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Section 1 Document Overview

This document is the user guide for the Service Management Portal which has been set up by Fujitsu Services Post Office Account in
order to provide an ongoing mechanism by which Post Office staff can be provided with up to date information about the
performance and condition of the Horizon system and also provides a mechanism by which Post Office and Post Office Account staff
can manage any major incidents which may occur

Section 2 System overview

The system is housed on an internet server, which is connected via the relevant security safeguards to the Fujitsu corporate network.
Access to the system is via a defined web address. Some sections of the system access databases which are all held on SQL
server systems. Whilst queries made on the databases are written into the html web pages, any actions which may change data in
the SQL servers are carried out by server-side code in the form of Java servlets. From the user point of view, the only access to the
data is via the web pages.

Note that this application is designed to run on a screen set to 1600 x 1200 pixels. The system will run on screen resolutions set
lower than this value, and provision has been made for screen resolutions lower than this value. The application has not been tested
at resolutions lower than 1200 x 1024, and running it at this level of resolution may cause some of the graphical elements to “jump”
to the next page.

Section 3 Logon and the Main Menu

When accessing the Service Management Portal, the first screen to be displayed is the logon screen shown in
figure 0.

You should note that the application loads a cookie into the local PC in order to remember the username of the last
person who logged on to the system from that PC, so after the first logon to the Service Management Portal, the
last username will always be displayed.

Type the username and password and click on the Logon button.
The application will determine at this point the size of the available screen and will adjust succeeding pages
accordingly, after which the main menu is displayed

Figure O



FUJ00142216
FUJ00142216

O
FUJITSU g
] Service Management Portal

User Logon

The main menu (see figure 1) is the screen displayed once the user enters the system. All of the other pages in the Service
Management Portal follow the same layout. The menu for any given part of the system is on the left hand side of the screen and the
results from any menu action are presented in the central target frame.
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Figure 1. The main menu
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Incident Mgmt
Reports 7 SLT
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Systems Support Centre
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S Local intranet

Mgmt Monitor

Switches to the Management monitor
functions (see section 4) when selected

none

Incident Mgmt

Switches to the Major Incident
Management functions (see section 5)
when selected

none

Reports / SLT

Switches to the Report presentation and
SLT management functions (see section
6) when selected

none

OBC

Switches to the Operational Business
Change displays (see section 7) when
selected

none

OCPs

Switches to the Operational Change
Process presentations (see section 8)
when selected

none
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Section 4 The Management Monitors

The Management monitors present an up to date view of the live system from the service point of view as opposed to the monitors
generally used by the operational support teams, which tend to be based on individual servers in the Horizon system.

Once the Mgmt Monitors menu item has been selected, the Mgmt Monitors menu is presented (see figure 2)

Figure 2 Management monitor menu

A MIR Menu - Mik Peach 2005 - Microsoft Internet Explorer I =10] x|
Fie Edt View Favorites Took Help "
(€% x| @] p| ) seach L oravomes & -5 - 3

Address |

IRRELEVANT i ZBe|iw

Systems Support Centre
Show Monitor ¥
Bbout Monitor
Home

£&] Done .J Local intranet

Show Monitor Displays the monitors themselves (see none
figure 3)
About Monitor Displays a page giving the definitions of none

the monitors and their meanings. This
page is reproduced below
Home Returns to the Main Menu none
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figure 3 Management monitor screen
A MIR Menu - Mik Peach 2005 - Microsoft Internet Explorer e =10/ x|
Fle Edt View Favortes Tooks Help o
Bk ~ x] @ @) Search Favortes {4 v - 3
Address |f TRRELEVANT i =] oo [unks »

Systems Support Centre

Show Monitor
S

Alliance and Leicester NWB CAPO NWB Link NWB NWB High Failure Count

About Monitor
Home

TES QA Debit Card E-TopUps DVLA

Show Map of Offices without
Comms

PAF BAS Routers Track and Trace

'VIP sites without Comms Satellite sites without Comms

Enter FAD Codel Office Details

£] Last Refresh at Wed Dec 21 16:40:38 UTC 2005 (] SJ Local intranet

For the most part the monitors which are shown are simple displays, with no opportunity for user-interaction. Green indicates that the
service is running with no issues, amber indicates that there is an issue with the particular service but that it is running (although
possibly in a degraded state or with a loss of some resilience), red indicates a serious issue with the service which is causing it to run
in a degraded state, or not running at all.

The meanings of the colour change for the monitors is slightly different for each monitor. The precise meanings are detailed below.

It should be noted that Tivoli is utilised to receive these alerts from distributed monitoring programs. Some alerts are configured to
trigger if they have not received a feed from the monitor within a specified time period. Therefore when a general communication
issue is evident it is common to see most of the monitors alert. Monitors showing Sites without communications use statistics which
may be up to one hour old and should be used as a guide rather than as a definitive statement of error
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4.1 Alliance and Leicester NWB

This monitors the connection from the two network banking authorisation agents in POA that connect to A&L. Including:
. Connection Heartbeat

. Statistical anomalies such as stale transactions or invalid encryption
. Key Performance statistics of the agents such as CPU usage
. Heartbeats or bad events on the Routing agents

Amber: Any of the routing agents alerting
Red: Both A auth agents or Both B auth agents alerting

4.2 CAPO NWB

This monitors the connection from the four network banking authorisation agents in POA that connect to CAPO. Including:
. Connection Heartbeat

. Statistical anomalies such as stale transactions or invalid encryption
. Key Performance statistics of the agents such as CPU usage
. Heartbeats or bad events on the Routing agents

Amber: Any of the routing agents alerting
Red: Both A auth agents or Both B auth agents alerting

4.3 Link NWB

This monitors the connection from the two network banking authorisation agents in POA that connect to LINK. Including:
. Connection Heartbeat

. Statistical anomalies such as stale transactions or invalid encryption
. Key Performance statistics of the agents such as CPU usage
. Heartbeats or bad events on the Routing agents

Amber: Any of the routing agents alerting
Red: Both A auth agents or Both auth B agents alerting

4.4 NWB High Failure Count

Using the reconciliation infrastructure, the number of failed transaction for each NWB FI, Debit Card and ETU service are totaled
each two minutes. If any service has a failure rate of five percent or above an alert is raised.

Amber: None
Red: Any of the Fls reporting a percentage failure outside of core business hours

4.5 TES QA

This monitors the Transaction Enquiry Service web servers. Including:
. The state of the Oracle application server

. The http server

. The web cache

Amber: None
Red: Both webservers alerting
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4.6 Debit Card

This includes the health of each of the four active and four standby authorisation agents in POA and the connection of each to
Streamline. This includes:

. Solve Connection.
. Checking that there is an active agent in each cluster.
. Statistical count of timeouts in the last fifteen minutes.

Amber: one clusters agent alerting
Red: Communications to Streamline or more than one cluster alerting

4.7 E-Top Ups

This includes the health of each of the four active and four standby authorisation agents and eight reversal agents in POA and the
connection of each to EPAY. This includes:

. EPAY Connection.
. Checking that there is an active authorisation and reversal agent in each cluster.
. Statistical count of timeouts in the last fifteen minutes.

Amber: one clusters auth or reversal agent alerting
Red: Communications to EPAY of more than one clusters alerting

4.8 DVLA

This monitors the health of the two POA web servers and the statistical number of timeouts received when connecting to the DVLA
servers.

Amber: Timeout threshold exceeded (10%)
Red: Any Webserver alerts

4.9 PAF

This monitors the health of the four POA web servers. Internal and external test calls are made to the system and the results
checked.

Amber: None
Red: Any Webserver alerts

4.10 BAS Routers

The network management system checks that each BAS router can be contacted via ping. If one fails three consecutive ping
attempts it is flagged as possibly down.

Amber: Any router has more than 50 counters marked as down
Red: Any BAS has not responded to 3 consecutive pings from the network management service.
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4.11 Track and Trace

This monitors both the harvester agents, interface agents and the web server on the Electronic Data Gateway (EDG). There are four
harvesting agents, one per cluster and four interface agents, one per cluster.

Amber: Correspondence servers for one cluster alerting.
Red: Agents or Web service alerting.

4.12 Map of sites without comms

Switches to a geographical display (see figure 4)

In this display, each red dot represents a Post Office which is not in communication with the data centre. Larger , red squares
indicate that more than one Post Office has lost communications to the data centre within the same geographical area — this is most
common during periods of severe weather when communications lines are disrupted.

