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Changes in v1.2
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Changed the word ‘ticket’ to a correct defined term where unciear

Updated the CBIF selection criteria to include BIF explicitly tagged Peaks and moved the
content to Appendix E as a set of work instructions

Added references to using the BIFApproved and BlIFRejected Collections

Applied emphasis that defect Peaks can only be closed when the fix is released to live
Updated Appendix A to add steps to challenge “Re-target” and force to PTF

Inserted Appendix B to add anomaly checks for TfSNow

Renumbered Appendix B to Appendix C and updated it to use Live Defect and correct some
grammar errors ‘

Response Category value “30 -- Pending -- TL confirmed” will cease to be’ijised

Target Release — the values of “Requested For” and “Released at” will, cease to be uSed
Removed references to Simon Wilson as the team work for Steve Ev .
Watermark changed to “POA INTERNAL” :
Consolidated Peak document update list action into Live Defect Sectlo moved Root Cause
list to this action) 4 )
Improved wording to clarify that a Live Defect is one that i |s present on the LIVE system and
something likely to need a fix (it can also be present. on a test system but if it is not present
on the live system then it is not a Live Defect) il

Added definition for KBA . '

Updated screenshots to be more specific on the screen ltem they applied to

Updated the descriptive text for the #leeAffecti ) gDefect Collection in Peak

Removed Root Cause values as reasons to treat as No Fault Found as too inconsistent at
this time

Adding cloning instruction screenshots ~

Added new Response Category “120 Final -- Cloned to create Defect Peak” to be used
when cloning an investigation P kt eate a defect Peak

Clarified technique for Peaks' declared as on “monitor”

Added reference to Release Peaks and Peaks that have been Baselined

Clarified that only one HDR- Cl orCollection should be set and if both could apply then use
HDR-Fin

Clarified that when Release Management set the Planned Out Live date they use the date
the first time' ‘the fnx,was deployed to the live environment (irrespective of rollout schedules
that may demde on';,vhe rollout to the whole live environment)

Added recommendation that Peaks that are resolved but not ready to be closed as the
resolutlon actioniis to be ‘monitored’ can remain in a non-closed state but must have a
Forecast Date added to the Response so that this warns the support specialist and team
leaderthat the review date has arrived and the Peak should be reviewed for closure

Added statement that Release Management processes will apply to 3¢ party deployments
that are within the Fujitsu scope of responsibilities. For example, Ingenico fixes will be
deployed under releases and Peaks will be Targeted At, Proposed for, and Reported In
release numbers identified for Ingenico fixes — currently 90.xx

Corrected the incorrect references to RAM/RAB

Added new step that on a release, SSC will ensure relevant KBA updates are checked and
completed

Added new approach for progressing fixes through the release process faster — with
consideration for a hot-fix

Added a screenshot for the Release Management “Reset Dates” feature

Added screenshots to explain the difference between an internal Fujitsu Progress update and
a replicated Response update
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31. Enhanced the description of the HDR report generation process and moved to Appendix D as
a work instruction

32. Revised the description stating deferred Peak as always Live Defects — some are not if they
relate to test environments

33. Added process for Live Defects where no fix action is proposed

34. Numerous updates to Appendices to make them actionable Work Instructions

35. Updated Actions, removing ones completed

Changes in v1.1

1. Split Streams 5-7 to a new document
2. Added What's New to provide a pseudo Executive Summary for new readés before they
delve into the detail

3. Added screenshots and diagrams to aid understanding

4. Removed requirement for Development (ManDays) to be entered on
removed Development (ManDays) as a criteria for submission t
Refined criteria to be reviewed at BIF to guide what is takes
Added additional references for Response Category and R«
7. Added additional clarification that deferred Peaks that
Call Type “r not E

o o

write to remove any subjectivity fro n
Jiras
12. Updated Actions
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Introduction

This document describes a number of improvements to the Post Office Account ways of working to
enhance the end-to-end process of Live Defect Management. It describes how the systems should be
used and how various teams will need to interact to ensure an effective end-to-end process is
followed and can be tracked and reported on.

A PPT has been created for a quick overview.

Our interactions need to be system and process driven, not people and experience — and that will
create a clear audit trail too.

We need to limit the dependency on meeting-specific reports or embedded tables in mmutes to show
progress on important matters.

Transparency is key — to the fullest sensible extent, POL need to see everythlng; and'they need to
be able to see it in their systems or from consistent reports from oun system: That way, POL are
informed and able to make decisions for us or with us. . -

Terms and Terminology

New terms

Throughout this document, there are new terms and phrases that W|II need to be understood so we
increasingly use a common language. A dlagram is prov:déd l:zelow this list. The main ones are:

¢ Live Defect —is a logged Incident that is presegm on the Live system that is within Fujitsu’s
scope of obligations and is, or appears'to be, inconsistent with the agreed design or service
specification. It is, therefore, a fault that: is likely to need fixing

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

¢ 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

. Investlgatlon ‘Peak —is an Incident that is being investigated where the cause and required
action are not yet conﬂrmed 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

. Detect Pea i 'Peak that is not linked to a TfSNow Incident and that describes the
coniﬁrme”d 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

o 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)

o« 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 “#’
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¢« 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”

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

Terminology — Overview

We need to be clearer and consistent about what we mean by, and how we use, various tools and
processes within POA. The following entries are intended as an initial simple summary. They will be
expanded on as the workstreams progress and sub elements will also be reviewed too.. .. They cover
Incidents, Problems, Peak, Release, Live Defects, Live Defect Management BIF CBIF HDR and
the KB. -

Incidents )
o All Incidents which POL should be aware of must be created and managed in TFSNow and be
bonded so that they replicate to POL ServiceNow. Altheugh ac‘uons and progress may
happen in other tools, systems and processes, the pnmary urceof all relevant content
MUST be TfSNow. gy

Problems i ;
o All Problems must be raised in TfSNow aﬁd‘ be reviewed'on an agreed schedule with POL.
As Problems cannot be bonded, additional- work will be needed to manually share updates

and hold mutual reference numbers. %

Peaks .

o Peaks can be used for many,purposes. Where Peaks relate to Incidents initiated from
TfSNow, the relevant lnvestiéatjon Peak updates MUST be synchronised with TFSNow.
Peaks raised outside of an Incident MUST also be raised as TfSNow Incidents if they require
the awareness or involvement of POL.

o Peak is the only sys"t'em" used,to record and manage Live Defects.
Peaks do not:need to be shared with POL. If the awareness or involvement of POL is
apphcable then thefe ”'||l be a TfSNow bonded Incident and this will contain all relevant parts
of any Peak so that the Incident that POL see is a suitable complete reference. Progress
updates: for POL on HDR Defects will take latest extracts from the Peak system and provide
the update in areport.

Release
o Release Notes must state all Peaks that are being closed when the Release goes live. This
must be included in the related Change ticket
o There must be a report showing the Peaks and any associated POL HDR Defect references
so that POL are able to keep their tracking in sync
o Release dates must be held in Peak so that Peaks can be tracked to deployment

Live Defects
o A Live Defect is defined as an issue that:
e s presenton a LIVE system
e Is within Fujitsu’s scope of obligations
e Is, or appears to be, inconsistent with the agreed design or service specification
e Is, therefore, a fault that is likely to need fixing
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¢ 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)

Note: Only one HDR-* Collection needs to be set and if both could apply then HDR-Fin should
be chosen i

A&d Iﬁm&mt w Ceﬂmmm '

[Public]

;
- HDR-Exp - Horizon Defect Review - SPM Experience [Public]
HDR Fin - Hornzon Defec‘{ Rewe - anancvai lmpacl {Pubhc]

e o e e s

¢ There may be a workaround, but the underlymg issue silll 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 cmena above (apotential HDR Defect)

o When the HDR Defect is being investigated there w;II be'a TfSNow Incident open and
bonded. POL may track status using their Servi ceNow Incndent reference or may create a
ServiceNow Problem record and managéelt with that reference All progress during
investigation is to be added to the TfSNow lnmdent so that it is visible to POL in their
corresponding Incident. It is POL’s responsubmty to keep their Problem record up to date if
they have opened one.

¢ Note: If the Incident, ha" beeﬁ calated to a Problem in TfSNow then updates on the
investigation work will be prowded within the weekly status update report which
shows confirmed Live Defect

o WhenaHDR Defegt_ls confirmed then a specific defect Peak reference will be added to the
closing comments in the TfSNow Incident. Fujitsu will then manage the HDR Defect in Peak
and will prov:de status update reports — from Peak — to POL at their weekly HDR Forum.

o Non-HDR Defects ill'be managed internally by Fujitsu using Peak. Reports will be available
for POL t@h;show o) rall'progress but it is not intended that every non-HDR Defect will be

Live Defectlanagemen t
All L\‘ive' Defects must be rigorously managed until resolved.
The status of all Live Defects must be known at all times and they must be shared with POL:
the more branch impacting ones at POL’s Horizon Defects Review Forum; and the rest by a
separate report. Fujitsu must assure POL that Live Defects are well managed and must keep
POL aware of progress.

BIF
o All confirmed Live Defects must go through the Business Impact Forum (BIF) and must have
all the required meta data and tags added/checked.
o The dates of BIF meetings, the outcome, and the reasons for CBIF submission must be
recorded in the Peak.

CBIF
o CBIF submissions will be based on criteria held in Peak.
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The criteria are shown later in this document and that criteria will be agreed with POL.
CBIF will become part of the POL HDR weekly meeting.

HDR

o The Horizon Defects Review (HDR) Forum is the new name for what was the Known Error
Review Forum (KERF).

o This is a critical meeting which sees POL and Fujitsu having mutual awareness of the main
Live Defects and the progress being made on them.
It is a joint weekly forum to manage HDR Defects that meet the stated definition.
POL will maintain a list of all HDR Defects and their progress. Fujitsu will provrde updates to
the HDR Defects being tracked.

o There must be a POL Problem reference and a corresponding Fu;rtsu Incrdent Peak or
Problem reference.

o The updates to the Fujitsu tracked Incidents, Peaks and Problems WI|| be shared at the HDR
Forum.

Kb

The Fujitsu KB is an information repository used for suppert ptfrposes"
Any observed defects will be recorded as a Knowledge Base Article (KBA) but the progress
to investigate and address them will be done via Peak(, ;and/or Incident(s).
o KBAs do not need to be shared with POL as the trackmg needs to be on the Peak and/or
Incident.
o If the awareness or involvement of POL is. apphcabie then there will be a TFSNow bonded
Incident and this will contain all relevant parts. of any KBA so that the Incident that POL see
is a suitable complete reference
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Systems and Teams

Managing Incidents
o An Incident is defined in the HNG-X contract as “any perceived abnormal or undesirable
occurrence relating to the Services”
o Incidents for the Live environment that POL need to be notified of and 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
o Fujitsu must ensure TfSNow Incidents are raised and bonded where POL notification is
required (e.g. when relevant KBAs are created, or faults are identified whilst domg other work
such as testing or problem determination)
o Service Operations should only use TfSNow for communicating lnc1dent5 between Fuptsu
and POL ~
o Incidents cannot be raised by email by POL or Fujitsu. Incndents mu t b ralsed in TFSNow
by Fujitsu or in ServiceNow by POL
o The Summary field should be understandable by most readers as
shows on reports g
e For system monitoring this is set by SMC, bonded Inmden’ts it comes from POL,
otherwise it's Fujitsu staff (MAC & Secumy) that choose its content
o The Incident should be a complete and comprehenswe seh‘—contalned reference to the status
of an Incident
o Incident progress MUST be shown on, the lnmdent in TfSNow and cannot be managed via
separate emails. Emails must be added to the lnmdent in TFSNow if relevant to
demonstrating progress or status ‘ .
o The Incident should appear to be integra
should not be apparent '
o There should be no references wsnble to POL (going forward) to toolsets used by Fujitsu that
are not accessible to POL such asPeak or KBA for status information (as these are Fujitsu
internal) — a Peak reference is acceptable for a reference to a defect Peak that is being
progressed. References for Fujitsu use only must be maintained
o Incidents mustbe updated to contain relevant updates from systems such as Peak (but not
private uqdates) and relevant parts of KBAs (not the internal instructions)
o Incidents raised as Fuptsu internal that do not need to be notified to POL may contain
internal system references
lneﬁi@ent,xf#pdateéashould contain meaningful and appropriately detailed technical content
nt updates, and in particular updates summarising the current status, should be written
in plain English to be understandable to most readers
o A clear statement of the latest status and the next action should be obvious within the
Incident. This needs to be the last, or very recent, update
¢ The “Additional comments (Customer visible)” field must provide a latest status view
— at least periodically and for POL bonded Incidents mainly — so it can be easily
understood by any reader. Peak uses a dedicated field for this and uses the following
format:
= Business impact: [description of the business impact, succinct]
= Status update: [description of current status — succinct]
= Next action: [next action to be taken and expected date for next update]
o For bonded Incidents we need to use the agreed set of categories, sub-categories and Cls so
that the replication interface retains the settings. The original setting will stand throughout the

is feeds Peak and also

kt‘he fact that 3™ and 4" line use a different toolset
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life of the Incident. You cannot change the Category/Sub-Category or it breaks the replication
link. You can change the CI but it will be retained Fuijitsu side but will not replicate
o We need to use the designated open and close categories to better monitor Incident
categories
e Open category — TfSNow has Configuration Items that should be used
e Closure code — TfSNow has these and they should be used
o The Peak closure codes must map to TfSNow Incident closure codes. As at the date of this
document the mappings are as follows:

