
FUJ00086586 
FUJ00086586 

Call Reference PCO 195561 Call Logger _Customer Call -- EDSC 
Release Targeted At -- HNG-X 01.22.01 Top Ref 2091569 

Call Type Live Incidents/Defects Priority B -- Business restricted 
Contact EDSC Call Status Closed-- S/W Fix Available to Call Logger` 

Target Date 07/03/2010 Effort (Man Days) 0 
Summary FAD226542 pm was issued with 2 x 4000pds receipts

.
... 

All References Type Value 
DevIntRel-Director ITU SV&I • ti.•::~::::;..;rh:;e.:=y'>r.:4:-;; ;:a~.ia==^\ ~,• :;.ice ~:~~1::, 

OCP OCP 2882 ^,•• ; ;::
TRIOLE for Service 2091569  = 
SSCKEL ~` KEL  ~cardc262S 
SSCKEL KEL cardc262S 

Collections Name User Date 
PrescanCounter Lorraine Elliott 15-Apr-2010 08:05:13 

Progress Narrative 

to:04-Mar-2010 12:50:40 User: Customer Call 
LL PC0195561 opened 
tails entered are 
mmary:oee call 2083169 pm was trying to tan,fer out 4000 pda. the... 

11 Type:L 
11 Priorrty A ~ ? r~i 

,. ~\ ~•.-

rget  mc~~~ ~t~~'? m,~`cukG.~a~s~, s, a .u a~"' ` 'i~Gx z -r, ^ s~i2~~~,1~'~~`~•aC*~•°~ 

uted to. EDSC Unassl4netl:<:ea.,a~,1.~sm~Y:~„~ ,axw+~.a+rode: u..,s. ,1.~ha,s:.sear~~~„,,~w~~:,ca,.~ui4~:•,.rmcz~ r, ~la:•r::,~ue: T~~..kit fi ~u~.v-~~+rz: ;a'ka'p rt.,;a ~•a;;,,^e.,«. aa`~r9~'~~„~3l,se 
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essage at bottom of receipt reads "this session may or may not have worked 

It will not be recovered. You will need to check its effect when you next lop in.

t 1615 pm logged into ms on the transfer screen. 

ri had two transfers at 4000pds each to complete. 

oth had the same session id. 

1-537246 

010-03-04 12:41:59 [ Vasse, Anthony] 

FLD : FIELD='category' OLD='RMGA.S Software.SD21 Reported software error' NEW='RMGA.S SofLware.SD22 HNG Migration Issue.CB3 HNG 

Migration issue' 

2010-03-04 12:42:04 [ Vasse, Anthony] 

OG : pm transferred one amount back to stock unit hh. 

session id 1-537252 at 16:16 

transfer in slip for stock unit bb 2-192288 

m did a cash declaration in MS Lhat was fine. 

m did a cash declartion in BB. that was out by 4000 pounds. ( a loss of 4000 pds.) 

2010-03-04 12:45:34 [ Vasse, Anthony] 

OG : pm is not sure what has happend with a 4000 pds LranSLe1 

m is now showing a 4000pds loss in stock unit BB. 

Please see details.

m had a system crash when she was completing the transfer. 

010-03-04 12:47:08 [ Vasse, Anthony] 

OG : pm had a number of crashes yesterday " unable to contact the data center errors

m is uuL back in office unLil 1400 Loday. 

2010-03-04 12:49:32 [ Vasse, Anthony] 

R : Transfer 'group' from 'HSH6' to 'PEAK' 

010-03-04 12:49:32 [ Vasse, Anthony] 

zneut en rmg : Transfer Notification 

ate:04-Mar-2010 12:59:33 User:Lorraine Elliott 

Product EPOSS & DeskTop Counter Common (version unspecified] added  Rte@ " k} s~ "h -'c k bo4w - "'.0 •
.lxR. l -- ~ \ :_ ~. ~'n. R ~:A: •e ..t4ia$

,  
tllxwfv ~~i , ~4` •~~ n..;a:~~\'" ~,t 

Date:04-Mar-2010 12:59:54 U. :Lorraine Elliott 

he call summary has been changed from:-

see call 2083169. pm was trying to tansfer out 4000 pds. the... 

he call summary is now:-

FAD226542 pm was issued with 2 x 4000pds receipts 

Date:04-Mar-2010 13:13:36 User:Lorraine Elliott 

he Call record has been assigned to the Team Member: Cheryl Card 

Progress was delivered to Consumer 

Date:05-Mar-2010 16:58:10 U <0> :Cheryl Card 

[Start of Response] 

n 02/03/10 on counter 2 at 15:04, the clerk attempted a Transfer Out of 4000.00 from stock unit BB to MS. Due to a system problem, 

the Transfer Out doubled up, so when the Transfer In was done on counter 1 at 16:15, it was for 8000.00. The branch now has a loss of 

4000.00. 

I phoned the PM and explained that the problem was under investigation. The PM would like to have it sorted out, before she rolls into 

the next TP, which is due on Wed 17th March. 

[End of Response] 

esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Response was delivered to Consumer 

ate:09-Mar-2010 17:43:04 User:Anne Chambers 

'EL cardc2625 authorised 

Date:10-Mar-2010 08:43:45 User:Cheryl Card 

[Start of Response] 

he PM attempted a Transfer Out of ?4000. The settlement request timed out and the PM was logged out. Two Transfer Out slips were 

rinted, each with the following text at the bottom: 

his session may or may not have worked. It will not be recovered. You will need to check its effect when you next login. 