Positioning the mouse pointer over a county produces a pop-up message with the count of uncommunicative Post Offices in the are
and the total number of Post Offices in the area, for example “Powys — 6 of 204 down (2%)”
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figure 4 — Geographical presentation of Post Offices not in communication
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Clicking the mouse on a county area displays information about the individual Post Office affected, FAD, Name, number of counters,
connection type, Post Code and Local Exchange, displayed as in figure 5
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Figure 5 Display of Post Offices in an area which are not communicating
Offices Down in County Powys
Time
. Name e e identifed as  Service Type e PostCode
Code Counters Down Exchange

There are a number of hot links on this display. Clicking on the FAD code hot link displays additional details about the Post Office in
question in the format shown in figure 6.
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Figure 6 Detailed Post Office display

2} FAD Details for 222647 - Microsoft Internet Explorer =101 x|

SMDB FAD details for Office 222647 =l
Outlet Name Lingen Post Office
Address
PostCode
Number of Counters 1

Current state (up to 1 hour out of date)

|Correspondence Server Cluster B

LAN IP Subnet {IRRELEVANT |
WAN IP Address | RRELEVANT |
[SDN/PSTN Telephone no. . GRO |
Tivoli TR wc029
Distnibution Suspended No

Mobility Type Fixed Counter
Service Type Satellite

Digital Local Exchange UNSET

BAS Router

[

Clicking on the Local Exchange hot link displays additional details about all of the Post Offices which are connected to that local
exchange in the format shown in figure 7. Clearly, if all of the Post Offices connected to an exchange are showing red, then it is likely
that the problem is in the exchange itself, or at a higher level in the network hierarchy (possibly a BAS router). If the majority of the
Post Office connected to the exchange are green, then it is likely that the issue is at a more local level.
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Figure 7 Exchange details

Offices on Digital Local Exchange SY/UC

[Number of Counters  |Service Type

Within this display there are two additional hot links for each Post Office . The n symbol, when clicked, will provide a display of the
nearest working Post Offices to the Post Office selected, showing opening times, connection type, telephone number, and distance

from the selected Post Office. The format is shown in figure 8. Clicking on the symbol will attempt to make a connection to the
internet site “Google Maps”, which will then show a graphical representation of the nearest alternate Post Offices within the same
geographical area
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PostCode Distance (m)

sys o

FAD |Address

Service Type

235647

196647

197647

199647

204647

200647,

!Voic e
|

%FRIACO Bronze

1FR1ACO Bronze

ADSL
|

ADSL
y

FRIACO Silver Daytime
iC1

PostCode Distance (m)

Service Type

WR15  [10963
FAD  |Address
292247 GRO

FRIACO Silver Daytime
e

PostCode Distance (m)

Phone
Number

GRO

Phone

Nearest Working Post Offices to PostCode SY8

Opening Hours
Thu:13:00-17:00
Mon:09:00-13:00 Tue:16:00-20:00 Thu:09:00-13:00

Mon:09:00-13:00 Tue:0%:00-13:00 Thu:09:00-13:00

Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-13:00 Thu:09:00-17:30 Fr::09:00-
17:30 Sat:09:00-13:00
Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-17:30 Thu:09:00-17:30 Fri:09:00-
17:30 Sat:09:00-12:30
Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-12:30 Thu:09:00-17:30 Fri:09:00-
17:30 Sat:09:00-12:30

Opening Hours

Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-17:30 Thu:03:00-17:30 Fri:09:00-
17:30 Sat:09:00-12:30

SY7 14671
FAD |Address Service Type i Opening Hours
= Number e
------------ Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-13:00 Thu:09:00-
L i 17:30 Fri:09:00-17:30 Sat09:00-12:30
202647 ADSL %?360830_13:00 Wed:08:30-13:00 Fri:08:30-13.00 Sat:08:30-
184647 Voice Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-13:00 Thu:09:00-
17:30 Fri:09:00-17:30 Sat:09:00-12:00
FRIACO Silver Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-17:30 Thu:09:00-
Leocsd Daytime C1 GRO 17:30 Fr1:09:00-17:30 Sat:09:00-12:30
181647 FRIACO Silver Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-17:30 Thu:03:00-
Daytime C1 17:30 Fi:09:00-17:30 Sat:09:00-12:30
187647 FRIACO Silver Mon:09:00-17:30 Tue:09:00-17:30 Wed:09:00-17:30 Thu:09:00-
Daytime C1 13:00 Fri:09:00-17:30 Sat:09:00-12:30
222647 Satellite Mon:09:00-12:30 Thu:09:00-12:30

4.12 VIP sites without comms

Holding the mouse pointer over this part of the management monitor display produces a pop-up message in the form “0% Down (0
down, 40 up), giving an indication of the performance of the nominated VIP sites.

4.13 Satellite sites without comms

Holding the mouse pointer over this part of the management monitor display produces a pop-up message in the form “2% Down (3
down, 140 up), giving an indication of the performance of those Post Offices which are connected to the central Horizon systems by

satellite link.
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4.14 Checking the status of an individual Post Office

In the centre, at the lower end of the management monitor display page is a text box (shown in figure 9). By entering the FAD code
for a Post Office, its current status (accurate to the last hour) can be ascertained. The display of this information is identical to that
shown in figure 6

Figure 9 — check for the status of an individual Post Office

IO I R

4.15 About the Monitor

Clicking on the menu item “About monitor” from the monitor menu will diaply the “about” page for the monitor, which contains the
same details about the configuration of the individual monitor components as are detailed in sections 4.1 to 4.11 in this document.
The format for this data is shown in figure 10
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Figure 10 - Management Monitor about screen

ZAMIR Menu - Mik Peach 2005 - Microsoft Internet Explorer -10] x|
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Section 5 Major Incident Management

In the event of a Major Incident, it is important that both Post Office and Fujitsu Services Post Office Account have immediate access
to the resolution progress, and that both organizations can see the relevant progress updates and the actions which have been
allocated to the resolution. In addition, the current mechanisms for handling the necessary paperwork involved in the final resolution
and sign-off of any incident are cumbersome and prone to excessive delays.

In order to resolve these deficiencies, the Major Incident Management system has been created to reside on the Service
Management Web portal.

The initial menu is shown in figure 11

Figure 11 - Major Incident management menu

ZAMIR Menu - Mik Peach 2005 - Microsoft Internet Explorer =10] x|
Fie Edt View Favorites Tooks Help r
\) Back ~ x| 2] &, search Favortes {4 - - 3

Address [ &i

IRRELEVANT i 0 |k >

Systems Support Centre
Show Gpen
Shovs All
Raise New MIR
bda!e MIR
Create Action
Update Action
Close Incident
Show Report
HOME

L L S | [

&] Done %.J Local intranet.
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Show Open

Displays a summary of all major incidents
which are open on the database

none

Show all

Displays a summary of all major incidents
regardless of their status

none

Raise new MIR

Displays a screen which enables data to
be input to open a new Major Incident

none

Update MIR

Displays a summary of the currently open
incidents and after selection of one of
these enables data to be input to update
that incident

none

Create Action

Displays a summary of the currently open
incidents and after selection of one of
these enables data to be input to create a
new action to be associated with that
incident

none

Update Action

Displays a summary of the currently open
incidents and after selection of one of
these displays the actions associated with
the incident, then allows those actions to
be updated or deleted

none

Close Incident

Displays a summary of the currently open
incidents and after selection of one of
these enables data to be input to close
that incident

none

Show report

Displays a summary of the currently open
incidents and after selection of one of
these displays the MIR report, which
includes a timeline of the Updates and a
list of the actions.

none

Home

Displays the Service Management Portal
main menu

none
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5.1 Show open incidents

This displays a brief summary of all incidents which have not yet been closed on the database. The format of the screen is as shown
in figure 12. The meaning of the individual fields is as follows :

Title A brief title for the incident Free text

Call number The original number for the call — normally | Free text with some limitations — this is not
a Peak or Powerhelp (Phoenix) reference | confined to the Powerhelp or Peak format.
number

Linked Calls The number of calls which have been Integer with no limits

linked in the HSD with the master call
which caused this major incident to be

raised

Creation Date The date on which the original major date
incident report was created

Service Outage The date on which there was a service date

outage as a result of this incident. It is
assumed that a major incident would be
created only as a result of a service
outage — all other forms of anomalous
behavior within the system would be
handled by the incident and problem
management processes

Previous Outage The date of the first of any previous date
occurrences of this major incident
Operational Impact A brief statement of the operational Free text

impact of the major incident. Note that
more detailed impacts are requested
when updating an incident. It is assumed
that at the time that the major incident is
first created, detailed knowledge of the
impact will not be available

Business Impact A brief statement of the business impact Free text
of the major incident. Note that more
detailed impacts are requested when
updating an incident. It is assumed that at
the time that the major incident is first
created, detailed knowledge of the impact
will not be available

Status The current status of the major incident One of “open’, “in progress” or closed

Instigator The name of the person who created this Free text
major incident

show updates If any updates have been made to this none
I major incident since the time that it was

created, then clicking on this button will

display those update records

If any actions have been created and none
associated with this major incident since
the time that it was created, then clicking
on this button will display those action
records

show actions I
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Figure 12 Major Incident management — show open incidents
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5.2 Show all incidents

This displays a brief summary of all incidents which have not yet been closed on the database. The format of the screen is as shown
in figure 12. The meaning of the individual fields is identical to those in the “show open incidents” screen detailed in section 5.1 above

Figure 13 Major incident management — show all incidents

ZAMIR Menu - Mik Peach 2005 - Microsoft Internet Explorer N -10] x|
Fle Edt Vew Favortes Tooks Help o
QD Back - x] 2] . Search Favorites (< - - 3

Systems Support Centre

Ehow Open
Showe all
Raise New MIR
Update MIR
[ Call No: linked calls
Create Action

= Creation Date Service Outage Previous outage
Update Action
Update Action
Close Incident Operational Impact :
Show Report

HOME

Business Impact :

Status Instigator

b abaAb4b4b4b b 4p4r 4

Call No: linked calls
Creation Date Service Outage Previous outage
Operational Impact :

Business Impact :

Status Instigator
’

Call No: linked calls
Creation Date Service Outage Previous outage
Operational Impact :

Business Impact :

Status Instigator

%4 Local intranet
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5.3 Raise new MIR

This screen is displayed in order to enable the user to create a new major incident record. Note that the title and call number fields
are mandatory — these are used throughout the database to index the various tables. The format of the screen is shown in figure 14,
and the meaning of the individual fields is as follows —

Title

A brief title for the incident

Free text - MANDATORY

Call number

The original number for the call — normally
a Peak or Powerhelp (Phoenix) reference
number

Free text with some limitations — this is not
confined to the Powerhelp or Peak format.
MANDATORY

