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- PeakInc1dent Management S stem

PM adv;ses that the transactlons taken after‘\thls one,
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EQf thls problem (monltor / keyboard replacement)
xInvestlgatlng dlsappearance of these transactlons
,LEND OF REFERENCE 25751908]

! 17/04/01 v~17 47)
EPM rang to say that he has had “the keyboard and screen
d & S i :

fstamps on screen. totalllng £38k07 T :
'om reports that the Fl key does not appear to be faulty
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Date 18-Apr 2001 13 :42: 00 User. Customer call\ s ‘ s :
EMPTY 18/04/01 14:42 uk079831 HSH5 Informatlon: I have been adv1sed that
ﬁroblem may be due to enviromental Saibiaidaiae : RTINSO SR
|issue & maybe 1nvest1gated as such - : : : S
the pm reports that the PO is next door to the local

;ay\have\x—ray machlnery ete = could this be a p0551b1e f¥

cause for the phantom transactlons etc or 1s 1t more llkely a
lsoftware problem S
thanx 18/04/01 1 45 uk079831 HSH5 Access Tlmes.‘mon to frlday'—

access)
ednesday‘ 2
saturday'— 0

upda;esf

|Date: 19-Apr 200 17:29:00 User. Customer Call R S :
[EMPTY 19/04/01 18:32 uk081614 HSH5 Informatlon‘ spoke to pm to agree'call >
closure pm is under the - = o S
1mpresslon that a enVerme tal team 1s

land resolve thlS lSSHe SR G

IDate: O—Apr—ZOOl 08 58 OQ User.
Er Response S
See preVLQus update
LHSHA) as requested
[END OF REFERENCE 25795291] 3

Responded to call type Las Category 68 —Admlnistratlve Response
Hours spent since call _received: 0 hours ; :

IcALL PC0065021 closed: cétego{ry 68, Type L
The response was dellvered to \queggelp

Ipate: O4-May—2001 08 : Sa
CALL PC0065021 Reopened Thls 1n01dent has been reopened‘

ti T have spoken to Les Betts\ln reqards to thlS Heo adVlSeS
Ithat Romec can go to site to check out the office, although
Z e cannot do a full envlronmental survey Passlng call to
zUKSSZ as agreed : i S : :
j20/04/01 10:18 uk061537 = :
gReOpen OTI: * NULL TEXT SUPPLIED *
i

120/04/01 16:36 uk080127 =
Informatlon. romec to attend 51te 25/4

p17oaz01 1
Information: pm is
card and it came up
23704701 11:24 gb082422

g 106 qb083557 .
?

gInformatlon* PM calllng thls morning to Ieport» :

1 : Sanme
]

eportlng he had a transactlon of a. £2\quantum gas i
on the system as a £2 tv stamp :

system -
1on 21/04 at\apprOX‘lO 15 Pm put a bus glro dep051t 1n the
stack she ~continued to the ‘settlement screen where the
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Counter a1 S
23/04/01 14 00 GE082294

‘a\p an a f011 through on the gateway counter the valu S
as £41 75 but when the 1temrappeared in. the sale stack l S

51nce yesturday
wrll update the*ca 1.

Inode 2 S clerk logged 1n as normal then got message Lite
lcard trans. npt completed' she pressed ok & reclept was‘
orinted. i & :
APS no: 022671 dated 24/04 12/O3pm zero amount-\
30/04/01 17:50 GB082476 o S
|Repeat Call: THIS IS AN UPDATE “FOR YESTERDAYS CALL MADE BY THE PM.
UPDAIE 1s BEING ADDED NOW AS POWERHELP SERVER WAS DOWN YESTERDAY.{
Call was taken over by STSA Donna Moulds and the
followlng lnformatlon was manually logged -"‘~ S
PM\would llke to add to the current complalnt that

the transactlon was not on: screen. PM rebooted Lthe. prlnte
and a recelpt for thls transactlon was prlnted_ Now the

im before the end of
It ‘has now passed
h been done :

|
)
|
|
|
|
|
|
!
/
!
|
l
It
|
I
%
|
|
!
e
1
I
ref\lnvestlgate any proble
Z of the month, anbd‘eti;lcgo;
201/05/01 09:35 GB0O82476
[Information: PMrfeels that the systemj is unrellable
gthls system : 3
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lo1/05/01 09:36 '68082476
PM wlshes

