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POL00002492

Peak Incident Management System

Customer Call -- EDSC
Y:16809136

-- Non-critical

losed -- Advice after Investigation

KEL surs103
MSC Task 04370086258
TRIOLE for Service A7701255
DevIntRel-Director Live Supp.Test
GY:16809136

Date:23-Feb-2015 18:39:50 User:_Customer Call_
iCALL PC0241242 opened

Details entered are:-

Summary:2693232 horizon - error: not connecting to data center
Call Type:L

Call Priority:C

‘Target Release:HNG-X 10.00

iRouted to:EDSC - Unassigned

iDate:23-Feb-2015 18:39:50 User:_ Customer Call_

CIDENT MANAGEMENT

Date/Time Raised: Feb 23 2015 6:15PM
iority: C
ntact Name:

PostOf

Product Serial No:
oduct Site: 269323

ansfer Note: ****Please can you investigate as in to why this office is unable to complete a recovery on node 4*x***ix;
. Khatker

Location: Megnwood

issue:

- error: not connecting to data center
- node 04

- as per user he alread spoke with NBSC
- ref #: 822531

- still getting the same error

- user id: GKHOO1

- 1issue started today (02/24/15) at 4:30PM

- keystrokes: login&gt;recovery screen&gt;error
- TP: 12; BP: 01; SU: El

Incident History:

2015-02-23 18:15:37 [ POA-HDI]

INIT : Create a new request/incident/problem/change/issue
2015-02-23 18:15:38 [ POA-HDI]

zneut_en_poa : Transfer Notification

2015-02-23 18:15:38 [ POA-HDI]

zneun_en _poa : Open Notification

2015-02-23 18:23:00 { Millman, Emma ]
#HDIoutSTU : User ID : GKHOCIL

me: 18:27

iDate: 23/02/2015

lode: 4

PM has advised the following happens when he logs in to node 4.

A recovery message. appears advising a failure occured during a previous session.
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PM presses continue - Recovery details:

ash withdrawal 00-269323-4-4536297-1

AN 633641***%*%*(0508

ate/Time: 23/02/2015 10:46:21

Stock unit: El

ser: DSLOOL

M advised they gave the customer £140, so PM presses yes.

tart recovery process, 'Horizon was processing a health lottery transaction when the system went down.'
his transaction will now be cancelled by the health lottery.

M presses ok.

M then receives the following message: 'Void not confirmed, recovery process was unsucessful the cancel of the health lottery
transaction cannot be confirmed. No further action is required.'

M presses enter and it logs him out.

015-02-23 18:36:00 [ Millman, Emma |

DIoutSTU : I think SSC KEL sursl034R may apply to this issue, but not entriely sure as the recovery details say it was a ¢
swithdrawal. The following message the PM gets when doing the recovery says it is a health lottery transaction - 'Horizon was
ottery transaction when the system went down.'

ash

ocessing a health

neut en poa : Transfer Notification
***Please can you 1investigate as in to why this office is unable to complete a recovery on node 4**xxkx

oduct HNG-X Platforms -- Horixon Counter (CNH) (version unspecified) added.

ate:24-Feb-2015 08:51
eference Added: SSCKEL

:42 User:Sarah English
34R

5UrS

ate:24-Feb-2015 08:52:03 User:Sarah English

RESCAN

iKEL Reference:
ssigned

sursl034R may apply
Sudip Sur

4
u

iDate:24-Feb-2015 08:52:28 User:Sarah English
cord has been assigned to the Team Member: Sudip Sur
ss was delivered to Consumer

Date:24-Feb-2015 09:52:51 User:_Customer Call_

rom ATOSSDM12: 2015/02/24 09:51:04 GMT Loy Comment Summary of Issue: Status Update - 16809136
fRecommendation:

User called in asked for the status update

— Callled Mac Team, spoke Calvin. He informed its still under investigation

User acknowledge and will call with an hour

ate:24~Feb-2015 10:40:46 User:Sudip Sur
{Start of Response]
1is call is identical to another incident which is currently being investigated by development.

ccording to counter log, there were two transactions in the session 4-520273.

. Health Lottery txn 00-269323-4-4536296 -1
. Banking txn 00-269323-4-4536297 -1

he settlement failed due to peoor communication with the data centre (Network issue) and user was logged out by the system.

then the user logged back in, the recovery kicked-in. But the recovery of the Health Lottery txn 00-269323-4-4536296 -1 failed.
\s the recovery failed, user was/in unable to logon to Node:4.

I have asked POL (via ATOS) to authorise us to remove the Health Lottery txn 00-269323-4-4536296 -1 which is preventing
successful recovery. It is not clear when (if) authorisatien will arrive. Until then Node:4 will NOT be usable.

End of Responsel]

:Response code to call type L as Category 38 -- Pending -- Potential Propblem Identified

esponse was delivered to Consumer

ate:24-Feb-2015 12:32:05 User:_Customer Call_
rom ATOSSDM1Z2: 2015/02/24 12:28:47 GMT Log Comment User callback chased for update.
nformed user still waiting authorization to remove the health lottery transaction.
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ser informed she will callback one hour later chase for update

Date:24-Feb-2015 14:45:03 User:_Customer Call_

om ATOSSDM12: 2015/02/24 14:43:49 GMT Log Comment Contact name: Kam

lephone Number:

AD Code: 269323

ocation: Meanwood

Summary of Issue: Status Update - 16809136

ecommendation:

— User callback chased for update.

~ Informed user still waiting authorization to remove the health lottery transaction.
—~ User informed she will callback one hour later chase for update

Date:24-Feb-2015 17:21:00 User:_Customer Call_

om ATOSSDM12: 2015/02/24 17:18:00 GMT Log_ Comment Received a call from Kam, wants to know update regarding the incident.
formed User that there is no further update and advised to call back later

er hang up.

Date:24~Feb-2015 19:21:24 User:_Customer Call
From ATOSSDM12: 2015/02/24 19:19:3C GMT Log Comment - Received an update from Sandie
- attached update

Date:24-Feb~2015 19:21:55
om ATOSSDM12: ----Attach
date from Sandie Bothick

:_Customer Call_
ment A7711259 - I€809136 .msg -—--

ate:24-Feb-2015 19:25:26 User:_Customer Call
om ATOSSDM12: ----Attachement RE A7711259 - I6809136 .msg ---
mail from IM

Date:24-Feb-2015 19:27:57 User:_Customer Call_
om ATOSSDM12: ----Attachement RE A7711259 - 18809136 .msg
‘mail from IM

Date:24-Feb-2015 19:29:28 User:_Customer Call_
From ATOSSDM12: ----Attachement RE A7711259 - 16803136 .msg —-—-
ail from Sandie

Date:25-Feb-2015 10:30:04 User:_Customer Call

From ATOSSDM12: 2015/02/25 10:25:15 GMT Loy Comment -User called back te chased for update
alled MAC team, informed an update

-Informed user still waiting for while a recovery performed on node 4.

Date:25~Feb-2015 13:20:53 User:_Customer Call_

om ATOSSDM12: 2015/02/25 13 3 GMT Log_ Comment - Post Mistress rung to chase the call

- Advised PM that the call is still currently being investigated by the development team

~ PM wish to speak with a Manager

>d that it's been 3 days now and they dont know where the money from the Health Lottery and Bank Tarnsaction went

iDate:25-Feb-2015 13:30:00 User:_Customer Call
om ATOSSDM12: 2015/02/25 13:23:22 GMT Log_Comment SUP NOTE
spoke with Mrs. Khatker
caller inguiring how to proceed with the transaction
she has an option to select yes or no
advised caller that for transaction inguiry needs to contact NBSC
advised caller will assist her with the chasing the resolution from the Fujitsu
asked permission to place the call on hold to contact MAC
called MAC spoke with Mary
clarified update on the incident
iMary advised that it was provided on the email thread
hecked at > - last email came from Sandie Bothick and confirming if authorization request had been made to POL
larified who should be making this reguest as email is sent to IM and MAC and POSD is only cc
ary advised that POSD should be the one sending the request to POL
ent back to the cal aller no longer on the line
B t line was busy
for authorization request

Date:25-Feb-2015 13:30:02 User:_Customer Call
om ATOSSDM12: ----Attachement LJ 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg —--—-—
ail toi GRO i

Date:25-Feb-2015 13:33:04 User:_Customer Call_
om ATOSSDM12: 2015/02/25 13:31:33 GMT Log Comment - Supervisor's conversation with PM got cut-off
Tried ringing the branch back however line is busy
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As per Supervisor's conversation with Mary from FJS MAC;

OL autheorization is needed for FJS to remove the

lth Lottery txn 00-269323-4-4536296 -1

This Health Lottery TXN is preventing successful recovery of node 4
Counter on node 4 will not be useable until the said txn log is remove

ot

ottery txn log

Sent email to i GRO ! requesting approval/authorization for FJS to remove the said Health
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ate:25-Feb-2015 13:55:51 User:_Customer Call

rom ATOSSDM12: 2015/02/25 13:44:33 GMT Log Comment Mrs. Khatker following up the ticket

uthorization.

lso we can contact her if she wants.

e
Informed her that we sent an authorization request to the reference data team so that Fujitsu can start working on the issue.
iCaller 1s a pbit concerned since issue started Monday and it's already 3 days. She is asking if we could provide an ETA for the

told user that we do not have an ETA but once the authorization is received we will forward it to fujitsu as soon as possible,

Caller said that she will call the helpdesk every hour or two, to get an update on the ticket.
also Mrs. Khatker is requesting for a follow up email to be sent, told user that we can update the ticket

ate:26-Feb-2015 09:57:16 User:_Customer Call
rom ATOSSDM12: -
RResponse from Re

nce Data team.