Then the PM did the corresponding Transfer In, it was for ?8000 instead of the expected ?4000. The branch now has a loss of ?4000. 

he Transfer Reconciliation Report, printed by the clerk, contains: 

2-192266 RR MS 2 02-Mar 15:04 TO 8000.00-

1-537246 BB MS 2 02-Mar 16:15 TI 8000.00 

Relevant counter logs and database extracts are attached. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation F159012 
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i~. ,ponse was delivered t.o Consumer 

:10-Mar-2010 08.44:53 IL;er:Cheryl Card 

Added - hr ' branch 226542 on 02/03/1 '! 

I:,Le:10-Mar-2010 08:51:33 uco•r:Cheryl Card 

[Start of Response] 

fter discussion with Gareth Jenkins, the suggested correction is to negate the duplicate transfer out by writing 2 lines to the 

RDB RX REP SESSION and BRDB RX EPOSS TRANSACTIONS tables, with: 

1) Product 1, Quantity 1, Amount 4000.00, Counter mode id 7 (TI) 
2) Product 6276, Quantity -1, Amount -4000.00, Counter mode id 7 (TI) 

his should be done using the Transaction Correction tool. An OCP approved by POL will be needed. 

[End of Response] 
esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

esponse was delivered to Consumer 

Date:11-Mar-2010 11:35:17 User:Cheryl Card 

[Start of Response] ~ .S ~ "~ ~a •. ~ ... ~' >»JAPvI x~~'~^' ~i~z~~si 'fes`~r1M~a vs'~KL~,~, :. _ . 
I spoke to the PM yesterday about the proposed repair

he source stock unit BB is down by 4000 and has not been used since the problem occurred. The destination stock unit MS has balanced 
noirecLly and has rolled inLo a new BP. Therefore 1 propose Lo make Lhe correcLion bywriLing 2 additional records Lo boLh 

RDB RX REP SESSION and BRDB RX EPOSS TRANSACTIONS to transfer out an additional 4000 from BB as follows: 

1) Product 1, Mode 13 (TO), Amount 4000, Quantity 1 
2) Product 6277, Mode 13, Amount -4000, Quantity fi  ~ u RS wS * 4a' ar *e. i  '4'Am aka 

his reflects how they have handled it at the branch, and also matches the 2 records in the BRDB SU PENDING TRANSFER DET table. 

he PM is waiting for me to do the repair, then they will roll the BB stock unit into a new BP this week (TP rollover is next week). 
[End of Response] 

esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 
esponse was delivered to Consumer 

Date:11-Mar-2010 15:22:14 Us:o :Cheryl Card 

[Start of Response] 
dvised PM Lo prinL a balance snapshot. Ran Lhe Transaction Correction fool (BRDBX015). Advised PM Lo prinL a balance snapshot again 

and she confirmed that it now looks correct. She will now balance and do 2 BP rollovers to catch up with the other stock units. Will 
keep call open until she has rolled into a new TP (1/th March). 

[End of Response] 

esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 
esponse was delivered to Consumer 

Date:11-Mar-2010 17:26:59 User:Cheryl Card 
'videnc' Added - :IQL updates ar.  cn the TC tool 

Date:12-Mar-2010 16:54:08 User:Cheryl Card 

[Start of Response] 
Checked the BRDB_ DAILY_ SUMMARY table, which would have been populated overnight, and this shows the Transfer Out of 4000.00 against 
roducts 1 and 6277 for stock unit BB. 

[End of Response] 
esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 
esponse was delivered to Consumer 

Date:12-Mar-2010 17:25:00 User:Cheryl Card

he call Priority has been changed from A ~ ~J h ~m a~ F >S if 
he call Priority is now B " ;,. :• {" .,4

tS, 
. 

ae`.ic

Date:12-Mar-2010 17:25:18 User:Cheryl Card 

[Start of Response] 
educing priority to B now that the repair has been successfully done. 

End of Response] 
esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

esponse was delivered to Consumer 

ate:15-Mar-2010 12:29:40 U. :Cheryl Card 

[Start of Response] 
n 02/03/1.0 between 15:03 and 15:0I, nn counter 2, the PM attempted to do a Transfer Out of 4000.00 cash from stock unit BB to MS. 

he settlement request timed out and the PM was logged out. Two Transfer Out slips were printed, each with the following text at the 
ottom: 

his session may or may not have worked. It will not be recovered. You will need to check its effect when you next login 

F-questEvent
logs show 2 instances of ,1 }ai A r epz4Yr aC `gl~ 3mx P 60 "k 3St '6 s fR60 

... for BasketSettlementServide/SettleiTransferOuthas` timed "out but is executing. Ignoring timeout ~ E i 

F/590/3 
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o entries tnr 41)1111.110 were written to tab I e HKUH SII KCNI) I NM 'I'K ANS h'h{KUh"I', but only one entry sh011 I d have been written. ']'his can 

e branch a loss of 4000.00 (which has now been corrected using the Transaction Correction tool). 

uting to 4th line for investigation into why the Transfer Out doubled up. Evidence (logs and database extract) attached. 

nd of Response] 
sponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 
sponse was delivered to Consumer

