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0.0 Docuwwment Control

0.1 Document Hutory

0.1 14/09/00 | Furst Droft for comment

0.2 Approval Awthorities

Paul Westfield Infrostructure
Services Manager

0.3 Associoted Docuwments

CS/IFS/008 0.2 07/07/ | ICL Pathway/POCL IcL
o0 Interface Agreement for | Pathuway
e Problem
Mownagemendt ntferfoce
CS/PRD/Og81 0.2 30/08/ | End—~fo—-End Customer | ICL
oo Compladint Processy Patihwwoy
CS/PRD/O21 2.3 o4/049/ | ICL Pathuway Customer | ICL
oo Service Proplem Pathwwoy
Managewent Process
CS/PRO/110 1.0 149/0s5/ | ICL Pativwoy Cuwstomer | ICL
o0 Service Proplem Pathway
Management Datobpase
Procedures
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0.4 Abbreviotions

FSM Fleld Service Manager

BSM Business Service Management
MevpP Management Care Vst Progromme
HSH Hovizon Systems Helpolesk

PON Post Office Network

0.5 Changes un tHus Version

0.6 Changesy Expected
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1 Introduection

This dotunwment g o working -level docuwment Hriat estabplisies
te role of the ICL Pativway Fleld Service Manager and detoils
Hie working proctices to- be adopted. I+ also- details He points of
contact witiv PON BSM, and the unterfoces to- other processes
and procedurres

2 Scope

This dotuwment covers:

" e procedinres to- be adopted n Wentifying problem offices

= the wmethods by which Hiat bwestigation shouwld  be
comyppleteo

' the participation in the Manager Care Vit programme

3 R i

The role of tihe FSM encompasses botiv Problem Management
ond porticipotion un the ICL Pativwwoy/PON Management Core
VUit Progromme.

The FSM team s rasponsible for the proactive ldentification
ool management of systenw problems Hhat affect indiaitomal Post
Office outlets: Asy o resdt;, Hie Lmpact of these problems on Post
Office owHet business will be wminimised, and service
levels/ customer satisfoction restoreok

Root caumses to- problems will be Ldentified, and actions applied
to- ensinre that Hhe clrcvmstonces do- not reciir.
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The FSM team s fleld-based, and geographically spread across
the UK. Eachv FSM iy respovsible for an avea of the cowntry;
where crcnmstances dictote (eg. Wness or holiday), an FSM
may poss this respovusibdity to- anotiver feam member.

The role operates within the overall framework of the ICL
Patiwway Customer Service Probplem Management Process, the
End~to- End Customer Complaint Protesy, and the ICL
Patiwway/POCL Problevn Management Intferface Agreement:

Inputs FSM responsibilities Qutputs

MSU reports P Determine & manage P Resolved problem
Problem Outlets
(CS/PRD/021)

Customer Complaints P Manage Problem P Resolved problem

(CS/PRD/08])

Problems P Manage problem P Resolved problem

(CS/PRD/021)
Partici L C ) Completed

Customer Care Programme p- L articipate in Customer P questionnaire
care programme evaluated
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4  Problem Management

4.1 ldentificotion of Problem Offices

The FSM feam will prooctively seek to- wlentify offices
displaying indications of ICL Pathway related problems; Hiis
will be achieved tHuwoughv reference fo- vorilows souwrces of

4.1.1 Problem Office Initiation

Aw extroct of e HSH Call Logsy will be made on a weekly and
monthly basisy by the ICL Pothwoy Customer Services
Management Support Team and. supplied to- e FSM feam. The
Eaciv montiv The fop 30 HSH Call Incidence offices in eacih of
the following seven cotegories, over the previons elghvt weeks:

Hawvdware; Software; Network; Operational; Complaints; Otiner;
Auwthorised Reboots.