~-Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the

Data Center.msg -—-

Date:26-Feb-2015 10:16:52 User:_Customer Call_
rom ATOSSDM12: ----Attachement FW 16809136 A7701255 - Meanwood Branch - Unable to Connect
Forwarded to POL servicemanagement team.

to the Data Center.msg ---

ate:26-Feb-2015 12:13:20 User:_Customer Call_
rom ATOSSDM12: 2015/02/26 12:11:07 GMT Log Comment - Dale called for update.
Told him that we are still waiting for POLSM reply to the email that was sent to them.

ate:26-Feb-2015 13:25:36 User:_ Customer Call

mail from POLSM raising to Branch support team.

From ATOSSDM12: ----Attachement FW I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center from POLSM.msg ---—

ate:26-Feb-2015 13:53:29 Use
rom ATOSSDM12: 2015/02/26 13:

_Customer Call_

1:01 GMT Log Comment Received an email from POLSM raising the authorisation to

Branch support

ummary: Status Call - I68039136 | A7701255

User is unable to login on Node 04 since 23/02/2015
User is calling for an update for his login issue
Advice user still awiting response form the Branch Support team for authorisation

ate:26-Feb-2015 17:57:21 User:_ Customer Call_
2015/02/26 17:55:49 GMT Log_Comment Name: Dale

AD Code: 2693232
: Meanwood

Status Call - I€&80%136 | A7701255

USer called back again for update and is getting frustrated
Advice Dale that SD is una to provison a timeframe for the Fix
Advice Dale still awiting response for authorisation to come thru
Advice Dale, once the issue is sorted. He will be contacted.
Apologies for the delay

iDate:27-Feb-2015 09:03:50 User:_ Customer Call

rom ATOSSDM12: 2015/02/27 09:01:44 GMT Log Comment User called to follow up the issue
Advised that we are still waiting for an update as well and will contact him as soon as we
er agreed but requesting for it to be resolved as soon as possible

got one

ate:27-Feb-2015 13:11:58 User:_Customer Call
rom ATOSSDM12: 2015/02/27 13:10:39 GMT Loy _Comment Chased Branch support team.

ate:27-Feb-2015 13:22:00 User:_Customer Call_
rom ATOSSDM12: 2015/02/27 13:20:31 GMT Log Comment Update from Branch Support team:
lease see reply from Rebecca Barker sent 26/02.
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SM
e process for this type of issue is that the authorisation for this is to be gained from the subpostmaster only.
Ve cannot authorise

Date:27-Feb-2015 13:23:31 User:_Customer Call_
om ATOSSDM12: 2015/02/27 13:22:04 GMT Loy Comment Reguested Service Desk to help gain the suthorization fro the sub
ostmaster.

Date:27-Feb-2015 13:37:03 User:_Customer Call
From ATOSSDM12: 2015/02/27 13:36:11 GMT Status Status changed to -

— error: not connecting to data center

- node 04

~ as per user he alread spoke with NBSC

- ref #: 822531

steps:

— did a hard reboot on the counter

- still getting the same error

— user 1id: GKHOCL

- issue started today (02/24/15) at 4:30PM
- keystrokes: login&gt;recovery screen&gt;error
- TP: 12; BP: 01; SU: El

ok ok k kK kKRR R KA AR Fkkkkh ok kkk kXA AR AR KAk Xk kX ok xk k kx %

na- Notes:
16809136 - A7701255

“ontact name: Dale
Telephone Number: |
D Code: 2693232
ocation: Meanwood
“ounter/s: 04

de Affected: 04

Solution:

—called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4
-saying that it has flashing red light

-Dale compared it with the other counters, and the others has flashing green

~wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter

—called MAC team and spoke to Calvin and informed him of what Dale has reported

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day
-called Dale and informed him, Dale acknowledged

*x X XSTART****MONGSO0TUEQOQ0CWEDOSOOTHUOS00FRICOC0OSATO900SUNOOOOBNKCCO0
=MONOCCCTUEQQOOOWEDOOOOTHUCCCOFRIOO0CSATO000SUNCCCOBNKOOGE
MONOCOOQTUEQOOOWEDOOOOTHUCOC0FRIOO0CSATO000SUNCCOOBNKOOOC
ON1730TUE1730WED1730THUL1730FRI17305AT1230SUNCCOOBNRKQQQQ* ** *END*** *

ate:27-Feb-2015 13:41:35 User:_Customer Call_
rom ATOSSDM12: 2015/02/27 13:39:29 GMT Status Status changed to -
Khatker

- error: not connecting to data center

~ node 04

- as per user he alread spoke with NBSC

- ref #: 822531

steps:

- did a hard reboot on the counter

- still getting the same error

— user id: GKH(0C1

- issue started today (02/24/15) at 4:30PM
~ keystrokes: login&gt;recovery screen&gt;error
- TP: 12; BP: 01; SU: El1

e ok kR Kk kK ke kK Rk kR ok kK kK Kk Kk k ke ko ok ok e Rk kK ok kR K

na- Notes:
808136 - A7701255

ontact name: Dale
lephone Number: L
D Code: 2693232
ocation: Meanwood
ounter/s: 04

de Affected: (4

escription:
alled in regarding the black box where in you insert a floppy disk and has an intel inside sticker (kbase unit) under node 4
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saying that it has flashing red light

Dale compared it with the other counters, and the others has flashing green

wanted an engineer visit te replace it, saying that this might be the reason why he can't use the counter

called MAC team and spoke to Calvin and informed him of what Dale has reported

was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day
called Dale and informed him, Dale acknowledged

*HHFSTART*** *MONCO00TUEOS00WEDO900THUOQ00FRICS0C0SATO900SUNOOOOBNKOCCO
MONOOCOTUEQQOOWEDOOOOTHUCOCOFRIOO00SATO000SUNCOCOBNKOOOQ
MONOCCCTUEOOOOWEDOOOOTHUCO RIO00CSATO000SUNCCCOBNKOOCO
MON1730TUEL730WED1 730THUL730FRI1730SATI230SUNOOOOBNKOOQQ* *x *xEND** * *

ate:27-Feb-2015 13:43:36 User:_Customer Call_
From ATOSSDMLZ2: 2015/02/27 13:41:22 GMT Log Comment
ontact name: Dale
elephone Number:
AD Code: 2693232
ocation: Meanwood
Counter/s: 04

ode Affected: 04

olution:

~called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4
-saying that it has flashing red light

-Dale compared it with the other counters, and the others has flashing green

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter

—called MAC team and spoke to Calvin and informed him of what Dale has reported

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of da
—called Dale and informed him, Dale acknowledged

=

ok ok ok ok ok kA A Rk ok kK ok ok kK

icket updated
riedged to fujitsu for a base unit replacement as advised by Calvin/MAC

ate:27-Feb-2015 14:01:05 User:Sudip Sur
Start of Response]
lease note that the base unit swap will be a total waste of time and money.

he problem is in transaction Recovery software which we are currently looking at.

he work around is to delete this session from branch database which i1s causing this problem. But we need approval from Post
Of fice in order to delete this session causing the problem.

he authorisation reguest was sent via ATOS but so far no response has been received.

nless this session is deleted Node:4 will remain unusable.

w

End of Response]
Response code to call type L as Category 38 -- Pending -- Potential Problem Identified
iResponse was delivered to Consumer

iDate:27-Feb-2015 14:31:32 User:Sudip Sur

Start of Response]

Looking through the responses, I have just noticed that ATOS received a response (Date:2015-02-27 13:22:00) from Post Offi
ranch Support team and they are not wiling to authorise to delete this session. They are suggesting Sub-postmaster should be
uthorisation. Unfortunately, this is a business issue and Post Office (POL) need to authorise this.

