog Forum (PTF) 

3 

Enter the current PLF scams. Include items such at: 

I . Date - Date of the last redrew 
2. Status - Targeted Pelease
3. knob - P­ Departasetu nitb any actions to progress if Deferred 

Enter the c+mern status from the Release Managemem Forum. include items such as 

1. Date - Date of the last reviesc. 
2. .? cnon - PersonDepa Eneot notch am' actions to proness the Defect if Defeated . :.

ka 3, Review- Date to review actions 

tome 
To Custom BlF 

To PIF 

Only ) 18 ©2021 FUJITSU 
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Points to note for Peak users — 2 .. 
New field values in Peak 

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 

Collection ##LiveAffectingDefect (formerly 
##LiveAffectingSoftwareFault). 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 

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

Target Release — the values of "Requested For" and 
"Released at" will cease to be used 

FUJITSU 

Peak ID 

Call Reference IPC 0295241 

grease Reported In-- FG''G \ Re! ivd 

Call hroe ro-OoeraEonal(SSF 

A--Aomimstratme us 
ipact C -- Cloned call 

E - Enhancement Request
F -- Dowment Revlow/Design Walkthmugh a~ 

ta:16-J-Jun- 2021 le G - GDC Toning tncidenta•Defects 
LL PCO295251 open I - Internal Development IncidentslDefeds 
tails entered oral K-- Pdmadc 
mnary: Testing ji__ Uve Incidents 
.11 rype:l if --Problem Management 
ii priority:o 0 --Operational (SSC) 

,used cortosc P Product InddentslDofects 

rte:16aun-2eu SmR- Release Notice Forum . _ _.. _. 

tarT of aesponse j!S --System Testing Inddems/Defects 
ring dev rm T.. Technical query 

nd of aesvonsej U- Security Testing Incidents/Defects 
spanse title To cajV -- Vulnerabllay ""Identified(39) 
to:16-Jun2021 ioW-- Reference Data Servke

Coil. r rd hasl X- System ManagementTestitglnddeme/Defecli 
re, le-gun-tell 10 V--Live(Non-RefData) Data Updates " - - - 
-velopoent Cost updat"eS- nTTSU fii TTMdd ayi
tart of Response) 
sT 1 
nd of a oponsej 
-spouse code to call type l as Category 40 -- Pending -- Incident Under In.e;tigation 

te:16-Jun-2021 10:51:69 User:John sinekins 

wan Incident to toltectton 

#ar Live Affectin9Defect --- Software fault that affects the Live se c a IPubncj Add to Goyec tion 
-4kalrveAff¢clin9D¢feci -- 3ottw¢re-fault that affects :lPie Live service {PubHcl 

Add iacidecet to Collection 

HDR-Exp-- Horizon Defect Review - SPM Expariance (Public] 
HDR-Fin — Horzon Defect Review - Financial lntpact [Public] 

19 © 2021 FUJITSU 
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Points 

Renewed importance for Peak fields 

Peak users 

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 

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

• Status update: [description of current status — succinct] Impact text 
Business impact: Prey and Cancel buttons are incorrectly made available to the Postmaster during the End-O; • Next action: [next action to be taken and expected date for next upda1Sessionscript.ResnhedinaBureauPreOrdertmnsactionbeing duplicateduponnextlogin,causing abrance 
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 cotuslyr. eleasz. - 

® 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 

Pro c rou d Product - We need to know the part of the system that the Live Defect relates to for reporting and quality 
purposes- Iy 20 © 2021 FUJITSU 
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Points to note for Peak users 4 a z

~" \ ~w'~T~ hiS~t ,s~wTd ~'a~i~'~.,a ~•~~?S ~ T.~R `"'°~ne~'" 
............................... .. ... .. _: _ :.,.......,, 1... ......,;,,.. a.:.,i;,._ — ' —.n,..,a a,.a..c~..axaA~, ..w:#.ae°~c• T :am F .. +\s: •. .., w~,~.u,,.~«, 

When adding Progress to a `bonded' Peak, the 
acs 
},xup+-.us s. +eme ,:ms~n; st+e. s ~ [ ~•ee.r t . « .>.w ei •st ~n. ~. ue* ~. 

Pope. t 

default response option is `— Progress Only' and
• P. er I = e srtto r l.Cettsumtx 

this does NOT flow back to TfSNow
tcmwn.; * ➢.atr 

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

ALL content  ne.w,e.eae(I,In.,,)

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 

1, ` I 

Th,a.nO 8to+IMm.cAmt
• p4opes, (M", updm<s x d¢ , be IC A t eu the C.-..n 
• Aemans Reepe.. s will be ee. to the TIea cmmee 
. Full k.spcmceinilt,xise'I eex:det 6fl -It-Cmtsv 

t fs:loem{r akeP der 

r.. g 

.ecna thw .)e e( t ID.. 
a , 
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HDR reporting —directly from Peak/TfSNow 