Peak Closure Code Fujitsu

Advice after Investigation POA-Advice & Guidance

Avoidance Action Supplied POA-Fujitsu Operational
Administrative Response POA-Administration

Advice and guidance given POA-Advice & Guid@ncg

No fault in product POA-No Fault Ec.?undmp Action

Taken
Duplicate Call Cancelled
Solicited Known Error POA-Advice & Gﬁidance

Insufficient evidence i "inidenﬂﬁégg rly'\jooft Cause

Fix Released to Call Logger POKPeak Fault Found

User error ~POA-User Error

Unspecified Insufficient gvmid nc nidentified Root Cause

Call withdrawn by user — - [ Cancelled

Fixed at Future;Release POA-Peak Fault Found
Enha[}g;e”’mer;f equesf , POA-POL domain
Slzfsbéct//e“d:k;{farc;i;vare fault Unidentified Root Cause

o Incidents outside of the Fujitsu domain that are identified by Fujitsu are passed to POL
ITDSD. If there are no consequential implications for Fujitsu then the TfSNow Incident will be
set to Suspended to await feedback to help us advance our KB (perhaps for the agreed
Suspend period and then we close). If there are implications then we leave the Incident open
as we need to know the outcome

o Only the originating organisation can close an Incident

¢ Incidents we have marked as requiring a fix should be closed in TfSNow with the
defect Peak reference added as that is what will be tracked and managed to
conclusion

e For Incidents closed that relate to process or user issues then we should propose
system improvements — and this should be done in conjunction with an equivalent
process for Peaks closed with the same reasons

o Fujitsu will set an Incident to Suspended in TfSNow until POL close their original Incident

s Note: Resolved in TfSNow only means that the last assigned Resolver Group has completed
their action — but it may require other actions by other Resolver Groups. Therefore, Resolved
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is not replicated to ServiceNow or POL will wrongly assume it is Resolved and will likely close
their Incident. When all possible actions are complete and MAC believe it is truly Resolved
then they will request POL to close it.
¢ When POL close an Incident it notifies MAC and MAC can then close the TfSNow
Incident
¢ Incidents in a Suspended state are reviewed weekly between the MAC and POL
teams and it is included in the monthly SMR pack
=  Where the Incident is Suspended as no further action by Fujitsu is possible
then after 10 days the Incident will be closed. When the Incident is set to
Suspended the following text will be added as the final update “Please be
aware that the incident will automatlcally be closed after 10 days if no
response is received from you.” i
o Fujitsu must tag Incidents that POL are tracking (mostly for HDR) soit.is aware ofﬁlnmdents
where POL have an interest so that it can review content and status freq ’ently dding any
relevant POL references, such as the POL Problem reference, 5hould e considered
o A Live Defect is defined as an issue that: ,
e |Is present on a LIVE system
e |s within Fujitsu’s scope of obligations iy ~
e Is, or appears to be, inconsistent with the agr: d deSIgn ar, service specification
e s, therefore, a fault that is likely to need: fixin = .
¢ Incidents that meet the definition of a lee Defect must have the
“LiveAffectingDefect” Cl added in TfSN¢ W
e The State field values must be used

State Work in Progress v

= Acknowledgéd - Fujitsu is aware of the Incident but is not yet working on it
= Work In Progress/Researching — Fujitsu is investigating the issue described
in the Incident
Progress — Fujitsu has confirmed that the Incident requires an action to
nost likely linked to a Change ticket
Suspend — action is complete by Fujitsu or is required from another entity
. An Incident that has the LiveAffectingDefect Cl and State of Acknowledged/Work In
. f‘sProgze5§/Research|ng is a potential Live Defect. Suspend will also be classed as a
gbtentia‘l Live Defect too for simplicity
¢ An Incident that has the LiveAffectingDefect Cl and State of Fix In Progress is a
‘confirmed Live Defect
o The POL Horizon Defects Review scope will be those Live Defects that also have at least 1
of the following attributes (HDR Defects):
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=
=

Configuration ltems  Search  Name | Search

1 toof12s B
§ Al>Hame>=HOR
193 = Namme A& = Asset tag = Serial number = Company = Managed by
. Search Search Search . Search  Search
HOR - EXP POA {empty}
@ |HDR-E POA (empty
HDR-FIN POA - lempty;

Affects, or has the potential to affect, branch financial outcom s (add the “H.R Fin”
Ch) !

Affects, or has the potential to affect, the way a postmaster is equlred 10 use the
system (User Interface, Report, Function) (add the “HDR-Exp” O!)

Affects, or has the potential to affect, the expenence of.a Post Offlce customer or
client (add the “HDR-Exp” ClI)

Note: Only one HDR-* Cl needs to be set and if both‘could apply then HDR-Fin should be chosen

When the HDR* Cl is applied to an Incident, Fuptsu MA |H also email the Fujitsu Duty
Manager email alias and a POL de3|gnated alia; provnde an email early warning that a
new HDR Incident has been raised '
Incidents carrying a HDR* Cl will have
enable cross-checking >
Incidents carrying a HDR* Cl WIH stlll exclassmed as potential or confirmed Live Defects
using the classifications mentioned abwﬁ

Peaks that are cloned that have a SerwceNow reference cannot be closed by EDSC until the
cloned Peak that was created is:also ¢losed or has its Call Type changed to “#”. The original
Peak must be kept open until the ¢cloned Peak is closed and updates must be applied to the
original Peak so that the related TfSNow and ServiceNow Incidents continue to receive
updates. For Peaks'¢|pn¢a"fﬁ®r,GDC for GDPR obfuscation reasons this will only apply up to
April 2020 as’ from that date the original Peak was obfuscated and a clone was not created

POL Problem references added to the Incident to

main amed to ensure the continued automatic flow of updates to the originator
Reaumng Incidents and Incidents with follow up actions require a Problem record to be
created. The Incidents are linked to the Problem

To ensure we avoid updates being overtly associated with an individual, meetings, updates,
and reports relating to Incidents must be system driven from the relevant toolset — not
separate emails or meeting comments

We need management reports for Incidents to see trends. This needs to be part of the
monthly SMR and/or internal Service Operations meetings:

Open, Active and Closed Incidents

Live Defect Incidents — potential and confirmed

HDR Defects — potential and confirmed

For each, show views based on:

Open category & Close codes

Cl associations

Internal response times by type/priority
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= Branch Code - an Incident may relate to one FAD (Branch Code will be set to
the nnnnnn FAD by either Fujitsu or POL) but it may relate to many FADs
(Branch Code set to POA SMC by Fujitsu or MAC by POL)
Service requests should not be accepted as Incidents, but whilst they are very few (those that
relate to investigations are now re-directed through other channels) this will be accepted and
reviewed periodically

Managing Problems

O

o]

O
O

Problems must be logged in the Fujitsu service management toolset, TfSNow

Problems cannot be bonded, like Incidents, to cause mutual replication between the Fujitsu
and POL service management toolsets so each organisation needs to maintain its own
records independently

POL need to provide their Problem reference for Fujitsu to record and link.to |ts own Problem
& POL also may need to provide status updates back to Fujitsu — we need’to escalate POL
inefficiencies at SMR as well as at the inter-company Problem Revnew eetlng

Fujitsu internal Problems are managed entirely in TFSNow
If a Problem is tracking a Live Defect then the Problem nee
that is where progress will be actively updated and reported
Peaks related to Fujitsu Problems will need to have the Fuutsu Problem reference added so
the association is clear when checked from either syste"”"
Note: Fujitsu use Problem tasks and manage‘the updates to those

Major Incidents will lead to Problems belng raised to close out on all findings

Fujitsu MAC will notify Problem of undeflymg issues identified from Incidents —these tend to
relate to Unix, NT etc (TfSNow Resolver Groups) and no Peaks (Peak has its own processes)
Problems also use the State field — Acknowledged, Work In Progress, Researching, Fix In
Progress, Suspend — to record and track status

The Problem should have the applicable Configuration Item assigned (HDR Defects):

he Peak reference as

Seaa'éh o Name v

&inﬁgmatﬁmn itprms

| Search t

1 to200f1235 P

“7;3" Alt>Name »= HDR

O = Name & = Asset tag = Serial number = Company = Managed by
Search %mamh ,‘ﬂ;{tfﬂh‘ . Search ] 6@&&‘3}
kl-‘ii)R -‘kéxp‘ | EQA .@Béﬂ) |
@ RN - — k ‘ k = PoA fempty)

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

e 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” ClI)

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

Note: Only one HDR-* Cl needs to be set and if both could apply then HDR-Fin should be chosen

Problem reporting should have HDR tagged Problems
Incidents where the resolution is a fix to address a Live Defect may be both a Peak and a
Problem (the former for management, the latter for joint process validation)
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System Changes
o Added Cls for HDR-Exp, HDR-Fin, LiveAffectingDefect

New Ways of Working
1. Sandie — We need to regularly check

that any Incident that POL need to be notified of or be aware of has been logged in
TfSNow and bonded

that we do not reference KBAs, Peaks or include internal content in TfSNow bonded
Incidents and that the TfSNow Incident 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)
Incidents are being updated and that we are not using separate em'" ils, to share
progress that is not embedded into the Incident updates
Incident updates are well worded and use language tha is L
readers — challenging and coaching where needed™ .~ e
the current status and the next action on an lncudent i plearly‘stated SO any reader is
in no doubt that the Incident is under full control ' allenging and coaching where
needed J

the Summary field is well worded and understandable by most readers

the relevant open and close categones are bemg used when handling Incidents —
applying additional caution with-bonded Incidents to use the mutually agreed settings
the LiveAffectingDefect Cl is belng set for Live Defects

the HDR* Cls are being set by,Fujitsu management where applicable (and that the
POL Problem Referenceris also added to the Incident)

when an Incident is;placed, “Suspend as no further Fujitsu action is applicable
then the text of “Plea§e beaware that the incident will automatically be closed after
10 days if no response 15 recelved from you.” has added. After 10 days, these
Incidents shauld be closed”

derstandable to most

2. Sandie/Steve Ba — create -a process/report to share Incidents and Peaks closed due to
process or user issues. with POL monthly to encourage POL to consider system
enhancemems that ould avoid the occurrence of the issue
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Managing Peaks

o]

The use of Peak and the updates to Peaks must be consistent and documented. That takes
the onus off the people and it enables anomaly reporting and management oversight
If the awareness or involvement of POL is applicable then there will be a TfSNow bonded
Incident and this will contain all relevant parts of any Peak so that the Incident that POL see
is a suitable complete reference
If any 3LS, 4LS or Architect creates a Peak in the course of their normal duties that matches
the definition of Live Defect:

e Is present on a LIVE system

e s within Fujitsu’s scope of obligations

e |s, or appears to be, inconsistent with the agreed design or serwce Specn‘" catlon

e s, therefore, a fault that is likely to need fixing d

must be raised

..then it must be given the ##LiveAffectingDefect Collection and an Inc jel
in TfSNow if one is not already open.

HBdanmid, DOCVIT UVOETIOATIE  Ucanmennin malls fae OTVEVIT wra

Affects, or has the potential to af?

