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Alphabetical order please 

Bonded An Incident is "bonded" to enable synchronisation between Fujitsu TfSNow and POL 
ServiceNow 

Peak The Incident Management System used by POA 3rd and 4th line support teams and 
other capability units involved in HNGX releases. It interfaces with the TfSNow call 
management system. 

Stack/Resolver Group A container within a service management toolset containing a collection of items 
belonging to a designated owner and group e.g. items for a Windows Server support 
team could be in the WindowsServer stack/resolver group owned by the leader of the 
Windows Server team 

TfSNow Triole for ServiceNOW - Service Management Toolset (Incident Change Problem) 

0.7 Changes Expected 

Under regular continuous improvement review 

0.8 Accuracy 
Fujitsu Services endeavours to ensure that the information contained in this document is correct but, while every 
effort is made to ensure the accuracy of such information, it accepts no liability for any loss (however caused) 
sustained as a result of any error or omission in the same. 

0.9 Information Classification 
The author has assessed the information in this document for risk of disclosure and has assigned an information 
classification of FUJITSU RESTRICTED (COMMERCIAL IN CONFIDENCE). 
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1 Background & Introduction 
This document pulls together the many working processes from many teams to present a consolidated 
view of the POA end-to-end process of Live Defect Management (LDM). 

It describes how the systems should be used and how various teams need to interact to ensure an 
effective end-to-end process is followed, tracked and reported on. 

LDM uses the POA Peak system. Live Defects must be recorded as Peaks. 

The processes described in this document align to the 2021 definition of a Defect as agreed with Post 
Office Limited (POL). 

1.1 Ownership 
The LDM process is owned by the POA Defect & Service Process Manager. 

1.2 Scope 
LDM relates to the Live system. LDM does not cover the management of test defects raised during the 
Software Delivery LifeCycle (SDLC) as these are managed under their own test defect management 
processes. If a defect is found during the SDLC that relates to the Live system (as defined below) then 
that defect will be treated as a Live Defect and will be managed following the LDM process described in 
this document. 

1.3 Definitions of Live Defect and HDR Defect 
Fujitsu uses 2 definitions of a Defect to allow it to track entries in its systems: a Live Defect; and a HDR 
Defect. These definitions were agreed with POL to ensure consistency in reporting and language and 
POL then included these in its "POL Horizon Defects Review Terms of Reference" document. "Bugs. 
Errors and Defects" are collectively referred to as Defects. 

Both defined Defect types are made visible by using tags in the Fujitsu TfSNow and Peak systems. 

A Live Defect is defined as an issue that: 

• Is present on a LIVE system 

• Is within Fujitsu's scope of obligations 

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

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

A HDR Defect is defined as a Live Defect that also has at least 1 of the following attributes (HDR 
Defects): 

• Affects, or has the potential to affect, branch financial outcomes 

• Affects, or has the potential to affect, the way a postmaster is required to use the system (User 
Interface, Report, Function) 

• Affects, or has the potential to affect, the experience of a Post Office customer or client 

HDR Defects are classed as either "Financial" impacting (which POL call "Impact" and Fujitsu call 
"Financial") or "Experience" impacting (which we both call "Experience"). 

Throughout this document, there are additional terms and phrases that apply. The key ones are: 

• HDR Forum — a weekly meeting with POL to review HDR Defects. POL need to know the HDR 
Defects and their status. It is understood that POL share this with postmasters. This is a very 
important meeting that sees Fujitsu and POL aligned on the HDR Defects. 
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• Investigation Peak/Potential Live Defect (Peak) — is an Incident that is being investigated 
where the cause and required action are not yet confirmed. A linked TfSNow Incident may well 
exist — and MUST exist if POL need to be aware. 

• Defect Peak — is a new Peak that is not linked to a TfSNow Incident (but is created from the 
Investigation Peak/Potential Live Defect Peak so it carries all the required historical data) and 
that describes a confirmed Live Defect where the cause and required action to fix are known. The 
investigation has concluded. 

• Knowledge Base (KB)/Knowledge Base Article (KBA) — The Knowledge Base is an 
information repository used for support purposes. Knowledge Base Articles are descriptions of 
aspects of the system that have been recorded to help support staff. The term Known Error Log 
(KEL) is no longer used. Live Defects are NOT managed using the Knowledge Base but there 
may be KBAs that describe aspects of Live Defects. 

2 Live Defect Management 

2.1 Principles 
When an Incident is raised it can become a Live Defect. The management of Incidents is therefore a 
critical initial step in the LDM process. 

• Live Defect Management is owned by the POA Defect & Service Process Manager. 

• Live Defects must be recorded as Peaks and managed using the Peak system. 

• Fujitsu uses Peak references for Live Defects, not TfSNow Problem references. 

• Live Service is always the priority so Live Defects take priority over Project work — including 
during the investigation stage. Conflict is to be escalated and handled by management. 

• POA must know how many Live Defects and HDR Defects there are at any point in time. 

• POA must be able to differentiate between Live Defects that are still being investigated and are 
not confirmed, and Live Defects that have been confirmed and require action to resolve. 

• POA needs to know the status of all Live Defects and whether there are any issues needing 
attention. 

• If an Incident relates to the Live environment, then it is treated as a Live Defect until proven 
otherwise. 

• When raised in Peak, it has the LiveAffectingDefect tag added for easier identification and 
tracking. 

• The required fields and tags within Peak must be kept up to date to enable tracking of status and 
reporting of progress (see Appendix A — Key Fields in Peak). 

• The status of all Live Defects must be always known and must be reported to POL. 

• All POA support teams must ensure progress is being made on items in their stacks. 

• POA must always seek to identify a workaround for confirmed Live Defects - and update Peak. 

• Every confirmed Live Defect must be targeted at a numbered release as early as possible so it is 
clear when the fix will be deployed (refer to Appendix E — Deploying Fixes via Release 
Management): 

o Some fixes need to be deployed outside of the release process and via operational 
change (refer to Appendix F — Deploying Fixes outside of Release Management). 

• Releases without dates must be escalated to POA management and POL until a date is 
assigned. This can be mitigated with pre-agreed maintenance release schedules. 
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• If POL postpones a scheduled maintenance release, then this is a POL decision and the release 
deployment date will be updated. 

• If POL cancels a scheduled maintenance release, then this is a POL decision and any confirmed 
Live Defects within that proposed release become temporarily accepted defects by POL. 

