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Abbreviations & Glossary (hidden slide) FUJITSU 1 
Confirmed Live Defect (TtSNow) - is a Live Defect where the cause and required action to fix are known. The Investigation has concluded. ATtSNow Defect Incident will exist with the State field set to "Fix In 
Progress" 

Confirmed Live Defect (Peak) - isa Live Defect where the cane and required action to fix are known. The investigation has concluded. Adefect Peak will exist with Call Type "II' 

Defect Incident (TfSNow) - is a TBNow Incident that describes the confirmed Live Defect that wil l be progressed by a Resolver Group that does not use Peak (e.g. Networks, Security, Unix) 

Detect Peak - is a Peak that is not linked to a TBNow Incident and that describes the confirmed Live Defect that wi I be progressed through the SDLC (BIF, PIE, Dev, Test, Release) to live 
deployment 

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

Horizon Defect Review (HDR) - a weekly meeting with POL to review HDR Defects. POL need to know the HDR Defects and their status. They share this with postmasters. This is a very important meeting 
that sees Fujitsu and POL aligned on the HDR Defects 

Investigation Incident (TfSNow) - is an Incident that is being investigated where the cause and required action are notyet confirmed. The Incident MUST be bonded if POL need to be aware 

Investigation Peak - ivan Incident that is being investigated where the cause and required action are notyet confirmed. Al inked TBNow Incident may well exist- and MJST exist if POL need 
to be awa re. Tie Peak Cal l Type should be "L" if th is is a Live Defect 

KBA - Knowledge Base Article. The term GEL is no longer to be uses 

Live Defect -ita logged Incident that is present on the Live system that is, or appears to be, inconsistent with the agreed design or service specification 

OIL - is the interface between Peak and TBNow that al lows Incidents to be transferred between the systems and updates to Incidents to replicate 

POA - Post Office Account 

POL - Post Office Limited 

Potential Live Defect (Peak) - isa Live Defect that we are still looking into.There will likely be an investigation Peak open and probably a TfSNow Investigation Incident too. The Peak Call Type should be 

Potential Live Defect (TBNow) - is a Live Defect that we are still looking into that is logged eta TBNow Investigation Incident. The State will he "Acknowledged, Work in Progress, or Researching" 
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The Goal 
The POA Goals relating to Live Incidents and Live Defects 

FuJitsu Restricted - Intern aI Use Only 4 02021 FUJITSU 
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Our Goals... FUJITSU 

■ We action ALL logged Live Incidents as quickly as possible 

■ We prioritise action on Live Incidents over ALL other work tasks 

■ We log all Live Incidents in TfSNow and bond them to POL ServiceNow if POL need to be 
aware 

■ We investigate Live Incidents quickly providing clear and regular progress updates in TfSNow 

■ If the Live Incident is NOT a Live Defect, we provide a clear update on our assessment of 
cause 

■ If the Live Incident is a Live Defect, we work quickly to determine the fix 

■ When the fix for a Live Defect is known, we work quickly to deploy it to the Live system 

■ If the Live Incident or Live Defect affects, or could affect, branch operations, we share it with 
POL at the Horizon Defect Review (HDR) weekly meeting 

Fujitsu Restricted -Internal Use Only 5 ©2021 FUJITSU 
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shaping tomorrow with you 

Summary 
If you only need to know the key information... 
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Background - it isn't all new... CO
FUJITSU 

■ POA has operated a Live Defect Management and Incident Management process throughout 
the whole term of the contract 

■ This slide deck takes all of the previous methods and augments them with some new fields 
and field values that support an improved end to end process for Incidents and Defects 

■ The new processes also align to the agreed 2021 definitions of a Live Defect and a branch 
impacting defect which have been defined with POL 

■ The effective management of Incidents and Defects requires the consistent use of systems by 
all specialist support staff and also relies on many manual processes 

■ The information in this slide deck is meant as a quick guide for all specialist support staff 
(MAC, 3LS, 4LS & Architects) using either Peak or TfSNow 

■ Specific communications have been held at team level and a Live Defect Management guide 
document wil l shortly be released to Dimensions as a fuller description 

Fujitsu Restricted -Internal Use Only 
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It all starts with an Incident being logged FUJITSU 

■ An Incident is defined in the HNG-X contract as "any perceived abnormal or 
undesirable occurrence relating to the Services" 

■ Incidents for the Live environment that POL need to be aware of must be logged in 
the Fujitsu service management toolset, TfSNow, and bonded so it is visible in the 
POL service management toolset, ServiceNow 

■ Incidents can relate to many aspects of the HNG-X solution but if they relate to the 
Live environment then they have the potential to be Live Defects 

■ This may not be apparent at the outset so the status wil l need to be under 
constant review 

■ If at any point the Incident is deemed to be a Live Defect, then it wil l need specific 
tags adding and certain fields maintain (explained later) 

Fujitsu Restricted -Internal Use Only 8 ©2021 FUJITSU 
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Live Defect Management - Summary on-a-Page Fu]irsu 