F'.C<>T5_32 II, 55Z :785 Fa, ec Reco.- es „=F ::art data • 4 000 cha :ocl.'  _ .,LL Fj,iee,y. n-pact. .:'cr¢ :, I _ unto etc -.—sact carts n AP pro:ldc , e g Nat cra:' 
F:P/ Express, Drop r, Go Open Account, MoneyGram. Bureau Pie-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 St Annes 1594052 -Bureau Pre Order Yes Business impact: Prey 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 

discrepenc, The discrepano was raised by the Postmaste. to Post Office in,
-tat' 3r F ..a?e r.tmcMitorir rl nap e,r; r I -inr, ec a  p--I, 

La -an.rn . -rn'n Pr t ,`fcaitarr -.t, . rcrra r m i r u ., A e 
-ares~(fl _ -,as .. _ls,vear 

at _ i'_ na ur ri [orrg i place , . .,,-back -iae>eeip 
L e. La~C< _- 1 s La' a 'ed, a, d Target-J '-- I ..

Next action: Awaiting R71.20 counter release. 
PCO295293 INC8217101 . Inactivity logout for End-Of-Session scripts 'ass Business impact: Inactivity 5meaut dunngthe End-Of-Sesson script for a 

transaction where payment was being made by a cash withdrawal !n 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 acr. a" 

PR89047806 Help Screen Freezing on the Counters in Branches Na Weekly problem update for the 19/07 that w-II be pro-,- I'— I ' _ na Owenc IPOL) 

I o te 1-. 07/2021: Ma F I :r _fir. 1 t n- -9 n a '-: m PP t eferenc , 

t  ' t'  Ir73 r^rnl :ate -_ 
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Points 

Renewed importance for Peak fields 

Peak users —4 

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: 

"39 General — User Knowledge" — caused by lack of knowledge with the user 

"40 General — User" — caused by an action performed by the user which was outside expected use 

"41 General — in Procedure" — caused by not following defined procedure 

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: 

"63 -- Final -- Programme approved - No fix required" — for Peaks rejected at CBIF 

"66 -- Final -- Enhancement Request" — for Peaks tagged with the ##LiveAffectingDefect Collection that were subsequently qualified as not being Live Defects 
but enhancement requests 

{ "68 -- Final -- Administrative Response" — for Peaks tagged with the ##LiveAffectingDefect Collection that were subsequently qualified as not being Live 
Defects 

"95 -- Final — Advice after Investigation" — for Peaks tagged with the ##LiveAffectingDefect Collection that were subsequently qualified as not being Live 
Defects 

"100 -- Final -- Route call to TfS" — for Peaks tagged with the ##LiveAffectingDefect Collection that were subsequently qualified as not being Live Defects 
within Peak 

"120 -- Final -- Cloned to create Defect Peak" — for Peaks that WERE Investigation Peaks and have been cloned to create a defect Peak 
-- r~tf at~rfi. —.. 

I Th&glue 30 -- Pe ing -- TL confirmed" will cease to be used 23 © 2021 FUJITSU 
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Points Peak users 

Renewed importance for Peak processes 

Cloning 
to 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 "#" 

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

SeSe t C X-rte Reaxrrr

•
Sit nta rr of staa#nnx 

T t rti reat~ana 

i , n , trr trc, - Ira n?I :a. 

late:It-Aug-2021 @4:00:38 User:lohn Simpkins 
:ALL PCO2S0898 opened 
retails entered are:-
~ummary:test mb problem 
:all Type:# 
:all Priority:D 
arget Release:HNG-X 12.11 
touted to:EDSC - lohn Simpkins 

)ate:11-Aug-2021 09:00:38 User:lohn Simpkins 
:lone Reason: Create a Defect Peak

late:14-Dec-2015 1552:55 User:_Customer Call_
:ALL PCO244669 opened 
retails entered are:-
;ummary:test mb problem 
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Points 
Found 

Peak users 

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-- Anal -- 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 

25 

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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Stream 4— BIF, CBIF, PTF and HDR 

BIF now validates field values as part of its review 

BIF has criteria for deciding to pass a Peak to CBIF 

Stream 4 — Key Meetings 
(BIF, CBIF, HDR) 

➢ Work OUR way 
➢ System & Process Driven 
➢ Management Reporting (Command & Control) 

ManDays is no longer a deciding factor for CBIF 

CBIF will use a Proposal form format with POL (like CWO) 

CBIF submissions for POL will be derived from the system 

BIF/CBIF & PTF meeting dates are all recorded within 
Peak 

BIF/CBIF & PTF updates are all recorded within Peak 

HDR Defect updates are system driven 

The Impact field in Peak is now critical for HDR (Business 
Impact, Status Update, Next Action) 

Challenging POL's lack of attention to good process 

© 2021 FUJITSU 
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The plan from here-.'.-. 

V Explain the changes 

Bring data to new standards 

Embed changes into SOP documentation 

Challenge all staff to work to the new ways 

Then... 

Ensure management oversight and reinforcement 

Identify process blocks to speed up the end-to-end process 

Provide new POA management reporting 

Formalise POL reporting from POA systems 

trr trc, - 1r,3 n?I :ate -_ 
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