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Major Incident 9/5/16 — Branch Database t T 

Background 
Between Saturday 30th April and Saturday 7th May a business continuity test was conducted, to fail-over from Branch Primary 
Database (BDB) to Branch Standby Database (BDS) under MSC 043J0444003-06. On Saturday 7th May the fall-back to Branch 
Primary Database was successfully concluded and service was provided from the BDB throughout Sunday 8th May. On the 
morning of the 9th the system was running on the primary database servers with the last known good configuration which had 
been running successfully for the previous year. 

Incident Summary 
On Monday 9th May 2016 from 08:55 to approximately 10:15 the HNG-X Branch Database Primary (BDB) incurred performance 
degradation. 

At 09.20 a Fujitsu internal technical Bridge was convened to investigate the incident and implement corrective actions. 

Following analysis it was recommended by the Fujitsu technical recovery manager that the Oracle Linux configuration item 
"MEMlock" should be set to the same configuration parameters as the BDS server instances. In order to stabilise the service 
and minimise any further impact it was proposed to cycle through the BDB nodes changing the setting rather than restarting all 
nodes at the same time, as this would be less disruptive to service. 

By 10:15 on the 9th May all 4 BDB nodes were configured with the new settings and service normalised. 

Root cause is still under investigation with Oracle. This is not a legacy issue as the Oracle 11 database, operating system and 
hardware are still currently under vendor support. 

Fujitsu and Oracle directors are engaged in daily conference calls to progress the resolution of this incident. 

Service Impact 
The Horizon service was impacted from approximately 08:55 to approximately 10:15 as a result of the branch database 
performance degradation. 

The branch database experienced performance problems resulting in 65% of transactions failing over an 80 minute period. 

No liquidated damages have occurred ,4 SLA's will be missed within this current period as a result of this incident 
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POAInternal Communication Timeline T 

08:55 Enterprise Monitoring detects Swapping on Branch Database 
Servers 

09:10 Horice picks up transaction failure rates 

09:12 — 09:43 Atos called via Mac team of incident —Atos lines down 
unrelated issue — email also sent to advise Atos of engaged tone at desk. 

09:20 Fujitsu (Muhunda S) informed Ian Thomas/Atos team whilst attending 
NFSP 

09:22 Call raised to PT informing of service incident 

09:22 Internal SMS informing stakeholders 

09:20 Tech Bridge established 

09:27 Gavin Bell informed Chris Broe of incident 

09:30 Fujitsu (Steve Bansal) informed Ian Humphries and Gary Blackburn 
at 0930 

0930 Fujitsu (Pete Thompson) spoke to Andy Garner 

Start of incident to tech bridge initiated 25 minutes 
................................................................................................................................................................................................................................................ 
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HN - . Production Service Dashboard —Apr 16 niiTcu 

Branch and Counter Availability SLT Major Incidents 
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6 N ;: Feb 13th -BDS Server Memory Leak 
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Problem management Apr-lb 

All Operational Problems not yet CLOSED at EOM 
 

`:::; 

Reconciliation file transfer false alerting. 

POLSAP Period End incorrectly executed resulting in processing issues. 

BDS Server Memory Leak leading to failed Horizon Transactions. 

British Smart Gas Metering interface marked as unavailable. 

Fujitsu unable to deliver files to the POADMIN Server via PODG. 

PODG routes failing following POL/RMG separation. 

ComputaCenter Engineers are unable to install Ingenico PinPads. 
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HNG-X Production Service Dashboard — Apr 16 niiTcu 

isk Iakiitle IskType cal Compansatln9 Controls 
~wNry rL~nq 
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one arcl comments r.tu. 

oracle Application Server Workf!ow Servers are not In'emet etc esslble and are .v'er~ves Reject Cweennsanng control Olscuss 
Risk previously accepted by Post s Cartridge a Cord portent U reps, lied 

atcl protected thala rly parent LOW Unlikely Low kskAccepted Low Omca-Td be ad dressed under HOCK with 
Vulnerability required scour  

cour ty 
do
911, 

lna n ac cess . POL 

p050l0000l000ter Server Workflow Cartridge Server rreno. IMerney e000snlbcond are 
Reject compensating control. 