• TfSNow Incident No action needed • Defect Peak •Solution review and • Target to a Rel ease •Code/build solution •Packagefixes •Confirm it works •Deploy to Live 
• Investigation Peak •Raise Change •Solution being approval 

•Initiate Fix identified •Take to CNIF if needed 
• We always log Incidents that relate to the Live environment in TfSNow and bond them if POL need to be aware, Incidents logged only in Peak must be Fujitsu internal only 

• If an Incident relates to the Live environment, then it is treated as a Live Defect until proven otherwise and it has a LiveAffectingDefect Cl or Collection added for easier identification 

• We work at pace to investigate and reach a confirmed outcome for Live Defects - eithera Confirmed Live Defector No Fault Found/Enhancement Request 

• We keep the fields and tags with in either Peak or TfSNow up to date to enable tracking of status and reporting of progress 

■ Confirmed Live Defects are NOT bonded to TfSNow and are managed through Fujitsu internal processes 

• Assigned Team/Assignmentfroup owners must ensure progress on items in their stacks and should encourage team members to do the same - especially in 315 and 4LS 

• Live Defects take priority over Project work - including during the investigation stage - conflict is to be escalated and handled by management 

• We always seek to identify a workaround for Confirmed Live Defects - and we update the Peak Workaround reference to say Yes/No and/or we add a relevant update to TfSNow 

■ We always look at out-of-course rapid deployment options for defects that are H DR-* or Priority A/B(with implications & dependencies clearly stated). This MUST be considered at BIF& PTF 

• Every Confirmed Live Defectgets targeted to a numbered release fast (the next scheduled release for the component area) - even if the release has no date 

• Releases without dates must be escalated to POA and POL until a date is assigned - this can be mitigated with pre-agreed maintenance release schedules 

• POA should have the next maintenance release date agreed with POL for EVERY component so a go live date can be stated forany Confirmed Live Defect - POL need to support this - POA 
need the dependent processes all aligned so this can happen 

• If POL cancel/postpone a scheduled maintenance release, then this is a POL decision and any Confirmed Live Defects within that proposed release become accepted defects by POL 

• Maintenance releases should be included on the Demand Planning review list and should be seen as the highest priority as they relate to LIVE SERVICE 

■ Counter maintenance releases need to be included within the major counter release schedules - POA needs a counter maintenance release option for low impact fixes 

© FUJITSU 2021 
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ServiceNow, TfSNow, Peak and Defect Peaks 
Potential Live Investigation Peak 

Defect 
(Investigation) 

• Updates auto 
replicate 

• Updates do not 
show Fujitsu 
Investigation Peak 
or KBA reference 
numbers 

• P0L rely on 
ServiceNow 

Fujitsu Restricted -Internal Use Only 
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Confirmed Live 
Defect 

co 
FUJITSU 

Live Defect Peaks are 
managed using Fujitsu 
standard processes - BIF, CBIF, 
PTF and the SDL( 

Updates to Live Defect Peaks 
are NOT linked to a TfSNow 
Incident so are internal only 

Live Defect Peaks that have 
been marked as HDR Defects 
will be reported to POL 
through a weekly report created 
from specific fields in Peak 
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Checklist guide for TfSNow Assignment Groups FUJITSU 

There's an Incident in my TfSNow Assienment Group,... 

01 005noul&efo isxo, xx pp, enfeo rw.nx l d,00?o,tn01001i,010 opdorl00 0fio,e 00e0e11 

= ililuld 111000, in nw Aaaignnienl thouV?Ifnut LISII1VVle it WHie ❑ Wlwnwaail kalupdated-and n ❑ial III aroupL.kle 4nieaVan? 
right nsslgnmeneGNup C Havediscrosionstaken plain overemail Orin meetingsihat should 
Is the 0100e51 assignetl to [M1emrreR personln.tnff lick,soHon be atltletl t. the lnddnit tl ensureafoil, d isavagable? 
000I?ItIIcI, III I1,uidli IL ❑ vngsa e twaas rarsea-ana nuaata septable 

❑ Is the Summary field, cleardescdptLon that blhenwill 01 doe., resa view neetltloieS?
understaM? ❑ Dothelatestupdates read well and make seme?Of not, change 

❑ If the lncldent is not bonded to POLSenlcehow, tloes Nhevethe themandcoechtheaeator 
Wht open category? ❑ If the Incident is bonded to PDLServiceNon does the latest update 

❑ Ito p1111050 We❑efed?too, add ihe LiveaffedingoefaM Cl to the "Ntlditlonelcammerto ICu vhiblel'feNmeke Rdell 
❑ If Na potemlaluw Oetxt ,flat neem doing to progress It to a n ant updme 1101 does 

conbnneddefed.rm quallyit 015000 ❑ve Detect? U RCGlearnwM10 lspeciballyl is enpaecmdrotake tfenertacn.n?N 
0 Should POLbe aware? If m, the incident ,Ill need to be logged by 

wNh the required specific Categories soft can be bonded to 
not, make It clear and notify the person evpened to act 

