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Executive Summary

SLA Performance across the Supply Chain - 93.42%

SISD Speed to Answer (Telephone & Email) failed to achieve target (impact from EUC
Admin)

Contacts to the Service Desk remained high at 15,052

12 High Severity Incidents

Increase in Lost Productivity Hours and Revenue (impact from Belfast CViT)

CSAT with the Service Desk achieved target for the 9" consecutive month.

OBC Service successfully contributed to the achievements of the Network (NT)

Transformation Programme
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SISD Programme Issues

EUC Admin Rollout Issues

« Laptop Availability - Ongoing issue due to a lack of BAU laptops for new starters.
Existing model was unavailable to order and a new model has had to be procured. Order
fulfilment should commence week commencing 25th April, for the current backlog.
Sufficient stock levels will then be maintained to able the BAU service levels to be
achieved.

+ Network Drives/File Shares - The migration of the File Shares form the RMG
environment was completed and subsequently a number of teams have had access
issues.

+ Software Licensing / Installation - not all Applications have been packaged in SCCM
for deployment via the Service Catalogue

« Atos access to AD - Access has not yet been provided for the Atos Service Desk to the

Computacenter environment, which means that Atos cannot perform a number of first

PosT

time fix activities. | C_DF_FI‘_CE_ ;




Overall Service Status

AEI

5 SLA failures all relating to First Time Fix and restoration of service.
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Pay Station One failed SLA for call answering Colleague
Identity Failed to provide a full view of SLA achievement, the service is in the process of being Colleague
Assurance moved back into Managed Services

Service (IDA)

BT - Voice and All service levels across both voice and data achieved and no high severity incidents Colleague
Data reported this month.

PO
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SISD Incident Performance
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Customer Satisfaction with the Service Desk

e
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i?tt;s;a,‘ét;‘;’; 80% | 97.44% | 90.90% | 73.47% 78.41% | 88.33% | 86.81% | 86.62% | 86.22% | 92.40% | 83.97% | 88.59% | 93.05% | 89.77%
Z??é;p‘g“;g:sr - 200 | 239 | 293 | 438 | 446 418 356 460 330 287 552 | 403 | 391
March End User Scores - Rant and Rave
Wk1 : 1-8 March Wk2 :9-15 March
Total number of feedback received 111 Total number of feedback received 82
Promoters (6-9) 90 Promoters (6-9) 66
Passive (5) 9 Passive (5) 3
Detractor (1-4) 12 Detractor (1-4) 13
Wk3 : 16-22 March Wk4 : 23-31 March
Total number of feedback received 87 Total number of feedback received 146
Promoters (6-9) 80 Promoters (6-9) 115
Passive (5) 5 Passive (5) 18 e
Detractor (1-4) 2 Detractor (1-4) 13 s
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Customer Satisfaction with the IT Service
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CSAT with IT
Services

80% -

72.00%

79.33%

75.00%

Total number
of Responses

706

460

470

EUC & Wave

84.85%

Total number of feedback received

297

Promoters (6-9)

252

Passive (5)

14

Detractor (1-4)

45

Early Life Support & Interim Service

63.46%

Total number of feedback received

52

Promoters (6-9)

Overall Combined 75.00%
Total number of feedback received 470
Promoters (6-9) 350
Passive (b) 35
Detractor (1-4) 85
Legacy Supply Chain 66.10%
Total number of feedback received 59
Promoters (6-9) 39
Passive (5) 8
Detractor (1-4) 12

Passive (5)

11

Detractor (1-4)
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Monthly Focus: Operational Business Change
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®

@

Service Go Live - 1% April 2015

Initial teething issues with:

+ Process

+ Recruitment

« Post Office Support Teams
Key component to the Network Transformation Programme
March 2016 Implementation Performance:

« Week 1 - 80 (no IT issues)

« Week 2 - 88 (no IT issues)

+ Week 3 - 137 (no IT issues)

« Week 4 - 183 (no IT issues)

POST
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Risk Management

Operations
B People

Regulatory
B Technology

i3

*Graph indicates the percentage of risks open as per category

tions
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Risk Management — Top 2 Based on
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Service Credits
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March 2016
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Current Top 30 SLA’'s (1 of 2)
EC
95.1% | 97.0% | 96.2% |98.6% | 99.7% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
98.8% | 98.5% | 98.4% (99.1% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.8% [ 99.8% | 99.9% [99.9% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.6% [99.6% | 99.7% (99.7% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.8% [99.9% | 99.8% [99.9% | 100% | 100% | 100% | 100% [ 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.6% [99.7% | 99.6% [99.8% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
/o | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% [ 100% | 100% | 100% | 100% | 100% | 100%
| 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
| 100% | 100% 0% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
| 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%