This incidence will be broken down into- a weekly call rate,
anodl will be furter supported by an indication of the UK and
Area average nmber of colly per office raised n eace category.
Aw outine of the call details wll also- be provided, togetiver
with detoils of wiren te office went live

Eaciv week: The top 10 owHetsy nationally v eacih of the seven
cotegoriesy shown above and thelr posiflon un the fop 10 n the
presvious week, fogetiver witiv the number of cally raised ands
the owtline of call details. An example iy attacied ot
Appendix 1.
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The FSM will analyse Huis information for trends Hhat suggest
relateds dffienlties, wirlelr are ICL Patuwwoy's respovuipldity fo-
addresy. Once ldentified, Hre details of tHhe problem will be
entereds onto- the ICL Pativwoy Proplem Management Dotobose
(Ref: CS/PRO/110), wnittally ay an ICL Pathwoy ntfernal
proplem.  Shouwld ybsequent nvestigation indicate tHhat PON
action W requared to- resolve the Gsune, then a cross~domaism
proplem will be raised (ref: CS/IFS/008)

4.1.2 Problem Office Referral

The Field Service Managers act ay Proplem Managery witivin
ICL Pathwoy Customer Services team, witv focns on undiaidual
office sumes. Ay sunchy, they may be appounted asy Problem
Managery witiviuw the ferms of the ICL Pathway Customer
Services Problem Management Process (Ref: CS/PRD/021) by
the Duty Manager, in response to- cross~domain proplems raiseod
by PON BSM.

Additionally, within the terms of the Problem Management
Processy (Ref:CS/PRD/021), responsiblity for specific office
proplems may be poassed to- Hhe appropriete FSM by any otirer
Problem Manager (Ref Para. 5).

4.1.3 Comploint Referral

The ICL PatHwoy End~to-End Customer Complaint Process
(CS/PRD/081) detailsy the possible sources of complaints: In
manaqging complaints, the Customer Services Strategic Services
feam may needs fo- uwoke tihe Problem Management Process,
and raise o propplem. Where o proplem s raised in respect of a
site~specific ongoing system—related complant (specifically type
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code  Pathway MCOL), respovsipiity for the problem
management shouwld be possed to- the FSM covering the area un
wiich Hhe office s sitnated, within the terms of He Problem
Management process (Ref: CS/PRD/0O21).

4.2 Comwmunication of Problem Offices to- PON

Each week, Hhe FSM team will pass fo- PON BSM a consolidated
Wst of sites wiriel hhave been Loentified as having potential

problems, and wirich an FSM wouwld wish to- visit in order to-
appropriote conrse of action

Office, Fad, Fascia Nowme, FSM, FSM contact detoils, summary of
cnrrent problem, and a siuggesteo visit date

An example  attocied ot appendin 2.

The visit date will be not lesy Han one week from the date Hot
Hre Uist s provided to- PON.

The Problem Management Datobpose will be wpdated to- reflect
that the site has been Lentified as requivring o visit; and Hiat
Hus information has been possed to- PON (Ref: CS/PRO/110).
PON BSM will communicate tHhis bst internally withvin PON,
unclinding to- Security, Andit; and tive Territorial teams, and
respond within 48 howrs. Thiy response will ndicate
wiether, exceptionally, Here are any sifes to- wiriche o visit
denied — e.g: ongoing secunrity/ andit reasons. Any such denial
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will be recovded by Hre FSM on tive ICL Problem Management
Dotabose.

The response will also- indicate Uf any PON representotive
representotive

PON BSM will then contact tive outlet and advise Hem Hrot o
ICL Pothway FSM will be contocting Hhem to- arrange o visit:

4.2.1 Fost—track Processy

Wihere exceptional circumstonces orise, o site visit may need to-
be arranged urgently, withowt waiting for He submission of
the next weekly visit list: Under tHhese circumstances, a fost-
track process may be initlated by elther ICL Poatwoy CS or
PON BSM.