❑ If are waging fors...... external[.your team to to ki, xtien 
POL kervictnbw so P❑L can be kept updated with progress 

you 
-challenge them to make progress 

0 Islt or csild It be, titan ch Impacting- Vs., ensure MACareask.d C ISihe lncldent Suspended as nofurther Pu)Itsuactlonlsnsleded?g 
10,00 5110 - -tip cl aer au w ng lmo says nave elapses, the In born 111,10 be 

❑ Colas amDf-'CI 
1  

It beingtreated as high priority -regardless closed
ofpri.rityfreldvalue? ❑ Ifthe IrUdentisbeing dosed,¢..... n has thenghtelmure rode 

❑ Iftthes aN❑fl-' Cl-Ill rerenl entry inthe'adtlitionel comments and hasthecamtt minimum dates¢[atldrd les per loml work 
Cudomerelublel'field up tndate and well worded s. that PoL inetmstionsl: 
will undenta.d it? 0 0no,tlornm.y 

❑ Is the state eem a.nemly set? 
❑ 510 0510  available lMis will sM1ow in dIe Peak-Rapprable 

-astb. Workaround Reference will be set to Yes)?If so, make sure 

e s Ian 
¢root/fatemal 

that the" Ibt onal comments (Customer vlsihlel'fleltl clearty 
sGiesthis-especally t this lncidelt icbonded to POL boonooNow o Incident ~rewntty dined should be shacked. pthey were closed 

0 Hasanythingchangedthatwould mean the tfLlyehffecting❑efect wit, no colon required by Fujitsu, does the lrcldent clearly state 
It s a - re n.longerrurred ..it h uld bl,tlrWed? I=th that? eywere dosedfollow;rig cation taken by sujit.u,d.es Me 
Ifso, remove them Inrident clearty state that? 

❑ Iftt.a otefkmed decent, when willtneres.lutonactlon betaken 
ego is it linked t. a tfsrv.w Change? 

zz to xoza Isteve arowe;Il 
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Checklist guide for Peak stack management 
There's a Peak in my stack... 

a matx R f.,v..x tmatowo.tt(onateppnrttp.eiootpt xpd.ln vaox:/ 

.t bey v dapnm, tn.~mxt.am 
Tee 

❑ is me P®kassigned mlMtorra[cerson bwtd 

❑ 1, It a po[entlal live aeh2? If an. add the aNrea 

❑ We is Cpnteh'altireaefe¢, wnatneeds doineb pmeressem 
Identified orm quality am Noia five oefetti 

U ace LIee Sat hwd be of l tTpCat or'r - to thxye 

❑ ni[is WITvpe"X-6efed ldemified isabondedm POL'sSNC 
needs tc be 2bed end then dined (It Is gk H n w only bond.[ 
xnw) 

o tl it be, bands impacting-am, atldme HOP-Hit ar 

❑ Ifa HOR!toll.dbn-,n,t beingtavFM as M1itIh ,ionty-
tegztdless.tPdantvfi.tivaluea 

o Is the WOAaround Refetenre added with vas sekdedwhere,suitable 
workaraundrcmplaceq 

s at,t hdd a mlngaefecto 
H55• ColkRionl ere m bane, caned and sha~uld be removed? If so. 

o Mom 
❑ Hit is Releti lden[niegwM1en willrch abeam NlFt Sin tlw atF ALI'Im 

taken ~ettvldSmlhedPlFnRttlon~ 
apprared ata F,w mwmnbe 

o play .etntldentMlegand has been Tereeled In PTF.whenwlll and 

O ti the product and PraduRGro pearratt? 
B When va:it l.-mtnrdattd andwt[wtanaatnehkcncwan? 
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❑ Hnwkmeisdsincethe Peakwsmised-and Uthltictetbnle redneta 

o en the latent apaatet read wall aw make tame? It,ot,wnea mom and 
.arnmetnamt 

❑ Is rc deerrv edfisalhl iaaaceaedtwmkeme neat action?edam, 
mekercdtSea  nod(v the pecan eaceaed m 

❑ veaa wrcntnammtalne Re ewree ata adet uwtnaae me 
uzenffndngaeatt cnlletaon shquld ta c.II TIP. d'.a eflais 

41- Vmdirg-hodatt Ern Oiagrmed 
40 - pmeirg-azumemation Eint oiagnmad 

❑ peon Matare gatuz"('should have an ascurme—t quseadtlM 
befaebeltedosed. Make sure H b Updated 

❑ veaaretmt(v dotedwah anvufthemlaxing Reponse atego am 
deemed to M1ave been Ho Faun sound ed fin x[len needed. n iMls 
norm[? If cwt, eebre hevetM1e P -epenetl I.  —.d 

l t Ill 
at -P i e rggmlmme4pmml-Horn equind 
td-Foal-Fnharement Reque 
m-Foal Admi r nova RsP^ate 

and guidance gi.en 
- - mestigatnn 

9n heal lappedenrevid ttp
If- Final -~ Unspecified insulfirienl niderwa 

120-FnaII-R uhealla T5 
110 --final -1]oned toawte Dded Peak 

- ty widdnwn by tier 
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Live Defect progression... co
FUJITSU 