._..a--.:15-Mar-2010 12:29:50 U:cer:Cheryl  Card
he, Call record has been transferred to the team: xCtr_GCC 

ser:Cheryl Card Confirmed that this Incident may be passed to the external company with the attached evidenci . 

rogress was delivered to Consumer 

te:15-Mar-2010 12:34:08 User:Suresh Chitikela 
e Call record has been transferred to the team: xCtr CSM GDC 
e Call record has been assigned to the Team Member: Chaitanya 
ogress was delivered to Consumer 

Jate:15-Mar-2010 18:11:16 lkser:Steven Porter
[Start of Response] 
Phis looks like it would need to go into HNGX Rl at some point, and coo  not wait fot t2. 

of Response] 
use code to Call type L as Category 40 -- Pending -- Incident Under Inves Ligation 
nse was delivered to Consumer 

Jate°:17-Mar-2010 07:14:46 tJ .er:Chaitanya Pothapragada 
[Start o= Response] 
Vhen the BAL service is timed out, the data used to commit to the database before 
Vith the release of PCO194893 in CTR025_10_HOTFIX, which resolved the issue of a transaction commiting data once a request has timed 

rut. The fix will rollback the data. 
le are trying to reproduce the issue in CTR024_04_HOTFIX to get the receipt twice and check the db if the transaction data is 

;ommitted and check the same in CTR025 10 HOTFIX to find the transaction data not getting committed. 

of Response] 
nse code to call tvpe'L as Category 40 -- Pending -- Incident Under 

'II :17-Mar-2010 08:34:18 :Chaitanya Pothapragada 

[Start of Response] 
3ranch used to reproduce the issue : CTR024 04 HOTFIX 

teps to reproduce 

on the OSR in debug mode setting breakpoints. 
o the transfer out in counter and hit settle to hit the break point in OSR. 

et the request. timeout. 
SG10010 will be displayed on CTR. 
it Retry and let the request timeout for the second time. 
ow hit Cancel on MSG10010. 
his will print two transfer out receipt with same session id. 

n successfully completing the printing of second receipt, ctr logs off. 

am able to produce two rece-pts for the same transfer out transaction and found the transaction details in 
rdb_su_pending_transferdet and brdbsu_pending_ transfer. 

fter contacting OSR team, found that this issue is a duplicate of PC0194893. 
'0194893 went to release in CTR025 10 HOTFIX 

of able to reproduce the issue in CTR02510HOTFIX. 
hen BAL request is timedout, data is not committed to the database. 
End of Response] 
esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

esponse was delivered to Consumer 

te:17-Mar-2010 08:34:30 User:Chaitanya Pothapragada 

e Call record has been assigned to the Team Member: 
ogress was delivered to Consumer

te:17-Mar-2010 08:48:32 User:Suresh Chitikela 
tart of Response] 
en the request timedout BAL used to commit the data to databse.This has been addressed as part of peak PC0194893. 

alysis looks fine 

nd of Response] 
sponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 
sponse was delivered to Consumer 

F/59014 
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i)ate:17-Mar-2010 08:49:33 llser:Suresh Chitikela 
Action placed on Team:xCtr OSR SME, Ucor:Steven Porter 

DaLe:17-Mar-2010 14:05:17 User::Martin Tonge 
[Start of Response] 
Jot totally convinced you have re-created what occured in live. You are running breakpoints on the settlement request. This is 

lifferenL to what occured in live. 

1: Settlement requests have journal entries and in your test scenario the second request would have failed because the fisrt request 
would have commited a journal entry and you would have a duplicate entry. 

: In live one of the settlements would have failed because of the journal entry - if this was a genuine retry. 

an you check your testing and get the OSR message logs to show that you have recreated what occured in live. My conscern is that 
somthing else has occured here. One thing that is bothering me is cash declaraion on with respect to 2 different stock units. 

[End of Response] 
Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Response was delivered to Consumer 

Date:17-Mar-2010 14:19:54 User:Martin Tonge 
[Start of Response] 

of totally convinced you have re-created this with what occured in live. 

Settlement requests have journal entries and in your test scenario the second request would have failed because the first request 
would have commited a journal entry and you would errored with a duplicate entry with the second request. 

If as in live the retry was committed before the first request completed then the first request would have failed with a duplicate 
journal entry. 

an you check your testing and get the OSR message logs to demonstrate what happended. Although the DB was the trigger tor this and 

he new OSR behaviour may avoid this issue - I'm not convinced we understand how the duplicate occured. 

Needs more analysis. Please ring if it will to discuss this one. 

[End of Response] 
Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 
Response was delivered to Consumer 

Date:17-Mar-2010 14:20:15 User:Martin Tonge 

ction has been removed from the call 

Date:18-Mar-2010 11:45:59 User:Chaitanya Pothapragada 
[Start of Response] 
I am working on this and will put my analysis here in a shortwhile. 

s the fix is already released, I would like to request the priority of the issue be downgraded to C as we are trying to investigate 
the root cause only. Please let me know your thoughts on this. 
[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 
'esponsewas delivered to Consumer 

Date:18-Mar-2010 11:46:35 User:Chaitanya Pothapragada 
he Call record has been transferred to the team: xCtr_OSR SME 
he Call record has been assigned to the Team Member: Martin Tonge 
ser:Chaitanya Pothapragada Confirmed that this Incident may be passed to the external company with the attached evidence. 