OISCu99 
Rick previously accepted by Post C nt Mult Urs fed 8h p n e pest 

Vulnerabilites 
p y only perm 

Appp h 
tect d b f walls th t t Law 

requlretl securty dome n access 
Unlikely y Low 

R~d~T.uepted 
Low 

Once - To be addressed under HDCR h
POL 

Apache Tomcat Muleple Vuinerabdn es poor 
Servers are not Internet accessible and are 

Windows kelect Campensakng control. 
Discuss 

Risk previously accepted by Post 
G 

TO 6. 0.45 
protected by le that only perml Low 

ApPpatch 
requlretl security  domain access. 

Unlikely Low 
k#Ac'cepted 

Low tndh 
OIgCe To be addressed under HOCK 

POL 

• The substantial majority of Medium issues have previously been accepted by POL and will be 
addressed under HDCR 

• Not expected to cause issues with existing PCI compliance status .................................................................................................................................................................................................. 
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HN - . Production Service Dashboard —Apr 16 niiTcu 

OBC Changes v OBC21's 

~,.6?6 A1.0'iS y ., Change Requests 
FCC .. . . . . . _... . • 'e' .. _._. _. 

..c,

H HE fti 
Cost on OBC Service 

1s:no OBC Count of Errors (21's) 

114 
£ } 

13u 
£11100

£20000 .. . . . _ _. . ..... ...... . . \ _. `g 

N." Ps Der. 7.. ..... ..c. eF 1t, f 16 .10r, 15 Gr: ;... 
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HNG-X Production Service Dashboard — May 16 T 

°OA-CMT TTB 19/04" CC engineer unable to get IOWAN working. SFI appointment st-du for 
1011516503 144116 Burrsvllle Park 3 ending 20/I01/2016 it'41 10/04/75160031 2:yye4 PM slut 

ST advised This is w ih the cancellation teen which can take up to 48 hours as 
they have anissue with the account number not geeeranngtm this ine. BT 

OACMT PM onrOeiioti005 are molting to- the prevision to be set to closes bolero they on get it 
1012118901 473519 High Bickington 1 ending 13104127161230 20/041201116'.50 removed. 

BOA-CMT PPA 
.472/20323 218328 Be/Say 1 u015,05 1 /341 116/425 20/041261009'.30 Area 5tanagerlo chase Lev® date and inform PM Were 60020/04. 

Mu/ballot Outreach 05441791 TTB 
1012164874 531136 Service 1 00ndi54 18134/26100944 10/04/201614,34 11004- SF1 beok-d for 27104 PM sin. 

Line has beer cooled: on Elf has c entailed the line. PM to speak to BT to get the 
line re-instated - Cl to cull back tomorrow morning loran update. Smart hands 

Al 2179389 181859 Pon Bannah/ne 1 OOA-Cemputacenter 191041271617.56 20/04/201613, 14 request raised with Atos totri and establish WI/Abe 

A1215253/ 267613 Goodwick 1 oOA-BTG&OR 20/34/20160939 20/04/201610.04 201049T SFI Engineer booked 1012//014106 /0413-143437723235) 
BT fault open on the IIne. GMT pending BT to resol'.e fault before investigaonn can 

1012185085 435323 East Ardsley 3 uoA-BTG& OR 20/35120161333 20/04126161408 continue. 
20/04. Chris.ie in the PO to speak 10 601 boss (Cathenne) shout ar'anginga lift to 
119 /1)09 un6 ^eOvire0611 to 5951 915 car1orthan whenthey're nett scheduled 

North Oh by o04"C9T PM /2 02 i2 .,0 1/ -0);CMT to contact site 21104 .AM. Cetl Fe /y fau ft dl
1012185479 5093' 1 Outreach Sarre 1 oending 20104/201614.14 20/04/20191524 TTB ndo/siirrwciettgit togn.rt Nti nrBccess. 

o0450MT TTR 
1012166318 .................................................................................................................................................................................................................................................................................................................. . .................................................................................................................................................................................................................................................................................................................. 375611 Ferndale 3 ending 20/34/3/2101506 20/04/20111645 Fault logged et 0l TTB to investlgate jmnpwingwsue, aveitingupdetes. 