This Incident Date / Time

The date and time on which the major
incident happened

Date — this defaults to the current date
and time

Service Outage

The date on which there was a service
outage as a result of this incident. It is
assumed that a major incident would be
created only as a result of a service
outage — all other forms of anomalous
behavior within the system would be
handled by the incident and problem
management processes

Date — this defaults to the current date
and time

Previous Incident Date

The date of the first of any previous
occurrences of this major incident

Date — this defaults to the current date
and time

Business Impact

A brief statement of the business impact
of the major incident. Note that more
detailed impacts are requested when
updating an incident. It is assumed that at
the time that the major incident is first
created, detailed knowledge of the impact
will not be available

Free text

Operational Impact

A brief statement of the operational
impact of the major incident. Note that
more detailed impacts are requested
when updating an incident. It is assumed
that at the time that the major incident is
first created, detailed knowledge of the
impact will not be available

Free text

Status

The current status of the major incident

One of “open” or “in progress”

Instigator

The name of the person who created this
major incident

Free text

Number of linked incidents

The number of calls which have been

linked in the HSD with the master call

which caused this major incident to be
raised

Integer with no limits

Add to Database

Commits the data input from above and
creates a new incident record in the
database
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Figure 14 Major Incident management — Raise new MIR

2} MIR Menu Peach 2005 - Microsoft Internet Explorer =101 x|
Fle Edt Vew Favorites Tools Help o
Q) Back - X 2 & Search Favorites % = - 3

Links >

IRRELEVANT i B

Address |

Systems Support Centre

Show Open
Shows All

aise New MIR
Undate MIR
Create Action
Update Action
Close Incident
Show Report
HOME

b ab4b 4b 4> 4> ab 4> 4b 4

This Incident Date m Time m m
Sonvco outage vate | 1ime |
previous incident oote 510 SRS I e I

Business Impact

Operational Impact
Instigator name | o

Number of linked incidents

Addto Database Add to Database

&] Done J Local intranet
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5.4 Update MIR

When the “Update MIR” button is clicked, the system displays a summary line for each of the open incidents. The cursor changes to
a hand when placed over these summary lines. Clicking on the relevant incident will then open the screen which enables an update
record to be created. The format of the summary screen is shown in figure 15.

figure 15 Major Incident Management — Update MIR — selection of an incident

ZAMIR Menu - Mik Peach 2005 - Microsoft Internet Explorer 5 P =] |
Fle Edt Vew Favorites Tools Help i
.\) Back ~ x] 2] Search Favorites {4 - - 3

Address [ IRRELEVANT i = Heo Lvnks

Systems Support Centre

Show Open
Show All

B aise New MIR
Update MIR
Create Action Test for action deletion 2005-12-13 07:44:00.000 998998
Update Action
Close Incident
Show Report

HOME

[ L L [ | [ [ (A |

18] Done % Local intranet
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figure 16 shows the format of the screen used to create an update record. Update records are created separately from the major
incident record rather than simply updating the original in order to be able to generate a timeline for the incident.

Title

The title of the incident

Cannot be changed

Call number

The original number for the call —

Cannot be changed

Start Date

The date that the major incident was
originally logged

Cannot be changed

New Business Impact

The revised estimation of the business
impact of this major incident — note that
this is further modified by the fields below
relating to specific types of business
impact

text

New Operational Impact

The revised estimation of the operational
impact of this major incident — note that
this is further modified by the fields below
relating to specific types of operational
impact

text

Branches affected

The number of Post Offices which have
been affected by this incident

number

Counters affected

The number of Post Office counters which
have been affected by this incident

number

Files affected

If any file transfers of data to Post Office
systems, or to their customers or
suppliers have been affected by the
incident, then this should be documented
here

text

Txn affected

The number of transactions which have
been affected by this incident

number

HSD calls

The number of calls which have been
received by the HSD caused by this
incident

number

Other impact

Any other impact which has not been
adequately covered in the 7 fields above

text

Status

The status of this incident

Either “In progress” or “open”, the default
is “In progress”

Updator name

The name of the person who is competing
this update

text

Update date time

The date and time of this update

Date/time, defaults to the current date and
time

System returned data time

The date and time that the system was
returned to usability

Date/time, defaults to the current date and
time

| Add to Database I

Commits the details entered above to the
database




FUJ00142216
FUJ00142216

O
FUJITSU g
] Service Management Portal

figure 16 Major Incident Management — Update MIR — creation of an update record

A MIR Menu - Mik Peach 2005 - Microsoft Internet Explorer N =101 x|
Fie Edt View Favorites Tooks Help r
() Bk ~ x] (2] @ Search ¢ Favorkes 4% v - 3

addess [ |IRRELEVANT =] o |uns »

Systems Support Centre
Bhow Open
Show All
ise New MIR

Update MIR

Start Dat:
998938 s 2 307:44:00.000

Create Action
Update Action
Close Incident
Show Report
HOME

New Business Impact

4> 4> 4> 4> 4> 4> 4> 4> 4

New operational impact

Impact statements

branches

counters affected
affected

files

HSD calls; other impact

Status Updator name

Update DatefTime [21 = December =] 2005 =[5 =] % =1
System Returned Date/Time [21 =[] Dacember =[] 2005 =1] 16 =18 46 |

Add to Database R B DAAEaaR

&) Done . Localintranet
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5.5 Create action
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When the “Create Action” button is clicked, the system displays a summary line for each of the open incidents. The cursor changes
to a hand when placed over these summary lines. Clicking on the relevant incident will then open the screen which enables an update

record to be created. The format of the summary screen is shown in figure 17.

Figure 17 Major Incident Management — Create Action - select an incident

A MIR Menu - Mik Peach 2005 - Microsoft Internet Explorer B

File Edt View Favorites Tools Help

Qaack - x| (2] 7y Search Favorites {4 L 3

=lolx|

Systems Support Centre
Show Open
Show All
Undate MIR
Test for action deletion 2005-12-13 07:44:00.000 998998

Unpdate Action

Close Incident

Show Report

HOME

bbb db b4 ar 4

8] Error on page.

| B ks >
[-]

J Local intranet

figure 18 shows the format of the screen used to create an action record. Action records are created separately from the major
incident record rather than simply updating the original in order to be able to generate a timeline for the incident. Unlike Update

records, once created action records can be amended or deleted.
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Figure 18 Major Incident Management — Create Action
ol x]
Fle Edt View Favortes Tools Help i
Q) Back ~ x] 2] €, Search Favorites {{Z & - 3
pddes i IRRELEV S a— EI[EY TR

Systems Support Centre
Show Gpen
Show all
Raise New MIR

Update MIR

Testfor action deletion
start Dat
395998 SHEs 2005-12-13 07:44:00.000

Create Action
Update Action
Close Incident

Show Report

HOME

[ L [ | S ||

Action On

Action Comment
]

Action logged dateftime
- B e e O

Action required by

I ) e ) £

Action completed

Add to Database A6 Daabaes

£&] Done %J Local intranet

Title The title of the incident Cannot be changed

Call number The original number for the call — Cannot be changed

Start Date The date that the major incident was Cannot be changed
originally logged

Action The action to be undertaken text

Action comment Any comments which may be applicable text
to the action

Action on The owner of the action text

Action logged date time The time that the action was logged Date / time — defaults to the current time

Action required by date time The time by which the action is required to | Date / time — defaults to the current time
be completed

Action completed date time The time that the action was completed Date / time — defaults to the current time
Commits the details entered above to the

| Add to Database I Satabens
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5.6 Update action

Unlike an update to a major incident, which is intended to be a shapshot of the state of the incident at a specific date and time and
therefore cannot be changed once created, actions are more fluid and can therefore be amended and deleted. When the update
action menu item is selected, a summary of the open major incidents is displayed — actions can only be created against open
incidents. The format of the summary screen is shown in figure 19

Figure 19 Major Incident Management — Update Action - summary screen

/ZAMIR Menu - Mik Peach 2005 - Microsoft Internet Explorer =101 x|
Fle Edt Vew Favorites Tools Help o
QD Back ~ x] |2] € Search Favorites < - - 3

Address! IRRELEVANT i =] B0 |unks >

Systems Support Centre
Show Open
Show all
Raise New MIR

Update MIR "
Test for action deletion 998998 linked calls

Create Action

= Creation Date Service Qutage Previous outage
Update Action

Operational
Impact :

Close Incident
Show Report
H OME

Business Impact :

Status Instigator

Parab bbb ad

£] Done. . Local intranet

In order to update or delete an action, selecting the “show actions” button will then display the actions for that particular incident, the
format of this display is shown in figure 20.
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figure 20 Major Incident Management — Update Action - action summary

ZAMIR Menu - Mik Peach 2005 - Microsoft Internet Explorer

Q) Back ~ x] (2] @, Search Favortes (% - - 3

Systems Support Centre

Show Gpen
Showy All

Raise New MIR

Update MIR Test only - end to end test of updates and 123456
Update MIR

actions

Create Action
Update Action
! Action :
Close Incident

Show Report Owner:

HOME

Action Logged Required by

4> 4> 4> 4> 4> 4> 4b 4> 4

Action completed: Comment:

update action delete action
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. Local intranet

In order to delete an action which has been previously logged, then it is necessary to click on the “delete action” button, at which
time the system will ask for confirmation that the action is to be deleted, and (provided that this is confirmed) will delete the action

entry from the database.
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In order to update an action which has been previously logged, then it is necessary to click on the “update action” button, the system
will then present a screen with the details of the current action included, ready for amendment. The format of this screen is shown in
figure 21

Figure 21 Major Incident management — update action

/2 MIR Menu - Mik Peach 2005 - Microsoft Internet Explorer [ =10 x|
Fle Edt Vew Favorites Tooks Help a*
Q) Back ~ x] |2] € Search Favorites % - i - 3

