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Fujitsu Services (Pathway) Limited ('Fujitsu Services") provides Horizon and 
related services to Post Office Limited. The contract covering these services 
has been renegotiated and the amended contract was agreed on 31 
December 2002 and came into effect on 1 January 2003. 

This document provides an introduction to the amended contract (which is 
referred to in the contract itself and in this document as the "Agreement") 
concentrating on those aspects which are new or significantly changed. 
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1 Interpretation 2 Policies and Standards 3 Audit 

4 Governance 5 Change Control 6 Fujitsu Services' Key Personnel 

7 Subcontractors 8 Form of Parent Company 
Guarantees 

9 Ordering, Invoicing and Payment 

10 Charges 11 Value for Money 12 Timetable 

13 Licences 14 Consumables 15 Service Levels and Remedies 

16 Post Office Responsibilities 
 

17 Infrastructure 18 Application Management 

19 Operational Services 20 Development Services 21 Business Continuity 

22 Contract Termination and 
Service Transfer 

23 Branch Hardware 
Implementation Services 

24 Banking Implementation 
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The Clauses are the top level of the contract; they set out the main terms and 
conditions, set the various schedules in context, and have the highest level of 
precedence, so that in the event of any inconsistency, the Clauses would 
over-rule the schedules and other documents. 

4.1 Clause 1.— Performance Of Services 
This lists the main services that Fujitsu Services provide under the contract. 
These are: 
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Further detail is in Schedule 16 
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Further details are in Schedule 15 

4.12 Clause 32.-, Limitation Of Liability 
Sets out financial limits on the liabilities (other than for personal injury and 
death) that Fujitsu Services and Post Office have under the Agreement. 
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4.16 Clause 37.-Audit 
Sets out Fujitsu Services' obligation to keep records and Post Office's rights to 
audit these. 
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Executive Forum 

Service Impact 

New Joint Demand Service 
Business Architecture Planning Project Management 
Forum Forum Forum 

Development Roadmap moo ~ti  e n ,te

Boards Forum 

rcouuaun - upaaouna roauca 

Design ♦— Build —~  ~' Operate 

Commercial Forum 

Forum ! Responsibilities 
Executive Forum, • Defining strategic direction and vision 

meeting 3 times • Sharing business objectives and direction 
•• Review effectiveness of joint working per annum 
• Joint Scorecards — agreeing what components will be measured, and 

setting targets 
• Reviewing Joint Scorecards 
• Agree key messages for joint Post Office and Fujitsu Services 

communications plan 
• Define relationship development direction — ensuring ability to deliver 

scorecard action plan and to address any issues arising 
• Recognition — agreeing recommendations for recognition. This is key 

to encourage the behaviours recognised as vital to ensuring a more 
effective working relationship 

• Agree joint incentivisation targets for projects and services. 

New Business • Generate and investigate new ideas and opportunities that support 

Forum, meeting Post Office strategic business direction for inclusion in Post Office 

every 2 months 
change plan and investigate potential additions to the contracted 
services. Post Office change plan is monitored by the executive 
committee of Post Office 

• Scope focuses on new customer propositions and opportunities for 
improving operations 

• Review progress of milestones undertaken as part of Post Office 
change plan 

• Manage contingency budgets approved in Work Orders including, 
where appropriate, delegating authority to appropriate managers 
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Forum Responsibilities

Joint Architecture • Define and agree target architectures within the Horizon domain 

Forum, meeting • Plan and manage migration from current to target architectures 

monthly • Ensure architectural conformance of projects 
• Benefits realisation monitoring (ensuring what was done achieved the 

benefits forecast, and if not, why not) 
• Manage contingency budgets approved in Work Orders including, 

where appropriate,  delegating authority to appropriate  managers 

Demand Planning 

_ 
• Communication of service development plans — Post Office and 

Forum, meeting Fujitsu Services 

monthly 
Agree high level planning assumptions for future developments of 
services 

• Joint planning to manage the allocation of pre-paid SI resources and 
the progressive commitment to incremental resource above that level 

• Initiate, monitor and ensure progress on development of service 
definitions and terms and conditions for additions to the contracted 
services 

• Approve additions to contracted services (that will then be formally 
introduced by CCN) 

• Oversight of agreeing Work Packages 
• Prioritise releases in terms of schedule and contents, in accordance 

with strategic direction and objectives set by Executive Forum, and in 
accordance with any operational constraints (Note — final decision for 
Releases to gftve will be made by Service Management Forum) 

Project Boards, • Managing Work Packages which relate to major development 

meeting as programmes 

required for each 
• Manage contingency budgets approved in Work Orders including, 

where appropriate, delegating authority to appropriate managers 
project. • Project management and governance as per this Agreement or, to the 

extent not in conflict or inconsistent with this Agreement, PRINCE 2 
standard practice. For example: 

• Review and resolution of operational issues arising in design, 
development and testing 

• Review progress and performance against plan 
• Notwithstanding the Parties' use of PRINCE 2, or any other design or 

project management methodology, the provisions of this Agreement 
shall not be varied by such use unless the Parties agree otherwise in 
accordance with the Change Control Procedure 

