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• ® Branch Network 

Severity 1— Branch Network Incident 
t MarcIs!ne Nertormance 

Q4 March 2016 

Issue Summary 

- Commenced Thursday, 9tfi June 2016 at 13:06 

- Layer-Two Network Switch (LNS) failed 

- Service designed with 6 LNSs — These are used to connect broadband sessions from Branches to the Fujitsu Data 
Centres 

- Branch connections are load-balanced across the devices 

- Branches impacted would reconnect to another LNS 

- At 14:20 several hundred broadband sessions were dropped from one of the five remaining LNS routers — this was 
due to a load balancing activity 

Impact 

- Majority of Branches experienced between 0 and 10 minutes outage 

- Variance depends on whether the Branch router automatically switched over to the backup network, or the 
Branch rebooted the router 

- Approximately 17% of Branches using broadband were impacted 

- Monitoring identified 1% of Branches had not reconnected following the initial issue 

- Investigation discovered authentication issues and 'stale' sessions (which were stopping Branches from 
reconnecting) 

- All sessions were restored by the Service Teams by 16:10 

Root Cause 

- LNS failed due to a software crash. 

- Device has a history of reliability 

- No faults or errors identified 

- Device will be tested and checked rigorously before re-introduction to service 
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• o Branch Network 

Severity 2 — Self Service Kiosk Incident • t Marc Nertormance 
Q44 March 2016 

issue Summary 

Commenced Wednesday, 15 x̀ June 2016 at 10:40 

SSKs not accepting card payments either via reader or contactless device 

Small number of Branches reported the issue 

Impact 

- Impact included Branches yet to receive contactless upgrade as well as those who had been upgraded 

- Kiosks continued to operate in 'cash mode' 

- Investigations identified transactions 'timing out' 

Resolution Activity 

- Investigations by NCR, WorldPay, GlobalPay and Fujitsu 

- Network link utilisation threshold identified as exceeding 10 Mbit/s capacity into the NCR Data Centre 

- Management Tool Application generating significant inbound traffic from transaction log requests 

- Management Tool link terminated to reduce bandwidth load experienced 

Root Cause Investigation 

- Investigation by NCR into the Management Tool 

- Network link is shared between Horizon Business Service, WorldPay and Maintenance Tool 

- Root cause for bandwidth load to be determined however there is likely to be traffic prioritisation criteria applied 
to protect the capacity required for the live production service 

- Tool remains disconnected. 
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•• Branch Network 
Horilzon Busilnes is available and open for business I EusinesssH h rtorrrnance 

04 March 20 Ei 

• Overall service performance remains 
stable however the May service 
incident materially -ropacted our 
customers and branches 
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•• Branch Network 
Self S€i ru u ~: II working time isn't lost due to IT disruption I wsnes .;H H P'errorrnance 

Q4 March 2016 

• Overall NCR system performance is very 
stable. 
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-• Branch Network 
Trend analysis of branches with 50% of SSKs unavailable I wsinessiI I1er10rrrtance 

C.Q4 March 20

Revisit Program 
O Z 

N 

O 

U, m m m m °

D 

Q 

O 

m 

Z O 

m 

Customer SSK/Site 

SCMQ 

Target 

SCMQ 

PRE PM 

SCMQ 

POSTPM Actions 

Post Office SSK67 New Malden 1.75 6.00 i 5 1 1 1 3.00 Ongoing 

Post Office SSK70 Broadway 1.75 5.00 4 1 1''' ; 1 . Ongoing 

Post Office SSK71 City of London 1.75 4.00 4'`r 1 Ongoing 

Post Office SSK67SouthShields 1.75 6.00 4 0.00 Ongoing 

Post Office SSK67Camden 1.75 10.00 7 0.00 Ongoing 

Post Office SSK68RaynesPark 1.75 6.00 4.. c.OG Ongoing 
Post Office SSK68Harborne 1.75 4.00 4 1 Ongoing 
Post Office SSK68Windsor 1.75 4.00 4" 0.00 Ongoing 
Post Office SSK67Kingsland 1.75 8.00 6 
Post Office SSK67Maidstone 1.75 5.00 4 
Post Office SSK70 Croydon 1.75 4.00 4 
Post Office SSK69Houndsditch 1.75 4.00 