End of Response]
asponse code to call type L as Category 38 -- Pending -- Petential Problem Identified
Response was delivered to Consumer

ate:27-Feb-2015 15:21:29 User:_Customer Call_
rom ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
iFmail chase from IM

Date:27-Feb-2015 15:47:05 User:_Customer Call_
From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ——-—
mail from Branch Support Team &lti GRO i

Date:27-Feb-2015 15:47:36 User:_Customer Call
rom ATOSSDM12: 2015/02/27 1 :37 GMT Enguiry Received an email from Branch support Team saying that the Subposmaster is the
ne who can authorize the removal of transaction

iDate:27-Feb-2015 15:53:07 User:_Customer Call
rom ATOSSDM1Z2: 2015/02/27 15:51:32 GMT Log Comment Called Branch and spoke to KAM the sub-post master, but she was too busy
isked to call them bac
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ate:27-Feb-2015 15:57:09 User:_ Customer Call_
rom ATOSSDM12: ----Attachement RE 16803136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

mail to and from IM
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iDate:27-Feb-2015 16
Start of Response]

A771125%
f Response]

have said earlier; Formal authorisation need to arrive from POL.
are unable to delete txn session with PM's authorisation.

esponse code to call type L as Category 38 -- Pending -- Potential Problem Identified
esponse was delivered to Consumer

:03:00 User:Sudip Sur

has been raised for this:

ate:28-Feb-2015 13

Telephone Number:l
AD Code: 2693232
ocation: Meanwood
Summary of Issue:

- A7711259

- Advised caller to

ithe caller

rom ATOSSDM12: 2015/02/28 1

16809136 -~ A7701255

—~ Caller 1s expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC
- No open ticket for Engineer call

-~ Called MAC for update

- Needs authorization from PM to delete the txn session

- Asked them to send an email authorization t
-~ We need to forward the authorization to MAC for them to fix this
- Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update to

:01:21 Use

~:_Customer Call_
3:09 GMT Log Comment Contact name: Dale

provide the authorization via email

GRO

:Date:28-Feb-2015 13
From ATOSSDM12: 201
iTelephone Number:
AD Code: 2693232
ocation: Meanwood
Summary of Issue:
16809136 ~ A77C12
- A7711259

- No open ticket fo

- Advised caller to

- Once you POSD rec
‘the caller

—~ Caller 1s expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC

-~ Called MAC for update
- Needs authorization from PM to delete the txn session

- Asked them to send an email authorization to
- We need to forward the authorization to MAC for them to fix this

:01:22 User:_Customer Call_
:59:37 GMT Enguiry Contact name: Dale

55

r Engineer call

provide the authorization via email

GRO i

eives the email, please send to MAC and provide the reference numbers and ask them to provide an update to

:Date:28-Feb-2015 13
rom ATOSSDM12: 201
fauthorization to de
Told her that I w

checked the mailbox and Julius is now working on that.

:53:30 User:_Customer Call_

5/02/28 13:49:15 GMT Enguiry -Kam called in reporting that she already sent us an email regarding the
lete session.

1 be forwading their email now to MAC team to investigate.

ate:28-Feb-2015 14
rom ATOSSDM12: 201
Martin - Area

ranch: yes
FAD/Path code: 269
Issue:

-user called for re
-as per notes, need
—user is dissatisfi
-user refused to ha
-checked email logs
~called MAC team, s
-while awaiting for
-relayed caller the

3232 Meanwood PO

:04:31 User:_Customer Call_
5/02/28 14:02:52 GMT Enguiry Authentication:
manager

i}

ference number 16809136

s authorization from PM to delete the txn session

ed and needs this escalated

ve subpostmaster send an email and they just basically needs an engineer to assist on the site

, seems subpostmaster doesn't have an email for her to send this to

poke with Ross and relayed issue
resolution, received an email via POSD mailbox from the subpostmaster and will just forward it to MAC team
same

ate:28-Feb-2015 14
rom ATOSSDM1Z: ---
mail sent to MAC

:06:02 User:_Customer Call_
-Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

ate:28~Feb-2015 15
rom ATOSSDM12: ---
pdate from MAC

:41:12 User:_Customer Call_
-Attachement regarding call A7711259 168C9136.msg ——-
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Date:28~Feb-2015 15:42:43 Use
From ATOSSDM12: 2015/02/28 15:

_Customer Call_
£0:07 GMT Enguiry Email received from MAC providing update

ate:28-Feb-2015 16:17:16 User:_Customer Call

om ATOSSDM12: 2015/02/28 00 GMT Enguiry -Jess called in for I6809136, she is chasing for an update.

r that it's already been sent to our Software team, as per the latest update they advised us to get POL to authorize the
] to delete the session which we already have done and now awaiiting for the response.

ess understood.

Date:28-Feb-2015 16:21:51 User:_Customer Call_
From ATOSSDM12: ----Attachement FW 16809136 A7701255 - Meanwood Branch - Authorization to delete session.msg ---—
nt email to Branch Support; copied IM and Sandie Bothick

ate:28-Feb-2015 16:23:53 User:_Customer Call

om ATOSSDM12: 2015/02/28 16:20:43 GMT Log Comment Polly received email from MAC to get email authorization from PCL; sent them
ithe authorization from PM as required by Branch Support; Sent email to Branch Support copied IM and Sandie Bothick seeking
ssistance on how to proceed with a resolution (email attached)

Date:28-Feb-2015 16:53:28 User:_Customer Call_

om ATOSSDM12: 2015/02/28 16:51:01 GMT Log_ Comment PM called in and is asking on how they should proceed. Told caller that
jitsu needs authorization to move forward and we already sent an email to branch Support and IM to know which authorization is
reded.

Date:02-Maxr-2015 08:53:22 User:_Customer Call
om ATOSSDM12: ----Attachement RE I€809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center - RC.msg ---
mail from MAC

Date:02-Mar-2015 08:54:23 User:_Customer Call
om ATOSSDM12: 2015/03/02 08:52:17 GMT Log_Comment - received an email from MAC.
— sent an email to Nick Kh ting for the information needed by MAC.

ate:02-Mar-2015 09:20:05 User:_Customer Call
om ATOSSDM12: 2015/03/02 09:17:11 GMT Log_Comment Bill called in to chase for a resolution. informed the user that an email was
sent to the PM (Nick Khatker) requesting for the Session ID number to be identified.

Date:02-Mar-2015 09:20:42 User:Sudip Sur

rget Date/Time updated: new value is 16/03/2015 18:39

tart of Response]

reasing the forecast date as we are still waiting for POL authorisation.

nd of Response]

esponse code to call type L as Category 38 -- Pending -- Potential Problem Identified
esponse was delivered to Consumer

ate:02-Mar-2015 09:26:08 User:Sudip Sur

tart of Response]

have already supplied the sessionld and transactionld earlier in this call.

Please advise ATOS that we need formal POL authorisation and NOT sub-postmasters authorisation. We can not accept Sub-
ostmaster's authorisation to delete txn session.

\ separate TFS ¢ A771125% has also been raised for ATOS for this.

{End of Response]
esponse code to call type L as Categeory 38 -- Pending -- Potential Problem Identified
sponse was delivered to Consumer

Date:02-Mar-2015 12:33:29 User:_Customer Call_

om ATOSSDM12: 2015/03/02 12:30:36 GMT Log Comment Dale called in asking for an update

“hecked email and have seen a confirmation from the Subpostmaster

lthough MAC needed confirmation from POL themselves not from sub post master

\lready checked with service management/reference data and branch support but as they have stated this needs to be authorized by
the sub post master

forwarded authentication to MAC team

ate:02-Mar-2015 12:33:59 User:_Customer Call_
From ATOSSDM12: ----Attachement FW I6809136A7701255 authorisation to delete session.msg -—--
nail to MAC forwarding Authentication

Date:02~Mar-2015 17:51:17 User:_Customer Call_

om ATOSSDM12: 2015/03/02 17:49:34 GMT Log Comment From: Brearley, Sharon

nt: Monday, March 02, 2015 11:16 PM

Rebecca Barker; ITSupplierManagement

Post Office Service Desk; PCLServiceManagement ; Brahmbhatt, Rina; Branch Support Team; IT-Solutions R SMC PostOffice
cide Management; Thomas, Ian

Subject: RE: 16809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center
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i Rebecca

have referred this matter to our Operations Security Manager to raise with POL Security as I have not seen any documented
rocess to support this and I?m not comfortable Atos Desk taking instruction from a branch to remove transactions as I?m unsure
e are authorised to do this ? for example how would we even validate who the PM is. With all the issues relating to Second
ight, I just want to make sure we have an agreed process that POL Security have agreed to. In the meantime, if this is an
xisting process, can you provide me with a copy please.

Many thanks, Sharon

Sharon Brearley

ervice Manager ? Post Office
.k GRO L
GRO i
Longfields Court

iddleswoods Way

Wharncliffe Business Park
arlton

arnsley, 871 3GN
wWwWw.atos.net

) ]
rom: Branch Support Team i GRO i
ent: Friday, February 27, 2015 1:18 PM

: IT-Solutions R SMC PostOffice Incident Management; Branch Support Team
Post Office Serwvice Desk; ITSupplierManagement; PCLServiceManagement ; Brahmbhatt, Rina; Brearley, Sharon; Rebecca Barker
ubject: RE: 16809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center

SM
he process for this type of issue is that the authorisation for this is to be gained from the subpostmaster only.
e cannot authorise

ate:02-Mar-2015 21:58:36 User:_Customer Call_
iFrom ATOSSDM12: —---Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ——-
ifmail from Rebecca

ate:02-Mar-2015 22:17:08 User:_Customer Call
rom ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
Email from Rebecca

ate:02-Mar-2015 23:51:49 User:_Customer Call
rom ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
mail from Ian

iDate:03-Mar-2015 08:46:53 User:Sudip Sur
Start of Response]
am returning this call back as POL have not formally authorise to remove this session.