1 3 4 

TfSNow Incident -No action needed -Defect Peak -Solution review and -Target At I Propose •Cade/build solution -Package fixes -Confirm it works -Deploy to Live 
Investigation Peak •Raise Change •Solution being approval For a Release 

•Initiate Fix identified -Take to CBIF if 
needed 

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

■ [Fujitsu internal unless linked to a bonded Incident] 

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). This stage is where the solution to the Live Defect is proposed for agreement by the 
technical teams before moving to the next stage 

■ [Fujitsu internal as a viable solution still needs to be identified and agreed] 

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 a sensible Release. Proposed For is a recommendation as to the Release applicable and is 
subject to change 

■ [Fujitsu internal involving developer / feature conflict check. Counter defects are discussed with POL] 

4. TARGETED AT - The Release is known and defined. Releases are then managed through to deployment to Live 

■ [Visible to al l parties as the Release work startsl 
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shaping tomorrow with you 

Live Defects... 
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What is a Live Defect? 

■ Live Defect 
■ 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 may need fixing 

■There may be a workaround, but the 
underlying issue stil l meets the criteria 
above 

FuJitsu Restricted - Intern aI Use Only 
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To ensure that Live Defects are easily 
identifiable, support staff should do the 
following: 

TfSNow - add the LiveAffecti ng Defect Cl 
Peak - add the ##LiveAffectingDefect Collection 
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Live Defect progression... cO 
FUJITSU 

■ A Live Defect will start out as a Potential Live Defect until sufficient investigation has taken 
place 

• Assuming that there is a fault, this wil l progress to be a Confirmed Live Defect (if it is not a 
fault then the Live Defect wil l be closed) 

• A Confirmed Live Defect will need to go through the POA processes before the fix is 
eventually deployed to Live 

• The flow below shows the progression path for a Live Defect 
• Fujitsu is not currently required to report on the status and progress of non-HDR Defects 

Potential Investigate Confirmed 131 1 PI E DEV/DPS Integration TEST RELE/ 
Live Defect & Qualify Live Defect 

TtSNow Incident •No action needed •Defect Peak •Solution review and •Target to a Release •Code/build solution •Package fixes •Confirm it works •Deploy to Live 
Investigation Peak -Raise Change •Solution being approval 

Initiate Fix identified •Take to CBIF if 
needed 

© FUJITSU 2021 
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Understanding the status of a Live Defect FUJITSU 

■ To be able to effectively track and report on Live Defects, numerous fields 
must be completed and maintained 

■ This wil l vary depending on whether the Live Defect is being managed 
through TfSNow or Peak or both 

■ Later slides explain the key fields for each system, and the checklists 
provided in the summary section provide a guide for all users to remember 
which fields to keep up to date 

Fujitsu Restricted -Internal Use Only 18 1 2021 FUJITSU 
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Handling Live Defects where no action seems CO
sensible FUJITSU 

If we determine 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: 

■ If there is a Live Defect then we have an obligation to fix it 

■ We either fix it, or we get permission not to 

■ Permission can be from POL (ideally) or from POA DENP (second choice) - but they have to be empowered 
to say "do nothing" 

■ We then write a KBA to describe the approved fault so future calls know that no action is required 

■ We associate the KBA with the Defect Peak we will not be actioning 

■ We set the Response Category on the Defect Peak to "Programme approved - no fix required" (so it is 
treated as a no action Peak) 

■ We close the Peak 

■ We leave the KBA open 

© FUJITSU 2021 
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shaping tomorrow with you 

H D R Defects... 
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What is a HDR Defect? CO
FUJITSU 

■ HDR is the abbreviation for the POL led Horizon Defects Review forum 
meeting 

■ Live Defects that affect, or have the potential to affect, branch operations 
are known as HDR Defects 

■ HDR Defects can only apply to the Live system and are a specific 
classification of a Live Defect 

■ HDR Defects are shared with POL and progress on them is reported weekly 

■ HDR Defects are the highest priority of Live Defect and are communicated 
to postmasters by POL as part of its new ways of working 

■ Progress on HDR Defects is highly visible 

Fujitsu Restricted -Internal Use Only 21 
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How do you identify a HDR Defect? FuITsU 
l 

■ The Horizon Defects Review (HDR) scope will be those Live 
Defects that also have at least 1 of the following attributes 
(HDR Defects): 
• Affects, or has the potential to affect, branch financial outcomes (add the To ensure that HDR Defects are easily 

"HDR Fin" Collection) identifiable, support staff should do the 
Following: 

• Affects, or has the potential to affect, the way a postmaster is required to use 
the system (User Interface, Report, Function) (add the "HDR-Exp" Collection) TfSNow - add the relevant HDR-* Cl 

Peak - add the relevant HDR-* Collection 
• Affects, or has the potential to affect, the experience of a Post Office 

customer or client (add the "HDR-Exp" Collection) 

■ There may be a workaround, but the underlying issue still meets 
the criteria above 