2.2 Tagging 
An Incident is defined in the HNG-X contract as "any perceived abnormal or undesirable occurrence 
relating to the Services". Incident Management procedures are defined in "SVM/SDM/PRO/0018 - POA 
Operations Incident Management Procedure", "SVM/SDM/PRO/001 — POA Operations Major Incident 
Procedure" and "SVM/SDM/PRO/0875 - Application Support Strategy". 

Any party may raise an Incident 

• If the Incident meets the criteria of a Live Defect, then it must be progressed to Peak and be 
assigned the ##LiveAffecting Defect tag. 

• If the Incident meets the criteria of a HDR Defect, then it must be progressed to Peak and be 
additionally assigned the HDR-Fin or HDR-Exp tag. 

The key fields within the Incident then allow the tracking of the progress of the Live Defect to its 
resolution (or qualification out) and enable all reporting. Refer to Appendix A — Key Fields in Peak. 

2.3 Live Defect stages 
As a Live Defect progresses through the process and its fields in Peak are amended as required, the Live 
Defect will pass through these stages: 

• TfsNow Incident •No action needed •Defect Peak • solution review •TargetAt / •code/build • Package fixes • Confirm it works • deployto Live 
•I nvestigation Peak •Raise Change • Solution being and approval Propose For a solution 

•Initiate Fix identified •lake to CRib if Release 
needed 

1. INVESTIGATING - A Live Defect will start out as a potential Live Defect until sufficient 
investigation has taken place. 

2. SOLUTIONING - If a fault is confirmed then this will progress to be a confirmed Live Defect (if it 
is not a fault then the potential Live Defect will be closed). 

3. PROPOSED FOR - Once a solution is identified for a confirmed Live Defect it will need to go 
through the POA processes before the fix is assigned to an appropriate release. It will initially be 
proposed for inclusion in a future release. 

4. TARGETED AT - Once the release is confirmed, the Peak will be Targeted At that release. 
Releases are then managed through to deployment to Live. 

5. ACCEPTED DEFECT - Accepted Defect is a Defect that has been discussed by Fujitsu and POL 
and it has been jointly agreed that no further actions will be performed i.e. accepted as not being 
fixed. 

2.4 Managing the Defect 
The following is a guide to managing Live Defects: 
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Potential Defect Investigation Peak Confirmed Defect 
(Investlgatlont Fujitsu Internal Fujitsu Internal 

nujitsu Reports 
HDR/CBIF, or 

Continuous Irrgprovement 

• If it is a Live Detect than Bonded 

add the 
LlveAffettingDefect CI 

• If it is a HDR Incident 
.iuryt riLa HDI 

- - . 
All should be Cell Type "p" 
All should have the Collection 

then add relevant CI #RLiveAffectingDefect 
• Updates auto replicate • If HDR than relevant Collection should be 
• POL rely on ServiceNow added 

If POL no flcation _ • Updates do not auto replicate 
Deeded '_ .- . • -, Updates are system driven by reports: 

3. Live Defects with the HOR Collection -
for the HDR meeting 

2. CBIF qualifying Peaks -for the HDR 
meeting 

3. Live Defects excluding the HDR 

® 

Collection- reported (1St) under 
Continuous Improvement 

4. Deferred Defect Peaks -for 
information and tracking 

• All Live Defects must have a clear next action stated that can be tracked. 

• All Live Defects must be always owned by a team whose manager will ensure actions are being 
taken (this can be a different team throughout the l ifetime of the Live Defect). 

• 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. 

• 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. It is POL's responsibility to keep its own internal HDR Defect records up to date. 

• 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. It will then be excluded from 
Live Defect counts in the future. The HDR-* Collection should remain, so it is known that it was 
considered within the HDR Forum. 

• 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 key field data 
items. 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 progress of 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. 

• Peaks that have been tested successfully and are still to be deployed must not be closed and 
must be routed to the Peak stack RM-x and assigned to "Release to Live" so it is clear that the 
Live Defect is still present in the system but that its fix has been tested and is awaiting release. 

• Several Response Category field values are considered No Fault Found. See Appendix C — No 
Fault Found Response Categories in Peak and "SVM/SDM/PRO/0875 - Application Support 
Strategy". 

• If a decision is made that progressing a Live Defect is not the best option (for example the 
feature is being migrated and any fix would serve little purpose) then we should act as follows: 

o If there is a Live Defect then Fujitsu should assume an obligation to fix it. 

o If Fujitsu does not believe a fix is the best option, then it must get permission not to 
create and deploy a fix. 
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o Such permission can be from POL (ideally and especially if it is a Live Defect that would 
in any way affect how POL uses the solution) or from POA Delivery Executive (DE) 
(where the only impacted entity is Fujitsu). 

o The Response Category on the Live Defect Peak must be changed to "Accepted Live 
Defect" (so it is treated as a no action Peak). 

o "Accepted Live Defects" will appear on all POA and POL Live Defect reports. 

2.5 Reporting 
Fujitsu provides a variety of reports to different audiences: 

• All HDR Defects to POL — at the POL chaired weekly HDR Forum meeting. 

• All Live Defects to POL fortnightly. 

• All Live Defects (comprising all HDR Defects) — for the monthly POA Business Review. 

• All Live Defects to the POA stack owners and POA management teams monthly. 

Refer to SVM/SDM/PRO/4695 — Horizon Defect Management Reporting for additional details on how the 
reports mentioned are created. 

2.6 Data checking 
The tagging of Live Defect and HDR Defect Peaks relies on many manual actions which can be 
susceptible to human error or interpretation. To mitigate this, there are a series of overlapping and inter-
connecting processes performed by separate people and teams that significantly reduce the potential for 
omission or mistakes to go uncorrected. This provides high reliability to the LDM tagging and resulting 
processes. 

• Peak owners are required to keep the Peaks updated and the key fields up to date. 

• Checks are made by stack owners as part of their Incident Management actions (see Appendix B 
— Checklists for TfSNow & Peak Stack owners). 

• The chairs of key meetings such as the Business Impact Forum (BIF) and the Peak Targeting 
Forum (PTF) check field values. 

• The Major Account Controller (MAC) team perform periodic checks following a local work 
instruction to ensure the Peak key fields are being constantly checked for data inconsistencies, 
challenging the Peak owners to make required corrections (e.g. a fix has been deployed in a 
release in the past, but the Live Defect Peak has not yet been closed). 

• The regular reporting extracts also serve to ensure the key fields and tagging is regularly 
checked. Any inconsistencies are challenged and updated. 