Address | IRRELEVANT i =] B0 |unks »

Systems Support Centre

Show Open
Shows All

Raise New MIR
Incident Title Call No. -
[ Test only - end to end te: c 123456
Logged date /time m ‘
Required date / time m ‘
Feouor <o I} 11 <Jf7 <]
Completed dateftime m _]
Febuan <l 200 =l) 11 =1}27 <]

Action Text

Update MIR

Create Action
Undate Action
Close Incident
Show Report

HOME

PP Piad

Action Comment
action comment 1 -test only
Action Owner

Submit change to database

£] Done J Local intranet.
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5.7 Close incident

When the “Close Incident” button is clicked, the system displays a summary line for each of the open incidents. The cursor changes
to a hand when placed over these summary lines. Clicking on the relevant incident will then open the screen which enables a closure
record to be created. The format of the summary screen is shown in figure 22.

figure 22 Major Incident Management — Close Incident — summary

[0 e i Peach 2005 prosot nermet bporer o]
File Edt View Favorites Tools Help "

(D sock ~ %] 2] € Search ¢ Favortes % R 3

address] IRRELEVANT f B

Systems Support Centre

Raise New MIR
Update MIR
Create Action

Update Action

v
A
"
A
L
A
v
A
v
A
"
L
'L
4l
A
.
A

[55] Done, but with errors on page. J Local intranet

Having selected the correct incident which is to be closed, the system displays a screen, shown in figure 23 which requests data
which will be used to close the incident
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Figure 23 Major Incident management — close incident

MIR Menu - M

() pack - x] (2 @

Search

Favorites {04 - ™ - 3

FUJ00142216

FUJ00142216

Address ! IRRELEVANT

Show Open
Show All

Raise New MIR

Update MIR

Create Action

Update Action

Close Incident

Show Report

HOME

P A a4

Systems Support Centre

Start Date

2006-01-12 07:16:00.000

Management
Summary

Root cause analysis

Details of fix applied

OCP/CRICT
reference

Fujitsu approver Customer approver

B e e e
B e e e
B e e e

MIR closure
dateftime

Customer signoff
dateftime

Fujitsu signoff
dateftime

&) Done

%J Local intranet

Title The title of the incident Cannot be changed
Call number The original number for the call — Cannot be changed
Start Date The date that the major incident was Cannot be changed

originally logged

Management Summary

A summary of the incident which will Up to 2048 characters text

appear on the MIR report

Root cause analysis Details of the root cause of the MIR text
Details of fix applied Details of the fix which was applied to text
resolve the MIR, this could include (but is
not limited to) a software fix, a workround
, a process change or a hardware change
OCP / CR/ CT reference Details which provide an audit train for the | text

fix where this has not already been
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supplied in the call.

Fujitsu approver The name of the Fujitsu staff member text
who has agreed the signoff of this major
incident

Customer approver The name of the customer staff member text

who has agreed the signoff of this major
incident

MIR closure date time

The closure data and time of this major
incident

Date / time — defaults to the current time

Customer signoff date time

The date and time at which the customer
signed off this major incident

Date / time — defaults to the current time

Fujitsu signoff date time

The date and time at which Fujitsu signed
off this major incident

Date / time — defaults to the current time

| Add to Database I

Commits the details entered above to the
database

5.8 Show report

Once an incident has been closed, the report on this incident can be generated. Reports can only be generated for closed incidents.

Once the “show report” menu item has been selected, the system displays a summary of all of the closed incidents as shown in
figure 24. Clicking on the button labeled “produce MIR report” for the relevant incident. The format of this report is shown in figure 25.
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figure 24 Major Incident Management Show report - summary

2} MIR Menu - Mik Peach 2005 - Microsoft Internet Explorer

File Edt View Favorites Tools Help

() Back - x 2 @ Search ¢ Favortes (% . x 3

FUJ00142216

FUJ00142216

Address |1 IRRELEVANT i

Systems Support Centre

Show Gpen
Showe all
aise New MIR

Update MIR
Test of new template 021584

Create Action
0711212005

produce MIR report

test of mandatory 123121

Update Action
Close Incident
Show Report

HOME

[ L | | (|

07/1212005

produce MIR report

&) Done

e

SJ Local intranet

Links >
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figure 25 Major Incident Management Show report

Search Favorites {04

FUJ00142216
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Show Open
Show All

Raise New MIR

Update MIR

Create Action

inate Action
Close Incident

Show Report

HOME

PP add

Master Incident

Previous occurrence

Service Outage

Service Lost: 2006-01-11 15:17:00
Business Impact none - test only - bi
Operational Impact  none - test only - oi

Management very very very long management summary just to check that the html page will handle lots and lots of data
Summary and not overfolw beyond all reasonable doubt with absent of malice

123456

null

2006-01-11 15:17:00

Update : 2006-01-11 15:18:00

New Operational

impact

Branches impacted 10

transaction
impacted

Logged

Required

Action

Comment

CP/CT/CR ref
FS approver

PO approver

0

0CP87654

Mik

new business impact - oi

Systems Support Centre

Major Incident Report

Incident Title Its all gone wrong
Call Not 123456

Incident Date: 2006-01-11 15:17:00
MIR Author: Mik

Incident Details

No of linked

0
incidents

Fix applied fiixed the code

Timeline
Service restorad
Time
New Business
impact

counters impacted 20

calls impacted s

Actions

2006-01-11 16:18:00
new business impact - bi
files impacted None

other impact

2006-01-11 15:20:00 Action Owner  Carl

Action

2006-01-12 15:20:00
do0 some work

sometime

Closure details
MIR Closure
FS closure

Customer closure

Print this report

Completed

2006-01-12 15:20:00

2006-01-12 15:21:00

2006-01-12 15:21:00

2006-01-12 15:21:00

&) Done

&J Local intranet

This report can be generated at any time after the incident has been closed. To produce a paper version of the report, click on the

button labeled “print this report”.
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Section 6 Reports and SLTs

There are a number of reports which are delivered to the customer on a regular basis. It is the purpose of this section of the Service
Management portal to provide access to the most current version of these reports.

In addition, in this sections, are up to date figures for the performance of the system against the SLTs.

It should be noted, as displayed on the initial screen for this section, that the data in the SLT tracker is raw data direct from the
systems and has not been adjusted to take account of those factors which are beyond the control of Fujitsu for example file
deliveries which could not be made because the remote end was inoperable, Post Offices which have been closed, but for which the
closure notification has been delayed etc). Accurate figures are held in the SRB section.

Figure 26 Reports and SLTs menu

2 Reports Menu - Mik Peach 2005 - Microsoft Internet Explorer i =101 %]
Fle Edt View Favortes Tools Help o
Q) Beck - x] (2] €, Search Favortes {04 v o - 3

Address [&1 IRRELEVANT i 2 B ks »

Systems Support Centre

Weekly Update V'

Success Rate

Daily Report
SLT tracker

SRB
SRB Dashboard
HOME

[ L R L

£1Done SJ Local intranet

6.1 Weekly Update
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The weekly update is a manually entered summary of the events which have taken place during a week which may have had an
impact on the relevant service.
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At this version of the service management portal, this is simply a word document which is transcribed to html and inserted into the

web site.

The format is shown in figure 27 below

Figure 27 Weekly update format
| 2 Reports Menu - M

Favorites

re

B IRRELEVANT

Weekly Update
Success Rate
Daily Report

T tracker
SRB
SRB Dashboard

HOM

pabdbab b a4

Weekly report

Service

Systems Support Centre

SERVICE

MIMENTS

Data File Delivery

APS
AP clients reported that they cannot access the files we sent
them over the weekend 25™ and 26™ June 2005. Clients
NS&T, TVL, SSE, WW, M. This was a
s issue which was resolved with a release note
superseding the previous one.
Mid Kent ¥ ailed over but is alm olved, hardware on site being
progressed by a ineer see E-050627
<nowsley BC E-0507010504 AP client cannct access APS files on Gataway
User can now logon and collect AP fies

Bureau De Change

Noissues

DG
Noissues

EPay Stuck or delayed reversals are bein; A call is being raised by
Fujitsu to resolve,

LFS Minor file delivery exceptions. N one impacting the service

POLFS

1) POLFS Batch Matching job failed due to system shut down by Core
Services Unix and cancelled by SAP Basis team following a failed back up. Hot
backups are now in use so this will not happen again.

2) The name of the event which triggers SAPADS was changed for preparation
of S80 but the request to change it on SAP level wasn't raised. This was
resolved. Corrective actions have been implemented to ensure all relevant
teams are aware of the changes and the implications in advance.

3) 30 June Data issues with the file were picked up by PRISM as part of their
daily checks without any user delay

4) OCP

TPS
Noissues.