Collection)

o Affects, or has the potentlal t «affect, the way a postmaster is required to use the
system (User Interface ; nctlon) (add the “HDR-Exp” Collection)

¢ Affects, or has the pote ect, the experience of a Post Office customer or

client (add the “HDR-= E?<p 'qulectlon)

Note: Only one HDR-* Collect/on ff;eeds to be set and if both could apply then HDR-Fin should be
chosen !

v || Add to Collection |

-

- HDR-Exp -~ Horizon Defect Review - SPM Experience [Public]
HDR Fin — Hor:zon Defect Rewew FEn&ﬂClal Impact [Pubfoc]

If ¢ Peak'ffralsed mdependent of TfSNow is subsequently qualified as being an Incident that
POL should be aware of, then Fujitsu MAC need to be contacted. Fujitsu MAC will create a
new TfSNow Incident which will be bonded and then assigned to 3LS. This will create a new
Peak. The content of the original Peak must be copied to the new Peak so that updates can
automatically flow back to TfSNow. The original Peak should be closed citing that it has been
superseded by a Peak linked to TfSNow
When the investigation into an issue defined in a Peak originating from TfSNow is concluded,
the ‘investigation’ Peak can be closed
e If the investigation Peak is an existing clone then the Peak can have its Call Type
changed to “#” (for GDC obfuscated Peaks this will apply to any cloned Peaks
created prior to April 2020)
¢ The investigation Peak has not been cioned then it needs to be cloned to create a
defect Peak (for GDC obfuscated Peaks this will apply to any Peaks obfuscated
since April 2020)
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¢ The defect Peak reference should be added to the investigation Peak as part of its
closure activity. The defect Peak reference will then be mentioned in the TfSNow
Incident so that it replicates to POL ServiceNow
o The interface between TfSNow and Peak (OTI) must protect the internal system references
to Peaks or KBAs and updates should appear to all be generated in TFSNow — except for a
reference to a defect Peak that is shared for future tracking purposes
o The Summary field needs to be written so as to be understandable to most readers as it will
be used in internal management and external POL reports
o New fields are being introduced to help Live Defect Management tracking and reporting and
these will need to be completed by various parties as the Peak progresses
s See section Live Defect Management — Key Fields in Peak
o Cloning processes and rules need to be applied consistently: = 2
¢ Cloning carries forward all Collections, References and Key F“ields and it must show
cloned from and cloned to support chain of events tracking ) >
e Cloning should be for specific purposes and the reason will app
cloning is initiated: \
= Assignment to GDC (so we can redact/obfu
e Note: Since April 2020 UK Brldge:  not clcine Peaks but instead they
obfuscate the original so it can be widely shared and updated whilst
maintaining any links to T{SNOW acidents.Peaks cloned prior to this date
that remain open will have broken the auto links to any TfSNow Incidents
= Splitting into multiple threads lmkéd toa smgle origin (e.g. Data Centre &
Counter, phased fix — ur' nt perh:«aps by ‘script/refdata and follow-on for
code) ’
= Disassociating from the TfSNaw incident (e.g. documentation, follow-on to
an initial response to an-| c:denf)
= Creating the defect Peak to progress the Live Defect to resolution
= Creating Test. Only Peaks where the test in a particular environment can’t
mirror the entlréty of the issue described e.g. 3" party connections are not
available. This is rare. Testlng is then done on the clone in that envnronment

ar as a prompt when

; Selem Clone Reascm:

Create a Defect Pea
Split into multiple stmams

_ |Disassociate from TfsNow ticket ‘
Test rig reasons :
Other

Enter new clone Summary:

}Céeme test 2 - Testing Peak development
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¢ The user selects from the list (“Create a Defect Peak” is the default option), amends
the Summary to give the clone a different and helpful title, and clicks confirm. The
reason is captured in the clone Peak:

Date:11-Aug-2021 09:00:38 U
ALL PC@250898 opened
Details entered are:-
ummary :test mb pmblem

Routed to:EDSC - John Simpkins -
Date:11- Aug»ZaZl ©9:00:38 User:John Simpkm
Clone Reason: Create a Defect Peak .
Date:14-Dec- 2&15 15:52:55 User iustomer £a~1,1__~
CALL PC@244669 opened :

Details entered are:-
Summary:test mb problem

¢ |f the Defect reason is selected, the clone will be cr@ated Wit a{lfyl Type ‘#.
o Peaks raised in Test or Dev that also relate to the Live environr t\igii‘il‘ not have Call Type
“ :
¢ Test will raise a new Peak within the release sted*ifor unexpected Live
Defects and then assign it to the Developers. It has a Gall Type “P” by default
e The Developers & Architects decide if i elates to-Live and must set the relevant
Live Defect meta data as described abo! e 2,
o Peaks that are cloned that have a Serwc‘ Now reférence cannot be closed by EDSC until the
cloned Peak that was created is also. closed ar has its Call Type changed to “#”. The original
Peak must be kept open until the cloned Peak i$.closed and updates must be applied to the
original Peak by EDSC so that:th lated TfSNow and ServiceNow Incidents continue to
receive updates. For Peaks:cloned DC for GDPR obfuscation reasons this will only
apply up to April 2020 as from that daxe the original Peak was obfuscated and a clone was
not created
o Peaks that have been heid by EDSC due to having been cloned and having a ServiceNow
reference must be penodfcally reviewed to ensure updates from the cloned Peak are applied
o Peaks that are clkosedi‘ihat have a ServiceNow reference with the reason being that a cloned
Peak is now o b cked will be sent back to Peak by MAC to reopen the Peak as this must
be mamtamed to ensure the continued automatic flow of updates to the originator
Rules:on f Call Type need restating so we ensure greater consistency
All P eak: mustbe owned by a team whose manager will check that progress is being made
We' ne d regular management quality checks — use of fields, age of Peaks, progress being
made — and this needs to be summarised and reported upwards to ensure executive visibility
and confidence
e The report created by Fujitsu MAC is useful but does not appear to cause action to
be taken
o The origin of a Peak — SPM, POL, SMC, Fujitsu — is identifiable by scraping the Contact
Name: field — but this cannot be done using standard Peak reporting and requires a custom
script to be run. This has been created to help the POA Defect Manager report on this
content

i
SN ﬁ

Page | 17
Version & Last updated: See file name
Document owner: Steve Browell



FUJ00232758

FUJ00232758

POA Improvements — Streams 1-4
Improved Ways of Working & Actions Required

FUJITSU CONFIDENTIAL — INTERNAL USE ONLY (POA ONLY)

}Sfl}? : : 3
Just for info based Lipcm this meeting. When adding progress o a bmded Peak the dezfau
. response optmn is - Progress Dny this does NOT flow b.ack to Peak. :

- Edited
I e LR

ot Thax s e OT1 Provider ncident
(e Progreny Onby ipdaien will vior be ket to the Conpimer
e Pendwie Revpienes il be venr v thie Comomenee 5
e rmwmuwmmsmmkmmcmm i
S wlamgmzmm : 2 Ly

EdSted : 3 : .
-~ Note the Text on the right-hand side of the progress erar;y box for further g{;nience

if you 3e%ect a respcmse mwgow t‘nen the text a&:mve tre ngress changez m reﬂef:t ms -

)%4 e SN —

 Note: Thes ss i OTT Prowudon Incodims
* Progrens Only ypdates wall st be eit vo thie Conwannr

% Pendmg Resprtes will be sent 15 1he Conapiner -

[l e Fual hmm mu [t Mmmm bwic  the &mmxw

s {W SN :

No. reference‘ will be sent acro@s to YFSNow {or be{mnd 50 all Documents, Baselines, KBs, Pask et
can be added as references = S . =

O

Updates added the F{esp@ns field are rephcated across the OTI
The Refererices field is manually maintained so can miss Incident or KBA references. SMC
may add BA into reference text instead of into the References field which limits query-

Incident related Peaks are closed when the investigation phase has concluded and
no further action is needed, when further info required (as it passes back to TfSNow),
r when the next action needs to be assigned to another TfSNow Resolver Group
(the Peak is no longer needed)
¢ Incident related Peaks are closed when the investigation phase has concluded and
we have a confirmed Live Defect. This would see a cloned Peak raised as Call Type
“#”. If the Peak is not linked to a TfSNow Incident bonded to POL then the Peak can
just be reassigned to Call Type “#”
o Defect Peaks are closed when the Release they are targeted at is deployed —
ideally by automating the process — this will probably be Peaks at Status “F”
e All other Peaks are closed based on team/process specific rules — as per current
processes
o Peaks closed as user/process error should be considered along with TfSNow Incidents closed
for the same reasons to provide a monthly report to POL to recommend enhancements that
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could avoid the occurrence of the issue. A likely source of these could be Peaks closed with
the following Root Cause values:

e “39 General — User Knowledge” — caused by lack of knowledge with the user

e “40 General — User” — caused by an action performed by the user which was

outside expected use

e “41 General - in Procedure” — caused by not following defined procedure
Peaks/Incidents closed as “66 — Final — Enhancement Request” should also be reported on
monthly to POL to recommend enhancements are submitted to Fujitsu. KBAs also needs to
be updated to show the outcome was that POL need to raise an enhancement request
Peaks that are resolved but not ready to be closed as the resolution action is to be
‘monitored’ can remain in a non-closed state but must have a Forecast Date added to the
Response so that this warns the support specialist and team leader that the review date has
arrived and the Peak should be reviewed for closure
The Peak closure codes must map to TfSNow Incident closure codesf
document the mappings are as follows: :

s a{“ the date of this

Peak Closure Code Fujitsu

Advice after Investigation

POA-Advice & Guidance.

Avoidance Action Supplied

POA- Fuytsu bperatlonai

Administrative Response

POA Admmlstratxon

Advice and guidance given A PVOA-Adw e & Guidance

POA-No Fault Found/No Action

No fault in product  ‘1?:, “ Taken

Duplicate Call L e r;GancelIed

Solicited Known Error POA-Advice & Guidance

Insufficient evidence Unidentified Root Cause

Fix Released fo POA-Peak Fault Found

Usgr’ffe'rfbr"r ), POA-User Error

Ul‘*{;t'specified'[nsuf-f-icient evidence Unidentified Root Cause

‘Call withdrawn by user Cancelled

,Fixed at Future Release POA-Peak Fault Found

Enhancement Request POA-POL domain

Suspected hardware fault Unidentified Root Cause

An Incident may relate to one FAD but it may relate to many FADs - this is recorded in the
Business Impact text showing the number of branches affected

To ensure we avoid updates being overtly associated with an individual the updates should
be system driven — not separate emails or meeting comments

For the occasions where Fujitsu is required to share actual Peaks, it will need to define a
Peak extract process that will brand, classify and version control content. The process must
also redact/obfuscate to remove Pll and remove internal only Progress updates. This extract
process is not under consideration as at the date of this report
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Release Management

o Deferred Peaks should be recognisable against the release they were deferred from and the
release to which they are subsequently targeted
o Only Peaks can be deferred — POA Jira’s or other things stored outside of Peak CANNOT be
deferred
o Deferred Peaks (that do not relate to test environment findings) become Live Defects. When
a Peak is deferred, the Fujitsu party obtaining the agreement must ensure:
o the ##LiveAffectingDefect Collection is set where applicable

tmgﬂefec! - Fault that Is present on the Live system that is inconsisten...