Combining the extensive level of awareness within the support teams with the many additional 
overlapping processes means that the identification of Live Defects and HDR Defects is highly reliable. 

2.7 Key Meetings 
The key meetings that support the LDM process are summarised below. The outcome of BIF/CBIF/PTF 
meetings is held in concise notes in the relevant text boxes on the RELEASE MGT tab in Peak. This 
enables easy refer backs without the need to source external content. 

2.7.1 BIF - Fujitsu internal 
• BIF is a Fujitsu internal meeting that is held every weekday (if required) to ensure prompt 

discussion on Peaks ready for group review. 

• When a Peak is ready for BIF to consider, the BIF Action flag must be set on the relevant Peak, 
so it is identifiable. 
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• All Peaks with the BIF Action flag set will be reviewed at BIF: 

o This will include all defects Peaks with the ##LiveAffectingDefect tag. 

o It 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. 

• As Peaks are assigned the BIF Action, the support specialist will be presented with a prompt to 
ensure they confirm the key data items are correctly set within the Peak. This will ensure that the 
BIF meeting can focus on the solution for the Peak and not whether certain key fields on the 
Peak are correct: 

BIF Check-list PCO251)902 

Please confirm this Peak checklist as much as possible 

to help streamline the BIF process. 

Live Affectmy Peals •I  Yrt IJ. Ltl:t'i d[I7 

HDR - Finencinl Impost r 

tR - Experience 

feet Call Type e 

nkero-.cud as ailable 

(duct Correct 

ant Correct 

pact Complete 

• At the BIF meeting itself, more Key Fields will be checked to ensure the accuracy of the Peak 
system. For example, BIF will: 

o Ensure Call Type is correct. 

o Ensure Workaround field is up to date. 

o Ensure Product Group field is up to date. 

o Ensure Product field is up to date. 

o Ensure Priority field is up to date. 

o Ensure Impact field is up to date. 

• 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 

■ The BIF Chair must check if there are conditions that would mean the Peak needs POL input and 
hence must go to CBIF. The questions are on the RELEASE MGT tab under the BIF section (see 
screenshot below as well as text extract): 

The mops be none in more than one way and POL woud loot to guide Fujitsu on clmosing the pretened option_ 

The to may mange the tonctbrelny stile system and consequently POL will be required to pmutde apprapnate nxmmniption, and potentlaly Ilatnng, tattle suopastmasters. 

The fix may need to be done In conjunction with changes performed by torrent POLO other suppliers and POL will need to manage and synchronise that antis ty. 

The fiz may need to be dame con<unentywdh a separate figure planned change, due to the two tines being loglcaly related, and POL would need to confirm theirwlllingness to accept any potential 
delays In deploying me far. 

The fix may relate to attire discussions between Fujitsu and POL one specific and separate top, and hence stolen be ALscussed wimin that context (=ujgsu management tllscretiun). 

Fulasu does not bellve a tlx 02 sensible option acrd seeks cc _'s agreement to record live cocuientances Ina 03 only. 

• The fix can be done in more than one way and POL would need to guide Fujitsu on 
choosing the preferred option. 

• 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. 

• The fix 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. 
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• 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). 

• Fujitsu does not believe a fix is a sensible option and seeks POL's agreement to record 
the circumstances in a KBA only. 

The BIF chair must record, in Peak on the RELEASE MGT tab, what decisions are made: 
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o The BIF date fields (Initial and Completed) will be completed during, or after, the BIF 
meeting (not before or it will affect status reporting): 

■ Initial date - will hold the date of the first BIF meeting that the Peak was 
presented at — this value should not change. 

■ Completed date - will hold the last BIF meeting the Peak was discussed at — this 
value will change if the Peak is iteratively presented for review, and it will allow 
reporting on what was reviewed at the last BIF meeting. 

o The outcome of BIF discussions should be added to the BIF text box on the RELEASE 
MGT tab. A concise note is all that is needed. 

o If the Peak is approved or rejected at BIF, then the BIFApproved Collection must be 
added (also for BIFRejected). 

dd Inctdent to Collection 
B FA roved — Apprord for fix by the Business Im act Forum [Tear, Add to Collection 

o If the Peak is to go to CBIF this will be determined by the field values and the BIF chair 
should not set the PTF Action flag. 

o If the Peak does not need to go to CBIF then the PTF Action flag will be set if the Peak is 
approved. 

2.7.2 PTF — Fujitsu internal 
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• PTF is a Fujitsu internal meeting that is held every weekday (if required) to ensure prompt 
discussion on Peaks ready for group review. It is typically held at the same time as the BIF for 
process efficiency. 

• All Peaks with the PTF Action flag set will be reviewed at BIF: 

o This will include all defect Peaks with the ##LiveAffectingDefect tag. 

o It 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. 

• 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. 

• The PTF chair must record, in Peak on the RELEASE MGT tab, what decisions are made: 
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o The PTF date fields (Initial and Completed) will need to be completed during, or after, the 
PTF meeting (not before or it will affect status reporting): 

• Initial date - will hold the date of the first PTF meeting the Peak was presented at 
— this value should not change. 

• Completed date - will hold the last PTF meeting the Peak was discussed at — this 
value will change if the Peak is iteratively presented for review, and it will allow 
reporting on what was reviewed at the last PTF meeting. 

o The outcome of PTF discussions should be added to the PTF text box on the RELEASE 
MGT tab. A concise note is all that is needed. 

• The ideal outcome from PTF is that the Peak (whether a Live Defect or not) is Targeted At a 
numbered release. 

2.7.3 HDR (including CBIF) - joint Fujitsu and POL meeting 
• The HDR Forum (formerly Horizon Known Error Review Forum (HKERF)). This is a critical 

meeting where POL and Fujitsu review the progress of all open HDR Defects. It is a joint weekly 
forum chaired by POL. A Terms of Reference is owned by Post Office and is also stored in 
Dimensions as SVM/SDM/PRO/4317. 
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• Potential HDR Defects will be reported automatically to POL via the service management toolset 
replication driven by Fujitsu updates to the TfSNow Incident. An Incident raised and bonded to 
describe the potential fault condition being investigated. 

• Actual HDR Defects (including any deferred) wil l be shared with POL weekly by an extract report 
from Peak that will be sent to POL in advance of the meeting showing the latest update. 

• 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. POL will be notified of the 
reason on the HDR Report and at the weekly HDR Form meeting. 