Service • Review performance against contracted service levels and agree 

Management remedies payable (if any) 

Forum, meeting 
• Track MTBF rates, review operational reliabil ity of Branch 

Infrastructure and consider/recommend remedial courses of action 
monthly (e.g. full or partial technological refresh or service level relief) 

• Resolve operational issues including, but not limited to, those arising 
from non-conformance to contracted service levels 

• Release Authorisation: agree the criteria and processes by which 
releases will be authorised for release into field trial or live operation 
and carry out readiness reviews accordingly 

• Ensure continuous improvement in the ongoing/steady state/business 
as usual Service Management environment 

« Review of future change plans to ensure live environment is 
adequately prepared 

• Capacity management 
• Monitor and review operations of Operational Business Change 

processes 
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Forum Responsibilities 

Commercial • Management and administration of the Agreement 

Forum, meeting • Circulation to Lead Attendees of each relevant Forum of the financial 

monthly 
authority levels 

• Oversight of ordering and Invoicing processes 
• Agreement of standard terms and conditions from time to time to 

apply to different types of Work Order 
• Agreement of Commercial Terms in relation to Work Orders 
• Oversight of the carrying out of Work Orders 
• Management of price reviews under the benchmarking and open 

book accounting provisions of Schedule 11 
• Review and, where necessary, improvement of the Change Control 

Procedure 
• First level of escalation for disputes about the interpretation of this 

Agreement, its Schedules or CCDs, about invoice amounts or terms, 
or about other matters referred by the Executive Forum 

Annex 2 of Schedule 4 sets out the escalation procedure for resolving 
disputes that may arise between Post Office and Fujitsu Services. 
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This sets out the processes by which Post Office can order call-off or 
additional services from Fujitsu Services, and the Invoicing and Payment 
processes that apply to all services provided under the Agreement. 

The main charges are: 
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This sets out three mechanisms that will be used to ensure that the services 
provided by Fujitsu Services continue to represent value for money. These 
mechanisms will apply to existing services specifically listed in this Schedule 
and to all new services and are as follows: 
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This lists significant contractual events, with their intended dates, 
dependencies, and consequences of delay or non-occurrence of the event. 

There are a number of "themes" running through the list: 

New joint foruris up and running 31 January 2003 

Standard Terms and Conditions for development and 
consultancy work packages agreed 

31 January 2003 

First Resource Plan agreed 31 January 2003 

Resource planning fully implemented and baseline plan for 
200314 in place 

31 March 2003 

New Service Level reporting — interim basis 31 January 2003 
New Service  Level reporting — full basis 30 June 2003 

Confirmation Wigan and Bootle data centre leases to be 
extended 

31 March 2003 

Processes for producing Conceptual Designs and Design 
Proposals to be agreed and documented 

31 March 2003 

Contract transferred from Pathway subsidiary to main Fujitsu 
Services Ltd. operating company 

1 April 2003 

New (simpler) processes for testing and acceptance agreed 
and documented 

31 August 2003 
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Feasibility study completed and financial estimates delivered 28 February 2003 

Review of procurement approach and commercial terms for 1 March 2003 

programme 

Start of Requirements Analysis 1 March 2003 

Post Office decide division into Work Packages 1 June 2003 

Completion of Requirements Analysis 31 July 2003 

Fujitsu Services deliver Design Proposal for Work Packages 31 August 2003 

Start-up hase of solution build 1 September 2003 
------------ --------

Fujitsu Services deliver commercial proposal for Work 30 September 2003 

Packages 

Fujitsu Services start formal build and test stage 30 October 2003 

Price reductior linked to simplification of system boundaries 1 April 2004 

and improvement of reference data-processes 

Pilot Implementation completed 31 March 2005 

Price reduction linked to SI headcount reduction 1 April 2005

Delays in earlier stages (if caused by Post Office) will result in delays to price 
reductions. Price reductions depend on the end to end solution agreed by 
Post Office meeting certain constraints that are necessary in order for Fujitsu 
Services to make their cost savings. 

Start of Field Trial 31 October 2003 
Start of roil-out 1 April 2004 

Large cost reductions are conditional on ADSL implementation; these will not 
be achieved if Post Office does not authorise roll-out (unless this is because 
of failure of the field trial stage). 

Agreement of terms of reference 31 January 2003 
Completion of joint study 31 March 2003

This lists the "end-user" licences that entitle Post Office staff and agents to 
use the Horizon system in our Branches. This Schedule also details a sub-
licence which Post Office has given to Fujitsu Services to allow their use of 
software from Siemens Metering that is required for the Quantum AP smart 
card service. 
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There are up to three service targets associated with each service level: 

• 

J 

Provisions in previous versions of the contract gave Post Office an automatic 
right to terminate tine contract for service level failures. These have been 
removed and are replaced by the arrangements for additional compensation 
for ARL failures described above. (Post Office is still able to terminate the 
Agreement if service level failures were sufficiently severe and prolonged to 
constitute a material breach of contract.) 
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Operational Brief Service Description 
Service 

Horizon Systems The provision of first and second line support to Post Office Branches 
Help Desk Service and other designated groups through the provision of a support desk 

function. 