Informatlon*
! 1thrth1ngs
departments rom thls

: 11n order to speak s

spent on thls problem ls\not aTsatlsfactory standard of servlce
30/04/01 17 50 GBOB2476 SN

‘Lle gettlng thls 1nformatlon the RNM hung up the agent
Jdid not have chance Lo get a contact number for her. 5

RNM called chasxng progress report on complalnt call
91/05/01 15 25 uk059697 = &
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loffice: =

291/05/01 15 38 uk059697 : :
{Informatlon Seeklng advlce from: Julle Welsh S
101/05/01 15:45 k059697 i : : : R :
2Informatlon‘ Have left a message on Ki Barnes phone to contact me w1th 3
lregards to Lhe\enV1ronmeutal problems and tbe resolutlon 2 3
201/05/01 1 ~
ginformatl i Barnes advlsed that she w111 contact the RNM later today. S
101/05/01 16:37 uk059697 S Sihand :

gInformatloni updated the RNM to expect a call from K

102/05/01 14:12 uk052436 ; B

Informatlonﬁ Romec have been to 31te today and fltted shleld d. cabllng

lcarry out further tests and adv1se resultsu\
02/05/01 1 : :

17 uk081096 8 i
{Repeat Call. PM called ln\because the screen has crashed durlng hlS -
halance o . has got the blue stop screen error oo
zStop hotice is 0x0000000a (Ox000000f93 QxOOQOOOlc, T
‘OXOOOOOOQO Ox8014f457) S 3 2%
Adv1sed PM to reboot so he can contlnue w1th the balance

02/05/01 15: 19 uk081096 5‘ PR S S z
Repeat Call: PM wantS\lt ‘noted that a romec\englneer came out to SltetSE
tqday, he has replaced the red ‘wire between the two base unlts‘ :
ith a wire that was 1n his van because he sald 1t was %
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é 1tnessed further phantom transactlons Whllst on s t

"ust\wants this iogged as\part‘of hlS complalnt =
2/05/01 15:50 GB082203 .

‘foxmatlon~ pm called to say that he
ith counter 2 and link to gateway. :
P reported that clerk had 1nputted a green glro trans on.
ounter 2, a couple of minutes later the weekly report was
Jrun on same‘counter and the: transactlon for £63 dld not show,
they then ran the report again. and the txansactluon showed

dlfferent system..
03/05/01 09 31 gb083646

in on the cash account report
| 0lced through to deml at hshS regardlng the problem ~he

I am unsure -as to what tO‘dQ w1th
thlS call now. Romec have been to 51te and state that they s i
Mhave actually seen the phantom transactlons, ‘so it is not oo
just the PM's. wordtnow. They have fltted\supressors to the kit
but the PM is stlll hav1ng problems As yet there has been 3
no:re—cccurance to. the phantom transactlons but there Stlll

ReOpen OTI :
IF} call detalls




POL00029224
POL00029224

Date:04-May-2001 13:18:00 User:Diane Rowe SR Ll G
The Call record has been aSSlgned to the‘ Team Member.‘}‘?a!‘:i SonhRES Shae . R S

;probliem -

EEM\ Sald that ‘the cursor was. ~about 2 cm. away from: where\ the =
cPM was presslng When i was on. the phone ‘to the PM the touch
“screen ‘seemed to be warklng fine, Adv1sed PM tQ callbrate‘
:the screen and also clean the. screen. . ~ : S

fPM flnlshed the whole transactlon and then perfom =d a new
jreversal for the tv 11cence sess;on 1d from\ the re: rerﬁs‘\al‘;j .

lbaterio- un-2001 08716100 User:_Customer Call_
Ibate and time. complete- 10/06/2001 08: 55:23
%Servu:e Complete (Conf;rmatlon) Recelved

reopened




| y‘Paf~Carroli at 1

dvice and

;occurrlng, the llkely source belng the screenef‘: X : 3
‘Thls has been seen at Old Iselworth (OI) and Wawne (W) w1th OI belng the best

‘COrrepsondlng\evldence of elther routlne system act1v1ty\or human
£1nterference,~the way forward now is to correlate. this with the Mlcrotouch
supplied monltorlng saftware and to this ends Wendy is arrangmng for 3 :
ilnstallatlon of Kit at O on frlday, We ¢an then, prov1ded the PM agrees
’leave sScreens on over the weekend and record w}at ‘happens.