■ The HDR Defect may be under investigation and is not 
confirmed to meet the criteria above but has attributes that 
meet the criteria above (a potential HDR Defect) 

Fujitsu Restricted -Internal Use Only 22 ©2021 FUJITSU 
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HDR Live Defect Tracking & Reporting Fu TI Su 1 

■ HDR - tracks the whole lifecycle of HDR Defects 

TISNow Incident No action needed -Defect Peak •Solution review and •Target to a Release •Codefbuild solution -Package fixes •Confirm it works •Deploy to Live 
Investigation Peak •Raise Change -Solution being appr'val 

•Initiate Fix identified •Take to CBIF if 
needed 

Fujitsu Restricted - Internal Use Only 23 02021 FUJITSU 
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Understanding the status of HDR Defects Fu? su 
l 

■ To be able to effectively track and report on HDR Defects, numerous fields 
must be completed and maintained as described earlier for Live Defects 

■ This wil l vary depending on whether the HDR Defect is being managed 
through TfSNow or Peak or both 

■ Later slides explain the key fields for each system, and the checklists 
provided in the summary section provide a guide for all users to remember 
which fields to keep up to date 

■ As HDR Defects are reported to POL, and from POL to the postmasters, it is 
imperative that fields such as Summary, Call Type, Impact, and 
Workaround are accurate as these are used for the standard reporting 

Fujitsu Restricted -Internal Use Only 24 ©2021 FUJITSU 

© FUJITSU 2021 



FUJO0232847 
FUJO0232847 

CO
FUJITSU 

shaping tomorrow with you 

Keeping TfSNow updated correctly... 
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TfS N ow 
FuiTsu 

■ We do not reference KDAs, Peaks or internal content in IfSNow bonded Incidents. I he IfSNow Incident must contain all relevant content and be a 
comprehensive self-contained reference to the status of an Incident. The only Peak reference that should be added is for defect Peaks (if applicable) 

■ The Summary field needs to be wel l worded and understandable by most readers as it will be used in reports for management and POL and will affect 
the description fed to POL and into our own Peak system 

■ We should not using separate emails to share progress that is not embedded into the Incident updates 

■ Less qualified individuals may read Incident content so it must be well worded and should use language that is understandable to most readers 

■ Anyone should be able to quickly determine the current status and the next action on an Incident so as to be in no doubt that the Incident is under 
full control. The most effective way to do this is to make updates in "Additional comments (Customer visible)" that convey this message and avoid 
updates that lack context 

■ Category/Sub-category must not be changed on POL bonded Incidents or it will break the replication link 

■ We should use the relevant open and close categories when handling Incidents - applying additional caution with bonded Incidents to use the 
mutually agreed settings 

■ The LiveAffectingDefect Cl is needed for Live Defects 

■ The HDR* Cis are needed for special category Incidents and this will be set by Fujitsu management - and will trigger a Fujitsu MAC alerting process 

■ The State field is important as it is now used to report status 

■ When an Incident is placed into Suspend as no further Fujitsu action is applicable then the text of "Please be aware that the incident will 
automatically be closed after 10 days if no response is received from you." Is to be added. After 10 days, these Incidents should be closed 

■ All local Work Instructions or process documents should be updated to reflect these changes 

Fujitsu Restricted- Internal Use Only 26 02021 FUJITSU 
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shaping tomorrow with you 

Keeping Peak updated correctly... 
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Instructions at login and in FAQ Fu Tsu 1 

■ Summary instructions have been added to the initial screen presented after logging in: 
)ara€I Mauagcmcnl Changes 

Qe base heev some <hmgesry dse Defect \Maagemmt m«ass m amble m«c accurate repomvg_ Please c«sidm the fallvwivg uhev mieavivg apotmtia] defecr PeaA. 

• isNis aIrreDefct?Ifs,, addWe ccUcsADecria.Defecr Conectioo. 
• 1.*, Call T}pe cmrcm'Chmgem L-Lhe lvcidmtorN-Defect ldesHDedazappicable. 
• D«slcoulddsisafecthrauch opemtivm?Ifs,,, add arhathe1100-Fis(Fivaacisi)s, 110R-Es,(Fxperimce) Conxtiou 
. (s llrere • \Vvehamvvd?Ifeo, arW the R"vrhvroovd Aefercnrc field nvd en h m Ves. 
• F  
• * 

,,you added almpanoptlate'There a evewtempla¢togsutle atltlmgmmpac 
Is the Prioriiry correct"]Le defm!t Prioriry faam TFS\ou'ss of®roolow. 

the Produu & I•rodvcr Group Eelda corren" \SUInPte produtts can be addetl i 
• lads,S eapouse Cvreaor+)correct^Doe:.t.egectdsecortevracaviry iv3<de&ce pcocem. 
• 
 

Wh pss Slblc cm P  a vpdas_a are wdmtevdablc to non-rcchmcal uam_ 

Peak Incident Management System - RMMG.dccorrn7 
latident mamt I call list and call Inca query I I query list 

Is 
cipic

0 
I 5515 I I leavu~ eellct ~a ,55 I 

■ Guiding content is also referenced in the news ticker when you sign in to Peak and in the Peak FAQ titled "What are 
the current guidelines to manage Incidents and Defects in Peak?" (here). 

