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1.1 Primarily changes following the Acceptance Workshop on 26 August 
and the Call Volume/HSH Model Workshop on 8 September. 
Revision to document title. 
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The scope of this paper comprises the content of A1408, the contents of the 
above paper CS/SMMIAI408, the topics contained in the draft minutes from the 
above Acceptance Board meeting and the paper A1408 — HSH Service Level 
Failure. 

The topics can be summarised as :-

• Plan for production and implementation of additional HSH Cash Account 
scripts 

• HSH Resource Plan, comprising call volume projections and HSH staffing 
projections 

• HSH SLA Rectification Plan 

'• g .i t 

:. •• • r C• t in • . .... 

"production of scripts is not complete" 

"It does not take account of activities such as the need to train staff' 

! • • • • ! • • I!' • .•I' 
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Taking the three main topics within this Al, ICL Pathway's position can be 
summarised as:-

• # r r 

. • i

s 

• • . 

• 
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The HSH has experienced a substantial increase in calls on Wednesday / 
Thursday associated with outlets having difficulties in completing the Cash 
Account process. This increase in business related calls was not predicted 
and it is ICL Pathway's intention to establish a cash account domain of 
skilled staff with the appropriate business knowledge dedicated to handling 
this increase. 

ICL Pathway does not consider it appropriate for these complex business 
related calls to be handled within the SLA constraints of the Level 1/ Level 2 
call definitions. These calls have distorted the SLA performance. 
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• SLA Rectification 
Plan 

The actions and target dates that will contribute to an improvement in the 
HSH SLAB are set out in section 5.3. 

•____________________________ 

• 

• I (iL.1s)u1fltflWIU1t

s 

t riii uFiT flrUtLSIIrn 

Q 1999 ICL Pathway Limited Company-in-Confidencc Page: 7 of 12 

Last Printed: 918199 18:17 



POL00028468 
POL00028468 

ICL Pathway Resolution Plan for A1408- Horizon System Hclpdesk Ref: CR/ACD/408 
Version: 1.1 

Company-in-Confidcncc Date: 08109/1999 

•: 0. L• .:. 

It has been agreed that a joint ICL Pathway / POCL review be held on 14/09/99. 
The objectives of the review will be to: 

• Confirm that there has been a reduction in inappropriate advice given to 
outlets 

• Confirm the effectiveness of the scripts 

• Review if the Cash Account call duration has become predictable and 
manageable 

• Confirm.the operational usability of the scripts 

Such.;: reviews.; will . continue in line with the recommendation in 
ICl/1.W/DSP/PRO/023 

5®2 HSH Resource Plan 

The development of the model to support the resource requirements of the 
HSH were based on, ICUs previous experience in providing a wide range of 
Help Desk services ;covering 

;both'psystems and infrastructure call types. This 
was supplemented by a set of assumptions covering the particular call types that 
ICL Pathway believed would be generated by POCL's outlets. 
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5.2.2 Service Level Analysis

Level 1 and Level 2 call resolution SLAs (excluding cash account calls as agreed 
with PO CL) met their targets in August — see table below. This progress will be 
maintained throughout September and Pathway forecasts that all Helpdesk SLAs 
will be met during the whole of October and beyond. 

August Target 

Level 1 calls 95% 95% 
resolved within 5 
minutes 

Level 1 calls 100% 100% 
resolved within 10 
minutes 

Level 2 calls 98% 95% 
resolved'within 30 
minutes 

Level 2 calls 100% 100% 
resolved within 45 
minutes 

5.2.3 HSH Staffing review ' 

• 
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The planned staffing of FISH is as set out below. 

5.2.4 Conclusions 

5.2.4.1 HSH staffing levels 

ICL Pathway has therefore established a domain of specialist staff with the 
business skills to handle Cash Account related calls. The, solution for service 
levels for Cash Account calls was discussed at the workshop on 7/8 September. 
In outline, it is suggested that a quality measure is adopted and operated jointly 
by Pathway and POCL NBSC such that a target of 95% conformance with the 
newly agreed scripts is achieved. The measure would be by periodic inspection 
or audit of all cash account calls at POCL's convenience. 

• • 

The objectives of the event being- - 

1999 ICL Pathway Limited Company-in-Confidcncc Page: 10 of 12 

Last Printed: 9/8/99 18:17 



POL00028468 
POL00028468 

ICL Pathway Resolution Plan for A1408- Horizon System Hclpdcsk Ref: CR/ACD/408 
Version: 1.1 

Company-in-Confidence Date: 0$/09/1999 

• To review the impact of Cash Account related calls on service levels 

r 
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This section summarises the activities that comprise the SLA Rectification Plan. 

Descripbon, ~, ,r, ; y Y ryry1Y tf > - 
r ti

a 
e ►at 

HSH Scripts 

1. New scripts agreed with POOL '7 

2. Implement new scripts (wef 08/09/99) '7

3. Initial ICL Pathway / POCL review of the implementation of 14/09/99 
scripts in accordance with ICL/PW/DSP/PRO/023 

Call Volume/ HSH model 

4. Hold workshop with POOL (on 07-08/09/99) ✓ 

FISH Staffing 

5. Train and introduce 2 additional HSH staff '/ 
TOTAL operational staff = 21 (by 31/08/99) 

6. Train and introduce additional HSH staff On-going 
in light of monthly updates to Call Volume/HSH Model 

Call handling process 

7. Complete refresher courses on call handling process (2 line) ,/ 
by 31/08/99

8. Start refresher courses on call handling process (1 line) by ✓ 
01/09/99 

9. Complete refresher courses on call handling process (1' line) 30/09/99 

Cash Account Domain 

10. Specialist staff identified and re-deployed by 06/09/99 7 

11. Cash Account domain operational (wef 08/09/99) .7 

12. Train 6 HSH staff in use of cash account scripts 17/09/99 

13. Train further 14 HSH staff in use of cash account scripts 30/09/99 

SLA achievement 

14. Vh1 s met 31/10/99 
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