Jar - ;r - -terborou h

Maiden. r i.i 
Maidenh-. 
Shepherd r- 

rc~rley 
hant 

;h 1 oodford - - t 
arnberiey New Street Crouch End al: 

Rott . 
Gran. ,irr 
Dunf 

G'exhill on Sea Petersfield 

Battersea 
Dane,, St 

Redditch 

Cr 

Dunfeinbuue 
St John ',''nod .n' pl a=.a' t K gland H , l 

Raynes F .i 
Aberdeen 
Manche stc- 

t St 
i ford 
, . -i 

Gann -rle, c>t.rfi-#u 
H n ards Heath Lei hton Buzzarn 

r ~r. Mn  pan Southall Sa no bridge 

g` s r. ~.,
vent.

kk
.rffve 

M~nntE'?lance 

~' l~Wrr,t calls G g i her  c ° .aced as 

part of in r,:: IvBldual SS K 

rTer"sk'Ir ('/rrlrr Of bran r,:hPe`a /1,6r 1'r 

.;uEaf
._. 

derf°c.I ' ía .

"' if an " K gen(..,rates 
4 or more 

cal ls per calendar n...to+rlt..fr it 0~1NEll 

have a PM: cal raise . for In 

c xl.rpx,
Ir.r€ rPrto attend and tl'1err 

the f elfr me..rrl ce will be 

rrronl r,rr : d for he fallc,rrw,wlnC 1-2.. 

wf. '9lk5. 
I 

if 
tf\CC„ S  rvir e Ca Is Mea.7 ii red 

)ffPr .. ,tua r`

{

ter (SCMl 

.0 
i .w 

`
¢
is 

y

. I::

e .~.? y yr Y P Sot rr . lr . e 'I t l, ill bzAe 

1f this remar.ns above the 
tfrresii rld . fr..rrther rn ant hr of 
rnori torinfg \A/' I ll occ. r bfe'"f"rc re 

f:ir:iI Ir et h E to S. f. l redr Pr,, 

drtnotl//rc:Or' 
visit,

/ fhrr¢ trary{ktshown bek,) ' FA t.rp 4.o and 
r Irrr iUrl inp Mays. ..rl :s, 



POL00242846 
POL00242846 

•• Branch Network 
Trend analysis of branches with 50% of SSKs unavailable I LusinessH i e~riorrrance 

Q4 March 2016 
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• Branch Network 
AEI ter nin N working time isn't lost due to IT disruption I wslnessi i I'ertormance 

Q4 March 2016 

AEI - Device Restoration Resolution 
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• Overall 3M Cogent system performance 
is very stable. 

• 94"% device incidents were resolved 
within the 6 heu t .rget. 
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• ® Branch Network 
Horiizon Business Service: is not compromised by IT maintenance on a Sunday businessi i Nertormance 

Q4 March 2016 

• Post Office has extended trading hours 
(•tto Sunday which impacts Fujitsu's 
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•ranch B  Network 
Stock levels of Ingenico Paystation terminals are not compromising our business sinessl l Nertormance 

Q4 March 2016 

• Paystation performance is stable with 
stock unit availability being much 

-~r   ... .
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Month Jun-15 Jul-15 Au 15 Se -15 Oct-15 Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 r-16 Ma -16 
OpeningStock 64 74 109 86 21 79 74 41 42 0 0 1 
New Orders 54 54 51 68 49 41 34 64 80 67 0 100 
Stock Added 
Closin Stak 

64 24 28 3 51 36 1 66 37 67 1 151 
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•••Branch Network 
MoneyGram end to end transaction processing is working effectively businessl l Nertormance 

MoneyGrarn Network Domain performance 
Q4 March 2016 

Hours Latency 
6.00 5.2S,' — 

4.03 

2.00 
2.08 1,92 

1.23 1.03 0:93 
0.43 0.67 

0.00 Q.00 
0.00 

o 6 6 aa n w v v 
u

Dl DJ O1 W ~ W lf1 N N

N lD O 
N 

N 
O 

N 
O 

N 
O 

O O O 

0

0 0 O Week Starting 
rn 5 

• Overall 3M To ent system performance 
is very sta i , 

•

within the 6 hour target. 