410461511 196640 3courie 1 PO4_ATGS 37/10/22151041 20/04/201113.18 Chased Atos forupdste. 
A new split billing line has been requested end paperwork has been submitad 
05/04. Awalbr g ROL PST to complete iheh P100 50 tltey ten then provide the 

1010135105 147845 Rousay 1 PC 3/00 21/11/27161103 15/041201612.41 request through the/29C%:'Feccess. P36/  not providetlathnetneforthis. 
Pending further updates them Atos regarding fault due to to o essods 
Timescale being a0/ 59d, 05020 was submitted to property projects and 

1010856569 203869 Tolstachdais 1 POA.ATOS 23/11127151452 18/04120161049 paperwork being re/sod internally. 

BT wxk request ra/Sod es 754 has had hi ends'work an the line end tin not to 
.511700274 0539. 2 &Ilia gshurat 4 POA-OTG&OR 26/02/201010.52 20/041201009,30 standard. ca  to be re dole and a l ent 

P0.4-CMT TTB F/be ked for 7'/04 AM this is the earI 5av ailabe appointment. Pending 
1/12125312 164131 Gaywood 3 Pending 14/04/201810.39 15104/201616,01 eutcameolvsit

POA-CMT Tilt Call passed to TTB for inves'.igation as sync intermittent pending response from 
412133453 357137 Hnecingtvn 4 Pending 14/0/4/2216 1612 20/04/201613.20 TT8 

PM to net the alarm company m come out and/rave the alarm re oared into 1110 line 
.412169184 242511 Knowle 4 POA-CMT PM Pending 10/34/26/015 15 15/04/2/060040 and re hitered 

POA-CMT BTW 
A12177580 250247 Weiland 1 Pending 19104/27160%46 20/0400061440 20/04- Faulted to 9TU0 for intermittency 

Call faulted to BTG under reference 3-140361177213 BT aim to resolve by EOD 
512/77193 231843 Drongan 2 P010-80G1006 191041201613.34 18/04/20161347 20/04. 

POA-CMT TOO 
412185830 ...................................................................................................................................................................................................................................................................................................................... 269323 Meanwood 4 Pending 20/04/271614.49 20/04/201615,58 Faultmisedwlth TTB forintermittelrcy. pencing funtre, ales 
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HN - . Production Service Dashboard — May 16 niiTcu 

CSAT Scores 

.. aYtc is ve:all Operational 

i'Jeid',Fd Measurt~ 

Kpl=. Se,rv:._a :A, , wish r-: ValueAdd Eus!eess Re;atiunehgr ........................................................................................................................................................................................... 
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HN - . Forward Schedule of Change — May 16 niiTcu 

Start Date End Date Service 

Activity Deployment Group Title Time Time Priority Impact 

MAY I 01/05/2016 00:00 

Annual Failover Test Run on BDS fora week 01/05/2016 0000 07/75/201620-001- Cnm pliance 

Sttn''#stMaY "'A3jQS,Z2Q16p0:01 ~ '.\\\n\~ 

tl tl 53 

Pan Manager Upgrade Pan Manager Upgrade U i/U~/2016 10.21 3//J5/201623.302  - H UCl</New Change 

Annual Failover Test Failback test 07/05/2016 20:00 07/35/201623:001- Compliance 

R14. 15 DMZ Migration (Branch) 08/05/2016 02:00 08/05/201605:002 - HDCR/New Change 

Security Patching 
..... .... . . . . 

Solari;, Linux & Window-: March Manufacturer 
.. 

Released P<,tches 14/05/201620:00 11/35/201623:301, Compliance 
....... ... ..... . ...... . . . .... ........ . . .... ........ 