{Public] w1 Add to Collection
atvim that is inconsisier Fublic] .
r DOEWVIT mratonnd TTamnnd

3 Redtinglieteo pultthal i present on the
WPlriowmd,  DOCVIT LVPICTICATIE  Dommennrs mabin fn.

o the “Deferral Agreed” Collection set
¢ The Call Type set to “#’ if the Live Defect is confirmed and a fix
or the Call Type set to “L” if the Live Defect still ne furfher 'nvestlgatlon

e Target Release Type changed to “Proposed for” for 5 > equé it  update via BIF/PTF
 Ifthe deferred Peak has at least 1 of the following. att l’butes (Horizon Defect

Review):

= Affects, or has the potential to affect bré

“HDR-Fin” Collection) ]

n be progressed,

~fman0|a| outcomes (add the

, the way a postmaster is required to use
Functlon) (add the “HDR-Exp”

HDR-Exp - Horizon Defect Review - SPM Experience [Public] =
HDR-Fin -- Honzon Defect Rewew Fmancml Empact [F’ubhcl

chck ng',the button to the right of the listed Peaks in the Release Note which creates an Excel
spreadst{@et that can attached to the TfSNow Change ticket (format similar to below):

. o
PCO295314  LST20.94: Proper messages has o dispuly instead of Agent events ju DCM_LREC.IX
PC0295403  LST:20.94: Too many I3 records i LREC file

"REATE LREC_C4D jo,

P(‘D”9<7II PBS Pilot INCE349716 : Aniex tuns not mrﬂed as e;qyecwd wben mwm:ka I)RSZ reports
Pt;m‘)ST’S PRS: mcws?m (stNow) ib&m&S?lS 1 b}zis £300 wtﬁximwal [MCM‘K -16376]

o Release Notes will not list:

o the Peaks that are being deferred (as they are not fixed yet)

e any clone Peaks raised by Test for Test Only actions (as these are not additional
Live Defects but are just a tracking mechanism for the Test team)
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o The action of deploying the Release should cause the relevant Peaks on the Release Note to
be closed. As a minimum it should ensure all are set to Status “F” and alert the originator that
the f|>§} is EP;E;IO ed and % are asked to cLose the PS?"W I—

e action of ‘ ould notify SSC so that.

o ‘/Release Peaks’ are administrative reference Peaks for Release Management. They do not
act as master Peaks so the defect Peaks must be kept updated independent of the Release
Peak settings and dates

o If a Peak has been assigned to a Baseline then cloning should be done with caution and
include consultation with the Baseline owner in advance

o Release Management processes will apply to 3 party deployments that arg within the Fujitsu
scope of responsibilities. For example, Ingenico fixes will be deployed under releases and
Peaks will be Targeted At, Proposed for, and Reported In release numbers ldentoﬁed for
Ingenico fixes — currently 90.xx

o Hotfixes are a mini release and will use the new 3-node release nurpbe g XX. yy zz where
the primary 2 nodes are the release that they relate to and. rd ode is the hotfix
number. ) i

o Ifarelease has gone Live, then any Peaks which require a hotfi
the master release, but at a hotfix release. For example: )

e PBS - the master releases was 20.94. jAny ho ixes have their own release
20.94.01, 20.94.02 ... 20.94.11 and s

e 71.10 - the master release was 74.10, a eady released from FJ to CC for packaging.
Any hot fixes for this would be 71:10.01, followed by 71.10.02 and so on

o If a hotfix is needed, Release Management v create the hotfix release in Peak with its own
set of dates, so that it can be properl‘y‘@'iracked

o Any peaks that are not urgent, énda. ceref ‘e not a hotfix, should go to BIF/PTF for release
via the Maintenance Release process 4

o Release Management will malntaln the Target Release date table:

e All past Releases must state the actual release date for deployment (if phased, this
should be th\" Rilot release date when at least 1 live branch saw new code installed)

e All future Reteases must show the latest anticipated release date for deployment —
irrespective of who will be leading the deployment

. The Release date should be the first time that the deployment was made to any live

\ 'ronmer!t (Model Office or agreed pilot rollout sites). The date will therefore show

y the first tkme the fix was deployed to a live counter/branch eventhough a phased

rollout may mean other counters/branches did not receive the fix until a later agreed

. date

. “T,he Target Release screen should be used to make universal changes to Peaks
when release information changes — especially the Planned Dates for the whole
Release. The dates can be changed and then the “Reset Date” button is used to
apply the new date to all Peaks Targeted At the updated release (see below):

x should NOT be Targeted At
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¢ These date changes then propagate to the Release Mgt tab for each Peak and
update the dates shown below enabling the progress of each Peak to be tracked:

e Hotfix releases must also be included in the date tafale?:

» Targeted Releases with no stated deployment date must be reported on and
validated to ensure progress — or the mtentleﬁal Iack of' |t - is defined by process and
cannot go unnoticed )

o We all know that the goal is to progres
(unless it isn’'t really a fault) as quickly /e can. The added objective here is to
ensure POA management and POL m /ement are aware of the packages of work
we have and are fully engaged in’ determm’i g priorities and dates. The only thing
stopping us making an lmmedlate fix: should be a POL supported decision to not take
immediate action. We should never determine what we fix or don’t by ourselves
(unless Fujitsu is the orﬂy beﬁetlmary of the fix). So, here are some actions | feel
move us closer to that goal:

:rom lo gir]g a perceived fault to fixing it

Actions

System Changes
e Create a button alongside the listed Peaks on the Release Note that gather the content for

into an Excel‘ sweet for easy upload into the TFSNow Change ticket, updated the cloning

process tq ask for areason and then record it in the new cloned Peak, updated the cloning

( t | re fields across to the clone

To create m%hu.;jié’t' for reason for creating a clone and aiso to enable the Summary field to

be"‘*éhanged to a more appropriate text string

New Ways of Werking

1. Managers will need to conduct spot checks on Peak data entry quality and encourage new
habits — fields filled in, fields read well, clones created for correct situations — See Appendix
A

2. Adam/Steve Ba/Sandie — Peaks closed as user/process error should be considered along
with TFfSNow Incidents closed for the same reasons to send a monthly report to POL to
recommend enhancements that could avoid the occurrence of the issue

3. Adam/Steve Ba/Sandie — Peaks/Incidents closed as “66 — Final — Enhancement Request”
should also be reported on monthly to POL to recommend enhancements are submitted to
Fujitsu. KBAs also needs to be updated to show the outcome was that POL need to raise an
enhancement request
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4. Matt S — Targeted Releases with no stated deployment date must be reported on and
validated to ensure progress — or the intentional lack of it — is defined by process and cannot
go unnoticed

5. aks w
o t?]g ## iv Affectngefect Collection is set (if applicable)
the “Deferral Agreed” Collection set
o The Call Type set to “#” if the Live Defect is confirmed and a fix can be progressed,
or the Call Type set to “L” if the Live Defect still needs further investigation
o Target Release Type changed to “Proposed for” for subsequent update via BIF/PTF
o If the deferred Peak has at least 1 of the following attributes (Honzen Defect
Review):
= Affects, or has the potential to affect, branch fmancnal‘ omes (add the
“HDR-Fin” Collection)
= Affects, or has the potential to affect, the way a postma ter is requnred to use
the system (User Interface, Report, Functlon) ( d't e “HDR-Exp”
Collection) §
= Affects, or has the potential to affect, the expenence of a Post Office
customer or client (add the “HDR Exp” Cc ctlon’)
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Live Defect Management — Live Defect Definition
o All Live Defects are managed in Peak only
o Some classifications of Live Defects are managed in a joint weekly Horizon Defect Review
Forum chaired by POL. These are known as HDR Defects
o A Live Defect is defined as an issue that:
e |s present on a LIVE system
e s within Fujitsu’s scope of obligations
e Is, or appears to be, inconsistent with the agreed design or service specification
e s, therefore, a fault that is likely to need fixing
e 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 fmanmal'outcom (add the
“HDR-Fin” Collection)
= Affects, or has the potential to affect, the way a postmaste is required to use
the system (User Interface, Report, Functi n) (add the “HDR -Exp”
Collection) ,
= Affects, or has the potential to affect the,expenence of a Post Office
customer or client (add the “HDR- p’ Collection)

v || Add to Collection |

-

HOR-Exp - Horizon Defect Review - SPM Experience [Public]
HOR-Fin -- Horizon Defect Review - Financial %mpac‘( {Pub%ic]

e There may be a workaroun but the underlymg issue still meets the criteria above
¢ An Incident may be under im stigation that is not confirmed to meet the criteria
above but has attnbutes that ‘the criteria above (a potential Live Defect/HDR
Defect) "
o Note 1: Only one HDR-* Collectlon ne@ds fo be set and if both could apply then HDR-Fin should be
chosen
o Note 2: Defects ldentrfied and managed throughout the Development and Test stages are not under
this Live Defect Manag et process as they do not relate to the Live system. Hence there are 3
types of defect.
o  Live HDR Defects
e Live (Non-HDR) Defects
jon-Live Defects (test/dev etc) — not tracked by Live Defect Management
o Nofe 3: KBAs can be raised to describe Live Defects but the management of the Live Defect is done
by the Eeak and this Live Defect Management process

Live Defect Management — Goals
A banner will appear on the Peak login screen to remind support staff of the changes that are
described below. This will most likely be removed when new habits are successfully formed and
the reminder is no longer needed:

Page | 24
Version & Last updated: See file name
Document owner: Steve Browell



FUJ00232758

FUJ00232758
POA Improvements — Streams 1-4
Improved Ways of Working & Actions Required
FUJITSU CONFIDENTIAL — INTERNAL USE ONLY (POA ONLY)
IDefect Management Changes

Is this a Live Defect” If so. add the ##LiveAffectingDefect Collection.

Is the Call Type correct? Change to L -- Live Incident or # - Defect Identified as applxtabi&

Does conld this affect branch operanons” I so. add euther the HDR-Fin (Financial) or HDR-Exp (Experience; Collection -
Is there & Workaround? If so. add the Workaround Reference field and set it to Yes R
T

Havevou added a Impact update? There is 2 new template to guide adding an impact.
Is the Priority correct”? The defauls priority from TESNow is often too low.

Arethe Product & Product Group fislds corect? %ulztple products can be added if required.

Is the Starus (Response Category) correct? Does it reflect the corrent activity in the defect process.
Where possible ersuge vour progress updares i detstandabl son-technical vsers :

Peak h}cint Management System - RMG Account

Live Defect Management must have a designated owner on POA to manq e and evolve the
processes and systems used
Staff will need training and guidance on how POA wants Live Defects to be managed and
how the systems need to be kept up to date '
Live Defects must be recorded as Peaks and managed
e Fujitsu may have Problems open for Live Déﬂe
hold the relevant Peak reference as th
derived
We must know how many Live Defects t ére are’ any pomt in time — and importantly, we
must know which ones are part of the HD R Defec r%ackmg led by POL and we must store the
POL tracking reference on our defect Peak :
We need to be able to differentiate béhueen ane Defects that are still being investigated and
are not confirmed, and Live Deﬁect that have been confirmed and require action to resolve
We need to know the status of al ects and whether there are any issues needing
attention R, )
We need to be able to review trends and attributes of Live Defects to identify patterns — for
example, we needn eports to show trends, volumes, efficient areas, inefficient areas,
process stalled, aging enf es, mix by priority, targeted at, time by stage, defects by system
area , 4
Live Defects mus be clearly titled so that they can be understood by the majority of readers
Live Defect status ?nusi be clearly stated and be current and not require the reader to read
contentand come. »20 a summarised view themselves
Live Defects must have a clear next action stated that can be tracked
All Live Defects must be owned by a team at all times whose manager will ensure the right
actions "ér,,e being taken (this can be a different team throughout the lifetime of the Live
Defect)
Managers must ensure that Live Defects within their areas are reviewed regularly and action
taken to ensure processes are being followed — this may require manual reviews
When a HDR Defect is being investigated there will be a TfSNow Incident open and bonded.
POL will track status by referring to their ServiceNow Incident. All progress on the
investigation is to be added to the TfSNow Incident so that it is visible to POL in their
corresponding ServiceNow Incident
e |tis POL’s responsibility to keep their Problem record up to date if they have opened
one
If Fujitsu completes its investigation and confirms there is no HDR Defect then the
investigation Peak and Incident will be closed with no further actions required. The Peak will
be closed with Response Category “95 -- Final — Advice after Investigation” [or “66 — Final —

2. Peak system
e Problem record needs to
where progress updates will be
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Enhancement Request’] which will see it excluded from Live Defect counts in the future. The
HDR-* Collection should remain so we know it was considered within the HDR Forum

o When a HDR Defect is confirmed as a Fujitsu owned Live Defect, then a new defect Peak
will be created that summarises the fault and the required fix and carries all the required
meta data tags. The defect Peak reference will be added to the investigation Peak which will
then replicate to the TfSNow Incident. The investigation Peak will be closed along with the
TfSNow Incident. Fujitsu will then manage the Live Defect in Peak and will provide status
update reports from Peak that will be shared with POL for POL to use as part of the weekly
HDR Forum

o Live Defects that are not classified as HDR Defects are managed internally by Fujitsu using

Peak. Reports will be available for POL to show overall progress but it is not intended that

every non-HDR Defect will be discussed

There are a number of new and updated fields that comprise the ke

amended by team managers regularly
o Deferred Peaks (that do not relate to test environment findi

v || Add to Collection

the “Deferral Agreed” Collection is set
e The Call Type is set to “#” e L|ve a‘_fect |s confirmed and a fix can be

o ?eak’lnci(‘.len

M -~ Problem Management
 G--Operational (S5C)