End of Response]
esponse code to call type L as Category 68 -- Final -- Administrative Response
:Routing to Call Logger following Final Progress update.

ervice Response was delivered to Consumer

ate:03-Mar-2015 08:46:53 User:Sudip Sur
:CALL PC0241242 closed: Category 68 Type L

ate:03-Mar-2015 08:46:53 User:Sudip Sur
Defect cause updated to 42 -- Gen - Outside Program Control

ate:03-Mar-2015 08:48:05 User:_Customer Call_
all Reference:A7701255 Withdrawn by Consumer
ransfer Group from 'POA-FJ-PEAK' to 'POA-FJ-Service Desk'

ate:04-Mar-2015 15:11:44 User:_Customer Call_
; PC0241242 reopened by _Customer Call

ate:04-Mar-2015 15:11:44 User:_Customer Call_
ransfer Note: Transfer Group from 'POA-FJ-ATOS' to 'POA-FJ-PEAK'

error: not connecting to data center
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- node 04

- as per user he alread spoke with NBSC
- ref #: 822531

steps:

— did a hard reboot on the counter

- still getting the same error

— user id: GKHGOO1
- issue started today (02/24/15) at 4:30PM
- keystrokes: login&gt;recovery screen&gt;error

- TP: 12; BP: 01; SU: El1
Incident History:

2015-02-23 18:15:37 [ POA-HDI]

INIT : Create a new request/incident/problem/change/issue
2015-02-23 18:15:38 [ POA-HDI]

zneut _en _poa : Transfer Notification

2015-02-23 18:15:38 [ POA-HDI]

zneun_en_poa : Open Notification

2015-02-23 18:23:00 [ Millman, Emma |

DIoutSTU : User ID : GKHOOL

me: 18:27

ate: 23/02/2015

de: 4

has advised the following happens when he logs in to node 4.

recovery message. appears advising a failure occured during a previous session.
presses continue - Recovery details:

Cash withdrawal 00-269323-4-4536297-1

AN 633641******(0508

ate/Time: 23/02/2015 10:46:21

Stock unit: El

Jjser: DSLOO1

advised they gave the customer £140, so PM presses yes.

art recovery process, 'Horizon was processing a health lottery transaction when the system went down.'
is transaction will now be cancelled by the health lottery.

PM presses ok.

then receives the following message: 'Void not confirmed, recovery process was unsucessful the cancel of the health lottery
ansaction cannot be confirmed. No further action is required.’

PM presses enter and it logs him out.

15-02-23 18:36:00 [ Millman, Emma ]

iDIoutST I think SSC KEL sursl034R may apply to this issue, but not entriely sure as the recovery details say it was a cash
7ithdrawal. The following message the PM gets when doing the recovery says it is a health lottery transaction - 'Horizon was
rocessing a health lottery transaction when the system went down.'

15-02-23 18:39:28 [ Millman, Emma ]
zneut _en poa : Transfer Notification

015-02-23 18:40:12 [ Tf5 Connector]
HDIinACK : Provider Ref: PC0241242

2015-02-24 08:52:15 { TfS Cennector]
HDIoutSTU 3 I L: Update by Sarah English:Reference Added: SSCKEL sursl034R

015-02-24 08:52:47 [ TfS Connector]
HDToutSTU : From PINICL: Update by Sarah English:Call routed to Team:EDSC Member:Sudip Sur

015-02-24 09:51:55 [ POA-HDI]

HDToutADD : From ATOSSDM12: 2015/02/24 09:51:04 GMT Log_ Comment Summary of Issue: Status Update - 16809136
ecommendation:

— User called in asked for the status update

- Callled Mac Team, spoke Calvin. He informed its still under investigation

—~ User acknowledge and will call with an hour

2015-02-24 10:41:02 [ TfS Connector]
HDIoutSTU : From FJ Update by Sudip Sur:Category 38 -- Pending -- Potenti
nother incident which is currently being investigated by development.

Problem Identified:This call is identical to

cording to counter log, there were two transactions in the session 4-520273.

Health Lottery txn 00-269323-4-4536296 -1
Banking txn 00-269323-4-4536297 -1

e settlement failed due to poor communication with the data centre (Network issue) and user was logged out by the system.
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vhen the user logged back in, the recovery kicked-in. But the recovery of the Health Lottery txn 00-269323-4-4536296 -1 failed.
As the recovery failed, user was/in unable to logon to Node:4.

T have asked POL (via ATOS) to authorise us to remove the Health Lottery txn 00-269323-4-4536296 -1 which is preventing
successful recovery. It is not clear when (if) authorisation will arrive. Until then Node:4 will NOT be usable.

2015-02-24 12:31:49 [ POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/02/24 12:28:47 GMT Log Comment User callback chased for update.
formed user still waiting authorization to remove the health lottery transaction.

r infermed she will callback one hour later chase for update

015-02-24 14:44:37 [ POA-HDI]

HDToutADD : From ATOSSDM12: 2015/02/24 14:43:49 GMT Log_Comment Contact name: Kam
lephone Number:

D Code: 269323

ocation: Meanwood

Summary of Issue: Status Update - 16809136

ecommendation:

— User callback chased for update.

~ Informed user still waiting authorization to remove the health lottery transaction.
- User informed she will callback one hour later chase for update

015-02-24 17:20:10 [ POA- ]

iDIoutADD : From ATOSSDM12: 2015/02/24 17:18:00 GMT Log_Comment Received a call from Kam, wants to know update regarding the
incident.

formed User that there is no further update and advised to call back later

Jser hang up.

2015-02-24 19:20:43 [ POA-HDI]
HDIoutADD : From ATOSSDM1Z2: 2015/02/24 19:19:30 GMT Log_Comment - Received an update from Sandie
— attached update

2015-02-24 19:21:14 { POA-HDI]
iDIoutADD : From ATOSSDM12: ----Attachement A7711259 - I6
jpdate from Sandie Bothick

@

0913

o

.msg ---

2015-02-24 19:25:05 [ POA-HDI]
DIoutADD : From ATOSSDM1Z: ----Attachement RE A7711259 - 16809136 .msg ---
mail from IM

2015-02-24 19:27:25 [ POA-HDI]
iDIoutADD : From ATOSSDM12: ----Attachement RE A7711259 - I680913¢ .msg ---
ail from IM

15-02-24 19:29:03 [ POA-!
DIoutADD : From ATOSSDM1Z: ----Attachement RE A7711259 - I680913¢ .msg ---
‘mail from Sandie

2015-02-25 10:29:33 { POA-HDI]

DIoutADD : From ATOSSDM12: 2015/02/25 10:25:15 GMT Log Comment -User called back to chased for update
alled MAC team, informed an update

~Informed user still waiting for while a recovery performed on node 4.

015-02-25 13:20:16 [ POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/02/25 13:17:23 GMT Log Comment - Post Mistress rung to chase the call

Advised PM that the call is still currently being investigated by the development team

- PM wish to speak with a Manager

PM stated that it's been 3 days now and they dont know where the money from the Health Lottery and Bank Tarnsaction went
through

2015-02-25 13:29:12 [ POA-HDI]

IDIoutADD : From ATOSSDM1Z: 2015/02/25 13:23:22 GMT Log Comment SUP NOTE

oke with Mrs. Khatker

aller inguiring how to proceed with the transaction

she has an option to select yes or no

dvised caller that for transaction inguiry needs to contact NBSC

advised caller will assist her with the chasing the resolution from the Fujitsu

sked permission to place the call on hold to contact MAC

alled MAC spoke with Mary

larified update on the incident

Mary advised that it was provided on the email thread

hecked attached email - last email came from Sandie Bothick and confirming if authorization request had been made to POL
arified who should be making this reguest as email is sent to IM and MAC and POSD is only cc
Mary advised that POSD should be the one sending the request to POL

nt back to the calle no longer on the line

dvised agent to send email to POL for authorization reguest

14 [ POA-HDI]
DIoutADD : From ATOSSDM12: -

Mail tof TRY

015-02-25 13:32:23 [ POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/02/25 13:31:39 GMT Log Comment - Supervisor's conversation with PM got cut-off
- Tried ringing the branch back however ne is busy

As per Supervisor's conversation with Mary from FJS MAC;
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POL authorization is needed for FJS to remove the

Health Lottery txn 00-269323-4-4536296 -1

- This Health Lottery TXN is preventing successful recovery of node 4

- Counter on node 4 will not be useable until the said txn log is remove

— Sent email tof SRE” irequesting approval/authorization for FJS to remove the said Health
Lottery txn log

2015-02-25 13:55:13 [ POA-HDI]

HDToutADD : From ATOSSDM12: 2015/02/25 13:44:33 GMT Log Comment Mrs. Khatker following up the ticket

nformed her that we sent an authorization request to the reference data team so that Fujitsu can start working on the issue.
aller is a bit concerned since issue started Monday and it's already 3 days. She is asking if we could provide an ETA for the
uthorization.