SAP Performance

Noissues
OCP 11387 complsted for the movement of CR 350 to the production environment for
POLFS. Three transports were applied successfully
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6.2 Success rates
The success rates show, on a daily basis, the transaction levels, and the breakdown between successful and unsuccessful
transactions through the Network Banking, Debit Card and E-Top-ups systems, with a breakdown on the network banking
transactions for deposit and withdrawal transactions.
The screen display is shown in figure 28
Figure 28 Success rate format
“AReports Menu ch 2005 =10 x|
Qaack - - (%] (@] @& Search Favorites (< & - 3
address [ IRRELEVANT ] ] Do |uns >

Systems Support Centre
Weekly Update

Success Rate

Daily Report
SLT tracker

10/01/2006 ion Volume S 11/01/2006 08:25 FAILS
Deposit & other 567,965.00) 567,384.00) 99.90%)| 581
Cheque Deposit 1,522.00 1,520.00 99.87 %| 2]
DCP 89,321.00] 89,247 00| 99.92%)| 74]
ETU 66,871.00] 66,823.00] 99.93%| 48]
(Withdrawal 423,216.00) 422 850.00] 99.91%)| 366
C: i 1,148,895 00) 1,147 824.00) 99.91%)| 1071

SRB

SRB Dashboard
HOME

b 4> 4> 4> 4> 4> 4> 4

&] Done

% Local intranet



FUJ00142216
FUJ00142216

O
FUJITSU ;
] Service Management Portal

6.3 Daily Report

Displays a copy of the most recent daily report

Figure 29 Daily Report format
: Mik Peach 200 =10l x|

x| =] s Search Favorites ({4 - -

IRRELEVANT i

QD Back -

i
Addresd

Links »

e

Weekly Update
;Su((ess Rate
lail Report
BLT tracker
SRB

SRB Dashboard

HOME

P> b ababar 4

Time of report:

10/01/2006 17:59

Systems Support Centre

Post Office Ltd Daily Status Report

Live Branches:
Live Counters:

14274
35,170

[Branch Availability
10/D1/2006

Live Branches
Reported Daily

Branches Showing
Status as UP

Difference Between
Branches Showing as Up
and Live Branches

Total Unavailable
Network Calls
raised by branches

Percentage of "Active”
branches available
for online services

11:09

14,274

14,187

87

52

99.64%

13:30)

14,27

14,191

83

52

99.64%

ICounter Availability
09/01/2008

Total Available Hours
424656

Affected Hours
7338

Availabilit

[Branch Comms
mwith BT Energis

Number of
Live Branches

Calls open < 24 hours

Calls open between
24 and 48 hours

Calls open > 48 hours

ADSL|
PSTN|

10515

0

0

ISDN

3616

3

0

VSAT|

143

0

0

[Branches with calls

Calls open between

Calls open between
24 and 48 hours

Calls open > 48 hours

Calls pending closure
or monitor

lopen >6 hours

6 and 24 hours
0

50

Networl

0

4

16

ajor incidents / problems affecting the live estate:
up to 16:00 today)

fThe numbers of hardware calls open and being carried over daily continue to be much higher than
inormal. This is primarily due to a transition of logistics suppliers, which took place over last weekend
has had some teething troubles with systems and this has meant that some calls have been updated
jor closure later than normal. This issue is being dealt with and Fujitsu expect to see a significant
improvement over the coming working days

pdates from yesterday:

[Nothing to Report

&) Done

S Local intranet
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6.4 SLT tracker
Clicking on the SLT tracker gives access to the lower level menu as shown below
Figurfe 3ESLT tracker low level menu

[ 2 Reports Men: =10/ x|

Systems Support Centre

Call'to resolutio¥
! A

DFD and LFS

Engineering

Network Bankind
.‘relehun

Debit Cards

;ATo—U

About SLTs
.OME

b 4> 4

> 4> 4> 4> 4> 4>

£] Done %J Local intranet
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6.4.1 Call to Resolution

This section displays the call to resolution statistics.

The SLTs in this area are

Level 1 Calls Resolved Within 5 mins = 95%; Avg Time To Resolve Level 1 Call <4.5 minutes
Level 2 Calls Resolved Within 30 mins = 95%; Avg Time To Resolve Level 2 Call <10 minutes

The layout of the statistics is self-explanatory.

Figure 31 Performance against call to resolution SLT

Qﬂack - Q v (%] |2 ‘ ) search Favorites ({4 e i "
Address [i IRRELEVANT

Systems Support Centre
Call'to resolutio®
! A
DED andLFS ¥V
[ A
Engineering Y
:etwork Bankind

[Telephony

Debit Cards

»

Latest Data =07/01/2006
SLTs:

Level 1 Calls Resolved Within 5 mins = 95%; Avg Time To Resolve Level 1 Call <4.5 minutes
Level 2 Calls Resolved Within 30 mins = 95%; Avg Time To Resolve Level 2 Call <10 minutes

b 4b4b 4> 4>

Monthly

Number of Level Number of Level Level 2:Calls Avg Time To

1 Calls Resolved R 2 Calls Resolved | Kerelved

Within 5 mins Within S0imine | s
mins

273 00:02:09 28 00:04:37

00:02:11 00:03:55

00:02:11 00:05:32

00:02:07 00:06:17

00:02:22 00:04:46

00:02:33 00:06:20

00:02:14 00:04:44

00:02:15 00:04:54

00:02:25 00:04:26

00:02:22 00:04:43

00:02:22 00:05:10

Within any month, there is a hot-link to the failed call details (in the month column) clicking on this link displays the detail of the failing
calls as shown in figure 32
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Figure 32 failed calls in the SLT
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Q Back ~ - | x] |2] &, Search Favorites {04 o E - 3
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Up
g v
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Level 1fv [VNO1 301111200508 23 30/11/200508:30 j00:09:21 joo:05.04
R0 Level 1]V VNO1 301117200805 23 172005 j00:03:22 j00:05:19
Debit Card Level 1]V VND1 2a1172005]00:34 20/1172005}00:43
Level 1]X XI08 005 28 05]13:44
0p-Up Level 1fx X108 128/1172005[10:21 10:28
o Level 1]V VN1 2511172006}00:00 9:15
Level 1]V funo 24/117200515:36 2411172005} 15:55 jo0:08:25
Level 1]X 106 24/1172006]15:16 24/11/2005]15:21 j0:00:00 j00:05:09
Level 1Jv [VNO1 2a1122006]15:04 2411720051520 joo-03:18 joo:12:22
Level 1]x X106 231117 8:17 2311172008 18:26 jo0-00:35 joo:08:26
Level 1}V VNO1 2311220051550 23/11/2005)15:58 00.00:44 j00.05.:05
Level 1]x XI06 3/1172006[08:33 2 0 5:17
Level 1]X X106 [22/1172005]10:51 2211120051067 joo-00:30 j00:05:41
Level 1]x X106 21117 8 2111 joo-01:30 joo.05:52
Level 1]X X108 21/1172006[11:35 21/1172006]11:41 00.:00:24 j00.05:24]
Level 1]x X106 21/1172005}00:02 21/11/2005}09:07 00:00:14 joo:05:43
Level X108 18/11/200511:67 18/11/2005]12.04 oo-01:18 joo.05.04
Level 1]V VNO1 181 11:46 18/ 11:52 j00:00:45 j00:06:14
Level 1fx X106 17/111200516:10 17/11/2005]16:18 joo-00:58 j00:05:11
43 |Level 1]x X106 15/11/2005]16:40 15/11/2005]16:47 joo-01:05 jo0.05:20
211801 [Level 1]v [VNO1 1511120081232 15/1112008]12:40 fo0.01:47
271715 X XI06 144117 46 14/11720 51 joo0-00:10
E.0511140274]60023 X X106 14/11/200 1a/1172005}0a:33 joo-00:00
E-0511100247[34941 10/1172 10/11/2005]11:31 01:44.00
E:0511100327236327 _[Level 1]V VNO1 10/11/2005j09:31 10/11/200509:39 joo:01:00 j00:06:51
Level 1 106 1011220050734 10/11/2005}00:03 jo1:12:00 j00:17:25
Level 1]x xi08 f0o/1172005]15:32 00/1112005]15:38 joo-00:00 joo:08:48
Level 1 XI06 0 05jos.03 0a/1 jos.08 jo0-00:00 j00:06:31
Level 1]X X106 foe/1172005[10.01 foa/1112005[10.00 joo-02:08 j0:05:37
04 |Level 1]v /NO1 os/117 9:35 oar1 jo0:00:17 00:05:06
a[101828 [Level 1]V [VNO1 foz/1172005[09 07 foa/1172005f00:20 jo0-:04.05 jo0.00:31
Level 1]x 106 o711 1 074112 100:00:11
[E-0511070750[302410 _|Level 1]X X108 fo7/1112005[12:40 07/1112005[12:46 jo0-00:19 j0:05:28
E-0511040415]434136 [Level 1] XI06 foar 172005]11.51 04/117 000214 joo:06:14
E:0511010678}12311 Level 1]X X106 01/11/72005]16:17 01/11/2005{16:23 00:01:02 j00:05:01
3 265555 Level 1]x XI06 0171120050900 0111120050908 l00:05:50
E-0511010048[201807 [Level 1]v [VNO1 f01/1172005]08:12 0111720050819 joo-00:20 joo:08:25
€]

within the failed calls record, there is a hot-link to the powerhelp system,and the details of the call can be viewed, the layout is shown

in figure 33

Care should be taken with this facility however. Powerhelp calls, once closed, and their details logged, are archived frequently to
save space. If the call has already been archived, then the hot-link to the call will simply produce a screen displaying a message that

the call details could not be found. The link to Powerhelp is also dependant on the end-user PC having access to the

Powerhelp system and may therefore not be available for some users.
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Figure 33 Powerhelp call details

- [x] (2] € ) search Favortes (% T o 3
Address ¥ IRRELEVANT i

Systems Support Centre

to resoluti
DFD and LFS
Engineering

Network Bankind Call E-0601040340 G2002 Fuitsy Servioes Uimited

Wed 04 Jarwiery 2006 10:42
Wed 04 Jaiery 2006 1048
Local f Intermediate / Remote: |[8

b

o]
FUJITSU

S |

[Telephony
Debit Cards
E-Top-Up
HOME

L | (3

| Mr Kotecha
|PostMaster

Call Problem De
Product Type: [
PM states that he is locked out of the system

[ o [— o ovzon bsiness

OPEN  Wed 04 January 2006 10:36 by uk089615 / HSH8 Saved:Wed 04 January 2006 10:42
New call taken by Gurdeep Marwaha: PM states that he is locked out of the system