Current Top 30 SLA's
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100% [99.9% | 100% | 100% | 100% | 99.0% | 99.2% | 100% |97.67% | 99.98% | 99.8% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% |100% | 0% | 100% | 100% | 0% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
N/A | N/A | N/A N/A | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
NA | NA | N/A N/A |79.0% | 90% |87.7% |82.9% | 82.0% | 86.6% | 86.2% | 78.1% | 84.0% |85.40% |91.20% |74.50%
81.80% | 100% | 92.90% | 90.00% [90.00%] 92.90% | 100% [95.23%] 87.09% | 95.65% | 96.88% [96.97%| 100% | 95.0% | 100% | 100%
98.30% [97.40%| 99.90% | 97.30% (99.50%] 88.80% [97.59%|97.23% 97.29% | 100% | 97.99% |97.09% [97.85% |99.35% |96.95% [96.99%
4.70% |0.60% | 1.10% | 0.40% |1.40% | 0.00% | 0.50% |0.00% | 2.00% | 1.20% | 4.20% |2.20% | 0.0% | 1.5% | 1.8% | 2.20%
99.70% [99.80%| 99.70% | 99.80% [99.80%]| 98.30% [97.09%|97.91%] 98.57% | 99.10% | 99.69% |99.19% [98.24% [97.23% |98.66% [99.47%
100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
80.70% |82.50%| 85.20% | 81.20% |61.90%]| 78.50% [81.81% 80.97%| 79.27% | 83.38% | 77.20% |85.50% |85.26% | 74.99% | 86.57% | 77.13%
91.40% [99.70%]| 98.80% | 98.00% [90.00%)| 92.90% |94.74%(92.53%] 99.98% | 94.82% | 95.30% |94.27% | 97.73% | 95.03% | 97.95% |88.17% [
2.05% |[1.34% | 1.34% | 2.28% |8.08% | 4.36% |0.67% |1.80% | 2.06% | 2.36% | 4.82% | 1.78% | 0.94% | 3.71% | 3.34% | 2.51%
97.80% |98.30%| 97.10% | 97.40% [90.90%]| 73.50% |78.41% |88.33%] 86.81% | 86.62% | 86.22% |92.40% |83.97% | 88.59% |93.05% [89.77%
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Proposed Top 30 SLA’'s (1 of 2)
:

98.8% | 98.5% | 98.4% |99.1% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.8% | 99.8% | 99.9% |99.9% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.6% | 99.6% | 99.7% |99.7% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.8% | 99.9% | 99.8% |99.9% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
99.6% | 99.7% | 99.6% |99.8% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% | 100% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
67.79%|64.99%)| 50.3% |68.2% | 68.2% | 66.4% | 68.3% | 64.0% | 55.6% | 31.8% | 42.1% [ 64.0% | 75.1% [66.00%(51.90%|61.80%
73.96%|71.25% | 58.3% [69.2% | 69.2% | 71.8% | 75.6% | 63.0% | 63.5% | 44.6% | 67.6% | 70.5% | 80.5% |81.74%|90.40%|85.31%
91.32%(91.20%| 86.1% |92.9% | 92.9% | 90.2% | 88.0% | 81.0% | 82.9% | 82.5% | 74.0% [ 91.1% | 96.2% [95.10%(98.03%]|96.68%
100% | 100% | 100% | 100% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% o
100% | 100% | 100% | 100% | 100% 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100% | 100%
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Proposed Top 30 SLA’'s (2 of 2)

96.5% | 99.0% | 100% | 98.9% 99.7% | 98.4% | 99.9% | 99.9% | 100% | 95.7% N/A N/A N/A N/A N/A

100% | 99.9% | 100% 99.9% | 100% | 100% | 100% | 99.5% | 99.8% 100% 99.9% N/A N/A N/A N/A N/A
100% 100% | No P1ls | No Pls [No Pls| No Pis | No Pls|No Pls| 100% No Pls | No Pls | No P1s | No P1s | No P1s | No P1s | No Pls
100% 100% | No Pls | No Pls [No Pls| No Pis | No P1ls|No Pis| 100% No Pls | No Pls | No Pis | No P1ls | No P1s | No Pis | No Pls

100% 100% | No P1s | No P1ls |No P1s| No Pis | No P1s|No P1s| 100% No P1s | No Pls | No P1s | No P1s | No P1s | No P1s | No Pl1s