~old user that we do not have an ETA but once the authorization 1is received we will forward it to fujitsu as soon as possible,
lso we can contact her if she wants.

aller said that she will call the helpdesk every hour or two, to get an update on the ticket.

—also Mrs. Khatker 1s requesting for a fellow up email to be sent, told user that we can update the ticket

2015-02-26 09:56:45 [ POA-HDI]
IDIoutADD : From ATOSSDM1Z2: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
esponse from Reference Data team.

14 [ POA-HDI]
ATOSSDM1Z: ----Attachement FW I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
servicemanagement team.

015-02-2¢ 10:16:
IDIoutADD : From
rwarded to POL

015-02-26 12:13:12 [ POA-HDI]
IDIoutADD : From ATOSSDM12: 2015/02/26 12:11:07 GMT Log Comment - Dale called for update.
— Told him that we are still waiting for POLSM reply to the email that was sent to them.

POA-HDI]

2015-02-26 13:24:53 [
TOSSDM1Z: ----Attachement FW I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center from

HDIoutADD : From A
POLSM.msg ——-—
‘mail from POLSM raising to Branch support team.

015-02-26 13:52:32 [ POA-HDI]

HDIoutADD : From ATOSSDM1Z2: 2015/02/26 13:51:01 GMT Log_Comment Received an email from POLSM raising the authorisation to Branch
support team.

:56 { POA-HDI]
SDM12: 2015/02/26 17:25:45 GMT Log Comment Name: Dale

16809136 | A7701255

User is unable to login on Node 04 since 23/02/2015
User is calling for an update for his login issue
Advice user still awiting response form the Branch Support team for authorisation

015-02-26 17:56:48 { POA-HD
HDIoutAD T

1]
SDM12: 2015/02/26 17:55:49 GMT Log Comment Name: Dale

ontact
FAD Code: 2693232
ocation: Meanwood iz
de: 04
Summary: Status Call - 16809136 | A7701255

USer called back again for update and 1s getting frustrated

Advice Dale that SD is unable to provison a timeframe for the Fix

Advice Dale still awiting response for authorisation to come thru

Advice Dale, once the issue is sorted. He will be contacted.

Apologies for the delay

2015-02-27 09:03:24 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/02/27 03%:01:44 GMT Log_ Comment User called to follow up the issue
Advised that we are still waiting for an update as well and will contact him as soon as we got one
er agreed but regquesting for it to be resolved as soon as possible

2015-02-27 13:11:23 [ POA-HDI]
HDIoutADD : From ATOSSDM1Z2: 2015/02/27 13:10:39 GMT Log Comment Chased Branch support team.

2015-02-27 13:21:43 [ POA-HDI]
DIoutADD : From ATOSSDM12: 2015/02/27 13:20:31 GMT Log_Comment Update from Branch Support team:
Please see reply from Rebecca Barker sent 26/02.

The process for this type of issue is that the authorisation for this is to be gained from the subpostmaster only.
e cannot authorise

015-02-27 13:23:18 [ POA-HDI]
HDToutADD : From ATOSSDM12: 2015/02/27 13:22:04 GMT Log_Comment Requested Service Desk to help gain the suthorization fro the
sub postmaster.

2015-02-27 13:36:55 [ POA-HDI]
{DIoutADD : From ATOSSDM12: 2015/02/27 13:36:11 GMT Status Status changed to -
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“Mr . Khatker
D: 2693232

Location:
issue:

-
Meanwood

- error: not connecting to data center

— node 04

~ as per user he alread spoke with NBSC

- ref #: 822531

steps:

~ did a hard reboot on the counter

- s5till getting the same error

— user id: GKHOOCL

- issue started today (02/24/15) at 4:30PM
- keystrokes: login>recovery screen>error
— TP: 12; BP: 01; SU: E1

e ok ok ok ok kK ke ke ke kK Rk R Kk ok ko ok ok ok ek ok ek ok ko R ok Kk ok ok kK

na- Notes:
809136 -~ A7701255

lephone Number:}
2693232

ocation: Meanwood

ounter/s: 04

iode Affected: (4

#Solution:

~called in regarding the black box where in you insert a floppy disk and has an intel inside sticker

~Dale compared it with the other counters, and the others has flashing green
-wanted an engineer visit to replace 1t, saying that this might be the reason why he can't use the counter
~called MAC team and spoke to Calvin and informed him of what Dale has

reported
-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow,

F**XSTART*** *MONCO00TUEOSCCWEDO900THUOSOOFRICOCCSATO900SUNCOOOOBNKCC 00
EMONOCOCTUEOQOO0OWEDOOOOTHUOOCOFRIOO00OSATO000SUNOCOOBNKOOOO
ONOCCCTUEOO0OOWEDOOOOTHUCCCOFRIOO0CSATO000SUNCCCOBNKOQOO

MON1730TUEL730WEDL730THUL730FRI1730SAT1I230SUNCCOOBNKOOQO* ¥+ *END* * * *

15-02-27 13:4C:32 [ POA-HDI]
IDIoutADD From ATOSSDM1Z2: 2015/02/27 13:39:29 GMT Status
r. Khatke

259

Status changed to

iLocation: Meanwood

issue:

- error: not connecting to data center
- node 04

~ as per user he alread spoke with NBSC
- ref #: 822531

steps:

- did a hard reboot on the counter

~ still getting the same error

— user id: GKHOOL

issue started today (02/24/15) at 4:30PM
— keystrokes: login>recovery screen>error

- TP: 12; BP: 01; SU: E1

ko ke ok ke ok kk ok ok ok ok Ak kR ok ok k ok ok ok ok ok ok ok ok ok ok ok Rk kR ok Kk ok ok ok

ina- Notes:
809136 - A7701255

ontact name: Dale
elephone Number:
FAD Code: 2693232
Location: Meanwood
ounter/s: 04

de Affected: (4

#Description:

—called in regarding the black box where in you insert a floppy disk and has an intel inside sticker {(base unit) under node
-saying that it has flashing red light

~Dale compared it with the other counters, and the others has flashing

green
-wanted an engineer visit to replace it, saying that thi
-called MAC team and spoke to Calvin and informed him of

s might be the reason why he can't use the counter

what Dale has reported

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day
—called Dale and informed him, Dale acknowledged

FHAXSTART****MONOSOO0TUEOQCCWEDOSOOTHUOSO00FRIOACOSATOS00SUNOOOOBNKOOCO

2015-02-27 13:42:37 [ POA-HDI]

HDIoutADD : From ATOSSDM1Z2: 2015/02/27 13:41:22 GMT Log_Comment
ontact name: Dale

(base unit) under node 4
-saying that it has flashing red light

no late than end of day
~called Dale and informed him, Dale acknowledged

4
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.ephone Number:}
FAD Code: 2693232
ocation: Meanwood
iCounter/s: 04

ode Affected: 04

#Solution:

—called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4
-saying that it has flashing red light

-Dale compared it with the other counters, and the others has flashing green

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter

-called MAC team and spoke to Calvin and informed him of what Dale has reported

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day
-called Dale and informed him, Dale acknowledged

Kok Kk ok Kk kK ok ok Kk ok kA R Ak

icket updated
iedged te fujitsu for a base unit replacement as advised by Calvin/MAC

2015-02-27 14:01:24 [ TfS Connector]
DIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -~ Pending -- Potential Problem Identified:Please note that the base
nit swap will be a total waste of time and money.

he problem is in transaction Recovery software which we are currently looking at.

he work around is to delete this session from branch database which is causing this problem. But we need approval from Post
ffice in order to delete this session causing the problem.

he authorisation reguest was sent via ATOS but so far no response has peen received.
nless this session 1is deleted Node:4 will remain unusable.

015-02-27 14:32:00 [ TfS Connector]

HDIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:Looking through the
esponses, I have just noticed that ATOS received a response (Date:2015-02-27 13:22:00) from Post Office Branch Support team an
they are not wiling to authorise to delete this session. They are suggesting Sub-postmaster should be authorisation.
nfortunately, this is a business issue and Post Office (POL) need to authorise this.