P- Product Incidents/Defects

R-- Release Nmice Forum

ator's refere
t Serial No:
t Site:

fiservice: WA | Platform: NA I Serveri WA
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e Target Release Type changed to “Proposed for” for subsequent update via BIF/PTF
o |f the deferred Peak has at least 1 of the following attributes (Horizon Defect
Review):
= 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)

Note: Only one HDR-* Collection needs to be set and if both could apﬁl then HDR Fin
should be chosen

- HDR-Exp -- Horizon Defect Review - SPM Experience [Public]
: HDR—Fin - Horizon Defeci Rew}ew - Financia& |mpacl [‘Pubfic]

POL Problem references so that POL able to manage their HDR process
o Reports are needed for manag nt to- show the overall status, trends, and patterns related
to all current Live Defects and historical It
o CBIF rejections will get a POL referenLoe that we will add to the Peak References field and
also to the KBA so we know this was a POL decision not to take further action. The Peak will
be closed with Response “63 -- Final -- Programme approved - No fix required”
o CBIF submissions wi Tbegocumented in a file that will be attached to Peak. The file will use
péysa‘l” so it can be readily identified. This will be sent to HDR so that

still present in the system but that its fix has been tested and is awaiting release

o “Release Peaks” are administrative reference Peaks for Release Management. They do not
act as master Peaks so the defect Peaks must be kept updated independent of the Release
Peak settis and dates
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The following /Reése Catgory field values are cn5|dre‘ No Fault Found:

Response Category — 62 -- Final — No fault in product

Response Category — 63 -- Final -- Programme Approved — No Fix Required

Response Category — 66 -- Final -- Enhancement Request

Response Category — 68 -- Final -- Administrative Response

Response Category — 72 -- Final -- Duplicate Call

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

Response Category — 95 -- Final -- Advice after Investigation

Response Category — 96 -- Final -- Insufficient evidence

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

Response Category — 98 -- Final -- User error

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

Response Category — 120 -- Final -- Cloned to create Defect Peak

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

We should ensure that any Live Defect is promptly investigated until we confirm no fault is
found or that a fix is.needed and change the status to Defect Identified. Anyone owning a
stack with Peaks cl Fséd as #iLiveAffectingDefect that is open and still being investigated
should ensure progress i made optimally

that is Defect Identified and it has either of the HDR-* Collections,

Explore; every option we can to find a workaround — and implement it
argeted At a release as fast as possible (immediate BIF and PTF)
Get a strong proposed date for these Releases (so we have a go live date in
mind) — this may require more input from POL
Propose a hot-fix is considered and invite POA management and POL
management to decide if they want to or not (forget the constraints — this is a
management call)

e. Stack owners and Release Management must ensure this is done
If we have a Live Defect that is Defect Identified and is Priority C/D/Z we should:
Get it Targeted At a maintenance release as fast as possible
Normal BIF and PTF scheduled meetings can continue
Demand more maintenance releases with confirmed dates
Stack owners and Release Management must ensure this is done
We should expect to put Live Defects that are Defect Identified into the next
mont manegane relase ‘at the Iate

00T

o
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4|
alongside other work by POA and by POL and POL know the implic
progress them

Live Defect Management — Key Fields in Peak

PC0295241 : ~
Reporttd In - HNG-X Rel Ind

A - Admmisit‘atwe use
; C -~ Cloned call
| E -- Enhancement Request
f F -- Document Review/Design Walkthrough
G - GDC Testing Incidents/Defects
ALL PC9295241 ~oper | - Internal Development Incidents/Defects
tails entered are K --Primark
Summary:testing L -~ Live Incidents
Call Type:l  'p- Problem Management
;}}&:’";:Ez 22 ie| O~ Operational (SSC)
L ge P Product Incidents/Defects
R -~ Release Notice Forum..
rctart of Response] S — System Testing Incidents/Defects
Eestlng ey Mgﬂ 3 T --Technical query
[5,\4 of Respanse} | U - Security Testing Incidents/Defects e
iResponse code to ca V- Vulnerability em Identified(38)

;

De velopment Cast update

[5tart of Response} 3

test 1

End of Reﬁpanse}

esponse code to call t

Date:16-Jun-2021 16:51:08 User:John Simokins
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o 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)

o 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

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

e Status update: [description of current status — succinct]

¢ Next action: [next action to be taken and expected date for next update]

o Collection ##LiveAffectingDefect (formerly #LiveAffectingSoftwareFadﬁ) This Collection
must be set when the Peak meets the criteria for a Live Defect at the earlles )
opportunity. It is likely that Call Type “L” will frequently carry this ##tég it wﬂ!“n@t always
be the case so needs selectively applying. The Collection descriptive text Fault that is
present on the Live system that is inconsistent with the agreed degggn and/or service
specification” =

##bveAt'fecu
scino Joton) 2 i 0 arateny o e gustons dat w neanacln
HDVbwm vl DOITVIT WOCHIOADT s mwiminwm Tl fmw DOHEVET o it T !’T;-.m..d

o Collections of “HDR-Fin” or “HDR-Exp”.f

Qefeci Fault that is present on zhe Live system that is inconsisten,.. [Public

(0 )

 HDR- Exp - Horizon Defect Remew SPM Experience [Public]
HDR Fin — HDfBZOﬂ E)efec’( Revmv Fmancsa% lmpact [Pubfrc}

s el etion £5Liv @WW fecg by - pk
93}11/2021 Collection ##LiveAffectingDefect removed by John Simpkins.

'83/11/2021 Added to Collection HDR- Exp by John Simpkins.
183/11/2021 Collection HDR-Exp removed by John Simpkins.
B3/11/2021 Added to Collection HDR-Fin by John Simpkins.
'83/11/2021 Collection HDR-Fin removed by John Simpkins.|

o Priority — which must be validated at all times so it is accurately shown as this will affect
reporting and decision making
o POL Problem reference - using the prefix “POLPRB-" so it is obvious and also searchable
e POL Problem Reference is a Reference field and the following screenshots shows
how to add the field:
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Peak; Jucident Management Syat
L s :

PCO295241
s '

o Fujitsu Problem reference — using the prefix “FJPRB-* so it is obvious and so searchable

e Fujitsu Problem Reference is a Reference field and the follo
how to add the field:

blank or contains “No” then no-w
workaround is in place

B Redarancn
2 58C OCR

Bl sscxer

| Sty hsuels

= Sovasras Fonee tagory -
Supplier cabarnon 1
Spsters bz |

Terges swhass 4

Teat Sy Torgat
st refrance
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Peak Incident Management System - PCOI

&

Call sebkience
Coall relerince

o 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

o Assigned Team — must show which team is currently responsnble for.
or ensuring action is taken

o Product Group and Product - We need to know the part of the 3yste
relates to for reporting and quality purposes

o Root Cause — we need to know what type of fix was needed h|ch when matched to the
part of the system affected, gives us further quality d:

o Response Category — specific values have been identi
exclusions: " @

e “63 -- Final -- Programme approved - N d” — for Peaks rejected at CBIF
e “66 -- Final -- Enhancement Req lest” — f Peaks tagged with the HDR Collection
that were subsequently quallfled a ot bel‘ng "HDR Defects but enhancement
requests N
e “95 -- Final — Advice after In
that were subsequently ‘quallf{ 3d-as
e The value “30 -- Pendmg A L confirmed” will cease to be used
Target Release - the values of. “Requested For” and “Released at” will cease to be used
Management governance and cheeking is needed to ensure this is how the system is being
used — correcting at least; weekly
o Areminder wm pop up on certain changes of Peak status to remind support staff to consider

ng the n9xt action

that the Live Defect

"ed:utg,;enéble clarity and to spot

atlon — for Peaks tagged with the HDR Collection

The Peak Routing is changed
" The Call Type is changed
= The Response Category is changed
= The ##LiveAffectingDefect Collection is added
» = The HDR-Fin or HDR-Exp Collections are added
¢ Pop-up wording:
= |s this a Live Defect? — if so, add the ##LiveAffectingDefect Collection
= |s the Call Type correct (Live Incident or Defect Identified if applicable)?
= Does/could this affect branch operations? - if so, add the HDR-Fin or HDR-
Exp Collection
= |s there a Workaround? — if so, add the Workaround References field and
set it to Yes
= Does your last update read well to users not involved in the Peak progress?
= Have you added a helpful Impact update?
= |s the Priority correct?
= Are the Product & Product Group fields correct?
= |s the Status (Response Category) correct?
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Live Defect Management — Reporting

Actions

System Changes

From 2 queries/datasets it should be possible to create views of potential Live Defects,

confirmed Live Defects, deferred Live Defects, and Peaks needing customer input

The 2 reports are:

1. Report to extract all ##LiveAffectingDefect tagged Peaks and show the columns as
below

2. Report to extract all Open Peaks and show the columns as below

e The output fields for both queries are to be (at least):

Call Reference, Summary, Date Opened, Product, Product Group, Call: Type Priority,
Assigned Team, Status, Root Cause, Collections, References, TfSNow Inmdent POL
SNOW Incident, Contact Name, Workaround, Business Impact, Target Release Target
Release Type, Response Category, BIF Initial Date, BIF Completed Date;,
CBIF Initial Date, CBIF Completed Date, CBIF Text, CBIF Pmposa ists or doesn t for
now), PTF Initial Date, PTF Completed Date, PTF Text,, Develo| ment (Man Days),
Cioned from, Cioned to, Date Time Last Updated, Planned Out ive, Call Logger,
Actioned Team, Date Last Closed, Call Loggers Team, BIF T|cked _Questions,
HDR_User, HDR_Date, BIF_User, BIF_Date, TFSBond d (1/0) Assignee, Time to
Target (Days) ,

Rename ##leeAffectlngSoftwareFault to #vaeAffectlngDefect and apply to all currently
tagged Peaks

Rename Call Type "L" to remove el '
New Workaround field with optlona ext values Yes/No

New Call Type value of "#" for Defect; ldentified

New HDR Collections of “HDR- Fln” and ‘HDR-Exp”

Updated Release Mgt ‘tab to add BIF CBIF and PTF fields above current list (to hold dates of
meetings and outcon s%marles)

Amended default guidance text for the Impact text box

New Refefénce tybe of POL Problem Reference and enforce POLPRB- prefix

New File Type of “CBIF Proposal”

Removed “30 -- Pendlng —TL confirmed” Response Category

Amendeg the descnptlve text for ##LiveAffectingDefect to “Fault that is present on the Live
systemi that is inconsistent with the agreed design and/or service specification”

Added new Response Category “Cloned to create Defect Peak”

Added text box to ask user why they are cloning, writing the response into the start of the
clone

Added capability to setup email alerts if specific Collections are added or removed

Added temporary reminder pop-up until the new fields and values become more embedded
Remove the values of “Requested For” and “Released at” from list of Target Release field
values

One-Time Actions

i. Root Cause values need explaining and adding to the Application Support
Strategy document
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1 Architecture
¢ 6 Design - Platform Design
7 Design - High Level Design
e 8 Design - System Outline
e 13 Development - Build Scripts
e 14 Development - Code
e 15 Development - Low Level Design
e 16 Development - Reference Data
e 21 Requirements
e 24 Cfg Mgt - Config Data Error
e 26 Integration - Build
e 31 Test- Test interpretation
e 32 Test- Script
e 33 Test-Data
e 34 Test- Environment
e 37 General - Network Change
e 38 General - Hardware Fau
e 39 General - User Knowled
e 40 General-User =

o 41

o 42

e 96 estigation On-Going
« 97 rd Party issue

s and decision criteria that can be defined that sees defect Peaks
where currently they seem to have stagnated

k] Al - i
7. Steve Br — Investigate implications of Post Office Cloud on ways of working. Check how Live
Defects are being recorded in AWS JIRA and be sure it is aligned to this Live Defect
Management process or that an agreed alternative way of working is defined and agreed at
DE/VP level

New Ways of Working
The identified fields necessary for Live Defect Management must be kept up to date.