100% |[99.9% | 100% 100% | 100% | 99.0% | 99.2% | 100% | 97.67% | 99.98% | 99.8% | 100% | 100% | 100% | 100% | 100%
100% | 100% | 100% 100% | 100% 0% 100% | 100% 0% 100% 100% | 100% | 100% | 100% | 100% | 100%

N/A N/A N/A N/A 100% | 100% | 100% | 100% | 100% 100% 100% | 100% | 100% | 100% | 100% | 100%

100% | 100% | 100% 100% [ 100% | 100% | 100% | 100% | 100% 100% 100% | 100% | 100% | 100% | 100% | 100%

N/A N/A N/A N/A  |79.0% | 90% |87.7% |82.9% | 82.0% | 86.6% | 86.2% | 78.1% | 84.0% |85.40%|91.20%|74.50%

81.80% | 100% | 92.90% | 90.00% |90.00%]|92.90% | 100% |95.23%)|87.09% | 95.65% | 96.88% [96.97% | 100% [ 95.0% | 100% | 100%
98.30% [97.40%| 99.90% | 97.30% [99.50%| 88.80% |97.59%|97.23%| 97.29% | 100% |97.99% |97.09% |97.85%|99.35% [96.95% |96.99%
4.70% [0.60% | 1.10% | 0.40% [1.40% | 0.00% | 0.50% | 0.00% | 2.00% | 1.20% | 4.20% | 2.20% | 0.0% | 1.5% | 1.8% | 2.20%
99.70% [99.80%| 99.70% | 99.80% [99.80%)| 98.30% |97.09%|97.91%| 98.57% | 99.10% | 99.69% |99.19% |98.24%|97.23% [ 98.66% | 99.47%
100% | 100% | 100% 100% | 100% | 100% | 100% | 100% | 100% 100% 100% | 100% | 100% | 100% | 100% | 100%
80.70% |82.50%]| 85.20% | 81.20% |61.90%] 78.50% |81.81%|80.97%| 79.27% | 83.38% | 77.20% |85.50% |85.26% [74.99% | 86.57%|77.13%
91.40% [99.70%| 98.80% | 98.00% [90.00%)| 92.90% |94.74%|92.53%]| 99.98% | 94.82% | 95.30% |94.27%|97.73%|95.03% | 97.95% |88.17%}| @
2.05% [1.34% | 1.34% | 2.28% [8.08% | 4.36% | 0.67% | 1.80% | 2.06% | 2.36% | 4.82% | 1.78% | 0.94% | 3.71% | 3.34% | 2.51%
97.80% [98.30%| 97.10% | 97.40% [90.90%)| 73.50% |78.41%)|88.33%| 86.81% | 86.62% | 86.22% |92.40% |83.97% |88.59% [ 93.05% |89.77%
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Service Delivery Dashboard

POL00399751
POL00399751

100% B
90%

80% -
70%

60%

50%
40%
30%
20%
10%

0%

SLA & KPI Performance by Supplier March
2016

B X i Target Not Achieved
I m Target Achieved

o I I s e

IS YUUYUFH Lo YLL DXTT O =
£spo28852 253823 ¢
R SESsEdagloz
< 58PS Jd x9F&D
O ¢ - g U>§_"’§

< £ 4

100% 7@

98%
96%
94%
92%
90%

88% -

86%
84%
82%

Mar-15 germewserrsewes

Jun-15 g=

SLA & KPI Performance

Julk-15
Aug-15
Sep-15
Feb-16
Mar-16 |

i Target Not Achieved

& Target Achieved




POL00399751
POL00399751

High Severity Incident Summary (1 of 2)

[Mobile Buhdles 'pha;vé not be!e bundle; were no/ renewed [Mobile buh}'j'les were not reinéwed’ Unkﬁo;Nn at this time . Woulzi” P?)st Offxcey Mbl!e WA\?E Ck;séd
een renewed correctly correctly on customer's accounts [correctly on customer's accounts as |be provided by SCM
. a result some phone numbers were
|GY:18770112 (Sev2) affected
|Newcastle CVIT Database |[Site was unable to complete coin, |Delay to site distribution and Server Failure Supply Chain - CVIT [Transtrack Closed
|transtrack was not found  [stock and Bureau processing’s as |incoming processing’s.
Transtrack was down.
Y:18774754 (Sev2) Site moved to manual processing’s
Customer billing was impacted.
|Poole CVIT - unable to Site was unable to complete coin, [Delay to site distribution and Server Failure as a result of Supply Chain - CVIT [Transtrack Closed
access Transtrack stock and Bureau processing’s as |incoming processing’s. Power Outage
Transtrack was down.
EGY:18774908 (Sev2) Site moved to manual processing’s
Customer billing was impacted.
|Site down at Elliott Way, |Site network was unavailable POL users were affected as a result |Faulty UPS caused the power [Supply Chain Site Network |[Closed
, irmingham including telephony as a result of site down. outage
| daily tasks were affected
|GY:18520866 (Sev2) Y Cash centers and other deliveries
: were affected.
Muitiple/All cash centres  [Cash centers were unable to POL customer affected as it caused |Unknown at this time . Would |Cash Centers POL SAP Closed
é‘“‘”’: unable to process process any cash transactions for |a backlog of transactions. be provided by SCM
: transactions in POLSAP external customers or the post A f data i ted which
| office directly. ccuracy of data impacted whic
L GY:18523869(Sev2) Y was uploaded from POLSAP to other
. _ application such as Transtrack and
5 CFS