The site detolls shouwld be raised as a Cross-Domain ssire to-
He relevant Duty Manager (Refs CS/IFS/008). The ICL

Pothwoy Duty Moanager will assign any reguests received from
PON +to- the relevant FSM.

4.3 Policy for visiting Post Office ontlets

4.3.1 Vit Booking Procedunre

Howing receinved the visit Ust back from PON, the FSM will
contoct e outlet divecty, and speak to- e Outlet Manager.

The FSM will tdentify himself or herself as o representative of
ICL Pativwway, and make avrrongementy to- visit tive site to-

Hme will be agreed: The FSM will make clear e specific
reasony for the visit and Hhe areas thot are being inestigotec
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Where a PON representative hasy been indicoted on the visit
Ust, the FSM will contact Hhe representative divectly to- inform
Hem of He arrongements Hot howe been confirmeol

If circumstonces subsequently prevent the vt from foking
place (e.g smoden ddness), Hie FSM will pass responsibpidity for
the vislt to- anotiver FSM. If a PON representative s unable to
oftend, Husy information will be passed to-Hie FSM witiv defails
of any replacement: If, exceptionally, the visit needs to- be
comncelled, the FSM will ensuve that PON BSM and tie
Postmaster are informed, and an alternative appointment
maole.

The Problem Management Datobose wll be updated to- reflect
tHhe agreed visit details.

Where o furtiver visit to- a site i requived, Hhuis will be added to-
Hie next visit Ust, and. flagged on Hhat Uist as being a follow—-up-

4.3.2 Offuee vusit protocol

The FSM will visit Hrhe site at tire agreed dote ond time. Where
o PON representotive iy expected, e FSM will not commence
the visit until the PON representative iy v attendance.

The FSM will introdunce hvim/ herself to- e owtet manager, and
shvow- evidence of Ldentity, wich the owHet manager can verify
Huwoughv the NBSC.

Duwring Hhe visit; e FSM will seek to- Ldlentify any potential
external influences tivat could give rise to- e system prolems,
ool gotiver all information reloting to- the circumstonces wnoer
which the problems arise. The FSM will particdarly be
looking to- Ldentify any trends or similaritiesy between
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undinilodunal otcnrrences, s o possiple indication of the root
conse of the problem.

The FSM will at all times act b o professional manner, and
support o partnersnip with PON. The FSM will represent ICL
Pathwoy's inferests ondy, and will make no- commitments on
belalf of PON, nov discinssy the terms of Hhe contract between
ICL Pathuway and PON.

If during Hhe conrse of Hhe visit; the Outlet Manager raises

Usnes widch are not part of ICL Pathwway's remdt; He FSM wll

- If & PON representotive s present; e Outlet Manager will
be asked to- dwrect all such ssnes to- that representative.

- If no- PON represendtotive s present; tie FSM will ask He
Outlet Manager to- direct all such snes to- the NBSC, and
remind e Outlet Manager of the ypecifie reasons for tire
FSM’s visit to- the site. The FSM will subsequently recoro on
the Problem Monagement Datobase a stotement Hhat tive
Postmaoster raiseo Hie ssue, ande wos referred to- e NBSC.
The entry  made for recovi purposes and to- ensunve tat
PON business unferests are protecteoh

If the visit lentifies that tive owtlet coudd benefit from
additlonal support that & the resporsibility of PON, tHis will
be noted by the FSM. The FSM will not discuss Hiis
requivement witiv e outlet manager, bt wll log o on the
Problem Management Datobpose os oo Cross-Domadiin Gsune. This
entry will make clear (f a PON representative was ow sife, and
wio- that representotive was: PON will Hhew assign a Problem
Manager to- the ssune, wiro- will progress making arvrangements
for any agreed additional support; and subsequently agree
cdoswre criteria witiv the FSM (acting as ICL Pathway CS
Proplem Manager).
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4.4

Problem Management

Following tie site visit, the FSM will produce on Action Plan
to- progress any ICL Patwwoy related (ssunes. Detoddy of Hiis
oction plon will be entered on Hhe Probplem Monagement
Dotodpose ond updoted oy resolution iy progresseot

General resoluntion progression wll follow Hie process detailec
v He ICL Pothway Customer Services Problem Management
process docuwment (CS/PRD/021).