1. Adam - Mandate weekly refreshes of Impact field for all HDR- tagged Peaks (and ideally all
##LiveAffectingDefect tagged Peaks)
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2. Steve Br/Adam - Implement a management process to check the new fields and ensure they
are correctly used for the next few weeks until habits form — see Appendix A for checks

Page | 35
Version & Last updated: See file name
Document owner: Steve Browell



FUJ00232758

FUJ00232758

POA Improvements — Streams 1-4
Improved Ways of Working & Actions Required

FUJITSU CONFIDENTIAL — INTERNAL USE ONLY (POA ONLY)

BIF
o BIF is a Fujitsu internal meeting
o When a Developer is ready for BIF to consider their proposal then they must
¢ Set BIF Action flag on the relevant Peak
e |[f the Peak:
= |s present on a LIVE system
= |s within Fujitsu’s scope of obligations
= |s, or appears to be, inconsistent with the agreed design or service
specification
= s, therefore, a fault that is likely to need fixing

Add the ##LiveAffectingDefect Collection

; ’Peak Ina

C - Clonied call
E - Enhancement Request
et | - Doc Review/Design Walkthroug
- GOC Testing Incidents/Defects
ALL Pcezgszai open [ - Internal Development Incidents/Defects
lbetails entered arelK -- Prmark
Summary:testing | {iveincidents
feall Type:t W~ Problen Management
%:ileiréz;:gel}mﬁ O - Operational (35C}

8 . P - Product Incidents/Defects
- R ~Release Nofice Forum
| § - System Testing Incidents/Defects
| T--Technical query
U -~ Security Testing Incidents/Defects
R onse code to ca V- Vulnerability
ate 16- 1.,..‘2921 10/ W - Reference Data Service
The Call ve»:wd has| X - Syster Man Testing Inci Defecs
3"' 116-Jun- 2021 10| Y - Live (Non-RefData) Data Updates
IDevelopment Cost updatedi Wew €65t 5 27 (Man Days)
[5tart of Respcnse]
‘test 1
I[End: of Response]
k&spon:e code to call type L as Category 48 -~ Pmdmg o= 1ncxdent Under Investipation
Ipste:16-Jun-2021 10:51:08 User:John Simokins

& I&eﬂtifiééaa?, 1 S

= Ensure Workaround field is up to date
= Ensure Product Group field is up to date
=  Ensure Product field is up to date
=  Ensure Priority field is up to date
= Ensure Impact field is up to date
o All Peaks with the BIF Action flag set will be reviewed at BIF
e This will include all defects Peaks with the ##LiveAffectingDefect tag
¢ [t will also include other Peaks that may relate to other topics such as environments
or Peaks that the Developers wish to discuss at the forum
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o If a Peak had previously been rejected - as more information was required - then it will have
the BIF Action flag set again when the Developer is ready to re-present their proposal
o BIF must consider the proposal (as it does currently) and also validate the following data
values for defect Peaks:
¢ |If the Peak:
= |s present on a LIVE system
= |s within Fujitsu’s scope of obligations
= |s, or appears to be, inconsistent with the agreed design or service
specification
= |s, therefore, a fault that is likely to need fixing
e Then

Ensure the ##LiveAffectingDefect Collection is set

Still being investigated — th
e Are confirmed — set the Call.
o Root Cause field

Peak In
npacT

A-- Administrative use
| C - Clongd call
E - Enhancement Request
F- Uocument RewewiDestgn Walkthrough

Incidents/Defects

| Umaf‘)f itesting 1} . Lwe Incidents

all TypeiL | M~ Problem Management
jeald :r;mi;ty ‘ﬁmﬁ‘ O - Operational (SSCj

arget Ao casc M8 b Product Incidents/Defects

7. R~ Release Notice Forum

g;;iﬁa?‘;eﬁﬁﬁ;? S — Bystem Testing Incidents/Defects
testing dev D T - Technical query

[End of Response] U= Secumy Testing Incidents/Defects
Respanre code toﬂc‘a V- Vw‘nerabm:y

! & ia Y Live (Non-RefData) Data Update's
lio velopment Tost updated; na«f’&m’”f Tﬁﬁ%ﬂ’wﬂw
{Start of Reaponse} 3 Simoamsa

{End of Response] SR
Response code to call type L as Category 4@ == Pendmg sn Incxdent Under Investxg =
llDate:16-Jun-2021 16:51:08 User:John Simokins

= Ensure Workaround field is up to date

= Ensure Product Group field is up to date

=  Ensure Product field is up to date

=  Ensure Priority field is up to date

= Ensure Impact field is up to date

=  Check if the new HDR Collections of “HDR-Fin” or “HDR-Exp” should apply.
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If it needs applying then the chair must alert Steve Bansal, Adam Woodley
and Sandie Bothick. If the issue in the Peak:
e Affects, or has the potential to affect, branch financial outcomes, add
the HDR-Fin Collection
e 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
e Affects, or has the potential to affect, the experience of a Post Office
customer or client, add the HDR-Exp Collection

Note: Only one HDR-* Collection needs to be set and if both could apply then HDR-
Fin should be chosen i

Add to Collection |

HDR-Exp -- Horizon Defect Review - SPM Experience [Public]
HDR Fir\ Horizun Deiec’t Re\*iew Fénsnc'ﬁa mpadt fPubEic}

3 hoosmg the preferred option.

x  The fix may change the functionality of the system and consequently
POL will" be required to provide appropriate communication, and
potentially training, to the subpostmasters.

“Thi ;ﬂx may need to be done in conjunction with changes performed

by some of POL’s other suppliers and POL will need to manage and

_synchronise that activity.

The fix may need to be done concurrently with a separate future
planned change, due to the two fixes being logically related, and
POL would need to confirm their willingness to accept any potential
delays in deploying the fix.

*  The fix may relate to active discussions between Fujitsu and POL on
a specific and separate topic and hence should be discussed within
that context (Fujitsu management discretion).
x  Fujitsu does not believe a fix is a sensible option and seeks POL'’s
agreement to record the circumstances in a KBA only.
= Note: The forecast Development (ManDays) will no longer be a deciding
factor for submission to CBIF
o The BIF chair must record, in Peak on the Release Mgt tab, what decisions are made:
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completed during, or
after, the BIF meeting (not before or it will affect st: rting)
= |nitial date - will hold the date of the firstiBIF the Peak was first presented at
— this value should not change : <
= Completed date - will hold the last BIF- ng'the Peak was discussed at —
this value will change if the P. ak is iteratively presented for review and it will
allow reporting on what was reviewed at the last BIF meeting
« The outcome of BIF discussions should be added to the BIF text box on the Release
Mgt tab. A concise note is that i needed. No need for separate BIF minutes
e If the Peak is approved at he
for BIFRejected)

oes not need to go to CBIF then the PTF Action flag will be set
in the contract ASM schedule needs to be updated

CBIF will.continue to exist and it will be merged with the

HDR Forum

o CBIF will evolve to being more system driven (more
explanation below)

o Items to be discussed at CBIF must have a “CBIF
Proposal” that has been created in advance using the
agreed template (see right) and approval process so it
is clear that this is what the decision needs to be made
on (not additional dialogue during a meeting)

o Peaks to be discussed at CBIF are determined by Peak
data items so it is system driven. See CBIF Submission
Extract Criteria below for the system value that will
determine CBIF applicability
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o Peaks required to go to CBIF will be identifiable via system query and report and will be
shared in advance with POL so that the meeting can focus on the decision not the
familiarisation

o |f we need to invite an SME to elaborate (only for exceptional submissions) then the
SME will be invited. If the submission text is well worded then SME attendance
should not be required — as is currently the case when CWOs are approved

o The CBIF representative must record, in Peak on the Release Mgt tab (but not in the
presence of POL), what decisions are made:

PEnmaTRme RN

CBIF date fields (Initial and Completed) will need to be completed during,
or after, the BIF meeting (not before « - it will affect status reporting)
= Initial date - will hold the date of the first CBIF the Peak was first presented
at — this value‘should:not change
= Completed‘date - will hold the last CBIF meeting the Peak was discussed at
— this value \ change if the Peak is iteratively presented for review and it
will allow reportlrig@on'what was reviewed at the last CBIF meeting
e The outcomieiof CBIF discussions should be added to the CBIF text box on the
Release Mdtﬁta goncise note is all that is needed. No need for separate in CBIF
minutes, A
o Ifthe Peak;;‘ eeds to go back to the Developer then it should be assigned to the
Developer team
1If the Peak can proceed as discussed then the PTF Action flag will be set
if the Peak is to be discussed next time (as POL wish to seek wider feedback within
< their own organisation) then the PTF Action flag will not be set and this will cause the
“‘Pieak to reappear on the weekly report
e CBIF rejections must get a POL reference which we add to the Peak and also to the
KBA so we know this was a POL decision. The Peak is then closed with Response
Category “63 -- Final -- Programme approved - No fix required”
o There will need to be a weekly report seen by management of what is to be presented at
CBIF, and what the status is of open CBIF items and POL decisions
o There is no definition of CBIF in the contract — it says BIF — this needs to be addressed

Refer to Appendix E for instructions on how to determine if there are any CBIF candidates to report to
POL.

PTF
o PTF is a Fujitsu internal meeting
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o All Peaks with the PTF Action flag set will be reviewed at BIF
¢ This will include all defect Peaks with the ##LiveAffectingDefect tag
¢ |t will also include other Peaks that may relate to other topics such as environments
or Peaks that the Developers wish to discuss at the forum
If a Peak needs to be re-presented at PTF then it will have the PTF Action flag set again
o PTF must consider the proposal (as it does currently) and additionally be mindful that any
that carry a HDR Collection or that have been presented at CBIF must get additional scrutiny
— and potentially prioritisation — as progress will be reported to POL weekly
o The PTF chair must record, in Peak on the Release Mgt tab, what decisions are made:

fore or it will affect status reporting)
= Initial date - will hold the date of the first PTF the Peak was first presented at
— this value shti?uld not change
= Completed date - will hold the last PTF meeting the Peak was discussed at —
this yé’lue;,yvill change if the Peak is iteratively presented for review and it will
_ allow reporting on what was reviewed at the last PTF meeting
of PTF discussions should be added to the PTF text box on the
tab. A concise note is all that is needed. No need for separate in PTF

o Therelf’[;san updated Terms of Reference (currently v2.2) but it has yet to be presented for
sign off. CBIF will need adding at some stage once Fujitsu are ready with the internal CBIF
processes

o Overview of the process:

e Fujitsu takes new items as Incidents to HDR not KBAs or Peaks

e Fujitsu must ask POL for their Problem reference so it can be added to the Fujitsu
Incident (and any related Peaks) so we have the POL reference

e Fujitsu embeds any relevant KBA or Peak content into the Incident it shares

e Fujitsu tags its Incidents and Peaks with the applicable HDR-* CI or Collection tags

e Fujitsu does not reference its KBAs (and does not share them with POL in their
native form)

e The only Peak reference is the defect Peak reference Fujitsu raises when the cause
is known and a fix is to be taken through the fixing process. Fujitsu will close the
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investigation Peak and the linked Incident as the confirmed defect Peak reference
will be the one that will be managed from this point
¢ |f a KBA, orinternal Peak, is created that identifies a condition that meets the
definition of HDR Defect then Fujitsu raises an Incident by contacting Fujitsu MAC
with the relevant KBA content in it and Fujitsu MAC bonds the Incident and alerts
POL
e Updates on potential Live Defects is provided via bonded Incident updates
e Updates on confirmed Live Defects is provided by defect Peak weekly reports
e The above ensure POL has visibility at all times either from their ServiceNow
Incident or by maintaining their ServiceNow Problem record (POL will need to
transpose data from the weekly Fujitsu reports into its Problem recerds)
e Asthis is an early warning forum too, we will also issue an email alert to the Fujitsu
Duty Manager distribution list and a POL distribution list to alert lnterested parties
o Summary e
¢ Potential HDR Defects will be reported automatically to POL via the service
management toolset replication driven by Fujitsu updates t"th TfSNow Incident
e Actual HDR Defects (including any deferred) will be th POL weekly by an
extract report from Peak that will be sent to PO" in advance of the meeting showing
the latest update
e New CBIF content will be shared with POL on aweekly report from Peak that will
include the proposal and will be sentto. POL-in advance of the meeting
¢ Updates to CBIF content will be shared with POL weekly by a extract report from
Peak that will be sent to POL jn advance of the meeting showing the latest update
o The Incident will be worked by Fujit-sy“ if it is?i".v,i‘thin the Fuijitsu scope of obligations —
otherwise it will be passed to POL ITD"SD to assign to the relevant POL third party
o POL will probably convert the ServiceNowulncndent to a ServiceNow Problem — but that is
their choice .-
o If Fujitsu completes its mvestlgatlon and confirms there is no HDR Defect then the
investigation Peak and Incident wull be closed with no further actions required. The defect
Peak will be closed with Response Category “95 -- Final — Advice after Investigation” to say
the HDR Defect was not confirmed
o Forthe purposes of Lwe Defect Management, Fujitsu will use Peak references not TfSNow
Problem references
o Fujitsu wnll prowde lts vnew of status — from its systems — and manage any difference of
opinion:with POL ¢
o Funtsu will prowde weekly updates prior to the meeting
. « Potential HDR Defects — no action required as the updates will already be in POL
‘ServiceNow
« Confirmed and deferred HDR Defects — by sharing the latest update on the defect
Peak we are managing our side in the form of a report.
e CBIF new Live Defects — for decision by sharing the pro-forma proposal in a report
and inviting a decision
s Note: Any reports will be checked and sent in advance of the HDR Forum so POL can add it
to their Problem record and ensure they are ready to provide a decision to the CBIF new Live
Defects
o The HDR Forum needs to evolve away from a “talking shop” to one of quick facts that
demonstrate systematic control and confidence. Fujitsu should reduce the number of
attendees
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o If POL need more information, the Fujitsu Incident, Peak or Problem owner is tasked to get it
and add it to our system — or we get the CBIF proposal updated for resubmission. The new
information must be added to the system

o POL need to hold the Fujitsu Incident or defect Peak reference in their Problem record so
they know what to ask us for an update on — and what to apply our report updates to in their
system

o The HDR minutes need an overhaul for Fujitsu. This is the Fujitsu specific meeting and yet it
lists numerous Live Defects that are not related to Fujitsu and the minutes are sprawling and
hard to follow. POL will be advised that:

¢ They need to make it clear which HDR Defects are within Fujitsu’s scope of
obligations

¢ They need to show the Fujitsu Live Defect reference (SerwceNow/TfSNow Incident
or defect Peak) " ~

e They need to show Fujitsu’s latest update

e A summary view at the top is needed - New, Open, Closed by Severlty, by area
affected, and trend

o Any ad-hoc calls should only be required when the next sch ‘me ting is too far away.
Updates from Fujitsu must come from the Incident update or defect Peak report with any
additional comments made during the meeting beihﬁaddéd to the'Incident or defect Peak

o There is no definition of HDR in the contract - thIS needs to be addressed

Refer to Appendix D for instructions on how to create t

eekly HDR Report for POL.

KB — Info only ‘

The Fujitsu KB is an information repos:tory used for support purposes
Any observed Live Defects will be:recorded as a KBA but the progress to investigate and
address them will be done via Peak(s) and Incident(s)

o KBAs do not need to be shared W|th POL as the tracking needs to be on the Peak and
Incident raised to progress them - o

o [f the awareness or: mvolvement of POL is applicable then there will be a TFSNow bonded
Incident and this wm contam all relevant parts of any KBA so that the Incident that POL see
is a suitable complete reference

o IfPOL accept a Lme Defect — namely decide that no action is required — then the KBA will be
updated accordlngly and will have the POL applicable reference added so it is clear that it
was.not: fixed by P.L decision. This is a contract responsibility on POL to record these and
|ssue Fuutsu with a notification
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Release Mgt tab — for BIF, CBIF and PTF "ML

Test BIF progress
1

Tust CBIF progress
1

2
3
4

Test PIF progress
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« |Ifitis a Live Defect then
add the
LiveAffectingDefect Cl

* Ifitis a HDR Incident
then add relevant Cl

* Updates auto replicate

« POL rely on ServiceNow
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Investigation Peak
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Deferred Live Peak
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All should be Call Type “#”
All should have the Collection
#tlLiveAffectingDefect
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 tracking
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Actions
System Changes
o CBIF reason criteria added to the Release Mgt tab

One-Time Actions
o HDR

1.

2.

Ui

3. Steve Br
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Appendix A — Peak data anomaly checks

To ensure the data in Peak remains consistent with the intentions of the changes within this
document, period checks will be needed (in addition to the checklist actions owned by stack owners
and support staff) to ensure the data remains ‘clean’ and that the checklists can be updated to
gradually capture every potential edit needed. POA Defect Manager will need to enable automated
reporting and suitable cross-checking.

The checks relate to Peaks that have the ##LiveAffectingDefect Collection added.

Data Consistency & Accuracy
1. Wrong Call Type — check 1
Collection contains ##LiveAffectingDefect
Planned Out Live is blank or in the future
Peak is not Status C
Call Type is not Live Incident or Defect Identified
o Response Category is not NFF .
Result set should be sent to the Assigned Team stack owners to ‘challenge why the Call
Type is not “I” or “#”
2. Wrong Call Type — check 2
Collection contains ##LiveAffectingDefect
Planned Out Live is blank or in the future
Peak is not Status C
Response Category is ‘Product Eﬂ:or Dlaghosed" or “Documentation Error
Diagnosed”
o Call Type is not Defect Identlﬂed I
Result set should be sent tothe ASS|gned Team stack owners to challenge why the Call
Type is not “#’ T,
¢ |[f TFSBonded |s set to and the POL SNOW Reference field has a value then
these Peaks should be cloned to Defect Peaks and the Peaks on the result set
should be closed
3. Unassigned Peaks ' .
o Collection col tams ##LiveAffectingDefect
o Planned Out Live is blank or in the future
o Pgak is not Status C
o Asmgnee is _Unassigned_
Result set should be sent to the Assigned Team stack owners to challenge why there is
_noone assigned to own the Peak
4. Status IS “F "inal but the fix is deployed
o 'Collection contains ##LiveAffectingDefect
o Planned Out Live is in the past
o Peakis Status F
o Assignee is _Unassigned_
Result set should be sent to the Call Logger and Assigned Team stack owners to
challenge why the Peak has not been closed
5. Status is Open — appear to be waiting action
o Collection contains ##LiveAffectingDefect
o Peakis Status O
Result set should be sent to the Assigned Team stack owners to challenge why the Peak
has not progressed
6. Defect Identified — and still bonded to POL ServiceNow
o Collection contains ##LiveAffectingDefect
o Call Type is Defect Identified

O O O O

O O O O

Page | 47
Version & Last updated:

ee file name
Document owner: te

S
Steve Browell



FUJ00232758
FUJ00232758

POA Improvements — Streams 1-4
Improved Ways of Working & Actions Required

FUJITSU CONFIDENTIAL — INTERNAL USE ONLY (POA ONLY)

Planned Out Live is blank or in the future

Peak is not Status C

TFSBonded is 1

POL SNOW Reference is not blank

Result set should be sent to the Assigned Team stack owners to have the Peaks cloned
and closed

0O O O O

7. HDR - under investigation but not POL bonded

Page | 48

o Collection contains ##LiveAffectingDefect

Collection contains HDR

Call Type is not Defect Identified

Planned Out Live is blank or in the future

Peak is not Status C

TFSBonded is 0 @ A
Result set should be sent to the Assigned Team stack owners to have the Pé’é’ks re-
created and bonded to POL ServiceNow (uniess MAC team:confirm they are tracking
these by a different TfSNow INC reference in which case the Peak 'should be updated to

show the correct TfSNow Incident and POL SNOW reference ﬁelggse‘ttings)
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Appendix A — Peaks closed that POL should consider following up on

Peaks are closed when the outcome is something that requires a new feature request to be submitted
or sometime to explain why the solution works the way it does when that may in fact be causing
issues for POL or its postmasters. Peaks that are closed in this way warrant review by POL as it may
determine that it would like to add either new features or more user supporting features to reduce
Incidents and improve the solution. These should be reported on to POL for them to consider. The
frequency of sharing should be monthly with the list growing based on a cumulative view.

The checks relate to Peaks that have the ##LiveAffectingDefect Collection added and hence relate to
the Live system.

POL Feature Consideration Report
1.

o Collection contains ##LiveAffectingDefect
o Peakis Status C -
o Response Category is “Enhancement Request” or “Advlce aﬂaer Investlgatlon

Result set should be extracted for sharing with POL.in the form ofa report
 Fields to include will need further work as th
Peak itself and be clearly understandable

-

e The list should be sorted by Date Closed desoendmg so the newer closed Peaks
are at the top ; /
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Appendix A — Release Management checklist

To ensure the data in Peak remains consistent with the intentions of the changes within this
document,

1.

2.

10.

1.

12.
13.

14.

15.

16.

17.

[Release Management] The key fields on any Peaks presented at BIF, CBIF or PTF must be

checked and amended accordingly

[Release Management] Peaks with release set to “Re-target” should have the PTF Action

automatically set

[Release Management] Check that Peaks that have the CBIF flags set do not have the PTF

action set until CBIF has been updated (catch the accidental setting of PTF Actnon after BIF but

before CBIF decision provided)

[Release Management] All Peaks with Planned Out Live (Date Out Live field on Peak screens)

in the past should be Closed. The fix’ has been deployed. If they are Status: F then ‘the Call

Logger or Call Logger Team manager should ensure these are closed

[Release Management] All Peaks where the Planned Out Live (Date Out L;ve fleld on Peak

screens) is blank or in the future should not be Closed as the;ffi has not yet been deployed
o These Peaks can be closed if they have a No Fault Found Response Category as

this shows they were subsequently determinecl to requwe no actlon by Fujitsu

Management responsibility to drive to deployment deman ’ng actron from other teams as
needed to ensure timely progress

[Release Management] When a Peak is dlscussed for the ﬂrst time at a BIF, CBIF or PTF
meeting then the applicable Planned Date. and Actual Date should be set to the same date. If
the Peak is re-presented at any of these: meeﬂngs then the Actual Date should change to the
date they were reviewed. Suitable comments should be added to the relevant section and
updates should be appended to maintain‘a log

[Release Management] If a Peak ls ‘approved at BIF then it must have the “BIFApproved”
Collection added and the BIFAction removed

[Release Management] If a Peakis app{oved at BIF and does not need to go to CBIF then it
must have the PTF Action set and‘;the BIF Action removed

[Release Management] If a Peak is rejected at BIF then it is expected that the Peak will be
closed with an appropriate: update. The Peak must have the “BIFRejected” Collection added
and the BIF Action removed

[Release Management If a Peak is not approved at BIF (and not rejected) then the BIF Action
should remain so thePea is picked up at the next BIF meeting

[Release Managemenﬂ If a Peak is targeted at PTF then the PTF Action should be removed
[Release"Management] If a Peak is not targeted at PTF then the PTF Action should remain so
the Peak is picked'up at the next PTF meeting

[Release;Management] The BIF Action should only be removed if BIF approves or rejects a
Peak

[Release Management] The Root Cause on any Peak should be maintained and it should be
checked carefully when being targeted and prepared for release to live

[Business Development] Any Peaks with the Collection "Deferral Agreed" should be Call Type
"#" unless the defect needs further investigation in which case it is Call Type "L"

o Deferred Peaks must have the ##LiveAffectingDefect Collection added once the
release they relate to is deployed (unless they relate to issues in test environments
and NOT the Live system)

¢ This can exclude Peaks where the Planned Out Live (Date Out Live field on Peak
screens) is in the past and the ‘fix’ has been deployed

[ALL Dev Teams] When a Live Defect is confirmed, if the Peak is bonded to TfSNow and POL
ServiceNow then it must be cloned. The clone reference is to be added to the original Peak
and the original Peak closed with the Response Category “Cloned to create defect Peak”. If the
Peak is not bonded to TfSNow and POL ServiceNow then it can just have the Call Type
changed to “#
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18. [ALL Dev Teams] When a Live Defect is confirmed and the Call Type is changed to “#” the BIF
Action must be set as soon possible so that the Peak moves quickly towards being targeted
19. [SSC] Peaks containing the HDR Collection that:
Are not Call Type "#"
e Do not the Planned Out Live (Date Out Live field on Peak screens) in the past as the
‘fix’ has been deployed
e Are not closed as they had a No Fault Found Response Category
¢ And were not Deferred
must have a TfSNow and a ServiceNow Incident reference as they are under active
investigation and affect a POL branch so POL must be aware through the service management
toolsets