• Fujitsu will provide its view of status — from its systems — and manage any difference of opinion 
with POL. 

The agreed target dataset for reporting a HDR Defect is as follows (as at the date of this report): 

°PPODI:CTS EVDENCE NPR CT (OLLEC:IO S LIRGETRE.FASE RELEASE MOT.

Imptut Index 13532 Lan Editor 
HORIZON DEFECT REVIEW FORUM - DEFECT SUMMARY 

foremen t CFassficanon_Fuj¢su Confidemiel • Cammerctal.m.Confidence 
Document Curer: Fujasu 

Date of heat 2022.02-16 132 
VOL Problem Referents 
F,.idan Referrers 
Dore fast logged at HDR(dd mm r}vv) 
Fujitsu Tale 
VOL Titit 
Drecripriou 

Bran_h Financial Impact or Experience ;Fujitsu HDR-F. HDR-Eap) 
Rran_b ampere destxibed 

f)efert Coefvmed (or still uaderinrestigetion) 
How • found 

"Leo found 
"hen it dates back to (trhrn could it haze untied happening) 
Hran.bes afferud 
Frequetkg of000urrence 

knot cause 

Is a detected v Maored 
Workaround 
Worhround descxtpttao 
Fix required 
Status update 

Next action 

Target Rrlcasc Number 
Target Release date latest connote) 

• The Impact tab in Peak will automatically show this layout if a HDR-* Collection is added. The 
content can also be readily extracted to HTML format for sharing or inserting into POL reports. 

• Fujitsu will provide weekly updates to POL at least one working day prior to the HDR Forum 
meeting. 

• CBIF proposals are also discussed with POL at this forum. 

2.7.4 CBIF (part of HDR) -joint Fujitsu and POL meeting 
• CBIF is a joint meeting with POL and is combined with the HDR Forum meeting. 

o Items to be discussed at CBIF must have a "CBIF Proposal" that has been created in 
advance using the agreed template (see below) and approval process, so it is clear that 
this is what the decision needs to be made on (not additional dialogue during a meeting). 
"CBIF Proposal" should be attached to the Peak and also be sent with the HDR weekly 
report so that the meeting has the information in advance. 
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FUJITSU RESTRICTED - COMMERCIAL IN CONFIDENCE 

Customer Business Impact Forum (CBIF) Proposal 

«Sim Lida» <<Peak ret., 

[c Name- J.fj ncq(Inm/çgfln 

«Description —probably dented from the Peak but not requiring the reader to have access to the 
Paak» 

<<Probably Derived from the Impact field in the Peak

<< A B C etc cr l ust show cne» 

«what do fujhsu believe 1s the best apeon cv 

<<what are the Vmplications/considerations POt needs to understand when making its dacuicn» 
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POST 
OFFICE 

• Peaks to be discussed at CBIF are determined by Peak data items so it is system driven. Fujitsu 
may invite SMEs to the CBIF part of the HDR meeting if it would help with any explanations to 
POL. 
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• The CBIF representative must record, in Peak on the RELEASE MGT tab, what decisions are 
made: 
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o The CBIF date fields (Initial and Completed) will need to be completed. 

• Initial date - will hold the date of the first CBIF meeting the Peak was presented 
at — this value should not change. 

• Completed date - will hold the last CBIF meeting the Peak was discussed at — 
this value will change if the Peak is iteratively presented for review, and it will 
allow reporting on what was reviewed at the last CBIF meeting. 

o The outcome of CBIF discussions should be added to the CBIF text box on the 
RELEASE MGT tab. A concise note is all that is needed. 

o If the Peak needs to go back to the Developer, then it should be assigned to the 
Developer team. 

o If the Peak can proceed as discussed at CBIF, then the PTF Action flag will be set. 

o 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 as this will cause the Peak to 
reappear on the weekly PTF report. 

o CBIF rejections must get a POL reference which must be added to the Peak and to any 
applicable KBAs so it is a matter of record that this was a POL decision. The Peak is 
then closed with Response Category "63 -- Final -- Programme approved - No fix 
required". 
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A Appendix — Key Fields in Peak 
There are many fields in Peak that help support users to determine status and record information. Many 
of those are mandatory or system generated. These remain important and are described in "CS/MAN/011 
— Peak User Guide". 

The fields identified below are important to the LDM process and will need to be completed at various 
stages of the progress of the Live Defect. The screenshots and description may change over time so this 
appendix should be seen as illustrative rather than a definitive and maintained reference. 

To help remind Peak users of the importance of Live Defect and HDR Defect Peak updates, a banner 
appears on the Peak login screen: 

Defect Management Changes 

ere hove born some chnnee; to the DefectMauagememt process to enablr more accurate reportng. Please corssidcr the follo ciug tattoo rrs-ictvng a potuttial defier Pool,: 

• Is this a Lice Defect? If so. add the tltUveAffeotingDcfeat CeOectiaa 
• Is the Can 1lpe cortect? Change to L — Live Incident or p — Defect Identified as applicable. 
• Does'could tbds affect branch operations' If so add either the HDR-FinC'meoc.ol) or HDR-Eap(Expenmce)Collection 
• Is there a R'arkareuud? If so. add the Werkareuad Ref a field and set a to I'm. 
• Hare you added a Impact update? There is a Hero template to guide adding an impact. 
• Is the. P_tyy correct? The default priority from TFS\on' is often too lom- 
• Are the Product & Product Group fields correct? Multiple products can be added if requved. 
• Is the State, lRespoase Categarc) correct? Does it rct?cct tlrc currcm actit itc 

m 
the defect process 

• When possible ensure your pragreac updates arc undteataudablc to non-technical soars. 