The resolntion of certoin proplems may require the copture of
wwestigotion. |f Hhe owtet cannot provide Hiuis information
mmeddiately, the Outtet Manager will be asked to- recovo Hiiy
nformation for future occnrrences of the proplem. Full detaily
of eaci occurrence showld then be raised ay a call to- He HSH.

In setting the closure criteria for any owtlet proplem, tive FSM
shooudol unclnde ensuring Hhot Hie Outlet Manager s happy
witiv e resolnfion  If Hhe Postmaster remauns dissatisfred, Hhuy
shouddl be raised ay a Crosy Domadiin problem.

Monager Cove Visit Progromme

There s an agreed ongoing jount progromme between [CL
Patihwoy and PON wirere senior managers of botiv
organisotions visit Une Horizow post offices, and tire Fleld
Service Management team will participote un Huiy programme.
The purpose of tie visit s to- gatier views from the system, and
to- enaple the ICL Patihway and Post Office Network managers to-
experience wiat actually happens i Hie offices: I+ also- glves
users of tHhe Horizon system an opportunity to- offer views,
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opindony and improvement Ldeas to- enabple both businesses to-
foruns ow key areas to- improve upon

The process and procedinres connected. withv His progromme are
st wnder digeunssion witiv PON. Wihen clarifled, they will
form the basiy of o separate document wirvielr will be referenced
from Huy docurwment:
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Appendix 1 — HSH Call Extroct from MSU

PO’s with highest incidence of Hardware related calls - period August '00

348611 SARN South Wales/South/South west
6632 CWMBRAN South Wales/South/South west
174406 CHORLEY OLD ROAD North East/North West
337427 FURTHERGATE North East/North West 6
POST OFFICE
73014 BEXLEY London/South East
14007 GREENWICH POST London/South East
OFFICE
8011 VICTORIA STREET London/South East 6
180340 CHAPELTOWN North East/North West 6
23323 WAKEFIELD North East/North West 6
18824 WESTER HAILES Scotland/Northern Ireland 6
105912 ROFFEY London/South East 5
153508 PARKSTONE South Wales/South/South west 5
152002 WANSTEAD P.O. London/South East 5
31007 WOOLWICH POST London/South East 5
OFFICE
19008 SOUTH London/South East 5
KENSINGTON
STATION
Average calls per outlet Hardware
for Aug.'00

N/A 6 17 0.4
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London/South East 657 1813 04

North East/North West 948 3068 0.3

North Wales/Midlands/East 539 2420 0.2
Anglia

Scotland/Northern Ireland 444 1548 0.3

South Wales/South/South 742 2328 0.3
West

TOTAL (National) 3336 11194 0.3

Total Hardware calis for August'00

London/South East

B North East/North West

22% 20%

O North
Wales/Midlands/East
Anglia

O Scotland/Northemn Ireland

13%

B South Wales/South/South
West
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South CWMBRAN 6632:E-0008080152 Closed 0 3B 08-Aug-00 08-Aug-00 H
Wales/South/South
west

South CWMBRAN 6632:E-0008080205 Closed 0 3B 08-Aug-00 08-Aug-00 H
Wales/South/South
west

ngineeer on site advises pm to log ca
for new printer

HDO7 Engineer on site for call no. E-iCall Close by Shelley Lewis: RO1 RS10 C01 Uktemp16  PATITH94PTR
0008070429. Wants to raise a call for a;.BM is happy with work

prinetr not printing Giro slips properly. Thhicarried out and is HTCC

PO has had problems before with this that

they have not been able to resolve through

the help desk.
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