High Severity Incident Summary (2 of 2)
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_ _ £ -
Belfast CVIT - unable to Site is unable to complete coin, Delay to site distribution and Server Corruption Supply Chain - CVIT [Transtrack Closed
access Transtrack stock and Bureau processing incoming processing'’s.
GY:18578436 (Sev2) duties Customer Billing impacted.
Muttiple branches Branches were experiencing Branches were unable to process Memory utilization and Branches |Horizon Closed
experiencing failed intermittent failing transactions in |transactions in Horizon system or |swapping between database
transactions in Horizon Horizon had to repeat transactions multiple
times for customers, impacting the
GY:18612844 (Sev2) branches ability to serve their
customers
Newcastle CVIT - unable to[Site was unable to complete coin, [Delays to site distributions and Server Failure Supply Chain - CVIT [Transtrack Closed
access Transtrack stock and Bureau processing or  |delays in incoming processing’s.
GY:18648679 (Sev2) prepare for the processing duties. Customer billing was impacted.
Slow network performance |Multiple Post Offices were affected |POL users faced slow performance |Network Issue Various Applications |Network Closed
across Post Offices due to slow network performance. |in critical applications like Horizon,
AEI, Paystation, DVLA due to the
| | |GY:18662268 (Sev2) affected sites.
PATH3076 | Transatel - EE is facing an incident with part |Some subscribers may experience |Unknown at this time . Would |Post Office Mobile WAVE Downgraded &
Partial Data Issue of Data sessions. problems connecting to Data be provided by SCM later Closed as Sev3
service.
, GY:18663631
11 ,]Service - WOPA - Down User reported that WOPA Service |Users were not able to avail the Unknown at this time . Would [Post Office Mobile WAVE Downgraded &
was down. services provided by WOPA be provided by SCM later Closed as Sev3
GY:18695519
|Line being cut off before Line getting disconnected when User advised that customers are Unknown at this time . Would |Post Office Mobile WAVE Downgraded as
/% routed to agent connecting to agents being cut off when they chose be provided by SCM later Sev3 but stj
Option 1 to speak to English Open '
GY:18808743 speaking agent.
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Continual Service Improvements

. Jan2016 Feb2016  Mar2016

Opened 11 0 7

Closed 0 4 1

In Progress 55 28 22

PosT
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 Status Report - CSI Ref 389
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Continual Service Improvements (Backing Data)

CSI Backing Data

PosT
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Jrop and Go Tixes op & Go :The Drop & Go (DaG
08/04/16 R , o Delayed

Delivery of Banking
Services

Post Office Suj
22/04/16 Services IT
Infrastructure (SSTP)
End m E:r«cﬁ Change Change Management: ATOS CM to muna e all supplier/client requests
Management ohalf
UKVI End Point UKVI :To change the locations w e the Biometric and enrol
Change

19/04/16

Support Serv

in with a stal

CViT System '
C Syste ain to del

29/04/16 Transformation

‘ . SIA Interface ‘ - ]
19/05/16 ) rovider anc EI application changes
Service changes 201!

20/05/15 CDP Encryptio 5 security ar New

fice technology suite
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Complaints - March

Complaint Summary

No of Complaints 42 31 78
Complaints Overview
# Open
& Closed

POL00399751
POL00399751
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isks

R

Risks Opened & Closed

m Risks Opened
i Risks Closed

91-1e|N
91-24
91-uer
§1-93Q
GT-AON
ST-10
G1-dag
ST-8ny
qTng
GT-unf
GT-Aeiy
GT-1dy
ST-1e
GT-434
ST-uer
1-280
1-AON
¥1-190
p1-das
p1-8ny
vIng
yI-unf
vT-Aep
p1-1dy

0 W = ~N O
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Top Risks (Backing Data)

Top Risks

POL00399751
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CSAT Backing Data - Rant and Rave Feedback
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