Progress was delivered to Consumer 

Date:18-Mar-2010 13:17:54 Oser:Martin Tonge 
[Start of Response] 
That is missing from this Peek is an explanation of the events in terms of the requests, how they were ordered and when any was 

omitted. Only then can we qualify the priority. The assumption is that we have a fix. The facts are - 

1 : A sett.ement request to timed. 

2: A retry of request timeout occured. 
3: According to the DB entries both later succeeded. 

ow unlike other reconciallation Peeks this stands out because only one of the requests are specific to settlement. They she - " -e 
rorked because there would have been a unique constraint violation on the journal entry of one of them and if we are not ge1F/590/5is 
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hen this is st., l l an issue! 

o what next 
•:` ,; ~. - ; .:, ,. s •: ,~Sz',~'~~xA'ss ~'~~"'t"~e~~~$~k °~*6."'~ ~~i`+``~`+. '~A~Ca 'vas ~ p~` '"'+~ 

y`~ 

e can'treduce the priority unless we understand what is going on,; ,,~,• ;,;~>'~, ~.•";^"'~•~^ ~~~ Z w ~ ~„: ~~..~~ 

Need to look at the logs and work out the sequence of events

If you have genuinely recreated this issue diring test. We alsci'`iiee3'to workatit t1e"sequence of events and to d'eterm 
xception was thrown. 

of Response] 

>nse code to call type L as Category 40 -- Pending 
rose was delivered to Consumer 

:18-Mar-2010 13:1805 User:Martin Tonge 
Call record has been assigned to the Team Member: Martin Tonge 
recs was delivered to Consumer 

:18-Mar-2010 13:19:17 User:Martin Tonge 
Call record has been assigned tp the Team MW01per Martxx~ T4n¢e. 
ress was delivered Lu Consumer ce 1l k ''  

:18-Mar-2010 13:19:32 User:Martin Tonge 

Call record has been assigned to the Team Member: Martin Tonge 
ress was delivered to Consumer 

ate:18-Mar-2010 13:20:18 User:Martin Tonge 

he Call record has been transferred to the team: xCtr CSM GDC 
he Call record has been assigned to the Team Member: Chaitanya Pothapragada 

~ M " , yx 1  \h e, aF ̀ a 

ser:Martin Tonge Confirmed that this Incident may be passed to the external company with the ''attadh d evideriee 
regress was delivered to Consumer 

i .::18-Mar-2010 14:26:04 U::.u:Chaitanya Pothapragada 

[Start o-- Response] 
des, the second request is failing and the first request is committing the data in db. 

[he below message is seen in the logs : 
2010-03-18 10:01:01,296 UTC [settlement_ queue pool-13-thread-9] com.fujitsu.poa.bals.filters.MessageJournalFilter INFO [3407-2-VU-
L809-19] - [3407]- Retry attempted for a request that already succeeded - BasketSettlementService/SettleTransferOut from counter[2] 
3ranch code[3407]. No further processing required 

?lease find attached the message logs. 

then a transfer out is done to another SU, the data is committed in two tables, BRDB_SU_PENDING_TRANSFER and 

3RDB SU_ PENDING _TRANSFER _DET , but here the duplicate row is added only in BRDB_SU_PENDING_TRANSFER_DET which contains the details of 
-he transaction. 

Cam not able to get the duplicate row in BRDB_SU_ PENDING TRANSFER DET in my testing. 

C would like to request for more logs to investigate furthur as to how the duplicate row in BRDB SO PENDING TRANSFER DET is added in 
Live. - - - 

L)Need OSR message log for the following request ids 
226542-2-XH-0215-2 

?26542-2-XH-0215-3 
226542-2-XH-0215-4 

226542-2-XH-0215-5. 

Li)Also the "osr.loq" file for the following OSR instances..: -< 
'lprpba1005:20560" 

'1prpba1008:20560" ,. 

'iprpba1006:20560" for the day 02-MAR-2010 from 15:00 to 15:20 for the branch id "226542" and counter rd 2 \ 
[End of Response]
2es onse code to call type L as Category 40 -- Pending -- Incident Under Investigation """~'~^~~'"~''~ ~"'"`'>'~~~~~"'~~~" `""~`~"'"' '  "`` ` C -I P Yp g Y g - \; _ 
2es s was  t Co u i ron e  o ns ne :4ci 

)ate:18-Mar-2010 14:32:21 User:Chaitanya Pothapragada - 

[Start of Response] 1mN~A„ ~ %C,~x~, ~ i1$d'~ 
?lease provide the below information to proceed furthur on the issue it 

L) Need OSR message log for the following request idsr not ,~aw~&a aka< r 5~ 
?26542-2-XH-0215-2 it

?26542-2-XH-0215-3 
?26542-2-XH-0215-4

v.. ..,.....: ?26542 2 XH 0215 5. :,::-,,..x.;;;.a~=,;: .._:. ._ .... .:;..,.:. .:5. .. ... : .,:: .,., «;~~~~:x;~:.i:..;a., ~ %:: .,,..N:..:; :...>..:~:.,.,......, ... :..::. . .:..:....::..........,..:...: _>: ... .....~.