2015-02-27 15:20:55 [ POA-HDI]
fHDIoutADD : From ATOSSDM1Z2: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
mail chase from IM

015-02-27 15:46:31 [ PCA-HDI]
HDIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect te the Data Center.msg ---
mail from Branch Support Team! GRO i

52015-02-27 15:47:04 { POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/02/27 15:45:37 GMT Enqguiry Received an email from Branch support Team saying that the
Subposmaster is the one who can authorize the removal of transaction

015-02-27 15:52:28 { POA-HDI]

DIoutADD : From ATOSSDM12: 2015/02/27 15:51:32 GMT Log_Comment Called Branch and spoke to KAM the sub-post master, but she was
too busy

sked te call them back

DIoutADD : From ATOSSDM12: ----Attachement RE I680913¢ A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
iEmail to and from Il

015-02-27 16:03:19 [ TfS Connector]

fHDIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:As I have said earlier;
ormal authorisation need to arrive from POL.

e are unable to delete txn session with PM's authorisation.

A TFS call A7711258 has been raised for this:

HDIoutADD
elephone v
FAD Code: 2693232

Location: Meanwood

ZSummary of Issue:

- 16809136 - A7701255

- A7711259

~ Caller is expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC

- No open ticket for Engineer call

— Called MAC for update

— Needs authorization from PM to delete the txn session

— Advised caller to provide the authorization vjia.amail

— Asked them to send an email authorization to : GRO ;

- We need to forward the authorization to MAC for them to fix this

~ Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update to
he caller

2:53:09 GMT Log Comment Contact name: Dale

2015-02-28 13:00:58 POA-HDI]

DIoutADD : From ATQSSDH 5/02/28 12:59:37 GMT Enguiry Contact name: Dale
elephone Number:
AD Code: 2693232
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ocation: Meanwood

iSummary of Issue:

- 16809136 - A7701255

- A7711259

— Caller is expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC
- No open ticket for Engineer call

— Called MAC for update

— Needs authorization from PM to delete the txn session

- Advised caller to provide the authorization vig
- Asked them to send an email authorization to | GRO i

— We need to forward the authorization to MAC for them to fix this

- Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update to
ithe caller

015-02-28 13:53:16 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/02/28 13:49:15 G
he authorization to delete session.

Told her that I will be forwading their email now to MAC team to investigate.
I checked the mailbox and Julius is now working on that.

Enguiry -Kam called in reporting that she already sent us an email regarding

015-02-28 14:03:39 { POA-HDI]
DIoutADD : From ATOSSDM12: 2015/02/28 14:02:52 i
ager

T Enquiry Authentication:

:Branch: yes B
SFAD/Path code: 2693232 Meanwcod PO

Issue:

—user called for reference number 16809136

-as per notes, needs authorization from PM to delete the txn session

—user is dissatisfied and needs this escalated

~user refused to have subpostmaster send an email and they just basically needs an engineer to assist on the site

—checked email logs, seems subpostmaster doesn't have an email for her to send this to

~called MAC team, spoke with Ross and relayed issue

~while awaiting for resolution, received an email via POSD mailbox from the subpostmaster and will just forward it to MAC team
-relayed caller the same

2015-02-28 14:05:14 [ POA-HDI]
DIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
femail sent to MAC

015-02-28 15:40:41 [ POA-HDI]

DIoutADD : From ATOSSDM12: ----Attachement re
‘garding call A7711259 I6809136.msg ---

pdate from MAC

015-02-28 15:42:15 [ POA-HDI
{HDIoutADD : From ATOSSDM1Z2: 2015/02/28 15:40:07 GMT Enquiry Email received from MAC providing update

2015-02-28 16:16:31 [ POA-HDI]

SHDToutADD : From ATOSSDM12: 2015/02/28 16:12:00 GMT Enguiry -Jess called in for 16809136, she is chasing for an update.

Told her that it's already been sent to our Software team, as per the latest update they advised us to get POL to authorize the
1jtisu to delete the session which we already have done and now awaiiting for the response.

Jess understood.

2015-02-28 16:21:06 [ POA-HDI]
HDIoutADD : From ATOSSDM12: ----Attachement FW 16809136 A7701255 - Meanwood Branch - Authorization to delete session.msg —-—-—
ent email to Branch Support; copied IM and Sandie Bothick

015-02-28 16:23:08 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/02/28 16:20:49 GMT Log Comment Polly received email from MAC to get email authorization from
POL; sent them the authorization from PM as required by Branch Support; Sent email to Branch Support copied IM and Sandie
othick seeking assistance on how to proceed with a resolution (email attached)

015-02-28 16:53:07 [ POA-HDI]

HDIoutADD : From ATOSSDM1Z2: 2015/02/28 16:51:01 GMT Log Comment PM called in and is asking on how they should proceed. Told
icaller that Fujitsu needs authorization to move forward and we already sent an email to branch Support and IM to know which
authorization is needed.

2015-03-02 08:11:00 [ Wilcock, Jacgueline Denise]
Autherisation request has been received fro the Pm - see attachment.

03-02 08:52:29 [ POA-HDI]
DIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center -

iEmail from MAC

3-02 08:53:32 [ POA-HDI]

HDIoutADD : From ATOSSDM1Z2: 2015/03/02 08:52:17 GMT Log Comment - received an email from MAC.

sent an email to Nick Khatker requesting for the information needed by MAC.

015-03-02 09:19:35 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/03/02 09:17:11 GMT Log_Comment Bill called in to chase for a resolution. informed the user that
n email was sent toe the PM (Nick Khatker) requesting for the Session ID number to ke identified.

2015-03-02 09:21:21 [ TfS Connector]
DIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:Increasing the forecast date
fas we are still waiting for POL authorisation.
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015-03-02 09:27:07 [ T£fS Connector]

HDIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:I have already supplied the
essionld and transactionld earlier in this call.

lease advise ATOS that we need formal POL authorisation and NOT sub-postmasters authorisation. We can not accept Sub-
ostmaster's autherisation to delete txn session.

A separate TFS call A7711259 has also been raised for ATOS for this.

015-03-02 12:33:10 [ POA-HDI]

HDToutADD : From ATOSSDM12: 2015/03/02 12:30:36 GMT Log Comment Dale called in asking for an update

Checked email and have seen a confirmation from the Subpostmaster

lthough MAC needed confirmation from POL themselves not from sub post master

Already checked with service management/reference data and branch support but as they have stated this needs to be authorized by
ithe sub post master

orwarded authentication to MAC team

015-03-02 12:33:47 [ POA-HDI]

DIoutADD : From ATOSSDM12: ----Attachement FW I6809136A7701255 authorisation to delete session.msg —---

mail to MAC forwarding Authentication

2015-03-02 14:06:00 [ Wilcock, Jacqueline Denise]
OG : Update from Atos
ood afternoon,

egarding your advice on the

sked to get POL to formally authorise Fujitsu to delete this Health Lottery session so that office 1s able to use Node:4 again.
iThis will enable the office to use Node:4 again guickly.

f nothing is done then after S5 days both txns will enter into failed transaction state and will have to be removed manually.

lease advise POL that POA Development investigations lead us to believe that the AP ADC Script developed in Post Office domain
ay be the underlying cause of the issue.

5-03-02 17:5C:41 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/03/02 17:49:34
Monday, March 02, 2015 16 PM

Rebecca Barker; ITSupplierManagement

Post Office Service Desk; POLServiceManagement ; Brahmbhatt, Rina; Branch Support Team; IT-Solutions R SMC PostOffice

ncident Management; Thomas, Ian

ubject: RE: 16809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center

Hi Rebecca

have referred this matter to our Operations Security Manager to raise with POL Security as I have not seen any documented

rocess to support this and I?m not comfortable Atos Desk taking instruction from a branch to remove transactions as I?m unsure

iwe are authorised to do this ? for example how would we even validate who the PM is. With all the issues relating to Second

Sight, I just want to make sure we have an agreed process that POL Security have agreed to. In the meantime, if this is an

iexisting process, can you provide me with a copy please.

Many thanks, Sharon

GMT Log_ Comment From: Brearley, Sharon

haron Brearley

GRO i

GRO !
ongfields Court
iddleswoods Way
WWharncliffe Business Park
arlton
arnsley, 871 3GN
ww.atos.net

rom: Branch Support Team : GRO :
Friday, February 27, 2015 1:18 PM
IT-Selutions R SMC PostOffice Incident Management; Branch Support Team
Office Serwvice Desk; ITSupplierManagement; POLServiceManagement ; Brahmbhatt, Rina; Brearley, Sharon; Rebecca Barker
RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center

he process for this type of issue is that the authorisation for this is to be gained from the subpostmaster only.

21:57:55 [ POA-HDI]
From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
Rebecca

22:16:38 [ POA-HDI]
DIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect te the Data Center.msg ---
mail from Rebecca

23:51:15 [ POA-HDI]
From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
Ian
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2015-03-03 08:47:27 { TfS Cennector]

HDIinSRS : Provider Ref: PC0241242

esolution Details: Update by Sudip Sur:Category 68 -- Final -- Administrative Response:I am
returning this call back as POL have not formally authorise to remove this session.