Information Wed 04 January 2006 10:48 by uk089615 / HSH8 Saved:Wed 04 January 2006 10:48
Transdfered to NBSC

IMODIFY  Wed 04 January 2006 10:48 by uk0B3615 / HSHB Saved:Wed 04 January 2006 10.48
Call information modified by Gurdeep Marwaha Call Type: from 'S' to X' Product ID: from ‘Riposte’ to ‘Non Horizon Business’ Severity: from ‘3'to ‘2’ Prod. Descr - from ‘Riposte’ to ‘Non
Horizon business' .. etc
WWed 04 January 2006 10:48 by uk089615 /HSHB Saved:Wed 04 January 2006 10:43
Call Close by Gurdeep Marwaha: PM could not log in or out, transferd to NBSC

£] Done N
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6.4.2 DFD and LFS
DFD (Data File Delivery) and LFS Statistics can be found in this area.
The format of the screen is shown in figure 34
Figure 34 DFD and LFS menu screen
(D sack ~ x] @] 7 Search Favorites {7 - . 3
agposd ____ JRRELEVANT _______! i B

Systems Support Centre
Call'to resolutio’

DFD and LFS ¥

Engineering

Network Bankind

[Telephony
Debit Cards

E-Top-Up
HOME

b 4b 4p

: Monthly Day T data is n ed ur + of that month has cleared. Until then Day J wolumes and perf

T

4> 4> 4b 4p

APSH to 0001: Girobank - Choose Client Performance

&l “Jloc

The formats of all of the results produced from this screen are identical and therefore, this section will outline only the generic format.

The user should select either the SLT (in the top section) or the APS client (in the second section) and then click on the associated
button to get access to the statistics.
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Taking “APS Generic Inbound” as the example, highlight the SLT in the top selection box, then click on Choose SLT. The following
screen will be displayed.

Figure 35 Performance against APS generic inbound SLT

) sack ~ - [%) [@ @ Search ' Favorites % - o 3
Address | RRELEVANT i

Systems Support Centre
Call'to resolutio

A
DFD LFS ¥V

Engineering

Network Bankind

L[elehnn
;ebit Cards
-Top-U

HOME

>4

Latest Data =

Client to Outlet

b A> 4> 4> 4

SLTs: Day B = 5 Day C = 97% Day D = 98 Day J = 100’
Monthly

Total Day B Day C Day D Day J
714417 712936 714110 714362 714417

3212430 3203949 3206922 3208978 3211881
3418085 3403982 3408502 3410860 3418085
3218440 3204704 3208844 3211007 3218440
3081656 3069048 3072707 3074986 3081656
3016635 3004331 3008158 3009895 3016635
3063792 2959100 3050526 3053878 3063792
2998928 2986338 2990094 2992128 2998928
3241681 3226320 3232086 3234085 3241681
3236678 3224145 3227798 3230263 3236678
4232606 4215896 4220596 4222834 4232606
4380807 4349646 4362450 4366717 4380807
4850255 4807555 4822374 4830552 4850255

|s510191  |s465066  |s481168  [5486270  [5510191
5594270  [ss57822  [s567995 5572370 [5594270
|sss6707  |ss18729  |ss30086  |s536275  |s556707

&] Done

Details for each month can be displayed by clicking on the hot-link on the “month” column, at which time the screen will change to
display the following data.
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Figure 36 APS generic inbound performance detail

| A Reports Menu - Mik P

(D pock ~ x| (2 Search Favorites {4 - o 3
Address! IRRELEVANT i

Systems Support Centre
Callto resolutio¥
! A
DFD and LFS ¥
! A
Engineering YV

Network Bankind
“I’e[ehon

Debit Cards

E-Top-Up
H OME

>

Creation Date Total DayB DayC DayD Day J Da

bbb 4> 4>

& Done .

Within the DFD service level targets selection box, the following selections can be made —
1) APS Generic Inbound

2) APS Generic Outbound

3) OBCH Data available to DWP system (historical data only)
4) OBCS Delivery of OBCS Stops lists (historical data only)
5) RDMC - Delivery of Reference Data

6) TPS — CTS File delivery

7) TPS — FRTS File delivery

8) TPS — HR SAP Delivery contract

9) TPS — HR SAP delivery normal

10) TPS — POLFS File delivery

11) TPS — Transaction file delivery to TIP

Within the DFD Client performance section, the following selections can be made. Note that this data is for interest only, there are no
contractual SLTs with regard to the performance of the system in this area.

1) APSH to British Telecom
2) APSH to Northern Ireland Electricity
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3) APSH to Southampton CC

4) APSH to Yorkshire Electricity

5) APSH to SSE

6) APSH to BBC Easy Payments

7) APSH to Oxfordshire Social Service
8) APSH to Knowsley MBC

9) APSH to Hampshire CC

10) APSH to Welsh Water

11) APSH to Mid Kent Water

Within the LFS section of this page, the following options are available —
1) LFS confirmation of pouch received at outlet

2) Details of SAPADS pouch collected from Outlet

3) Daily Cash on hand details

4) Planned order

5) Replenishment delivery - bulk

6) Replenishment delivery - interactive

7) Transaction corrections file delivery

6.4.3 Engineering

This section relates to the performance of Fujitsu services with regard to the hardware break-fix SLTs.

The section has a number of options as detailed below.

Figure 37 Performance against Engineering Service SLT

Jsack - x| (2] @, Search Favorites {04 - - 3

FUJ00142216
FUJ00142216

Address [1 IRRELEVANT ]

Call'to resolutio®’
[ A
DFDandLFS Y

Engineering

Network Bankind

Telephony

Debit Cards

E-Top-Up

About SLTs
HOME

b4

P>

¥ System Service LDTs

Systems Support Centre

~| Edso | ks >

£1 Done

J Local intranet
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The format for all of these screens is identical, giving details of the performance against the SLT which is specified on the screen
itself. The example below in figure xxx is the screen relating to the performance against intermediate calls of priority A and B.

Figure 38 Performance against Engineering Service SLT detail

"
| :
D Back ~ x] (2] &, Search Favorites ({4 v g - 3
Addrest - RRéL‘VANT ) i > EJGo |Links »

Systems Support Centre

Call'to resolutio
DEDandiEs ¥

A
Engineering ¥
Network Bankind Latest Data =
[Telephony
Debit Cards
E-Top-Up
About SLTs
HOME

>

SLT=95%
Monthly

Priority Total Calls

Priority A - Intermediate within 6 hours

[ R

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

Priority B - Intermediate within 10 Hours

Priority A - Intermediate within 6 hours

| Priority B - Intermediate within 10 Hours

&] Done N Local intranet



FUJ00142216

FUJ00142216
[0 ®)
FUJITSU }
service Management Portal
6.4.4 Network Banking
The network banking section also has its own sub-menu, accessible form the menu screen shown in figure 39
Figure 39 Performance against Network Banking SLT
| 2 Reports Menu - ;lEJ,LJ
() ack x] @) @, Search Favorites (6% SR v 3 '
nddresd IRRELEVANT i B

Systems Support Centre

Call'to resolutio¥

DED and LFS ¥
lnineerin v

Network Bankind

[Telephony

Debit Cards

.-To-U

About SLTs
lOME

b 4> b

b 4b 4> 4> 4> 4p

£ J Local intranet

Regardless of which SLT is selected, the format of the screens is the same, and is shown in figure xxx below, the particular example
being for Transaction time — fixed.
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Figure 40 Performance against Network Banking SLT detail

3 Reports Menu ;[g!‘_gg

.Qﬂack o x] (@) @ | O sexch Favorkes % - ¢ 3 ;

e | IRRELEVANT : Qo Jus

Systems Support Centre
Call'to resolutiol¥”

DFDandLFS V¥

Engineering
Netwiork Bankind Latest Data =

Telephony
lebit ards

E op-Up

About SLTs
HOME

>4

SLTs: Average T <= 8 secs
SLTs: % of Trans Where T less than 12 Secs = 95% (Target 1)
SLTs: % of Trans Where T less than 20 Secs = 99% (Target 2)

Monthly

(L (| S (|3

Average Average Average % Trans % Trans
Counter Auth| Agent Auth | Pathway Auth | Where T< | Where T<
Time Time Time (T) Target 1 Target 2
Dialled 143537 35415 0.294
Connection

Dialled |518436 3.151 0.319

Connection Transaction
Type Volume

Connection
Dialled |528812 3.234 0.314
Connection JNov
Dialled 398990 3.194 0.315
Connection
Dialled 263333 3.293 0.368
Connection
Dialled |81830 3.156 0.319
Connection
Dialled 1636 3.271 0. 451
Connection
Dialled 152466 3.383 0.281
Connection
Dialled 18082 3.147 0.265
Connection
Dialled 286721 3.276 0.267
Connection

Dialled 329803 3.426 0.267
Connection

Network
Congestion

%J Local intranet
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6.4.5 Telephony

The telephony section in the SLT monitors relates to the performance of Fujitsu services against the telephony SLTs relating to the
number of calls answered and not answered, and the waiting time on those calls experienced when calling the HST

Figure 41 Performance against telephony SLT

() ack x] (2] €& Search Favorites (6% - » 3
IRRELEVANT A8

Address

Links

Systems Support Centre
Call to resolutio¥’

DED andLFS ¥
! A
Engineering ¥V

Network Bankind

[Telephony

Debit Cards
‘-Tn-U
About SLTs

HOME

»