Li)Also the "osr.log file for the following OSR instances
'lprpbal005:20560 
'lprpba1008:20560'" s p u s 3 4s }'sfCF4Wf

'lprpbal006:20560' for"the'day 02-MAR=2610 from '15:06 to"I5'20 for'Ahe'Aranch'i~'' 

F/590/6 
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te:18-Mar-2010 14:33:37 User:Chaitanya Pothapragada 

e Call record has been transferred to the team: EDSC 
er:Chaitanya Pothapragada Confirmed that this Incident may he passed to the external company with the attached evidence. 

ogress was delivered to Consumer 

:18-Mar-2010 15:47:48 User:Mark Wright
Call record has been assigned to the Team Member: Cheryl Card 
ress was delivered to Consumer 

vt:u:19-Mar-2010 14:16:06 User:Cheryl Card
videnc:c:, Added -  Liore evidence as teen 

ate:19-Mar-2010 14:18:02 User:Cheryl Card
he Call record has been transferred to the team: xCtr_CSM_GDC 
he Call record has been assigned to the Team Member: Chaitanya Pothapragada 

ser:Cheryl Card Confirmed that this Incident may be passed to the external company with the attached evidence. 
regress was delivered to Consumer 

ate:24-Mar-2010 14:45:49 User:Chaitanya Pothapragada 
Start of Response] 

imeouts were the underying cause of the issue and that there were long delays waiting on the DE to process the 4 requests. 
n this case two of the requests were commited and two correctly detected that the transaction had already succeeded. 
here is an issue with the 2 commits because this shoudn't have happened. 
owever the behaviour of the OSR from CTR25.07 onwards is to roll the 
ransaction back on a timeout. In this scenario all the requests would have 

ailed and no reconciliation is required. 

would like to find the root cause of the issue as to how the duplicate entry was committed in the db. 

In consultation with FJ SME, request to kindly downgrade the priority to C. 
[End of Response] 
2esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

2esponse'was delivered to Consumer 

Also, provide the BAL request logs/message journal records for 

evious(3192265) and next(3192267)_JSN:requests. 

nd of Response] 

sponse code to call type L as Category 40 -- Pending _ Incident Under Investigation 

seonse was delivered to Consumer 

te:24-Mar-2010 15:35:54 '':.'n :Chaitanya Pothapragada 
e Call recot:d leas been t:r.ansterred Lo the team: EDSC 
er:Chaitanya Pothapragada Confirmed that this Incident may be passed to the external company with the attached evidence. 
ogress was delivered to Consun:i 

:24-Mar-2010 15:37:38 User:Cheryl Car

call Priority has been changed from B 

call Priority is now C 

0ate:24-Mar-2010 15:50:00 User:Darran Avenell
he Call record has been assigned to the Team Member: Cheryl Card F159017 
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ogress was del ivered to Consumer 

te:25-Mar-2010 14:31:31 User:_ Customer Call_ 

iced Cheryl Card (SSC) and advised on the latest update in the call she states she was going to check .r.f it was .the same thing that. 

ppond be fore
L are want to know why this has happend? - why does it keep happening? - can you advise on this 

arks d'~
` `v`xm .s •'.2

te:25-Mar-2010 16:26:58 User:Cheryl Card 

tart of Response] 

ve checked the logs and it does not appear to be a system error. Checked the buttonpress details in the PostOffieCounter log and 

is shows that the clerk: 

essed Enter to select the transfer 

essed Print to print the Transfer In slip 

essed Enter to accept the transfer - which also prints the Transfer In slip. 

[ checked the relevant database tables and they look consistent. Phoned the PM to explain why the Transfer In slip was printed twice. 

;he maintains that the stock unit is now down by 182.00. I agreed to do further checks tomorrow. 

[End of Response] 
response code to call type L an Category 40-- Pending -- Incident Under Investigation 

response was delivered to Consumer 

)ale:26-Mar-2010 11:56:43 :e :Cheryl Card 

[SLarL of Response] 

1 transaction to the value of 182.00 was done in stock unit OOH on counter 1, on 20/03/10 at 09:23. A Transfer Out of 182.00 from OOH 

:o AA was done immediately afterwards. 

the corresponding Transfer In of 182.00 was done on counter 2 at 0924

k Balance Snapshot for OOH was done on counter 1 at 09:27 showing zero cash. The PM has confirmed that this is as expected

k Balance Snapshot for AA was done on counter 2 at 12:17 showing 3285.01 cash. The previous balance snapshot was done on a previous 

lay. I phoned the PM and suggested she contact the NBSC to see if the transactions carried about between the 2 balance snapshots can 

,e checked. 

[End of Response]

response code to call type Las Category 40 Pending Incadegt Under Investigation
response was delivered to Consumer  ;.  a,a..._:;: ..-.m.5...y ~.,, s.._ ? :. .,,.... ....~ t,  » 

)aLe:27-Mar-2010 10:35:59 User:Cheryl Card 

dvidence Added - Extracts fj. Tour.;l c-1 R7T lnns. 

)ate:27-Mar-2010 10:40:24 Usenr:Cheryl Card 

[Start of Response]

3xtracts from Journal and BAL logs attached as requested by Chaitanya Pothapragada y„ ; ,  ~ ~ nze M z 
[End of Response] 

les onse code to call type Las Category 40 -- Pending -- Incident Under Investigation .,`r", '! :.,. ?=*s3, ., ;: .:.~~,::. .;;"1̀ ,`:+ ' -̀t;,€.'`_'` .~..`~' ?`..'.•'.`~.>~? ' P YP g Y
response was delivered to Consumer 

~ ~ ~ ~~~ A ~ '
4$14 

,
$j4 

)aLe:27-Mar-2010 10:40:58 User:Cheryl Card 

Che Call record has been transferred to the team: xCtr_CSM GDC 

the Call record has been assigned to the Team Member: Chaitanya Pothapragada 

Jser:Cheryl Card Confirmed that this Incident may be passed to the external company with the attached evidence. 