2015-03-03 08:47:28 [ POA-HDI]
zneur en poa : Status changed from 'Acknowledged' to 'Resolved'

015-03-03 08:47:28 [ POA-HDI]
E : Status changed from 'Acknowledged' to 'Resolved’

015-03-03 10:10:18 [ POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/03/03 10:08:54 GMT Log Comment Dale called in to make a follow up for ticket 16809136, at the

nset of the call, he is already upset, he said that his system has been down since last week and it 1s unacceptable, he would
ke to speak with a sup, deescalate the call, would like toe received a callback around 12:30 from a sup, consulted PA April for

pdates

015-03-03 10:23:44 [ Watts, James Marcus]
zneut _en poa : Transfer Notification

2015-03-03 10:37:00 [ Watts, James Marcus]
IDIoutSTU : Atos called ofr the latest update, given latest update from PEAK

015-03-03 10:43:41 [ Cowie, Ross Silverstone]

zneut _en_poa : Transfer Notification

2015-03-03 11:03:43 [ POA-HDI]
{DIoutADD : From ATOSSDM12: 2015/03/03 11:02:31 GMT Enquiry Name: KAM

I -

AD Code:
Location: Meanwood
Node: 04
Summary: Status Call - 16808136 | A7701255
Issue:

Kam called in for an update for the Incident
- Advice Kam that the Software team is still awaiting for authorization to delete session
- Advice that the team is still awaiting for response for POL

PM is pressing that she needs the incident resloved as soon as possiable

Advice will update the Log and keep the team aware for her concerns

015-03-03 11:24:20 { PCA-HDI]
HDIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect te the Data Center.msg ---
email by April Padilla in which POSD was copied

015-03-03 12:07:24 [ POA-HDI]
HDIoutADD : From ATOSSDM12: 2015/03/03 12:04:34 GMT Log Comment - Supervisor Log
Spoke with Ian H. of Service Management (Incident was endorsed to him by Ian Thomas)

> Conversation

hries, TIan 7:01 PM
ve asked Fujitsu if they would accept a note from POL to say we have delegated authority.
ithey need to check with their Security team
- Call branch, spoke with KAM
~ Provided the update from Ian H.
— PM is not yet satisfied with the update

Apologized to PM for the delay and informed her that I will give her another call within the day for updates

015-03-03 12:38:20 { POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/03/03 12:36:01 GMT Log Comment Martin (manager of KAm)

n approval from POL for the authorization to delete the specific transaction.
dvised him that the update would be given within the day.

advised that this has already been highlighted at the servicedesk and the Polservicemanagement team already as soon as an update
is available the desk will contact both of them.

015-03-03 14:21:58 [ POA-HDI]
DIoutADD : From ATOSSDM1Z2: 2015/03/03 14:20:31 GMT Log Comment Received Email from Ian thomas, addressed to Ian Humphries

ey

15-03-03 14:26:52 { POA-
DIoutADD : From ATOSSDM1Z2: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center - Email
from Tan Thomas.msg ---—
mail from ian thomas, addressed to ian humphries

2015-03-03 17:17:45 [ POA-HDI]

HDTIoutADD : From ATOSSDM12: 2015/03/03 1
e approval

~ Lync conversation with Tan H.

umphries, Ian 10:42 PM

Just spoke to Rebecca Rarker who has been in touch with a POL contact. They are asking for details of the transaction.
sent over the information provided by Fujitsu but will see if there is anything further in the incident log.

/ I can get someone in POL to authorise.
king for an ETA, apologized to PM that we can't provide an ETA because the approval will come from POL and it 1is
lready out of our hand BUT advised her that will continue chasing this ticket POL

13:47 GMT Log_Comment - Called PM and advised them that ATOS is still chasing POL for
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Will update PM tom

015-03-03 17:18:48 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/03/03 17:17:33 GMT Log Comment - Called Martin (manager of KAm)
69323_-_Meanwood

:24 [ POA-HDI]

From ? SSDM12: 2015/03/04 10:59:31 GMT Log Comment Received mail from Sandie B (Fujitsu SDM) as below:

1 please chase PCL for authorision to delete the transactions ? the PM is constantly chasing out 4th line support time
treat this as an escalation and provide an update to the PM on your actions to get this resolved

reguested to escalate the call.

015-03-04 11:08:02 [ POA-HDI]

DIoutADD : From ATOSSDM12: 2015/03/04 10:59:31 Log Comment Received mail from Sandie B (Fujitsu SDM) as below:

Can you please chase POL for authorision to delete the transactions ? the PM is constantly chasing cout 4th line support time
an you treat this as an escalation and provide an update to the PM on your actions to get this resolved

Fujitsu reguested to escalate the call.

015-03-04 11:14:12 [ POA-HDI]
DIoutADD : From ATOSSDM12: 2015/03/04

:13:02 G

T Log Comment Chased Service Management and lan H for updates
015-03-04 11:21:21 [ POA-HDI]

HDIoutADD : From ATOSSDM1Z2: 2015/03/04 11:19:56 GMT Log_Comment Jackie from Fujitsu MAC called in to chase the ticket. Asked for
advise from TL Eden and she spoke with Jackie and explained the current status

2015-03-04 11:22:27 [ POA-HDI]
:HDIoutADD : From ATOSSDM12: ----Attachement A7711259I6815008% - From MAC.msg ---
mail update from MAC, this 1s already with POLservicemanagement team

2015-03-04 11:35:37 [ POA-HDI]
DIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
il sent to Atos Service Manager and Ian T. chasing the approval from POL

2015-03-04 11:38:31 [ POA-HDI]
sHDToutADD : From ATOSSDM12: 2015/03/04
Atos is still awaiting for the approval from POL

Sent an email to Atos Service Managers to request assistance in chasing the approval needed
See attached email for reference

36:35 GMT Log Comment - Spoke with Jacguie

015-03-04 11:48:08 [ POA-HDI
DIoutADD : From ATOSSDM12: 2015/03/04 11:47:01 GMT Log Comment From: Brearley, Sharon
Sent: Wednesday, March 04, 2015 5:13 PM
CASTRO, Eden; Thomas, Ian; PADILLA, April
: Post Offi Service Desk; POLServiceManagement ; Brahmbhatt, Rina; IT-Solutions R SMC PostOffice Incident Management;
SLOMATAO, Mel; GALICIA, Lucky; Brady, Danielle; mphries, Ian; Egan, James
Subject: RE: 16809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center
iEden
iThis has been escalated to Post Office via Ian Humphries yesterday, Atos are awaiting response but the issue seems
o pe that POL do not seem to be able to confirm who this responsibility sits with hence the delay.
egards, Sharon

1aron Brearley
Service Manager ? Post Office
GRO i
i
GRO i

LongTields Court

arnsley, S71 3GN
www.atos.net

rom: CASTRO, Eden

Sent: Wednesday, March 04, 2015 11:33 AM

Thomas, Tan; PADILLA, April; rearley, Sharon; Humphries, TIan; Egan, James

: Post Office Service Desk; POLServiceManagement ; Brahmbhatt, Rina; IT-Solutions R SMC PostOffice Incident Management;
CMATAO, Mel; GALICIA, Lucky; Brady, Danielle

ubject: RE: 16809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center

received a call from FJS Team, they are chasing the approval from POL so that they can proceed with deleting the

The PM keeps on calling them for an update.

QJames, can you please help us chasing the approval from Rebecca Barker since Ian H is out today? As per my last conversation
ith Tan yesterday, he is coordinating with her for the approval.

2015-03-04 14:46:32 [ POA-HDI]
DIoutADD : From ATOSSDM1Z2: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---—
iReceived approval from POL
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015-03-04 14:48:41 [ POA-HDI]
HDIoutADD : From ATOSSDM12: 2015/03/04 14:47:04 GMT Log Comment - Received approval from POL
- We will contact FJS to preoceed with deleting the transaction

015-03-04 15:00:17 [ POA-HDI]

HDIoutADD : From ATOSSDM12: 2015/03/04 14:57:40 GMT Log_ Comment -
eceived email from Sharon Brearley of POLserviceManagement Team
Advised that the authorization has been provided by POL

‘orwarded the authorization to Fujitsu/MAC

ease see attached file

015-03-04 15:00:18 [ POA-HDI]

HDIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect te the Data Center - Email
om Sharon Brearley with POL Authorization.msg ---

smail £

“rom Sharon Brearley with POL Authorization
15-03-04 15:04:30 [ POA-HDI]

HDToutADD : From ATOSSDM12: 2015/03/04 15:02:55
e authorization.

Log _Comment called MAC spoke to MAnpreet team to informed him that we sent

015-03-04 15:10:00 { Dhillon, Manpreet Singh]
LOG Email sent to SSC duty mail box with authorisation to delete session.