Suri: lhlNaY 15fQ"a;26i1±OQ:96 

Security Patching Solaris, Linux & Windows March Manufacturer Released Patches 15/05/2016 04:30 15/05/201610:301 - Cc:, pliance 

Annual Electrical Health Check Partial PH2 Buildings Electrical Health Check 15/05/201609:00 15/05/201618.00 

Security Patching Solaris, Linux & Windows March Manufacturer Released Patches 16/05/2016 08:00 16/35/201622:301 - Compliance 

Security Patching Solaris, Linux & Windows March Manufacturer Released Patches 17/05/201608:0017/35/201623:301-Compliance 

Security Patching Solaris, Linux & Windows March Manufacturer Released Patches(Contingency) 18/05/201620.0018/75/201622:301-Compliance 

Security Patching Solar s Linux&Windows March Manufacturer Released Patches 15/05/201620:0019/35/201623:301-Compliance 

R14.15 DMZ Migration 21/05/201619:30 21/35/201623:552 - HDCR/New Change 

11 
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HN - . Branch Transaction Volumes — Apr 16 niiTcu

<nrrcn ....... . ........ . .................. . I....... . ........ . . . . 

"rzrrcr. .... . . .... . . . . ... ..... . . . . . 

cccnc ....... . ........ . ........ ....... ........ . ........ . ... 

40CGr 

:'CCGL: _ . . . . . . . . . . . . . . . . . . _. . 

a - 

.............................................................................................................................................................................................................................................................................................................. 
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HNG-X Continuous Service Improvements — May 16 

Increasing number of branches unable to Comma campaign with branches Reduced incidents due to 3820 
trade due to PM's switching ISP provider to improve knowledge/education ISP switching 

of restrictions 

Delays in diagnosis and resolution of Proactive notification of these 
branch network incidents where calls incidents to IM and process to be 
passed back and forth between suppliers agreed for requesting joint 

supplier visits 

Standard Broadband Care level equal to Explore feasibility of enhanced 
consumer BB products, resulting in lengthy care packages at critical sites 
outages at critical sites 

Higher than expected volume of rejected Help Desk SIP to ensure: 
incidents - KA's are accurate/up to date 

-Agents receive additional 
coaching/training to ensure KA's 
are embedded 

Uncommunicated changes made by third RMG — Mechanism for aligning 
parties impacting POL estate necessitating change processes to be agreed 
FJS support in resolution between Service Directors 

Improved branch availability, 3821 
faster resolution for 
customer, reduced 
escalations 

Improved availability at POL 3822 
strategic/critical sites 

Reduced number of rejected 3823 
incidents and faster 
diagnosis and resolution of 
issues 

Reduced incidents as a 3893 
result of uncommunicated 
changes 

F11473/15 
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HNG-X Continuous Service Improvements — Mai 1~ 

File Transfer issues — 
improve knowledge on Atos 
Service Desk of support 
routes and contact details 

Ian Humphries to develop within Help Faster diagnosis and resolution of file 
Desk SIP transfer issues 

Branch Closures! trading FJ to conduct feasibility study to 
disputes understand opportunities for 

restricting network traffic during 
branch disputes 

Session Correction Work with FSC Team to develop 
Approvals Process is unclear agreed process and MDS for 
resulting in protracted delays approval requests 
in authorising corrections 

Delays in diagnosing Resurrect the van manual that was 
technical issues within previously developed by FJS, to act 
mobile vans as a 'spot guide' for PM's operating 

mobile branches 

Reduce risk of branch hardware and 
systems being used inappropriately 
during branch disputes 

Faster resolution of session related 
incidents and improved counter 
availability 

2963 

3825 

3836 

Faster resolution of mobile branch 3837 
issues and improved branch availability 

FI1473/16 
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HN - . Production Programme Key — May 16 niiTcu 

Programme performance POA project delivery remains positive overall. Initial HDCR network migration (Support DMZ) completed 16-17/4. Testing 
(BAS Ops Summary) \ underway or HDCR R15 (Infrastructure Services), initial build of AD complete in test environment. HNGA continuing on track. 