Peak Incident Management System - R11G.4 ccount 
incident mgrrM'= I [all Usti I find call I 1bal1d gaery Iquery list 

1prcfereeoeal Imultiprinh Irile share 

bela  lord collecti~ alt 

The following are the key fields needed for Live Defect Management: 

• Call Type — must be set to "#" Defect Identified when a Live Defect is confirmed. Prior to this, 
Live Defects should be Call Type "L" Live Incident but can have other Call Types provided 
they carry the ##LiveAffectingDefect Collection. The Collection descriptive text is "Fault that 
is present on the Live system that is inconsistent with the agreed design and/or service 
specification"

Peak Inl 
DETAILS REFERENCES PP-ODLCTS E', -IDECE ::.:- .--

Call Reference IPc0295241 

release Leported In -- HNG-X Rel. Ind-

`a11 Type O — Operational (SSC) 

ontact 
A --Administrative use 

mpact C -- Cloned call nginot yet definedlTBAI St 

iumman, E — Enhancement Request ent 
F — Document Review/Design Walkthrough 

Date: 16-]un-2021 1 G — GDC Testing Incidents/Defects 
CALL PCO295241 ope I — Internal Development Incidents/Defects 
Details entered are K--Primark 
Summary: testing L— Live Incidents 
Call Type: L M — Problem Management 
Call Priority:D 0— Operational (SSC) Target Release:tR16- 

P __ Product Incidents/Defects 
Routed to:EDSC - _ 
Date:16-]un-2021 1 R --Release Notice Forum 

[Start of Response] S — System Testing Incidents/Detects 
testing dev MD T — Technical query 

[End of Response] U -- Security Testing Incidents/Defects 

Response code to ca V — Vulnerability em Identified(38) 

Date:16-]un-2e2i 1 W — Reference Data Service 
The Call record has X — System Management Testing Incidents/Defects is 
Date: 16-]un-202i i Y -- Live (Non-RefData) Data Updates 
Development Cost updated: netu cost Is 2 (Man Days) 

[Start of Response] 

test 1 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 
Date:16-]un-202i i0:5i:e8 User:]ohn Simpkins 
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• Summary — must be written to be understandable by most readers. This will need more thought 
when Peaks are raised. 

• Impact — tab will display in one of 2 formats: a shorter form for non HDR Peaks; and a longer 
more complete form to meet the HDR reporting dataset requirements. For other Peaks it should 
ideally also be updated but this is not mandatory. 

o Shorter form: 
r te► 

DE:,l11S REPERRNCES PRODUCTS f';ID'`:1E 

 

_ 
'__C:T COLLECTIONS T.ARGETRELEASE RELEASESIGT 

Impact IndeuRnc Last ER orUchrcowo DateTimuNA 
Description [n shor. on-technical de=_c ior zf the Proilen: 

Branch impact described 

How found

When found 21/02Q022 
When it dates hack to (ultra could it has a started 
happening) 
Hraoches affected 
Frequency of occurrence 

Root cause 

Is cc detectedmouiloced 
Work000und N. 

Workaround description 510 

rin required 

Sums update 
Sent action 

o Longer, HDR dataset form: 

DETAILS P.FfERF\'CES proDuCTS FlIRFN:F R@ACT :-tlll. FC:rC\S T.p.CETRFLFcSF PFI.F..LiEla'.T L~ 

Irtlpatt Index 1353! Len Editor 
HORIZON DEFECT REVIEW FOR1.4 - DEFECT SLMMARY 

Dncamenr Classtficanrm: Fujruu Crnfidennnl . Ceeeneruat-tot-Confidence 
Document ou:tcr Fujitsu 

Date of Issue 2022.0216132 
POL Problem Reference 
Fujitsu Reference 

to tics,  lunged at HDR (dd mar yyyy) 
Fujitsu Title 
PDL Title 

crrpnao 

Teroob F manual Impaot or Ertpenenee (F> )rtsu MDR-Fa'HDR- ) 

torso], oupact descnbed 

label  Confirmed Or still under iurestieation) 
v found 

'.'hesf urul 
When it dates back to ;.,hen could a bare started happening) 
kirrsrdrss affecr<d 
cequencr of occmrroce 

tout canoe 

Ito detectedmenirored 

Workaround 

Workaround desnrptiae 

Fir rrqtctoed 

Starus update 

Seat notion 

argot Release Dumber 

erget Release date (latent estimate) 

o By clicking on the Export icon on the top right, a sharable version of the Impact content is 
presented in HTML format and can be easily saved. 
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• Collection ##LiveAffectingDefect (formerly ##LiveAffectingSoftwareFault). This Collection must 
be set when the Peak meets the criteria for a Live Defect at the earliest possible opportunity. 
It is likely that Call Type "L" will frequently carry this ##tag but it will not always be the case 
so needs selectively applying. The Collection descriptive text is "Fault that is present on the 
Live system that is inconsistent with the agreed design and/or service specification". 

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

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

I d Incident to Collection 

HDR-Exp -- Horizon Defect Review - SPM Experience [Public] Add to Collection 

HDR -E — Horizon Defect Review - SPM Experience [Public] 
HDR-Fin — Horizon Defect Review - Financial Impact [Public] 

• Collections —when a Collection is added or removed, the history is held on the RELEASE MGT 
tab in the Release Management Forum (RMF) area as shown below: 

Release Management Forum (R ) 
03/11/2021 Added to Collection ##LiveAffectin defect by John Simpkins. 
03111/2021 Collection ##LiveAffectineDefect removed by John Simpkins. 
03/11/2021 Added to Collection HDR- Exp by John Simpkins. 
03/11/2021. Collection HDR- Exp removed by john Simpkins. 
03/11/2021 Added to Collection HDR-Fin by John Simpkins. 
03/11/2021 Collection HDR-Fin removed by John Simpkins.) 

• Priority —must be constantly validated so it is accurate as this will affect reporting and decision 
making. 

• POL Problem reference — using the prefix "POLPRB-" so it is obvious and also searchable. 

o POL Problem Reference is a Reference field and the following screenshots shows how 
to add the field: 

l .. I. lurlitrnl \Ienexrm nl \)Hnu P(0:9%2I1 

eY.ece i~ aai t-se 9d 
DwY 

— NnM 
~r(nme 

W 

Ic¢..r- Y.rMrrr~rl~/Y~fhrrlM) 

ww.woa~. 
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• Fujitsu Problem reference — using the prefix "FJPRB-" so it is obvious and also searchable. 

o Fujitsu Problem Reference is a Reference field and the following screenshots shows how 
to add the field: 

1'r.d imudrRl \Iaea;. uv e l ,,a,m P, , , :4 

Refert>r irM \'mw Ref 

E :JY 

y1'r 

mow. .. w...mwoerwrwrr.er m.r ~mrl 
j

• Workaround — to state "Yes/No" state if a workaround has been implemented. If the field is 
blank or contains "No", then no workaround has been identified. If it is "Yes", then an accepted 
workaround is in place. 

o Workaround is a Reference field, and the following 2 screenshots show how to add the 
field and set its value: 
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• External Dependency — to allow key dependencies to be captured as these typically cause 
extended delays e.g. with POL turnaround (perhaps when related to their EUC provider), or with 
Fujitsu sub-contracted parties such as Worldline. 

o External Dependency is a Reference field and the following screenshot shows how to 
add the field and set its value: 

edd Relerence,e 

Ifaddingro ltipte ref e - these mull be commaseparatda.d be 

POL EUC Provider 
POL Network Provider 
Vendor 
Other' 

• Internal Dependency — to allow key dependencies to be captured as these typically cause 
extended delays e.g. dependent on another release. 

o Internal Dependency is a Reference field, and the following screenshot shows how to 
add the field and set its value: 

I Adc Referanneis) 

POL EUC Provider 
POL Network Provider 
Vendor 
Other' 

• 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. 