015-03-04 15:11:04 [ Dhillon, Manpreet Singh]
zneut_en_poa : Transfer Notification
ansfer Group from 'PCA-FJ-ATOS' to 'POA-FJ-PEAK®'

ate:04-Mar-2015 15:25:08 User:Adam Woodley
svidence Added - Email se o SSC DM with approval to de

e _sessicn

ate:04-Mar-2015 15:45:59 User:_ Customer Call_
From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
Mail from IM.

ate:04-Mar-2015 16:17:15 User:_Customer Call

om ATOSSDM12: ----Attachemen Ly - 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg --—-
sden Castro's elinal‘\ ey . i GRO ;
omas, lan &ltj GRO ¥ PADILLA, April &ltj i Brearley, Sharon

sltd GRO mphries, Ian &1 GRO i Egan, James &l GRO lr

ate:04-Mar-2015 16:30:08 User:Sudip Sur
e Call record has been assigned to the Team Member: Sudip Sur
Progress was delivered to Consumer

Date:04-Mar-2015 17:32:13 User:_Customer Call

om ATOSSDM12: 2015/03/04 17:29:35 GMT Loy Comment -attached email update from problem management to IM, service management at
POSD OPS:

od Afternoon,

=YL ? The PR ref for this is GY:P63356738.
#Could you please provide us with the following details so that we can reguest Fujitsu to raise a corresponding PR ticket.

Date and time of first incident detected
- Description of symptoms
- Volumes of incidents
business area(s) impacted
- Affected service(s)
+ Details of current workaround in place
- A list of all incident references for both ongoing and closed tickets

ind Regards,
okert Shaw
:Robert Shaw
roblem Analyst

Date:04-Mar-2015 17:34:14 User:_Customer Call
om ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
mail from Problem mgmt to all

Date:04-Mar-2015 22:48:41 User:_Customer Call_
om ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
ail from IM

Date:05-Mar-2015 08:45:17 User:Sudip Sur

rget Date/Time updated: new value is 13/03/2015 18:39
tart of Response]

vestigating

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

ate:05-Mar-2015 12:46:06 User: Customer Call_ ! i
rom ATOSSDM12: 2015/03/05 12:44:36 GMT Log Comment From: Ibrahim XKizildag i GRO
ent: Thursday, March 05, 2015 6:01 PM
: ITSupplierManagemaent; IT-Solutions Post Office complaints ; IT-Solutions R SMC PostOffice Incident Management
c: Humphries, Ian
ubject: RE: Meanwood Post Office- Branch CodeZ€93232
Hi Rebecca;
copied complaints at atos because originally I sent this complaint to them and branch and I didn?t receive a response.

ind Regards;
rahim Kizildag Team Leader

ITSupplierManagement
05 March 2015 12:05
Ibrahim Kizildag; % GRO  IT-Solutions SMC PostOffice Incident Management

Ian Humphries
bject: RE: Meanwood Post Office- Branch Code2€93232

i Ib

?m not sure why you have copied complaints into the mail, this is currently with the incident management team. Anne Allaker has
reed for the transaction to be cleared.

M please could you keep the branch updated

Ibrahim Kizildag

05 March 2015 11:17

{ GRO i

: ITSupplierManagement

bject: RE: Meanwood Post Office- Branch Code2693232

i1 Rebecca and Paula;

ranch haven?t had any response and their terminal is still down and PM said it has been down last two weeks, PM is not happy
nd she said she is loosing customers and wants a solution asap. I also haven?t had any response from ATOS also.

iKind Regards;
brahim Kizildag Team Leader

ortonwood Drive

Ibrahim Kizildag
i 03 Maxeh 201513202
i GRO i

ITSupplierManagement
ubject: RE: Meanwecod Post Office- Branch Code2693232

lease see attached email, 1s there any update for this complaint?

ind Regards;
brahim Kizildag Team Leader

rtonwood Drive

GRO___ i
GRO i

rom: Ibrahim Kizildag

ent: 27 February 2015 10:36

o: | GRO i
c: ITSupplierManagement; Kendra Dickinson
Subject: Meanwood Post Office- Branch Code2693232

took a manager call from Meanwood Post Office, branch code is; 2693232 . PM said one of the counter has not been working since
ast week and engineer visit has been arranged for last Monday but engineer failed to attend to this site , branch contacted
ervice desk and option 7 numbers of times this weelk but nothing has been done and service desk have not provided any help and
hey referred PM to NBSC and ask for a manager. Can you please investigate this complaint asap and provide a response to PM.
ervice desk reference number is; I6809136. PM is not happy and wants a resolution asap.
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i Paula and Rebecca;
his is the second case this week ,
rocess changed regarding service desk complaints?

ds;

ind Regar
brahim Kizildag Team Leader

BSC

Dearne House

ortonwood Drive

service desk referred branch to NBSC and their complaints have not been
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addressed. Has the

ate:05-Mar-2015 12:46:07 User:_Customer Call_
sFrom ATOSSDM12: ----Attachement RE Meanwood Post Office~ Branch Code2693232.msg -—--
email to supplier team

ate:05-Mar-2015 12:48:45 User:_Customer Call .
rom ATOSSDM12: 2015/03/05 12:47:41 GMT Log_Comment called i

i spoke to dale

informed

about the status.

ate:05-Mar-~2015 14:45:49 User:Sudip Sur
Start of Response]

TFS:A7711259 was raised on 24/2/15 in order
not sure why it has taken so long for authorisation to arrive!

inally we received the necessary permission yesterday 4/3/15.

have preduced a work around for

ive estate.

is has been resolved we will supply the necessary reconciliation details to POL
is also stuck along with the Health Lottery txn.

End of Response]

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

Response was delivered to Consumer

for ATOS to obtain permission from POL to delete

this issue and currently waiting for development to validate my solution before I implement on

“his Health Lottery session. I am

(using BIMS) for the Banking transaction

ate:05-Mar-2015 15:46:35 User:Sudip Sur

MSU please do the necessary reconciliation for the following:

his office was deing the following cash withdrawal txn for £70.66 on 23/2/15 @10:46.
he session also contained a non financial Health Lottery txn.

iThe settlement failed due to poor communication with the data centre.
dvised PM to pay the money out. Spoke to PM who confirmed that the money exchanged ha

back the recovery kicked-i However the Health Lottery APADC rec

esterday POL Branch Support team authorised us to remove/update the session.

oday I have carried out and completed the task. PM is now able to use the node again.
:Reconciliation needed for the banking transaction:

‘The cash withdrawal txn was authorised and PM said they paid the money out.

his will leave this office £70.66 short (cash shortage) as the session not completed
need to do appropriate reconciliation; transaction correction.

POL >d

The discennected session receipts were printed which

nds.

overy script failed and left counter

SU: Please send the call back to me once BIMs have been raised.
ate:05-Mar-2015 15:53:08 User:Sudip Sur
record has been transferred to the team: MSU-Indt Mgt

iThe Call record has been assigned to the Team Member:

rogress was delivered to Consumer

yrone Cozens

Date:05-Mar-2015 16:06:498 User:Sudip Sur
orrection:

MSU please note that
0-268323-4-4536297-1

it was a CAPC cash withdrawal for £140 and NOT £70.66.

ate:05-Mar-2015 16:12:04 User:Tyrone Cozens
Jjpdate by Sudip:-
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lease note that

it was a CAPO cash withdrawal for £140 and NOT £70.66.
-269323-4-4536297-1
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ate:05-Mar-2015 16:26:16 User:Sudip Sur
eference Added: MSC Task 043T0086258

ate:06-Mar-2015 10:48:23 User:Jason Muir
IMS has been sent to POL. Returning call to SSC.

ate:06-Mar-2015 10:48:39 User:Jason Muir
he Call record has been transferred to the team: EDSC
rogress was delivered to Consumer

ate:06-Mar-2015 10:49:50 User:David Seddon
he Call record has been assigned to the Team Member: Sudip Sur
rogress was delivered to Consumer

ate:09-Mar-2015 09:06:56 User:Sudip Sur
Start of Response]
he work was completed on Thursday 5/3/15 and advised PM that they should be able to logon.

M confirmed that everything was ok.

his call may now be closed.

End of Response]

esponse code to call type L as Category 95 -~ Final -- Advice after Investigation
outing to Call Logger following Final Progress update.

rvice Response was delivered to Consumer

have also advised MSU to do the necessary reconciliation and raise BIMS with POL for the Cash

Withdrawal txn for £140

ate:09-Mar-2015 09:06:56 User:Sudip Sur
LL PC0241242 closed: Category 95 Type L

ate:09-Mar-2015 09:08:22 User:_Customer Call_
all Reference:A7701255 Withdrawn by Consumer
ransfer Group from 'POA-FJ-PEAK' to 'POA-FJ-Service Desk'

ate:09-Mar-2015 12:44:29 User:_Customer Call
onsumer XXXXXXQTFS0Ll has acknowledged the call cloesure

Gen - Outside Program Control

 Customer Call -- EDSC

HNG-X Platforms -- Horixon Counter (CNH) (version unspecified)

~ Customer Call -- EDSC

09-Mar-2015 12:44 -- Customer Call
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