Project Baseline Last Week This Week Comment: 

R&R2 (Horizon Design/ Build/ May17 " `  `__ R14 Support DMZ migration successfully completed 10/4, Internet DMZ migration planned 17/4, 

Data Centre De to p Y ;;; ~,; ,;: ~; ,  TAB scheduled 14/4. The RMG DMZ migration scheduled for 30/4 is going to be deferred as a 
Q\Q::::: \z::: \:::>'\ 

Refresh) 
esult of the im acts of the POLSAP &Credence/MDM service eMensions. Also discussin the r P g 

needb>defer theB h DMZmigration because ofthe potential changes to the PO Branch 

\ :.: ;i;i ;i"i\ \ ;.!: Counter Refresh / Network Transformation plans. 

` 
design study - review the lull impact of the POLSAP & Credence/MDM extensions is 

, b sing nci sed ahead `CCB 1814. 
SV&I f R 5 started 1 /4 I ayed I rorr 4/4 due to PO prioritising testing for Drop & Go), initial 
AD br li tests cornl l . e. 

.__ ------ 
Horizon 

}---_-- ---- 
R13 

----- --------- : 
tbC \: Futu re p1  for Bra rich Counter Fetresh/ Network Tra nsforinstil unclear, mclud gplans for end 

Anywhere R13.05 
to end testing ofthe solution. In r ir:a tLme work continuing addressing number of issues raised in 

jS" ~' \ the R13.05 SV&I to ensure as high quality as possible for when e2e testing ready to start. 

Barcoding All Desi n Build Fhase 2a / tbgj,  Project on h  Id awaiting approval of CT2065afor Phase 2a sothat the team can be re-engaged 

Parcels (BAP) (FeCrMa216) I. ,,'s j; ,tt ~  °::'r: and work can he resmr, ed. POL PMindicated that CT should be signed shortly. ( 1 

Test Rigs Refresh Build/Deploy Various Projert in ore, wit. Decommissioned kit removed from racks, initial quote received ready to be 
sani ford_.. tru~.,on 

Branch Network Build/Deploy Various    ;: FF mil tlo n plans established targeted for completion by end April. 

Refresh : ::i ~;i; i' S;:4455 ?>< \: Plans for Vodafone migration still to be agreed, meeting scheduled 15/4 to establish plan to start jg
't& 

0555:
\\~!!;! ; !;!;: : : 4>Ilowin:. the EE migration (to complete by 31/5). 

Tower Transition FO, BO,EUC, \ w..Doti ing to wait f m bra decision fro PO on the future direction / plans for Branch Counter ~ \\\\ 
s Transitions

( \ 
Networks, Ref esh and Networks Transformation —discussions have been taking place with PO/ Atos to help 

\\ \  answers ueries and in re aration for activ bein initiated uick once decisions reached. ~\ ~\ ~ ~~\ ~~ 9 P P ity g~ q IY 
Rack Office- engagement continuing on the plans, latest view showsm igration to new solutions 

i?> f \:":  by end 'Sep. Credence service eMens ion Cr still awaitingformal approval. 

Royal Mail Deployment 31/3/16 The RM Separation work is now winding down, with any outstanding issues around the separation \ 
eamGroup handbein led b y the a reed BAU rocess main) the Service t PM control will remain 

untilgthe end of the month to ensure follow up activities are completed. 
Separation , ; ,,,, i 
1. Discussions ongoing with PO regarding their plans to improve the project governance and demand planning, once these changes are confirmed then the current internal meetings 

objectives and structure will be reviewed totry ensure alignment with the PO/ Atos. 
2. Internal Delivery Board scheduled for20/4. 
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Note — R16 & R1 7 Live migration's are planned to continue from Nov 2016 and on in to 2017 
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COMMERCIAL IN CONFIDENCE 
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Risks Fuìrrcu 
,.E,e _--

Integrity of does to support litigation activaies, Weeds a coordinated multi-supplier review to assess 
e rvl ce Directors Meeting & SMR L JH I lmestamping across multiple vendors , data capture ;the quality of sample evidence with experts. 