?rogress was delivered to Consumer 

)ate:14-Apr-2010 16:21:19 User: Chaitanya Pothapragada 

[Start of Response] 

request to provide a few more logs to investigate the root cause of the issue. _.. 

>C01 95c61 is now routed to you. 
C. 5 5a.

Ve need osr.log for 1prpba1005:20560 & 1prpba1010:20559 from 7,5 04 to 15 10 for the day, 201p 03 p?.,a z~  

I$$ t 4s1 

 

`+ 
11 so, please run the query, below and provide us

. , : .._ ........................... .:,. 
ELECT inserttimestamp ' ~ ' 

tROM brdb_rx_message_journal 
VHERE branch_ accounting_ code = 226542 

1ND journal seq number 3192266 }~F a ~e a• ~R e43~r a ~ c~ ~s~ wc ~~caf~ T re~`c~w za ~aw°~F 

::- a~~`~,`..c.'v. .~ `~ ~,.i '~.h . ,?.n'~n'.?A,~t.~.,. ti E,i ?fin ::~4 '~ ..c  .L~rt, ~,~6e: s+7,+;.. aV2~~`: .._ A._ ° ~. . tYS:~ ~:: ..;7., ....:y:;~yj~y`:~;•:.~~~,:;~3I~~..::;;~:.. 
~.\ib~~~~^'`ii [End of Response] S, a~ ~. ~5 h' ir k~' `~+ ~`M `~ F~~' A~ P~ ~i."'t+. `3n_'r '.~/.,~5„~ •,~j~~~5;..~~;~~<'`~a, =,'~'~~?~ ~Z 4 1.̀ `?~s l as,`~,~i, ,~~° .,,",̀qa~

:
response code to calm type TL 'as Category 40 -- Pending -- Incident s Under Investigation '~ ar ;a[ Sfi .'`', ~.;* ;,~'=~;: ~ ~,t.` •~ ~` 

response was delivered to Consumer ~~, ` ` , 

C. .._^ '~  is ...a K P. . ._.. ,.s. .x>.. ,<:.. 

)ate:14-Apr-2010 16:21:51 !1:. co :Chaitanya Pothapragada 

Che Call record has been transferred to the team: EDSC 

Jser:Chaitanya Pothapragada Confirmed that this Incident may be passed to the external company with the attached evidence. 

2roaress was delivered to Consumer 
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Date:15-Apr-2010 12:35:50 User:Anne Chambers 

vidence Added - OSRloa extracts 

Date:15-Apr-2010 12:39:16 User:Anne Chambers 

Start of Response] 

SELECT insert timestamp 

FROM brdb _rx_message_journal 

HERE blanch accounting code = 226542 

D journal seq number = 3192266 

found nothing because the journal entries are not kept for long on the database. I've found the journal entry in theaudit i i Jo but 1 

an't see that it includes the brdb insert timestamp. 

I ran a similar check on brdb _rx rep _session data; the insert timestamp of the 2 messages was 02-MAR-10 15:08:22.4782 

[End of Response] 

esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Response was delivered to Consumer 

Date:15-Apr-2010 12:51:53 tJser:Lorraine Elliott 

he Call record has been transferred to the team: xCtr_CSM_GDC 

he Call record has been assigned to the Team Member: Chaitanya Pothapragada 

ser:Lorraine Elliott Confirmed that is. Incident may be passed to the exte9np1, cRmpany with the attached evidence. 
Proyress was delivered Lo Consumer

DaLe:22-Apr-2010 09:58:59 User:Cheryl Card 

he call Priority has been changed from C 

The call Priority is now B 

Date:22-Apr-2010 10:00:46 User:Cheryl Card 

[Start of Response] 

hanging priority to B - since this involves a loss of 4000.00 cash and POL are now concerned that this problem may reoccur. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Response was delivered to Consumer 

Date:22-Apr-2010 15:35:54 User: Chaitanya Pothapragada 

[Start of Response] 

I have gone through the counter logs, OSR logs and the DB dumps provided in the peak. Lets analyze this from the scratch. 

Peak has been raised when a clerk attempted a Transfer Out of 4000.00 from stock unit BB to MS. Due to a system problem, the Transfer 

tot doubled up, so when the Transfer In was done on counter 1 at 16:15, it was for 8000.00. The branch now has a loss of 4000.00. 

I checked the counter logs and analyzed that the request ?BasketSettlementService/SettleTransferOut? with request id ?226542-2-XH-

0215-2?(with JSN 3192266) has timed out. But note that in the BAL/OSR side this request was ignored by the time out monitor and 

continued to execute and hence updated the table. 

Since in the counter side the request was timed out, PM has retried the same request 3 more times with request ids (226542-2-XH-0215-

3, 226542-2-XH-0215-4, 22.6542-2-XH-0215-5). 

Since the first request 226542-2-XH-0215-2, updated the DB tables, the following retries should fail in the Message Journal Filter 

itself. In this filter, system will check whether the JSN entry is already exists in the Journal table. Retried requests (226542-2-XH 

0215-4 and 226542-2-XII-0215-5) were failed with the same reason, since there already exists journal record due to 226542-2-XII-0215-2. 

tut, I have noticed that the retried request with id ?226542-2-XH-0215-3? was ignored by time out monitor in the BAL side and 

continued to execute. But from the osr.log file and OSR message log, I couldn?t find this request was failed due to the duplicate JSN 

record in the journal table (which was expected and the normal behavior of OSR), didn?t happen in this case. 