Delele ,~ By John Simpkiaa at 2021-10-11 12:55: 

An abridged version of the recent changes for Incident and Defect management on Peak in a simple checklist format_ Incident and Defect 
management on a Page 
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Peak - new reference fields 

■ POL Problem reference - using the prefix "POLPRB-" so 
it is obvious and also searchable. Most likely only   
required when the Peak is declared to be a HDR Defect 
(see screenshot showing location of Reference fields) 

• Fujitsu Problem reference - using the prefix "FJPRB-" 
so it is obvious and also searchable. Most likely to be 
updated by the Fujitsu Problem Manager to ensure the 
link is clear (see screenshot showing location of
Reference fields)  

.

s::wcx

• Workaround - to state "Yes/No" state if an accepted 
workaround has been implemented. If the field is blank 
or contains "No" then no workaround has been 
identified (see screenshot for how to set the value) 

cO 
FUJITSU 
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Peak - critical fields and their values FUJITSU 

■ Collection ##LiveAffectingDefect. This 
Collection must be set when the Peak meets the

~,1O~OI.~7: T'4oTi.—rfi S..i~.. u iF:TL~.r ~IF rP 
••II  I 

criteria for a Live Defect at the earliest possible 
opportunity. It is likely that Call Type "L"will Peak
frequently carry this ##tag but it will not always 
be the case so needs selectively applying `"'~° ~~z>g

■ Call Type - must be set to "#" Defect Identified 
when a Live Defect is confirmed. Prior to this 
Live Defects ought to be Cal l Type "L" Live 
Incident but can have other Call Types provided 
they carry the ##LiveAffecti ng Defect Collection 

■ Collections of "HDR-Fin" or "HDR-Exp" for HDR 
Defects

FuJitsu Res"IRed - InternaI Use Only 30 02021 FUJITSU 
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Checking Collection setting history... FUJITSU 1 

■ When a Collection is added or removed the history is held on the Release 
Mgt tab in the RMF area as shown below: 

Release Management Forum (RMF) 
03/11/2021 Added to Collection ##LiveAffectin Defect by John Simpkins. 
03/11/2021 Collection ##LiveAffectin Defect removed by John Simpkins. 
03/11/2021 Added to Collection HDR-E by John Simpkins. 
03/11/2021 Collection HDR-Ex, 2 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.) 
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Peak - important fields 
n dit.o.smo., 

CO
FUJITSU 

■ Call Type - must be set to "#" Detect Identified when a Live Defect is confirmed. Prior to this Live Defects ought to be Call Type "L" Live 
Incident but can have other Cal l Types provided they carry the ##LiveAffectingDefect Collection 

■ Summary - must be written so as to be understandable by most readers. This will need more thought when Peaks are raised. 
Management should amend this during weekly clean-ups (careful to preserve links where raised in another system) 

■ Impact - tab and free form field to articulate impact, status and next steps so it is easy to understand for anyone. This now uses a 
context sensit 

Non-HDR-> 

aks weekly) 

HDR -> 

■ Priority - which must be validated at al l times so it is accurately shown as this wil l affect reporting and decision making 

■ 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 
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Peak updates - Internal & External 

■ When adding Progress to a 'bonded' Peak, the 
default response option is '- Progress Only' and 
this does NOT flow back to TfSNow 
■ NOTE - but it would be visible if we were asked to 

provide a copy of the Peak as the PDF feature takes """ 
ALL content

werrr ( w~ 

co 

FUJITSU 

• If you select a Response Category then any text 
you add at the same time WILL flow back to 
TfSNow if the Peak is 'bonded' S """'"'"'""""" 

.....,,.,_..,._.rte 
• No References are sent to TfSNow for'bonded' 

Peak, so all Documents, Baselines, KBs, and Peak ~,.. 
:tea. ,. ._, 

references can be added for Fujitsu only access  3 ; ~-~~-°~~ ~°~"•"~~~ 
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Peak - Root Cause & Response Category FUJITSU 

• 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. Although there are many 
values for this field, the following have important meanings - mostly is qualifying Live Defects as not defects and hence 
allowing their exclusion from reporting: 

Response Uhgory-ga--Final-4dminbtreVre Response 

Reap ese Cateeory-9S--Final-4dooe after Imestgatlon 

Responre Urtgory-9a- -.1-4dMee andguldanregts . 

sPonse Ca@rory-7o--FMal-400ldeeo! 4e50n Supplied 

Response Cateeory-too- Real- Ullseohdrawn byuser 

Response Uteyory - 7I - FMal - Ouplloete CaII 

Response Uhgory-Se-FMal-Ooumesapon FI[4gllabieto UII logger 

Response Cartgory-bo-Faal-Fnbarsnemer tRegfl 

Response Category-96--Final-Insuflkient eoldence 

Rerponu Category-6z-Final-nohutt In prodtct 

Response Camgory-53-Final-rrogmmmeopprooed-Ro Rr Required 

Response Category- W --Final-Pubgslred Known Error 

Response Category -1W - Rnal- Route ullrolts 

Respenm Camgory-97-FMal-unsp —i seen eri. 