-_ _-es__ - _*_______—_______"""-___"-------------- Needs platform upgrades to ensure data can be -"-------------------.----.------------- t 
~ T' Is nsw ar of  ' asult the Plot Off~c= request tc Imp lament process ed_

the additional CFS workload without upgrading the old 
POLSA P servers. 

CGI design only requires a single MDM server in each CIO Meetings. Service Directors Meeting & SMR L FI 

data centre (no resilience within each data centre) 

ttddlllanelip this r sky 5 Iho te5ult of Post Office 
xa

 4   r 
cost trtcclonlog CGI to nova sc ne of the five clerk Nod Needs platform upgades tc ensure data can be O Meetings. $wWca O/kedOTs Meeting &t/MR  H pnto the DR sever to avoid the cost of upgradhg and pro— ;L 

improving the resilience of the servers, 

;Fujitsu do offer Cloud Hosting from other Data 
nterim Compute was only intended for Test workloatls, ';Centres. 

however, Fujitsu understand that POL have now deployed Service Directors Meeting & SMR L
lire services. Review resilience model required to underpin 

The majority of the Test Rig environments are built 

its are not fully sce 
with identical 1-11W and SNVtechnologies. 

Test RI   letl verslona of INe, Ire volume 
capacity.

The test plans can be optimised and performance can 

There am some minor HNy variations in the equipment 
be modelled. 

used in the Rigs e.g. lower spec servers. 
I,Resilience paper produced and distributed further CIO Meetings, Service Directors Meeting & SMR L ~I 
(discussion with POL required to agree approach on 

Recent major incident highlighted benafd of future volume the Strategy going forward. 

testing to Sr considered in the live Service/Tenting 
IOpt;,ons to be reviewed include 3rd party tooling and 

Strategy. 
'bespoke transaction 'injecllerf to emulate Monday 
(peak period transaction volumes. 

Fujitsu recommend an Investigation and forecast at 
spares consumption and availability for the remaining 
period 

pares for counters were provisioned to end of March 15 ''POL to review with ATO S/CC the meantime between h an atltlltlonal stockpile oP hard tllsk spares basetl on Service Directors Meeting 8 SMR `. M 
nticipated usage to March 16. ;failure rates MTBP for components supposing the 

ouster. 

r•, 

(lit may be worth removing unused counters to 
Insreas are__~iP-I~. _ _ _ _ 
n--- - " - - ___--..-----------"----- --------------

I 
t erim 

u was r 
d fo 

et workloads 
Change Requeet(s) to be raised to introduce resilient ~(FuJll5l, tic not have hull 

have now 

deployetl__ 

to dten t POL 
have, Fujitsu untlerstantl that 

owever eMrork component. 
ervlce Directors Meeting & SMR M 

alblltly of the 
e 

------------------.----------------- L-----.------.--------------------- -.-----.--------------------.-----.— 
----------------~c nfigured aervicea) 
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Service Availability April 2016 
niiircu 

Branch Network Service Call to Fix SLT 

en Ta : ̀et Pages .; 
.. 

Total 

calls 

.. 

 Achieved. 

95% within 3 
1 hours 55 minutes 276 276 100.0% 

100% within 5 
1 hours 55 minutes 276 276 100.0% 

. .. . ..... .... 
Branch & Counter Availability SLT 

Branch Seconds CounterSecond's branch Seconds Counter Second±; 
SLT PERFORMANCE '.Core Period Core' Period Critical Period Critical Period 

99.64% 99.64% 99.64% 99.64% 

10000% 100.00 /0 100.00 /0 100.00 /v 

............................................................................................................................................................................................................................................................................................................................. 
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HNG-X Production Service Dashboard —Apr 16 " 
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Average Customer Feedback per Category 

I.. 
~Yi Y15; iE J3 }

fY t.il:e Q6 

\ 
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Reatonshp Tracker UTU 

Reonve Comment, provided by Babu P alath osi 
would ream mend Fujitsu 3 Neither tog veer disagree, i-s u t ge, FJL - n,tcjI r-101 'endITits -