Latest Data=

SLTs: Calls Ans <30 Secs >=80%; Calls Not Answered= <56%
SLTs: Avg Time To Answer = <10 secs (Jan 03 to Mar 03)
SLTs: Avg Time To Answer = <5.5 secs (Apr 03 to May 03)
SLTs: Avg Time To Answer = <5 secs (Jun 03 and on)

b 4> 4> 4> 4> 4>

=
-]
a2
a2
=
<

No of Calls
Aband > 40
sec

Calls Answered| Avg Time Calls Available Calls No of Calls
to be Ans Answered |ans in 30 secs

92.84 A d 4,178 4,008 46

- &
o o
A )

o

512 EIRY: 5 ¢ 16,068 15,708 199

o
o
o

86.46 X 5 19,176 17,848 989

92.85 . 5 17,000 16,374 274

87.20 - i 17,302 16,342

[=3 FdE=]
oo o
ol=o
o0 0

88.53 c 5 16,529 15,652

>
=
w

89.24 / 4 16,334 15,346

r=
=

90.91 g - 18,257 17,295

Ol O o
;mjc o, o
olca o
o o ~

16,230 14,596

16,527 15,328

&1 Done

J Local intranet
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6.4.6 Debit Cards
The Debit Card section has its own menu as shown in figure 42
42 Performance against Debit Card SLT

() Back x] @) 7, Search Favorites 6% . # 3
i ~| B0 |unks »

Address [g

IRRELEVANT

Systems Support Centre
Call'to resolutio”
lFD and LFS 4;
lnineerin v

Network Bankind

[Telephony

Debit Cards

E-Top-Up

About SLTs
lOME

> 4>

* Transaction Time Measures

b 4>4> 4> 4> 4>

* NBS Reliabilty Measures

£ Done %J Local intranet

The specific measures relate to two separate areas — the transaction times across different sorts of network infrastructure and the
reliability of the service, again split by the nature of the network infrastructure

Transaction time measures are displayed as shown in figure 43
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Figure 43 Performance against Debit Card SLT —detail transaction time
QB«:L - ‘x‘ 2 | O seach Favorites (% - . 3 '
acress [ IRRELEVANT Qe [ >

Systems Support Centre
Callto resolutio¥
DFD and LFS 4;
E ngineering
Network Bankind Latest Data=
Telephony
‘ehit Cards
E-Top-Up
Rbout SLTs
HOME

>4

Measures: Average T <=4 secs
Measures: % of Trans Where T less than 8 Secs = 95% (Target 1)
Measures: % of Trans Where T less than 15 Secs = 99% (Target 2)

Monthly

[ L [ [ |3

Average Average Average % Trans % Trans
Counter Auth | Agent Auth | Pathway Auth | Where T< | Where T<
Time Time Time (T) Target 1 Target 2
JADSL 505977 1.075 0.882
Connection

Network
Congestion

Connection Transaction
Type Volume

ADSL 2686732 167 0.953
Connection

ADSL 2080752 151 0.908
Connection
ADSL 1352787 117 0.896
Connection
ADSL 806382 2229 0.9
Connection
ADSL 238796 .474 0.97
Connection
ADSL 938 .413
Connection
ADSL 254279 37
Connection
ADSL 103254 .244
Connection
ADSL 1050364 .301
Connection
ADSL 928399 s23h

Connaction

£ Done % Local intranet

Reliability measures are displayed as shown in figure 44
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Figure 44 Performance against Debit Card SLT detail - reliability

T vik .-_JE.!I_X_J

() pock ~ =] (2] €: Search "¢ Favorites % - & e 3 '

Addressi IRRELEVANT ] = Do |unks >

Systems Support Centre
Call'to resolutiol¥
DFD and (FS ¥
lnineerin #

Network Bankind Latest Data=

[Telephony
Debit Cards

E-Top-Up

About SLTs
HOME

>

Measure: Fixed Connection Reliability = 99%

Monthly

Connection RadUesta|Succatses Failures Inside POL |Failures Outside POL Network
Type 4 Infrastructure Infrastructure Reliability Congestion
Fixed 6 107158 107120 38 100.00
Connection

Fixed 601293 600868 220 100.00
Connection

b 4> 4b 4> 4p 4>

Fixed 474750 |474544 |183 100.00
Connection

Fixed 350877 |350651 |226 100.00
Connection

Fixed 237247 |237146 |90 100.00
Connection
Fixed 76262 |76218 100.00
Connection
Fixed 100.00
Connection
Fixed 189405 187966 99.00
Connection
Fixed 75598 |75568 100.00
Connection
Fixed 880950 |880546 100.00
Connection
Fixed 912687 |911766 100.00
Connection
Fixed 304966 |304550 100.00
Connection

1 Done &J Local intranet
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6.4.7 E-Top-ups
Figure 45 Performance against E-Top-Up SLT

) Back ~ x] (@ @} Search Favorites (% - - 3 '
Address | IRRELEVANT i = Do [unks »

Systems Support Centre

Callto resolutio¥”
A

DFDandLFS ¥

Enaineering

Network Bankind" * Transaction Time Measures

[Telephony

Debit Cards

l-Tn-LI

About SLTs
HOME

b4

P A 4> 4> 4> 4>

# NBS Reliabilty Measures

™

% Local intranet

The format of the E-Top-ups menu, and the underlying screens is identical to those presented for the DCS service, and their
meanings are also the same, so they have not been shown, please refer to section 6.4.6
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6.4.8 About SLTs

The “About SLTs” section contains an extract from Schedule 15 of the contract, which relates to the SLTs and the manner in which
they were negotiated, but does not show the values themselves. Within the document, hot links have been added to the SLTs to
which that section relates.

The initial contract screen is displayed in figure 46

Figure 46 About SLTs — contract
e =lo|x|

(D Back ~ x| |3] @, Search Favorites {4 - - 3
Address | IRRELEVANT i = B

Links »

Systems Support Centre
KCallto resolutio¥
.FD and LFS i’
Engineering V¥

Network Bankind

[Telephony
.ehil Cards
E-Top-Up

About SLTs

»

1. This Schedule defines up to three thresholds in respect of each Service Level as follows:

1. The level of Service ("Service Level Target™ or "SLT") required from Fujitsu Services by Post Office. Not all SLT failures give rise to payment of
liquidated damages.

2. The level of Service which, if not achieved by Fujitsu Services, shall give rise to payment of liquidated damages by Fujitsu Services (the
“Liquidated Damage Threshold™ or “LDT"). Payment of liquidated damages notwithstanding, a failure of any LDT shall not (on its own) constitute a
Default.
The level of Service below the SLT and (if applicable) the LDT which if not achieved by Fujitsu Services shall give rise to payment by Fujitsu
Services of Post Office’s Additional Costs or liquidated damages as described (where relevant) in this Schedule (the “Additional Remedy Level”
or "ARL").

> 4> 4> 4b 4> <p

The purpose of remedies (liquidated damages or any other additional remedy specified in this Schedule 15) is that Post Office shall not be
disadvantaged by failures of Fujitsu Services to provide the Services to the agreed specification and reliability.

All liquidated damage calculations in accordance with the provisions of this Schedule 15 (other than those in paragraphs 5.4, 6.8 and 6.9 of Annex 3)
shall be subject to RPI indexation in accordance with the provisions set out in paragraph 10.5 of Schedule 10.

For the avoidance of doubt, liquidated damages shall be based upon the applicable fixed amounts or rates stated in this Schedule 15 as adjusted by RPI
indexation up to the relevant Financial Year in which the LDT or ARL failure occurred.

The performance of the Services against the SLT, LDT and ARL applicable in respect of each Service Level shall be measured and reported and success
or failure against each shall be judged over Service Level Measurement Periods. Additionally, all levels of service shall be monitored on a weekly and
monthly basis and any failure to meet a Service Level assessed over that month shall be reported to Post Office by means of the Service Review Book
produced on a monthly basis detailing all Service Levels and the actual levels of service achieved.

Not used.

The values applicable to each SLT are not given in this Schedule 15, but are instead set out in the CCD entitled “Service Level Targets for Horizon
Services"” (SRP/MTG/007). The SLT values in the version of that CCD (as agreed from time to time under the Soft Change Control Procedure) which is in
force at the relevant time shall be deemed incorporated by reference in this Schedule, each having a unique identifier in the form “<XXYY>",

In the event that that an SLT value is stated in this Schedule and in the CCD entitled “Service Level Targets for Horizon Services” (SRP/MTG/007), the
‘value in the version of that CCD (as agreed from time to time under the Soft Change Control Procedure) which is in force at the relevant time shall have
precedence.

3.1 The Annexes to this Schedule define the Service Level Targets, Liquidated Damage Thresholds and Additional Remedy Levels for the following groups of
Services:

Support Desk Services (Annex
Data Delivery Services (Annex 2);
Banking Services (Annex 3); and
Miscellaneous Services (Annex 4).