Process Consistency & Rigour .
¢ [Release Management] Peaks that are Defect Identified that are Pnonty Aor. B or have a HDR-
* Collection must get an urgent BIF/PTF review to be assigned a Release as well as a Release
Date. A hot-fix must also be proposed for POA/POL management decmon ‘
¢ [Release Management] Peaks that are Call Type "# - Defect ldentlfled” but have not yet been
to BIF (BIF action not yet set and BIFApproved not in Collectmn) then actlon is needed uniess
they are scheduled for the next BIF meeting =
e This can exclude Peaks where the Planned. Out Lave (Date Out Live field on Peak
screens) is in the past and the ‘fix’ has been’ dep[oyed
e This can exclude Peaks that are Targeted At as they may have been handled prior to
the new processes
e These Peaks can be closed if they have No Fault Found Response Category as
this shows they were subsequ‘ent”lydeterm‘ihed to require no action by Fujitsu
o [Release Management] Targeted At Peaks shé{;rld be Call Type "#" as the Defect is identified.
This should have been caught at BIF and/or PTF
o This can exclude Peaks where the Planned Out Live (Date Out Live field on Peak
screens) is in the past “fix' has been deployed
e These Peaks can be" closed if they have a No Fault Found Response Category as
this shows they were subsequently determined to require no action by Fujitsu
¢ [Release Management].Peaks that are identified as “Re-target” should have the PTF action set
to force the continued. discussion so a next step is clear
¢ [Release Management] Targeted At and Proposed For - where Planned Out Live (Date Out
Live field on Péa ns) is blank or in the future should be Open (O or P) and not Closed (F
or C). Although F is still technically open, the Call Logger may deem it acceptable to close it
prematurely = hence Status F should be avoided
. [Release Management] Where release numbers are referenced in Target Releases, a date for
the release. should be added and reasons why no date can be assigned should be challenged
. [Release,_Management] We need to highlight where the Target Release is ‘Rel. Ind.’ or ‘Next
Counter 'Relﬁease’ — perhaps with POL so they share our enthusiasm to schedule and fix - and
in so doing we keep momentum
¢ [Release Management] If a Peak has been to BIF it needs to have the BIFApproved or
BIFRejected collection added. If not then it should have the BIF Action flag set as it is to be re-
presented
e [Alll Managers/Team Leaders must check for Peaks that have been cloned to ensure the
reasons match the conditions agreed. If they do not, then appropriate action must be taken
(update the cloning rules, remove the clone, ensure the reason for cloning is captured on the
master Peak and that the purpose of the new clone is captured in the cloned Peak)
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7

To ensure the data in TFSNow remains consistent with the intentions of the changes within this
document, managers will need to conduct manual checks. Those checks should cover at least the
following. Expanded checklists should be created within each team. The POA Defect Manager will
also need to do this at a cross-function level.

The checks relate to TfSNow Incidents that have had the ##LiveAffectingDefect or any HDR-*
Configuration Items added.

Data Consistency & Accuracy
o [Defect Manager] Check TfSNow Incidents ...
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Appendix C — draft criteria for closing Defect Peaks with NO action

There will always be Live Defects that experience and judgement says are simply not worth fixing. To
ensure this is a matter of policy and not one of subjective decision making, criteria is needed that
staff can use to make decisions.

The following is an initial draft to build upon.
A fix for a Live Defect will NOT be progressed if at least THREE of the following condmons apply:

*  The frequency of occurrence of the Live Defect is rare — less than TWICE per annum,

*  The impact of the Live Defect is minor — it does NOT affect branch operatlo
service delivery

*  The impact of the Live Defect only affects Fujitsu service dehvery~ and Fujitsu has
compensating controls in place and Fujitsu managemgnphas‘”’agreed'td taking no action

a KBAJhéns been created by both
ion maker

*  The impact of the Live Defect is accepted by POL —a
Fujitsu and POL clearly stating the decision and the de

*  The Live Defect is in a part of the system that will Ee decommlssmned before any fix could
be developed and deployed

*  The Live Defect relates to Fujitsu.il -documentation only and the remedy will not affect
the understanding or supportiof the:system by Fujitsu

Live Defects recorded in Jira’s,that meet the above criteria do not need to be raised as Peaks as
doing so would simply see the Peaks immediately closed. A Jira that describes a Live Defect that
would warrant a KBA must have a KBA written to help future support activities.
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Appendix D - HDR Report Creation Work Instructions

To create the weekly HDR Report which is shared with POL, follow these steps:

o]

o]

As at the date of this document, the criteria to be used to determine HDR reporting
candidates to share with POL will be determined by creating 3 lists using the following logic.
The resulting lists will then be merged and the HDR candidates identified.

A spreadsheet format has been used to date so the previous week’s POL HDR Report
submission should be used as the basis for the new report — removing all previous week
highlighting and deleting rows scored out as POL have been told these are ﬁeing removed
Then, open the Peak_Defect_Management spreadsheet and Enable Content "ah go't’o the
Data tab and click Refresh All on each tab. The password to run the e bed;:ied quenes

needs entering 3 times and is ";r:k_sllg\;;ﬁ” Save the resulting file:with the timestamp to match

Filter the Peak_Defect_Management spreadsheet #leeAffectngefec tab on these values
first: .
o Must have the ##LiveAffectingDefect Collect (relates to the Live system and
does, or might, need a fix) — auto done for you. using the ##leeAffectlngDefect tab
e Must have the either the HDR-Fin or HDR -Exp Oollectlon (Collections contains HDR)
e Must have a Planned Out Live date in e,future or blank (it has not been deployed)
¢ Must not have the Response Caf kgory set 1o any of these values as these are No
Fault Found: 0

Response Category 62 -- Final — No fault in product

Response Category — 63 -- Final -- Programme Approved — No Fix Requ:red

Response Category 66 -- Final -- Enhancement Request

Response Category — 68 -- Final -- Admlmstratlve Response

Response Category — 72 -- Final -- Duplicate Call

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

.. Response Category — 95 -- Final -- Advice after Investigation

Response Category 96 - Fmal - I ffi ent evndence

Response Category — 97 - Fmal - Unspecnfled msufﬂctent ewdence

Response Category — 98 -- Final -- User error

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

Response Category — 120 -- Fmal - Cioned to create Defect Peak

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

List 1 — Deferred Live Defect Peaks
¢ Must also have the Collection “Deferral Agreed” (Collections also contains “Deferral”)
¢ These are unlikely to be discussed at HDR as they are previously approved and
understood but are provided to show the level of Fujitsu control
e Extract the list showing:
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= Category (HDR-Fin = Impact, HDR-Exp = Experience)
e Place the entries into the correct Impact or Experience section
= POL Reference (set to N/A)
= Then copy the data fields from the Peak_Defect_Management subset the
filters have derived and paste to replace the Deferred Defects list on the
POL HDR Report
e Fujitsu Reference (the Peak Call Reference)
e Summary
¢ Confirmed Defect (Call Type is Defect Identified = Yes, otherwise
No)
e Workaround

o Next Lists — non-Deferred Peaks
e Must NOT have the Collection “Deferral Agreed” o

does not contain “Deferral”
e List 2 — Project Live Defects

= |f clearly from a Project that is unde ontrolled rollout where the Fujitsu

and POL Project Managers areﬁ?ork g ether (e.g. PBS - identifiable by
the use of “PBS” or “PITPOS™ {iwhich is anf‘lngenlco Jira reference}, or other
identifiable text)
¢ Summary contain:
= There may be none .

These are unlikely tob

oposed” (Collections

' ‘PBS oﬁiabntains “‘PITPOS”

'scuéééd at HDR as they are part of the ongoing

ace the entries |nto the correct Impact or Experience
section
'Reference (set to N/A)
hen copy the data fields from the Peak_Defect_Management
. subset the filters have derived and paste to replace the Deferred
Defects list on the POL HDR Report
o Fujitsu Reference (the Peak Call Reference)
o Summary
o Confirmed Defect (Call Type is Defect Identified = Yes,

otherwise No)
o Workaround

e List 3 — non-Project Live Defects (likely originating from an Incident during normal
service delivery)
= These will be those that remain that are NOT on Lists 1 and 2
= These require more comprehensive information as these will be discussed at
the HDR meeting
= Having reached this point there will be a small number of entries left
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= This needs cross-referencing to the previous week’s submission to check if
anything is new or if anything has disappeared. This will need manual
checking for confidence
= To do this start with the POL HDR Report list and check if they are still on
the data subset showing on the Peak_Defect_Management filtered list in
view
¢ Note any that seems to have gone so you can check why
e Add any that seem to be new so you can check later
= Some may still be under investigation. They will have a Call Type of “Live
Incident” and will have TfSNow/ServiceNow Incident references
= Some may relate to Fujitsu Problems. The Collections should contain
“FJPRB-“. For these, the Fujitsu Update should be the latest entry |n the
relevant Fujitsu Problem record in TfSNow ~
= The remainder should have the Call Type “Defect Identlfle
Fujitsu Update should be derived from the Busmess Im
need to be checked and improved if neces
= Extract the list showing: ,
¢ Category (HDR-Fin = Impact,,_HDR-E p.= Experience)
o Place the entries intd the reCt’lmpact or Experience
section - “
e POL Reference (this: should be knpwn unless the entry is new)
e For new entries, copy the data flelds from the
Peak_Defect_M agement.subset the filters have derived and paste
into the new line you.have created on the POL HDR Report
o Fupfsu Reference (the Peak Call reference for Call Type #,
rwrs the TfSNow/ServiceNow Incident or Problem

For these the
t field which will

o 1Summary
o ‘:‘Conflrmed Defect (Call Type is Defect Identified = Yes,
othervwse No)

Workaround

Business Impact (or latest Problem record update if known
to be being managed as a Problem)

. ;{L‘Compare the previous HDR report to the new list and amend accordingly so the new
"HDR report list matches what the system now shows
. Any that have been closed should be scored out and highlighted in yellow
= Any that are new should be added to the relevant Impact or Experience
section and highlighted in red
¢ These then need scrutiny to ensure they look correctly tagged as
HDR and that the Impact is accurate. If they are HDR then the
required fields for the HDR report need to be checked with SMEs
and 4LS chased for updates. These red entries are the ones
reviewed by the Fujitsu HDR meeting attendees prior to the HDR
report being submitted
¢ When the report is ready to submit, the highlighting should be
changed to yellow
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= Any existing entries that remain on the list should be checked for updates to
the Impact statement and, if progressing from Live Incident to Defect
Confirmed, to amend the reference from a TfSNow Incident to the Defect
Peak reference
e The far right column “Change from last week” should be used to say what has
changed so it is clear where to look and why. It should also be set to yellow highlight
if it has changed
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Appendix E - CBIF Submission Extract Work Instructions
To identify if there are any CBIF submission necessary to POL, follow these steps:

o As at the date of this document, the criteria to be used to determine CBIF candidates to
share with POL will be determined by creating 3 lists using the following logic. The resulting
lists will then be merged and the CBIF candidates identified. A CBIF Proposal will then be
needed as this is what will be submitted to POL.

o Filter on these values first:

Must have the ##LiveAffectingDefect tag (relates to the Live system and does, or
might, need a fix)

Must be Call Type "# - Defect Identified” (a fix is needed) P
Must have a Planned Out Live date in the future or blank (it ‘as ‘not, bee ‘deployed)
Must not be Targeted At (Target Release Type is not TargetedAt) “s this means it
has gone through PTF already
Must not have a HDR Collection (or it has been to H‘ Bz

Must not have the BIF actlon set me ‘
(Actioned Team is not BIF) ,
Must not have the PTF action set"as thatr
Team is not PTF)
Must not have PTF dates as that means lt has gone past CBIF (PTF Planned Date is
blank) ‘
Must not have the Respon 2
Fault Found: . :

ns'it has gone past CBIF (Actioned

;ategory set to any of these values as these are No

di

Response Category 62 - Fmal No fault in product

Response Category — 63 - Flnal - Programme Approved No F!x Requtred

Response Category — 66 -- Final -- Enhancement Request

Response Category — 68 -- Final -- Administrative Response

“ Response Category — 72 -- Final -- Duplicate Call

A ., Response Category — 94 -- Final -- Advice and guidance given

” Response Category — 95 -- Final -- Advice after Investigation

Response Category — 96 -- Final -- Insufficient evidence

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

Response Category — 98 -- Final -- User error

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

Response Category — 120 -- Final -- Cloned to create Defect Peak

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

o Then, in turn, check these filters to build the 3 lists:
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= Must be Priority A or B (highest impact defects)

o List 2 - Live Defects that originated from a POL ServiceNow bonded Incident:
= Must have a POL SNOW Reference

e List 3 — Live Defects explicitly identified at BIF for taking to CBIF:

Must have a CBIF Criteria checked marker — BIF_Ticked_Questions is not
blank (BIF selected it for CBIF)
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