I have requested for the journal table dump, to check whether duplicate JSN entries exists in the table. But from the DB dump, I 

couldn?t find any duplicates. 

van I have requested OSR logs for to investigate further. I didn?t get any clue on the request ?226542-2-XH-0215-3?. I could only 

le to see the following in the osr.log file. 

2010-03-02 15:05:18,536 UTC 1prpba1010:20559 [timeout_thread] com.fujitsu.poa.bal.osr.event.RequestEvent INFO [226542-2-XH-0215-3] -

[]- Event:com.fujitsu.poa.bal.osr.event.RequestEvent@5dOefe for BasketSettlementService/SettleTransferOuthas timed out but is 

xecuting. Ignoring timeout-@@-

he OSR message log shows the following logs. 

2010-03-02 15:04:48,280 UTC 1prpbalO10:20559 [httpWorkerThread-20559-9] message logger INFO [226542-2-XH-0215-3] - []- Request 

eceived: Uri[BasketSettlementService/SettleTransferOut]: Request (user-agent: Jakarta Commons-HttpClient/3.0.1 

content-length: 1170 

retry: true 

timeout: 30000 

content-encoding: gzip 

test: vba1001:9000 

reqmessageid: 226542-2-XH-0215-3 

accept-encoding: gzip 

ontent-type: text/xml 

authorization-signature: 

alI7fBegQfO/WGkTGPz6PkwRN/xb+g7kWxhznZMoUfXluTYWCIpUMa9CrxZQhLZOCkxOsTitN4c9ZRIuCRVTySipeGEbyR1MU8S/42aFCeZ9CUcTPo6t+Vzmg7t ~a 

iYOd4TU5RGg/8JVWdg7fZwgZbjuhlgFjjdNz4o= F!59019 
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[JSN:3192266]: Request. length[5750]-@@- 

2010-03-02 15:08:48,369 UTC 1prpbalol0:20559 [settlement queue pool-13-thread-37] message logger INFO [226542-2-XH-0215-3] - [226542] 

equest Complete: Status[Response Sent]: uri[BasketSettlementService/SettleTransferOut]: Response length[143] : Duration[2400901-@@- 

I suspect there must be something gone wrong with this request i.e. 226542-2-XH-0215-3. But unfortunately no clue on this. I am not 

sure why this might have happened. Normally, since this is a retried one it should have failed at the Journal filter stage. 

ut from the DB dump, in the BRDB_SU_ PENDING _TRANSFER _DET table we had 2 records as follows. 

INSERT TIMESTAMP PROD ID AMOUNT QUANTITY IS BUREAU 

02-MAR-201015:08:22 1 4000 1 N 

02-MAR-2010 15:08:31 1 4000 1 N 

So, we can see that the insert time stamp is different for these 2 records and hence it might have entered from 2 different requests. 

I have no doubt that one of the records was inserted by the request id ?226542-2-XH-0215-2?, which is the original request. But I am 

of sure how the second record was inserted. But I have doubt on the retried request ?226542-2-XH-0215-3?, which didn?t fail at the 

journal filLer stage. 

So, I would request you to suggest on this, since there wasn'?t any evidence which shows that 2 txn has happened and updated the 

tables. 

[End of Response] 

esponse code to call type L as Category 40 -- Pending -- Incident Under Investigation 

esponse was delivered to Consumer 

Date:22-Apr-2010 15:50:33 User:Tyrone Cozens 

he call Target Release has been moved to Targeted At. -- HNG-X 01.22.01 

Date:22-Apr-2010 15:50:42 User :Tyrone Cozens 

[Start of Response] 

Authorised for 01.22.01.00 as agreed in RMF 

[End of Response] 

esponse code to call type L as Category 56 -- Pending -- Live Fix Authorised 

esponse was delivered to Consumer 

Date:23-Apr-2010 08:17:31 User:Chaitanya Pothapragada 

coon placed on learn :xClr OSR SME User:Martin Tonge:

~••<_,. ^aii~s ~ yq, c ~ z S, 6. $'n n1?t, a ~~~•'~  ~`a. ~ ~~i T~i~  .~ 3 ~i z a~S 1`~i~+' x ~.~~'S~. e "b4`'4`m. ~)~!~+~'+~+,~~'~~bS "~ s~' 'k`xfia~ '~~- ~' ~̂ '~`"@`~"~t,r~~~e ~~ ' ~~*'' •t̀'"`~~` .s~ -:' 

DNLe:23-Apr-2010 08:32:25 User :Martin Tonge 

[Start of Response] 

I think we have done as much as we can on this one. In conclusion although we haven't been able to totally explain the behaviour, the 

risk of this type Peek occuring again has been minimised in live due to a change of behaviour in the BAL with respect to 

transactions. PCO194893 in CTR025 10_HOTFIX will not allow any timed out request to commit. The timeouts are essence of this Peek and 

the underlying cause. 

his may now be marked as a duplicate of PC0194893. 