Response Gregory-98--Final-User snot 
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Peak Cloning 

■ Cloning 

© FUJITSU 2021 
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• when clones are created you will be asked for a reason and this will be captured in the cloned Peak. Selecting "Create a 
Defect Peak" will auto set the Call Type on the clone to "#" 

• You will also be asked to update the Summary so the description is unique and appropriate 

• Clones now carry forward many more fields (such as Collections, Reference, Workaround, and Release Mgt meeting 
fields) 

Select Clone Reason: 

F~1.1
0 a U~ert Peak 
nto mugipla streams 
so
ng 

Enternew clone Swmmy. 

Ictonn1nnt 2- Tn, tingpnokd000lnpmsnt 

Gnoal Gnfim, 

Date:11-Assn-2O21 0900:38 User:2oln 5 ,kin5 

CALL PCO250999 opened 

Details entered a  
Sumaryaest mb problen 
:all Type:# 

:all Priority:D 

Target Release:HU6-X 12.11 

Routed to:LDSC - John Simpkins _ 

Date:11-Aug-2021 09:00:30 Userr1phLMsbnins

Clone Reason: Create a Defect Peak 

te:14-Dec-2015 15:52,55 User:_Custa.er 

LL PCO244669 opened 

tails entered are:-
mary:test mb problen 
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Peak - No Fault Found cO 
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These Peak field values mean No Fault Found and will cause Peaks to be excluded when counts 
are done of defects and progress on investigations into defects (see SVM/SDM/PRO/0875): 

Response Category-62— Final — No fault in produd 

Response Category— 63-- Final -- Rogramme Approved — No Ax Rqui red 

Response Category— 66-- Anal -- Enhancement Rquest 

Response Category-68-- Anal --Administrative Response 

Response Category— 72-- Anal -- Duplicate Gall 

Response Category-94 -- Anal --Advice and guidance given 

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

Response Category— 96-- Anal -- Insufficient evidence 

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

Response Category-98— Anal -- User error 

Response Category-100 -- Rnal -- Route call to ifS 

Response Category-120 -- Rnal -- Cloned to create Ixfed ~k 

Response Category— 200 -- Anal -- Cell withdrawn by user 
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shaping tomorrow with you 

Changes for Test 
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Small changes for Test cO 
FUJITSU 

■ Peaks that have been tested successfully and are still to be deployed must 
not be closed and must be routed to 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 
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shaping tomorrow with you 

Improvements for Release Management 
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Hotfixes FUJITSU 

• Hotfixes are a mini release and will use the new 3-node release numbering xx.yy.zz where 
the primary 2 nodes are the release that they relate to and the third node is the hotfix 
number 

• If a release has gone Live, then any Peaks which require a hotfix should NOT be Targeted At 
the master release, but at a hotfix release. For example: 

■ If the master release was 20.94, any hot fixes have their own release 20.94.01, 20.94.02 ... 20.94.1 1 
and so on 

a. If the master release was 71.10, any hot fixes for this would be 71.10.01, fol lowed by 71.10.02 and so 
on. 

• 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 

• Any peaks that are not urgent, and therefore not a hotfix, should go to BIF/PTF for release via 
the Maintenance Release process 
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4edn.o.610.7 

Maintenance Releases FUJITSU 

■ Maintenance Releases allow all Live Defects to have a route to Live 
■ If a Live Defect cannot be added to an existing release, a new 

Maintenance Release will be created using a release model that Release 
Management will own 

■ The release model has template deployment schedules for al l types of 
Distribution Group covering the point of cut off for inclusion, through 
development, testing and release 

■ Maintenance Releases will carry as many Live Defects as they can and will 
be presented to Demand Planning for POL agreement/re-prioritisation 
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Updated RELEASE MGT tab 

■ 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 (see 
screen shot) 

■ This wil l be maintained by the 
applicable chairs for BIF, CBIF and 
PTF 
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BIF - Managed through Peak cO 
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■ The BIF chair must record, in Peak on the Release Mgt tab, what decisions are 

■ The new BIF date fields (Initial and Completed) will need to 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 the Peak was first 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  

■ 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. No need for separate BIF 
minutes 

■ If the Peak is approved at BIF then the BIFApproved Collection must be added 
(also for BIFRejected) 

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

■ If the Peak does not need to go to CBIF then the PTF Action flag will be set 
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CBIF - Managed through Peak 

■ If BIF has determined that a Peak needs to go to CBIF 
then at least one of the check boxes on the Release Mgt 
-B]B Qehnh— - 

The Ox emi bedone in maethan onewayand POL woiid need to gbde FuliLva m aoosingne prefer opbm 

The d nuy Naige the fun tionalh of he senem and consequent^ PCLweI be required to pmoOeapprimmate communiraber and poembaly tanning, b the subposi~Aers. 