Technical Service The service provides a single point of contact for network banking 
Desk domains (including those involved in Debit Card) reporting the 

occurrence of technical incidents and problems with banking services. 

Engineer Service Service comprises an on-site replacement or repair service for broken 
or faulty equipment at Branches together with associated back-up, 
support and administrative functions. 

Operational A collection of services which can be procured by Post Office in 
Business Change — relation to changes to the Horizon hardware configuration in Post 
Branch (pre-paid Office locations. 
element) This service supports physical changes in the Post Office branch 

infrastructure through the provision of a range of services. The service 
supports both planned and unplanned changes. 

Data Centre 
-- ---- ----- 

Service for managing the central operating infrastructure and data 
Operations Service communications network. 

Network Service Provision of network infrastructure. Operational network management 
and supplier management of Energis included within Data Centre 
Operations Service and Service Management Service. 

Systems Event management and software distribution services. 
Management 
Service 

Product Support Services related to software licences. 
Service 

Reference Data Service for the management of Reference Data. 
Management 
Service 

Third Line Software Service for the diagnosis of new software incidents occurring in 
Support Service Branches and the data centre. 

Management The service provides a mechanism for the reporting and publishing of 
Information Service Fujitsu Services' achievement of Service Levels and targets. The 

service also provides data for the settlement of liquidated damages, 
and provides a vehicle for the request of information regarding data 
captured on the Horizon Service Infrastructure. 

Transaction The service defines a benchmarked standard in respect of system 
Benchmarking components for individual Transactions or an aggregated time for 
Service nominated Transactions across each of the Services. 

Service The objectives of the service are to Monitor, manage and maintain the 
Management delivery of the Operational Services using the Applications and to 
Service report on the same to the Service Management Forum. 
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Operational Brief Service Description 
Service 

Reconciliation This service provides end-to-end reconciliation and incident 
Service management procedures required to investigate, report and resolve 

reconciliation and business incidents. This includes the Network 
Banking Reconciliation & Incident Management procedures which 
shall commence from the start of NB Pilot (Soft Launch). 

Security This service provides a wide range of security related activities 
Management required for ISO 17799 compliance. 
Service 

Operational A collection of services which can be procured by Post Office in 
Business Change — relation to changes to the Horizon hardware configuration in Post 
Branch Office locations, This service supports physical changes in the Post 

Office branch infrastructure through the provision of a range of 
services. The service supports both planned and unplanned changes. 

Message The service enables Post Office to communicate directly with 
Broadcast Service Branches for the purpose of issuing instructions, advice or information 

urgently. 

AP Business Client Take-On Service 
Change Services Service for the provision of amendments to APS Clients and Tokens. 

AP Client Delivery Agreement Change Service 

Service that provides Post Office with the facility to request changes to 
the del ivery agreement for a live APS Client — for instance to change 
the days of the week when files are to be delivered to the APS Client. 

AP Client File Re-send Service 

Service that provides Post Office with the facility to request that APS 
Client Transaction files are re-sent. 

Horizon Icon Service for the provision of new Icons. 
Service 

Capacity Service to manage the capacity of the Horizon Service Infrastructure. 
Management 
Service 
Additional EPOSS Service to provide Post Office with a means by which a number of item 
Data Capture Additional Fields can be associated with an EPOSS product during a 
Service customer session. 
Counter Training Service to upgrade software in the Post Office estate of training and 
Service demonstration counte positions. 

• Professional Services; i.e. consultancy, strategy development and 
requirements studies; 

• Software Development; 
• Systems Integration. 
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Common ISL 
The common stages at the start of the lifecycle are: 

• Strategic Approval 
• Start-Up and Feasibility 

and information is derived during these stages to inform Post Office's choice 
of which approach to follow for any particular development. 
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This sets out Fujitsu Services' obligations to have contingency plans and 
arrangements in place to ensure continuity of the operational services (other 
than in very exceptional circumstances covered by force majeure). The 
schedule also provides for a programme of business continuity tests. 
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Annex 1 
Overview of Services Provided 

Services 

Protect Services 

Branch Hardware Implementation 
Schedule 23 

I Developmerd
Schedule 20 

Hardware Impact Assessment 

Hardware Proctrement Not t) 

Implementation Support 

Imallation Management (Note 1) 

Instellaaon (Note 1) 

COS • PIN Pad Irrplenettatian (Note 2) 

I Business Continuity Services
GhaliAa 21 

Professional Services 

Software Development 

Systems Inlegration 

----------
Current Development Services (Note 2) 

Additional EPOSS Data Capture 

Il CounterIroning 

Engineer jj] 
Managemert Infornat'.on 

Product Support 

Reference Data Man~emert 

Service Management 

Technical Service Desk 

Transaction ldendtmarkirp 

I Operational Services
Schedule 15 

Capacity Management 

Data Centre Operations Management 

Horizon Systems Help desk 

Network 

Reconril'diation 

SeculltyManagemert 

Systems Management 

Third Line Software Supped 

Transfer Services
CaMA~I- 5,

Operational Business Change Services 

Operational Business Change • Branch 

Message Broadcast 

AP Business Change 

Horizsn Icon 
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