Iwouldbehap to proside a reference for Fujitsu 3 -Neither agree or disco me  wi otc-anger P01; enot zolem o-o , reference for Fri (nit 
Vie are like) to continue working with Fujitsu 4- ree nave sige ar'- - mrrec 

FOi ns iF1,'n. isa crol,, to us, otho' =,op'.— arenot lookingto use FujiS -for 
MIS ~e 'ee pro.rcts, as wj Stem too c esu y, im pact zssessments ere chamged, ro cost or 

wou cons er rtsu r urt r eds 
~ea rfurth-- .----.-------_ 

elth~ra~~reecrdlra ree, g _ g no te  P. ep inn.. AS P it. _ <rt it rrs si_ 
u, Fu j tsurec_ rev lot .0_s  hive to be chased constantly. Examples Time 

Nbrking with Fujtsu requires minimal effort on our part 2- Divegree  ,.,.i e nsnua gnti c I l l II ng 
Feedback providedto Fujitsu isaded on 3- Neither agree or disagree to sways, Fujitsu needchasirg. 

Response 
IarrivenyhappywiththeserviceI receKiefrorjlrFujitsu 3 -Neither agree or disagree ';Crangesto4 

milestones are always met on time 4 -Agree '';ueree. 
Service The service levels we have a reed are alwa smet 4 -Agree 

I feel that my needs as a customer are being met by 'i f Tiitsu do not Lndersta nd needs, t-ey are not it ̂ ,Doane. Exit ple Sackoff ice, yes 
Fujitsu 3- Neither agree or disagree i,-nni ngonod t in Fj its,. ii rn bie too ft, rs, ,tonsc'eg'n,ocospn 4 POL. 

Fie se 
Not a very good re lafonshlp In place. Always in contrectuaI talks, Fujitsu not forth 

Overall there is an excellent relationship with Fujitsu 3- Neither agree or disagree 'Ico mi ngto he I p POL 

Workirg 
wjitsr 

Fujitsudemonstrateadeepunderstandingofourneeds 4 -Agree Ives,w;isukro;1been.aroundzayears,nut... 
3- Neither agree or disagrees"nsinge porn or cn-t,.ct.-oalma access to decision makers. 'have the right level of contact within Fujitsu with 

I get ac essto wider Fujitsu expertise when I need it 4- sAgree Pp -pc 
5o -e e, sore are t,Cutorne-are rut kept for^ed of progre nr 

-p let' on not dunng. Simp e. rcur ses provided but ^.o further updates unless 
Any problemsthat occur are handled effectively 3- Neither a ree or disacrree cased. 

Respones 
Fujitsu me. proactive in antiapabng out reeds 7i3 -Neither agree or divaareeil -trot see evidence of to, oehry our 

Value add 
Fujitsu are innovative in their thinki 3 -Neither agree cr ditoogree',cat not see ev den cc oft l,,:chavour 
I feel that Fujitsu go above and beyond the contract to 
addvaluetoourbusiness 2 -Disagree No value add from Fujitsu 

Response 
00 mo ovement In the last 6 months, Should get the hest response /service all of the 

Vobrkirrg with Fujitsu has im roved overtime 3- Neither agree or disagree tree but do not. 
Business Fujitsu have a focuson continual improvement 3- Neither agree or disagreeNo evidence seen ofanvimprovennertfrom Fujitsu 

relationship hbnastencyrwithirs the Fujitsu account team 4- ree Agree, no changes 
Fujitsu continue to present uswith new ideas 2 -Disagree ,Nn new ideas, Fujlnu n.uggle to implement existing seliters 

What have been the key thl ngsthat Fujitsu have done really well over the last six moral s? 
Liaised with Post Cffios over change of staff on the amount. 

F/1 473/23 



POL00002717 
POL00002717 

UJITSU 

FUJITSU EYES ONLY 

F/1473/24 