Thehn nr bo be dme 0 cnlnrbon wh changes permmed by some of POLS otherwp'iea and POLwil need to manageaMsynWabY that activity 

The lamarrbndbbe dme mmm dywlhasepaaw fume panned tltm¢,duetotte had fixes Deng logcdlry related,aM POLwould need tocanm heir willingnessbaaeplanypoladel 
dent's nnnpgbghe ro. 

The Axmay(dateb aCJve Qntug $betopen FuJltsuand POLon a specmc and sepaa0tog1 andhence sholb be disused Iftthatmnteol IFujlsu nanagememdlsclegonl 

Fujitw does not breve a Fa n a sensLleamido en i seeks Pa's agmenem to record he cicomstarcs e a Ke only. 

■ If a Peak is to be taken to CBIF, then the CBIF proposal 
form must be completed as this is what will be shared 
with POL for it to make its decision 

cO 
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PTF - Managed through Peak 

■ The PTF chair must record, in Peak on the Release Mgt tab, 
what decisions are made 

■ The new PTF date fields (Initial and Completed) will need to 
be completed during, or after, the PTF meeting (not before 
or it wil l affect status reporting) 

■ Initial date - will hold the date of the first PTF the Peak 
was first 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 wi ll allow 
reporting on what was reviewed at the last PTF meeting 

■ 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. No need for separate PTF minutes 
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All releases show Planned Dates cO 
FUJITSU 

■ In addition, Release Managers will also maintain the key dates that 
reflect the deployment to Live of a release 

■ Central updates of these fields by Release Management will be 
propagated to al l Peaks l inked to the release to allow status tracking and 
reporting 

Plmaed Dates (DDlMM1YYYY) Actual Dates (DD aLYYYY) 

Out Development 

Out Integration II

Into LST 0
Out LST II  I I 

Into Production I II 
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Reporting 

FuJitsu Restricted - Intern aI Use Only 47 02021 FUJITSU 

© FUJITSU 2021 



FUJO0232847 
FUJO0232847 

POA internal monthly reporting 

■ MAC team create a view of all Live Defects on a monthly basis 
o~F~m~t,mFro,~Nrou 

. mdrir<i~einno..~a na.uarwo~.<eimw 

Amw/.H.~'. Plro mrl.e roeetm meet~ne 
3kdlJ&iO -7, M 36 61 M .aa.a 

xee*n e3A63k33.vwe3,, M.F,4.d b6 Smc4r323l$ 66633 

live Oefecta br Statue 
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NfW41DE 

POA Executive reporting 
r ,,ged1-0.61,0.7 

FU TI SU 1 
• A view of progress month to month forms part of the DE reporting 

Row Labeh 

° N -x oe 
- Count of Summary 

pack (example slide) 0NG- Rel.lnd. i 

-2-Salutlsnlnf 9 

• Total increased by 1, Branch Affecting increased by 1 
HNGXma9

d. 
3

Pe-target 1 

• Considerable majority now Targeted At a release 
3-Pmpoaed For 

gelfest Demmmisslonfiy 
HNG-X 820 

9 
1 
T 

Live Defects Branch Affecting Live Defects 73 j 30 
HNG-X—c 

6 

140 22123 140 2 123

120 120 
• 

100 m 

HN6-X90.02 
04-TSRstadAt 

1 

It II 80 BO 64 64 
HNG-X2110 
HNG-X1120 

2 
3 

36 

5 4 20 1. 10 _ 11 11 ii 0 

HNG-X 820 

HNG 
X90.01 

--%216/.01 
HNG-X90.00.06 

14 
3 Urolorm— 

Confirmed 
1 25

Imrestiga[ing Solutioning Proposed For Targeted At TOTAL mancial Egcri— ore 

3r, Tx is • 48 122 

•31 Mar 4 3 19 91 ]23 •LT Mar 9 50 64 123 

HN6-X 21s0. GZ 
HNG-%90.m.W 
HNG-X3101 

-mar 
1 

34-Mry 

11 Nodare 

•tuseb •11 Mar •10.Fea •13-Mar 

,• 

HNG-X3103 
HNG-X2150.03 
HN6-X 0 
HNG-X 313108 

1 32-M IXp 

1 
1 

• INVESTIGATING- Live Defect (actual or potential) still being investigated. May, or may not, hen Live Defect 8NG-X90.01.01 2 

• SOLUTIONING-confirmed Live Defects where the solution is being identified for agreement by the technical teams 
52022_3205 
HNG-X3104 

1 
1 

• PROPOSED FOR - the solution is confirmed, and a suitable release has been proposed (subject to furthervalidation - typically counter releases) 
g••d Toal 523 

• TARGETED AT- the IN. has a defined Release through which it will be deployed. Awaiting deployment dates 
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POL HDR Reporting 

■ A weekly report of all HDR Defects is shared and discussed with POL 

■ Deferred & Project HDR Defects are also shared - but not currently discussed 

cO 
FUJITSU 

51 Project Defects for information only (beinU managed by Project Managers in POL and Fujitsu) 

52 

7 Deferred Defects - for information only (deferred from previous releases with POL awareness and approvals 
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