| re that we
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Date:11-Jul-2001 10:55:00 User: Customer Call T
[EMPTY 11/07/01 11:27 GBOSZBOS HSHl Follow Up. PM wouLdllike~to\add this
fault to the current log. = = TN
IpM had put a transactlon of a BT blll @ £13. 61, when the~ ;1 S s
stack came up, a TV Llcence and a £2 TV Stamp “had appeared in 2
lthe stack also Keyboard was not used. Transactlen was oo 3;1:‘;; >
Jecompleted and reversed later to gain a transactlon reference.
[He has kept the scanner lead out of the way. = ; 53 : :
[Transaction Ref - 1-296169-1. 11. 07 Ql@lO 21am \;:5g Shnh ;5 Samain
Reversal Ref —296181 1 e i

Date 24- Ju1—2001‘1o 11:00 User: Customer Call nmEasa RS
EMPTY 24/07/01:11:09 gb064469 HSHl Repeat Call Pm\reportlng another problem
1th P&A transactlon.f
S was flnlshed, but it dldnt
inted a recelpt and it sald
)T cheque from cust £97 04 Cash to cust £194 08
|Done at 10.21am, stock unit AA, user\ZHA901 3 o
PM wanted thxs problem noted as ongalng problems whlch are

Date 30—Ju1 2001 12 27 00 User- Customer Call

|EMPTY. 30/07/01 13:20 GBO83018 HSHl Repeat Call PM called back PM

that he. scanned a p&a docket thlS :

lprought up the £15:50 Child Beneflt\and a cheque

Jwith a total for payment £330 e =

Sesslon Tdi2= 315618*1:

[Time - 09:37

luser BCAOO1 1 > ;

IPM also reports that some‘"Scannlng EqUmeent" has been i

|set up near the second ‘counter has now switched form its

normal screen to. Control Panel. PM would llke thls V01ced;t - Pat:
n case it causes a problem.

IThis change on the Screen\happened just after\thls phantom

transactlon went throuqh R S

pate: QS—Aug—ZOOl 16 23 00 User\Barbara Longley
F} Response;: S 2

iz and Towill paste into call.

[ENDeOF REFERENCE 272192521 U : 2 =
Responded to call type L as Cateqory 40 *In01dent Under Investlgatlon
The response was dellvered to:: PowerHelp T :
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Date.07-aug-2001 08 23'00 User Barbara Longley
F} Response : b
Hall called wlth the 1nfermat10n that a‘Chlld\benlflt trans
@£25 85 = £77 55 trans ref 1—318966 2 :
lhas also got trans 1- =318968-1 attached to it whlch is a chq for
Jtrans was done at 1530 on gateway counter user zhaOOl 2 :
Ehanks Eeccy S N : o
[END OF REFERENCE 27222331] Soin I. - =
Responded to call type L as Category 40 —Inc1dent Under Investlgatlon

zDate~13—Aug—2001 12:12:00 User: Customer Call
EMPTY 13/08/01 13:10 uk083110 HSHl Informatlon
system is being. monltored and at 3 3
|the moment has stopped monltorlng, was\adv1sed to- call and
Elet us know,‘volced Barbara Longley and advlsed to update call

Date 14¢Sep—2001 14.48 OO User. Customer Call o R
EMPTY 14/09/01 15:50 GB082316\HSH1 Informatlon“"
call pm had become dlsconnected E

Efrom llne = :

Date:24-Sep-2001 11: 31 :00 User* Customer Call\ = s
EMPTY 24/09/01 12:31 uk084337 HSHl Informatlon' 1 called as her system sald s
that it was. prlntlng a report Sl =
for 20 mins and she wasn't even prlntlng a report, she. trled

to settle a transactlon to cash and that came on scre;n

Date: 12-Nov-2001‘09 48 00 User.Patrlck Carroll
IF} Response 3
|Phantom Txns have not been proven in c1rcumstances Whlch preclude user. error =
In all cases where these have occurred a user error related cause can be
attrlbuted to the phenomenbn s o =
|L am therefore closing this call as no fault 1n product S thn
[[END OF REFERENCE 28112231] e
Responded to call type L a Category 62~—No fault~1n product e e
Hours spent since call received: 200 hours : : 3 S : 5 R |
JCALL: PC0065021 closed. Category 62, Type "

‘The response was dellvered to.\PowerHelp T
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