• However the r.> s 1.0 hour targets of 
95 er,d ,r t, (-hvely remain 

• Increa od training and improved speed 
to r  t ".ncy of new Kelway technical 

• Improved spare stock availability 
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ri d; ie to the
01 I j of the new 1, 

iechnft.nl  q port desk (Kf. l : 'y picked 
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• 6 hour restoration SLA is much 
improved over the last 6 months 



POL00242846 
POL00242846 

•• Branch Network 
Problem Management - MoneyGram Trend titlsinessl I t-lertorrr~ance 

Q4 March 2016 

Analysis 01/04/2016 - 31/05/2016 
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• Branch Network 
Problem Management - MoneyGram Trend Huslnessl I Hertormance 

Ct4 March 2016 

Analysis 01/04/2016 - 31/05/2016 
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The above monitoring on this slide has been provided by Accenture and covers from 01/04/2016 to 
30/04/2016. Both Load and Response time are measured. 

The below graphs provide a closer view of the response time spike on the 11/04/2015 and an increase in 
calls to the Atos Service Desk. 
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• Branch Network 
Problem Management - MoneyGram Trend Huslnessl I Hertormance 

Ct4 March 2016 

Analysis 01/04/2016 - 31/05/2016 
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The above monitoring on this slide has been provided by Accenture and covers from 01/05/2016 to 
31/05/2016. Both Load and Response time are measured. 

The below graphs provide a closer view of the response time spike on the 03/05/2015 and an increase in 
calls to the Atos Service Desk. 
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-• Branch Network 
Wsiriessi I Periorrronce 
04 March 2.016 

~~ ) fry r✓

AEI 3 1 
DVLA 1 
Horizon 2 2 1 1 2 
Mone ram 1 3 
Pa station 1 1 

Branches 
POCA 1 
S5K 1 1 
BT-Telephone 1 
Lottery 1 1 
GlobalPay 1 
POLSAP 2 

Contact HPBB Services 2 1 2 1 
Centres NSBC Servi ces 1 

Home Phone & 1 
Credence/MDM 1 3 2 2 1 1 3 

Finance 
POCA 1 2 

Service 
Centre PODG - File Transfer 2 1 1 1 1 

POLSAP 1 1 1 
Local Collect 

Mails 
Track & Trace 

Office 
Post Office 

SharePoint, Internet 
WAVE/Top Up 
POLSAP 

1 
2 

8 
2 

2 
6 
8 

5 
2 

1 
1 
1 

1 1 

•

1 
1 

Transtrack 3 6 5 1 2 2 4 4 
Internet 1 1 

Supply Chain 
Shared Drive 1 1 
Site Network/Power 2 1 

1 W CS 1 
Website CDP 2 6 2 1 1 

A total of four (4) Severity 1's and eleven (10) 
Severity 2's recorded this month. A failure 
within the Horizon Service on the 9th May 
resulted in many Branches unable to 
complete transactions for 2 hours. 

An overrun of the overnight batch process 
within the Credence system resulted in Users 
being unable to access the system for 3 hours 
on the 13th May. 

• The Post Office Money website was 
unavailable to Customers for 4 hours on the 
23rd May. Access was still available via the 
main Post Office website. 

• Transtrack experienced multiple failures this 
month. This was as a result of the age of 
equipment and application causing outages. 
The upgrade to the new system successfully 
went live on the 28th May. 

• POCA experienced two issues during the 
month — one involving the Bank of Ireland 
and one involving HP. Both were successfully 
resolved. 