• Assigned Team — must show which team is currently responsible for taking the next action or 
ensuring action is taken. 

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

• Root Cause — we need to know what type of fix was needed, which when matched to the part of 
the system affected, gives us further quality data. 

• Response Category — specific values have been identified to enable clarity and to spot 
exclusions: 

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

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

o "95 -- Final — Advice after Investigation" — for Peaks tagged with the HDR Collection that 
were subsequently qualified as not being HDR Defects. 

o The value "30 --Pending-- TL confirmed" wil l cease to be used. 

A more complete list of No Fault Found Response Categories can be found in Appendix C - 
No Fault Found Response Category values in Peak. 

• A reminder will pop up on certain changes of Peak status to remind support staff to consider the 
key fields: 

o Events triggering presentation of the pop-up: 

■ The Peak Routing is changed. 
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• The Call Type is changed. 

• The Response Category is changed. 

• The ##LiveAffectingDefect Collection is added. 

• The HDR-Fin or HDR-Exp Collections are added. 

o Pop-up wording: 

• Is this a Live Defect? — if so, add the ##LiveAffectingDefect Collection. 

• Is 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. 

• Is 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? 

• Is the Priority correct? 

• Are the Product & Product Group field values correct? 

• Is the Status (Response Category) correct? 

• Cloning Peaks 

o There are important occasions when it is necessary to clone Peaks. This should be done 
following the process explained in Appendix D — Cloning Peaks. 
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B Appendix — Checklists for TfSNow & Peak Stack 
owners 

This checklist is maintained separate to this document and is subject to change. The version below is for 
illustrative purposes only. 

A checklist exists to help owners of TfSNow Resolver Groups and Peak stacks to keep the Incidents and 
Peaks in a manner consistent with the Live Defect Management processes. 

For Peak: 

There's a Peak in my stack... 

A ehc*tat guide rw pooh stack wner.. (ord:uppo,t sper,cl.;ez updating Peak') 

For TfSNow: 

0 Should title be In my stack? If not, than route It to the right Aulgnad 
Team 

0 le the Peak asslgnetl to the correct person (notoff sick still on POd)? If 
not, then reassign It 

0 ie itapotential live Defect? Ifs.., addtheOHLiveAffetingDefect 
fnllectlon 

❑ If it is a potential Live Defect, what ...ds doingto progress h to Detest 
Idenitsbd tie to qualify has NOT a Llva Defnet? 

❑ If N is a Live Defect, itshould be Cal l Type'L' or'N"-so change it if 
needed 

❑ If N is Call Type "o- Defect Identfied", b i bonded to POL'e SNOW - Hso, 
le needs to be cloned end then dneed (It ie oh If k Is only bonded to 
TfSeetu 
m m, ascend It be, kneneh Impacting-if so, add the HDR-Fine, HDR-Exp 
f Ilnninn 
If it has a HO?-• Cutectiun-is it being treated as high priudty-
regard less of Prlodw find value? 

❑ If h has a HDR-•Cotoction- iethe Impart field W to date and we ll 
worded sothat POL will endentnnd it? 

] Isthe Workaround Reference added withyes selected whereasuitable 
workaround it in pie oaf 
Has anything changed that would mean the ApliveAffecting0efect or 
HDR-" Calls alons are no longer correct and should be remaved7 if so, 
remove them 

❑ If N is Defect Identified, when will it be taken to 9l-? Set the elf Action 
0 If Itlenerect IdenHRed, r,dhasbeenapp,teedet OIF,.hen.111 Itbe 

taken to Pig? Set the Per Action 
0 if It is Detect idendted, and hash ten Targeted In PTA, when will work 

vtaetic,nee o the required fix? 
0 lsthe Response Category correct? 
❑ Istl,n Product and Product l,rotn, correct? 
0 When was It last updated - and is that enacceptabie dmespan? 

7 Have dlateeeitne taken place over small or In maacings that should ha 
added to the Peak to ensures full record Is available? 

] How long is It since the Peek was raised - and lsthet acceptable or does a 
revew need doing? 

7 Dotha latestupulates read well and make sense? knot, change them and 
coach the crew er 

] Is it clearwho(spectrally)ieexpected m take theneetattion?If nor, 
make It doer aryl entity the par nn eepentedtnttn

] Ifyouarewaitingforsomeonoeeternaltoyourteamtatakeaction-
challenge them to make progres 

] —k,wah thetollawing Response Categories thathave the 
aaLie.Affecdngoefet Cailectlon should be Call Type 'g' eta he Is 
needed.Change it if necessary 

-Penner - Pruduen Fns ozgrwsed 
-Pending- D«vmeraation Einar Uagnosed 

Peaks that are Sheets 'F shculd have an esowate Root Caste added 
before being cased- Make sure It is updated 

7 Peeks recently closed with any of the following Response canaetniae are 
deemed to ha. been No St At Found with no fix anion needed. Is this 
correct? H not, have the Peaks re-opened and cossetted 

02 - rvoeaulenpeoauoe 
al --Pmglamme Approved -Ne no eaqulred 

- -Enhancement Request 
--AdminispmreResponse 

?2 Final-Dupllmt¢tall 
--AMice ant guitlancegiten 

9a--Flnel-.Adria lnvesngatlon 
9fi--Final--InvrHiciettlent evidence 

- - Dmpedhea nsutficknt e,ndence 

Ote 

99--Final--oseremar 

find -gar,ed tolrnae Delxt Peak 
-Final-al mtlamer by mar 

There's an Incident in myTfSNowAssignment Group.. 

A checklist guide for IftNow Assignrnen l Group owners load supportspeciulists updutteg Ifsraow Incidents) 

7 Should this be in my Assignment Group? If not, then route it to the 
right Assignment Group 

I Is the Incident assigned to the rorrect person (not off tick, still on 

FDA)? If not, then reassign R 
7 Is the Summary field a dear description that others will 

understand? 