&1 Done - Local intranet

If any of the hot links within the document are accessed, then the details of the SLT itself are shown as in figure 47 below.
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Figure 47 SLT details

‘\.) Back ~ x| & A

s IRRELEVANT

I[to resolutio”

DFD andLFS ¥

ngineerin

Network Bankind

[Telephony

Debit Cards

E-Top-Up

About SLTs
i‘IOME

> <>

> 4> 4> 4> 4> 4p

FUJ00142216
FUJ00142216

=10/

Priority A - Local within 4 hours

Priority A - Intermediate within 6 hours

Priority A — Remote within 8 hours

Priority B - Local within 8 hours

Priority B - Intermediate within 10 hours

Priority B - Remote within 12 hours

Average Downtime

Engineer Visits completed within 20 minutes

Calls answered within 30 seconds

Average time to answer <5 seconds

Calls not answered <5%

Level 1 calls resolved within 5 minutes 95¢

Average time to resolve Level 1 calls <[4.5] minutes

Level 2 calls resolved within 30 minutes 95

Average time to resolve Level 2 calls <10 minutes

Availability of Voicemail facility outside of HSH
standard hours

Systems Support Centre

> EJeo |Lnks »

£ Done

%J Local intranet
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6.5 SRB
Displays a copy of the most recent Service Review
Figure 48 Service Review Book.
| 2 Reports Menu - =l01d

(D Back ~ x| |2) @, Search Favorites {7 - - 3

Systems Support Centre

Weekly Update

;Su(ulss Rate

Daily Report
8L ker

SRB
SRB Dashboard

HOME FUIITSU SERVICES

POST OFFICE ACCOUNT

[ o |

SERVICE REVIEW

NOVEMBER 2005

Title: SERVICE REVIEW - NOVEMBER 2005

Abstract: This document contains a summary of the Monthly Service Performance Statistics for the Penod
15 to 315 November 2005.

£] Done %J Local intranet
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6.6 SRB Dashboard

Whilst the SRB is a full and comprehensive document which reports on the state of the service and processes for the last month, the
SRB dashboard is essentially the “bullet points” for the service, identifying the state of the service in terms of simple red, amber
green status, and with descriptions of any key problems or major incidents.

figure 49 The SRB dashboard
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Overall Service Comments / Major Incidents in month / Key Problems:
November resulted another good month for Horizon service provision by Fujitsu will very Service Level Target being met ith the exception of Average Downtime Call to fix which achieved 25.7% against a target of 24.5%. Th
to 2 seasonal inorease in harduare faut calls of 12%. Despite this significant inorease, all engineering and service desk service levels have been met and exceeded. However, although the SLT performance is creditable, there
4 major incidents during Nowember, al affecting on line service provision. Three major incidents were attributed to the ADSL service infrastructure and the other major incident affected core network connectivity for a period of
aftecting al on ine network traffio. Al these incidents have been fully investigated and comective preventative actions put in place. OBC performance continued 2 positive performance with all OLAtargets achieved. In additic
rollout status of ADSL connected branches has increased to over 10,600 branches, and the Postshop rollout has progressed to 165 branohes. Of partioular note is the marked increase in the wolume of inoidents which have be:
with the Horizon Service Desk (an increase from an average of 13,500 incidents per month to just under 17,000). This is atributed to two main reasons: 1)a seasonal increase in hardware incident volumes which s in line uith
year inorease ) an increase in system or software related incidents as 3 resukt of Branch Trading introduction. Despite these considerable increases, all servioe desk servioe levels have been achieved
Summary: Within the Fujtsu Servioes domain for November 2005 there were 4 Major Incidents
There were 3 further 2 service affecting incidents within the Fujtsu domain and 2 incidents outside the Fujtsu domain
Major Incidents
Monday 7th November. Major Incident: 2 incident on the BAS Router GB_TELHS1-R1-003 ocourred at 00:25.
Monday 14th November. Major Incident: e incident occurred on the Network between 10:43 and 10:47 which affected several circuits including the IP Select circuits to EPAY
Tuesday 20th November Major Incident: There was an incident affecting Al On-Line services to 910 outlets, connected to BAS Router GB_KEARD2-R10-001
Other incidents in Fujtsu Services domain
Tuesday 8th November. The Start of Day tests indicated that Watford BAS router 003 had 5.2% (15 branches) of its connected branches without On-Line Servioes.
Wiednesday 16th November. A ovemight failure to the BT links feeding the VAT router at Dockiands (Planned outage by BT but not communioated to CEWW) ocourred from 22:00 tl 03:00 meant that the normal ovemight Ret
4rop to the VSAT counters at 02:00 was missed
There were no VIP sites affected this month
Incidents Outside the Fujtsu Domain
Friday 26th November. 40 incident between Link and the Co-Op bank between 13:00 and 13:36 caused 1322 transactions to be deolined. The service retumed to normal at 13:36.
[Monday 26th November. Are-occumence of the Co-Op banking incident between 13:00 and 13:40 resuted in 3 total loss of service from Link to Co-op & Smille banking system. There 1571 transactions declined to the Co-op b:
transactions to the Smile banking system. Normal service was resumed at 13:40.
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Section 7 Operational Business Change

The operational business change process is primarily concerned with business changes to Post Office requested by Post Office Ltd.
For example closing offices, opening offices and changing the number of counters within an office.

The function of this part of the Service Management Portal is to provide summary information on the changes that have been
requested. There is no requirement, nor opportunity to actually input any data.

Having clicked on OBC in the main menu, the system diaplays the OBC menu as shown in figure 50

Figure 50 OBC menu
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7.1 OBC activity schedule
This screen shows, in date order, the activities which are scheduled to take place at post offices.
The format of the schedule is shown in figure 51
Figure 51 OBC activity schedule
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17:07:37 SWCU5102012 null Ad Hoc Change Helston MSPO InProgress  null

Please move ISDN line from temporary fix

ISDN move only required e
wres to permanent site.

2005-08-18 Forest Hill
16:20:19 Planned Closure (000 e In Progress

2005-01-10 NNSR5012241 nult Planned Short

15:41:40 Notice Closure  Sheuchan Street In Progress

THIS IS NOT A PHYSICAL CLOSURE BUT A PAPER
EXERCISE ONLY. AS DISCUSSED BY SHARON CALLAGHAN
AND CHRIS BOURNE. ( THE PLANNED OPENING HAD TO BE
CANCELLED)

2005-01-19
15:57:39

NNCU5012318 null Reopening Brunton Park In Progress
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Title The title of the incident Cannot be changed

Call number The original number for the call - Cannot be changed

Start Date The date that the major incident was Cannot be changed
originally logged

Root cause analysis Details of the root cause of the MIR text

Details of fix applied Details of the fix which was applied to text

resolve the MIR, this could include (but is
not limited to) a software fix, a workround
, a process change or a hardware change
OCP / CR/ CT reference Details which provide an audit train for the | text
fix where this has not already been
supplied in the call.

Fujitsu approver The name of the Fujitsu staff member text
who has agreed the signoff of this major
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incident

Customer approver

The name of the customer staff member
who has agreed the signoff of this major
incident

text

MIR closure date time

The closure data and time of this major
incident

Date / time — defaults to the current time

Customer signoff date time

The date and time at which the customer
signed off this major incident

Date / time — defaults to the current time

Fujitsu signoff date time

The date and time at which Fujitsu signed
off this major incident

Date / time — defaults to the current time

| Addto Database I

Commits the details entered above to the
database
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7.1 OBC activity schedule

This screen displays the branches in which activities are scheduled, together with the contact details of name and address. The
format of the screen is as shown in figure 52

figure 52 OBC Branch / PM listing
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7.2 OBC counts

This screen displays the count of activities which have been scheduled or completed, by year and month, by year and week number,
and by Date

Figure 53 OBC counts
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Section 8 Operational Change (OCPs)

8.1 OCP Menu

OCPs are operational changes made to the system. The Service Management Portal shows both a summary and the detail of any
OCP which has either been sent to Post Office for approval, or else has been marked as being system affecting. The OCP menu is
shown in figure xxx and is accessed by clicking on the OCPs button on the main menu

figure 54 OCP menu
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After clicking on the “OCP system” from the OCP menu, the OCP summary is displayed as shown in figure 55. This gives basic
information about the change being proposed. If the mouse pointer is held over any part of the summary lines then the cursor will
turn to a hand. Clicking on an OCP summary entry will cause the OCP details to be displayed as shown in figure 56

figure 55 OCP summary for selection
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Bootle CAT 2 failure testing & investigation
Fail-over Bootle ACDB Server to Wigan.
POLFS SD Billing Docurment - Archiving/Deletion to start Monday 12/12/2005
Decommission POA Live Network kit at the FELO1 Site
Routing Loop fix during campus failover .
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8.3 OCP Detail

figure 56 OCP detail
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OCP No The number of the OCP — for audit tracing
purposes
Call number If the OCP is associated with a powerhelp

or peak call , then this field will contain the
call reference

Title The title of the OCP

Date raised The date that the OCP was raised

Implementation date The date on which the OCP was either
implemented, or intended to be
implemented

To POL The date that the OCP was forwarded to

Post Office Ltd if this OCP required POL
approval
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POL agreement

The date that the OCP was returned as
approved by Post Office Ltd if this OCP
required POL approval

Complete notified

The date on which the completion of the
OCP was notified by the individual or unit
that carried out the action

Complete agreed

The date on which the completion of the
OCP was agreed by the individual or unit
that monitored the action

Raiser name The name of the person who raised the

OCP
Orig ref If the OCP was raised by an organization

external to Fujitsu, then this field contains

the originators reference
Priority The priority of this OCP H=High, M= Medium, L=Low
Risk The risk of this OCP to the system H=High, M= Medium, L=Low
Change at The location or computer name at which

the change will take place
Change type The type of change

Svcs affected

The services that will be affected by the
change

Affected how

The manner in which the application of the
OCP will affect the affected system

Duration The length of time that the OCP will take
to implement

p/help call The powerhelp reference for the OCP if
there is one

Peak call The peak reference for the OCP if there is

one

Withdrawn date

If the OCP has been withdrawn, then this
field holds the date on which the OCP was
withdrawn

Withdrawn by

If the OCP has been withdrawn, then this
field holds the name of the individual who
withdrew the OCP

Summary of change

A summary of the change