[End of Response] 

esponse code to call type L as Category 56 -- Pending -- Live Fix Authorised 

esponse was delivered to Consumer 

Date:23-Apr-2010 08:32:30 User:Martin Tonge 

ction has been removed from the call 

Date:23-Apr-2010 12:03:24 User:Chaitanya Pothapragada 

[Start of Response] 

uplicate of PC0194893 

[End of Response] 

esponse code to call type L as Category 72 -- Final -- Duplicate Call 

outing to Call Logger following Final Progress update. 

esponse was delivered to Consumer 

Defect cause updated to 40 -- General - User 

DaLe:23-Apr-2010 15:09:05 lUnr:Cheryl Card 

[Start of Response] 

I am sending this call back with Re:3ponsea Rejected.

'using a call as 'Duplicate Call' results in a black mark against: me. It basicallymeans that I should not have sent the call over 

since the same problem has already been sent over in a previous call. 

PCO195561 (duplicate transfer of 4000.00 cash) may have been caused by the same underlying fault as PCO194893 (banking 

reconciliation), however I could not have been reasonably expected to link the 2 calls and take the decision that it was not 

necessary to send PCO195561 over for further investigation. 

Please close this call with category 'Advice After Investigation' 

[End of Response]

esponsecode to call type L as Category 52 -- Pending -- Response;Rejected ~` ~'` ~`` `` ~~ ~~~~``~'``` ~'~ { . 
esponse was delivered to Consumer ~. — ~ • , •rte , 

' 
k 

•. 
4 ~,'L. 4 ~,'L,,44 ~"  u ,5~~++t•~'4u n4'̀"~1+4 ,~"^in4i"v-~..+.. ~~.v-~•.,4 ~u~4 4 ~, 

3 a. c*Z x v, z `"a. z ~*. z ~*x z ~, z ~*.~a z C. z ~*. z z --a z c z -~*. c"Z ~*: e a yam• e 'a. L.''u,'T.a,.' ';~~",  Z:'?i\~.' Z,  Z:~4.*,\~.'*. aY~,, ~^ ~z'.~`~^.R~'"~ n Z z`Z Z:y. Z  4'i. Z~v,:e^.~. ~..''a,  Z:`0a,. Z~~",  Z:~`,L: 
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to:z3-Apr-2010 lb:11:09 User:cherVL Cara 
e Call record has been transferred to the team: xCtr_CSM_GDC 
e Call record has boon assigned to the Team Member: Chaitanya Pothapragada 
er:Cheryl Card Confirmed that this Incident maybe passed to; the external company with the attached evide 
ogress was delivered to Consumer 

aLe:26-Apr-2010 09:06:26 Usei:Steven Porter 
Start of Response] 
hus we need to ensure there is a KEL for this (either an existing one, or a new one), then return to 

End of Response} .  ,,. r .~ P

esponse code to call type LasCategory 52 =- Pending -- Response Rejected
esponse was delivered to Consumer 

te:26-Apr-2010 09:54:25 User :Chaitanya Pothapragada 
tion placed on Team:xCtr GDC, User:Suresh Chitikela 

to:26-Apr-2010 09:56:34 User:Chaitanya Pothapragada 
tart of Response] 
tioned to xctr_gdc for visibility of the peak to GDC i 
nd of Response] 
sponse code to call type L as Category 52 -- Pending - 
sponse was delivered to Consumer 

Date:26-Apr-2010 10:02:38 User:Chaitanya Pothapragada
[Start of Response]
900195561 covers the fix for this issue..

End of Response] N  ' ` 
es onse code to call type L as Category 95 -- Final -- Advice after Investigation
outing to Call Logger following Final Progress update 
Response was delivered to Consumer 

ate:26-Apr-2010 10:03:57 User:Chaitanya Pothapragada 
y above comment is incorrect. ". 3'sk Xe d'e 4 'i"m.' a1+pt -~3 • r~a'"a£t~1'~~°'a, '^~"•+~s. '~i~` '~" ~0. ''a'' a' ~°a'.X ,~\t ' 

PC0194893 covers the fix for this sssu 
4 a oy . ' S .,~ w , `• a +b : , fi-..,.:t:.. ~~. :.'.:..y,n..... ..... ..~~...,s ... .... ,. .. ..... ....... .............,_. .... .,::..,__..... ...... ..::... ...,. ...,,.....,...,.. _.. .v.,,.>.:. . ....,. . 

:26-Apr-2010 11:42:41 User:Cheryl Card 
Call record has been assigned to the Team Member: Cheryl Card 
ress was delivered to Consumer 

)ate:04-May-2010 13:41:57 User:Cheryl Card 
[Start of Response] 
Phe problem was fixed in release BAL_SRV_OSR_ROUTING_0108_D048-D047 / 
3AL SRV OSR0108 D056-DO55, which went onto Live on 04/04/10. I have updated KEL cardc262S with this information. Call can now be 
-losed. 
[End of Response] 
tesponse code to call type L as Category 60 -- Final $/W._ Fix ReJ,ea. ed ' O Call Logger
touting to Call Logger following Final Progress update s
ervlce Response was delivered to Consumer > :; ` , ~...,   >>,  

[ate:04-May-2010 13:41:58 User:Cheryl Card 
ALL PCO195561 closed: Category 60 Type L 

t 

te:04-May-2010 15:23:21 User:_customer Call
nsiimcr XXXXXX@TFSO1 has acknowledged the cal l closure 

Root Cause 
Logger 

Subject Product 

Assignee 
Last Progress 

F1590/1 'I 