7 If the Incident is net horded to POL Se nneeNew, does it have the 
right Open category? 

] Is its potentiel Live Defect? If an, add the LivrdffectirgDefect Cl 

7 lilies potential Live Defect, what needs doing to piegrens it to a 
anfrmed defect or to qualify Has NOT a live Defect? 

I Should POL be aware? Ipso, the Incident will need to be logged by 
MAC with the required Specific Categories sD It can be bonded to 
POL ServiceNow so POL can be kept updated with progress 

] Is it, or could it be, branch impacting- if so, ensure MAC are asked 
to add the HDR-Fn at HDR-Lop Cl 

7 If it has a HDR a CI - is it heing treated as high priority- regardless 
of Priority field value? 

7 If it hen a HDR-e CI - ie a recent entry in the "Additional comments 
(Customer visible)" field up to data and we11 worded so that POL 
will understand it? 

7 Is the State field correctly act? 
7 Ise workaround eveileble (this will show in the Peak- if applicable 

asdte Workaround Reference will be set to Yes)? If so, make sure 
that the aAdditioml comments (Customer visible)" field clearly 
states this- evenejal ly it this Incident is boded to POL ServiceNuw 

3 Has anything changed that would mean the HfLiveAffectingDefect 
or HDR-" Cls are re, longer correct and should be removed? list, 

we them 

❑ If f is a confirmed defect, when will the resolution action be taken 
e.g. is it linked to a TfbNow Change? 

© Copyright Fujitsu 2023 

❑ When was it last updated- and is that en acceptable limespen? 

❑ Hasse dissussions taken pare over email or in meetings that shculd 
he added to the Incident to ensure a full record is available? 

❑ How long is It since the Incident was raised- and is that acceptable 
or doesa review need doing? 

❑ Do the latest updates read wel I and make sense? If not, change 
them and teach the creator 

❑ If thelncident is banded to POLSe,viceNoty, does theiatestupdote 
to the "Additional comments (Customer visible)" field make it clear 

to POL what the status in, If not, add an update that does 

❑ inc clear who (specifically) is expected to take the inert action? If 
not, make it deal arld notify the person expected oats 

❑ If you are waiting for anmeone external toyoarteem to take action 
-challenge them to make progress 

❑ Is the Incident Suspended as no further Fujitsu action is needed? If 
o, and aftet 1C working days have elapsed, the Incident should be 

closed 

❑ If the Incident is being oioe d,ensu re, it has the eight Oosure to de 
and has the correct minimum datasetadded (as per local work 
instraatiann){ 

o Line of Summary 
Root Cause 

a Resolution 
o Imemal/Extemal 
c Fulltae SME 

POL Stakeholder 
or Incidents recently cloned should be checked. If they were closed 

with en action required by Fajifeo, dean the Incident dearly state 

that? Itehey were closed follondeg action taken by Fujitsu, does the 
Incident clearly state that? 
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C Appendix — No Fault Found Response Categories 
in Peak 

Peaks with the following Response Categories are deemed to be No Fault Found as no action was 
required to remedy the issue raised. In some cases, this is because the fault is within an area of the 
system that is managed using TfSNow and hence Peak is not the source of the Live Defect information. 
In other cases, this is because the fault is already being investigated under another Peak. 

Response Category -68 -- Final -- Administrative Response 

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

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

Response Category —70--  Final --Avoidance Action Supplied 

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

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

Response Category — 72 -- Final -- Duplicate Call 

Response Category — 58 -- Final -- Documentation Fix Available to Call Logger 

Response Category —66--  Final -- Enhancement Request 

Response Category 

Response Category 

—96--  Final -- Insufficient evidence 

—62--  Final — No fault in product 

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

Response Category —64--  Final — Published Known Error 

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

Response Category 

Response Category 

—97 -- Final -- Unspecified insufficient evidence 

—98--  Final-- User error 
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D Appendix - Cloning Peaks 
Cloning processes and rules need to be applied consistently: 

POST 
OFFICE 

• Cloning carries forward all Collections, References and Key Fields and it must show cloned from 
and cloned to support chain of events tracking. 

• Cloning should be for specific purposes and the reason will appear as a prompt when cloning is 
initiated: 

o Assignment to GDC (so we can redact/obfuscate) 

Note: Since April 2020 UK Bridge do not clone Peaks but instead they obfuscate the 
original so it can be widely shared and updated whilst maintaining any links to TfSNow 
Incidents. 

o Splitting into multiple threads linked to a single origin (e.g. Data Centre & Counter, 
phased fix — urgent perhaps by script/refdata and follow-on for code). 

o Disassociating from the TfSNow incident (e.g. documentation, follow-on to an initial 
response to an Incident). 

o Creating the defect Peak to progress the Live Defect to resolution. 

o Creating Test Only Peaks where the test in a particular environment can't mirror the 
entirety of the issue described e.g. 3rd party connections are not available. This is rare. 
Testing is then done on the clone in that environment. The master defect Peak is still 
open as it may be used for the full testing in LST. The Test Only Peak will be closed once 
testing is completed successfully. 

Note: 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 

• When the [Clone] button is clicked, the following menu is displayed: 

Select Clone Reason: 
Create a Defect Peak 
Split into multiple streams 
Disassociate from TfsNow ticket 
Test rig reasons 
Other 

Enter new clone Summary: 
Clone test 2- Testing Peak development 

Cancel Confirm 

• 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: 

te:11-Aug-2021 09:00:38 User:3ohn Simpkins 
LL PCO259593 opened 
tails entered are:-
mmary:test mb problem 
11 Type:# 
11 Priority:D 
rget Release:HHG-X 12.11 
uted to:EDSC - lohn Simpkins 

Date:11-Aug-2021 09:00:39 User:3ohn Simpkins 
Clone Reason: Create a Defect Peak 

:14-Dec-2015 15:52:55 User:_Custoner Call_ 
PCO244669 opened 

ils entered are:-
3ry:test mb problem 

• If the Defect reason is selected, the clone will be created with Call Type '#'. 
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E Appendix — Deploying Fixes via Release 
Management 

Live Defects, once assigned to a release at BIF/PTF, then follow the POA Release Management 
processes. The Release Management Strategy is defined in SVM/SDM/PRO/1 520. The following also 
needs consideration: 

• Release Notes must list all Peaks that are fixed and being deployed. The extract/report must also 
show the POLPRB- reference for HDR Defects and the Fujitsu Problem references if they have 
been tagged to be tracked by the Problem manager(s). This is achieved by clicking the button to 
the right of the listed Peaks in the Release Note which creates an Excel spreadsheet that can 
attached to the TfSNow Change ticket (format like below): 

Cal Relrence~St®vy POL Problem Re4Fujisu Problem Re~ 

PCO295314 LST20.94: Proper messages has to dispaly instead ofAgerl eveltc in DCM_LREC.DCM_CREATE_LREC_C4Djo 

PCO295403 LST: 20.94. Too many D records in LREC fib 

PCO295711 PBS Plot INC83497 t6 : Amex ears not settled as espeected sslnon reconcile DRS2 reporb 

PCO295725 IPBS: INC8354763 (IFSNow): 1NCO3887 IS Lloyds £300 sssthdrawal [MCSUK-16376] 

❑ose 

• Release Notes will not list: 

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

o 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). 

• The action of deploying the release should set the applicable Peak Status to "F" and alert the 
originator that the fix is deployed and ready for them to confirm and close the Peak. 

• If a release has gone Live, then any urgent new Live Defect Peaks must NOT be Targeted At 
already deployed releases. A new hotfix release reference should be generated. 

• If a hotfix is needed, Release Management will create the hotfix release in Peak with its own set 
of dates, so that it can be properly tracked. 

• Release Management will maintain the Target Release date table: 

o All past releases must state the actual release date for deployment (if phased, this 
should be the Pilot release date when at least 1 live branch saw new code installed). 

o All future releases must show the latest anticipated release date for deployment — 
irrespective of who will be leading the deployment. 

o The release date should be the first time that the deployment was made to any live 
environment (this is currently always Model Office). The date will therefore show the first 
time the fix was deployed to a live counter/branch even though a phased rollout may 
mean other counters/branches did not receive the fix until a later agreed date. 

o The 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): 

Peak Iaddeat Jiaaagemeot System 
selec,XkucIHHGX !e : 
Shc~u.: uNk: L 

Ref- n ._ Reiearef~ ~  ImmbkC Sar'„uneer 5e r 

PIa Q.+➢~.- Plm O.., e.mrm Pl. lam Tey PI.m O.n Tin 

laa Ouei~~e?~ r'.>ni Rein➢vn Donn..,. pinnnrnpn,ecmdn rmdunlmn a.,r . 
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Peak Incident .N1 
Select Rekme Hr..:.-t ]t 

Sho.. u;utbk 

:«d. for this rcleue Rest L... 

5d.. Cnarg.s R..Ucr. O..r. R....,•, 
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o 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: 

Planned Darn (DDN M YYYY) Amin Darn (DD/Iv5+PYYYY) 
Out Deti elopmenr 1 

Our mte at.~n 1 
Into LST 

Our LST I 
Into Production 

o Hoffix releases must also be included in the date table. 
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F Appendix — Deploying Fixes outside of Release 
Management 

If a Peak is being fixed outside of a release — e.g. by operational change by us, or by operational change 
to relate to a Worldline deployment then we must update the Peak to Response Category '69 — Final — 
Network/Operational change complete'. 

• If the Peak is Call Type "# -- Defect Identified" then the Peak will check for the existence of the 
following References: 

• TfSNow with a value starting CHG'. 

• Operational Change Date. 

• If both are not found, display the following error message: 

ssc2,fs,fujitsu.com says 

For a live defect you must add a reference for the 'TfSNow' Change and 

the Operation Change Date before selecting this Final response. 

1 
• The support user is expected to add the TfSNow change reference and the expected deployment 

date to the Peak. 

• If the Peak is not already Targeted At a release, setting this Response Category will now set it as 
Targeted At and set the Target Release Type to 'TFSNOW CHG'. 

• If no release record exists, one is created, and the Planned & Actual dates completed. If a 
release record already exists, it is updated with the Operational Change Date. 

• The Impact page (for non-HDR Defect Peaks) has been updated for the Target Release date 
(estimate) to be the Operational Change Date for a TFSNOW CHG release. It did not make 
sense for HDR defects (as these do not have the Operational Change Date field). 

• An FAQ has been added to Peak too: https://ssc.fs.fujitsu.com/Peak/PeakFAQ.jsp#Q73 . 
r eet ar en or ,hr ddin ode 69 
Fcr a Ii, a defect Peak (Call Oi =-- Def_ct Ideatined). if this is to 6e closed outside a release usi.g a. Operational Cha.ge you m r..sure that the follec vrg References are added to the Peak. 
0,­­1 Choee RefFrrnces- 

• TFS\o}r- The Change refarnce (starts' .with ClIC) 
• Operati...I Cha.geDafe - T6 dare rtsat rh. change etas applied re production (DD,N.MYYYY) 

With  hrnv,, try ro add a Fi,, 1 Rapovse 69 — \en.ork'Opaati,,, 6 char.. compL . oa s.il: get the #olloing error 

ss.2. fsfu,9, 0"says 

Pot a live defect you must edd a relerenre for the '7)9 0w Change antl 
the'opemtion change Date' before selectingd iz Frvl response. 

• Both of the TFSNow and Operational Change Date fields are added to the extract spreadsheet 
for your and MAC reference. 

What this means: 

• If Peaks are to go live outside of a release, we must use the '69 — Final — Network/Operational 
change complete' Response Category and complete the 2 new fields when warned they are 
needed. 

• If the TFSNow and Operational Change Dates are set, and maintained, by the support user then 
it wil l see the normal reporting fields auto updated. 
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• That should mean that they will not be caught by the MAC WI so as people start to use it, the 
chasers from MAC will diminish. 

• Reviews and reports on Peaks is consistent with those being deployed under a release. 

• When a Peak that is ##LiveAffectingDefect is being assigned to another person, there is a 
prompt that appears: 

ssc.fs.fujitsu.com says 
f: 

Before this re-assignment is made, please confirm that as many of the 
I mpact Tab fields as you can complete have been updated. This will help 
us ensure the Impact Tab contains an ever improving level of content 
accuracy. 

Cancel 
n 

If they click "Ok" then the re-assignment continues as normal. If they click "Cancel" then the re-
assignment is stopped whilst they go make further changes. 

• 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 the 
##LiveAffectingDefect Collection is set where applicable and any applicable HDR-Fin or HDR-
EXP Collection. 
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