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mom i 05000 0 uu{\;uum

» Peak Inc1dent Management System -

Date:09-Jul- 1999 10 56:00 User: Customer Call %
509/07/99 11:51 uk058269 hshl Informatlon Amanda from th
requestlng an update,

support =

|Pate: 09—3u1—1999 12:11:00- User.Barbara I..ongley
AProduct E‘.POSS & DeskTop added

»‘ReSponded to call type Lias Category 38
,The response was dellvered to. Powerﬂelp
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"De{te‘ 09-Jul-1999 14:21:00 Usor:Lionel Higm‘an =
Itarget Release updated to PDR = CSR :

fpate:
E} Response -
1L am unable to download the complete \message store

d to the Team ‘QFP\ S
hqurs Saasnnhanan

|

E

’Date\ 13- Jul 1999 08:24: OO ‘User:Deleted t.!ser (Paullne Kenna febOl) Sl dicine e e

gF} Response : : ¥ ; : 3

zE‘rom looklng at the message store, it does apppear that user: SLUOOl was S ; 3 3 3

JLlogged on at both counter 1 and counter 2 at the same time. s e
17:22:55 SLU0OL logs on to counter 2 cau51ng S to be. logged of counter 1 ; .
17:25:42 SLUOOL logs on to counter 1 5 S s

x17‘28 37 SLU0OL produces CA and at 18:02 office is rolled from CAP 14 to 15
218.03 00 SLU00L is logged of counter s S
[18:03:31 SLU0OL logs into counter 2 -
118:05: 08 SLU0OL logged out of counter 1 . i

; ov1ng to EPOSS—Pre Dev for further \1nvest1qat3.on. % . S KPR 3

|[END OF REFERENCE 11783367] : - B . . s =
ﬁResponded to call type L as Categary 38 —Potentlal Problem Identlfled S
|

)
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|

|

|

|

]

|

|

|

|
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|

|

|The response has been flagged to the gateway team for validation i : : S :
[the call record has ‘been transferred to the Team' EPOSS- Pre«Dev s
Hours spent s:;nce call recelv‘ d: 0 hours . i S :

3-Jul- \1999 09: 52 :00 Usejr; Custome: Call
c@lléd for an

Pateriaout ‘1999 13:54:00 Uoor Deleted User (Mark MoGrath left Jul/OO) 5
[The Call\ record has been transferred to the Tea.m EPOSS Dev =

Team Mem.ber. Mark McGrath

[Pate:1a-oui- 1999 09:40: oo ‘User'sarbara nongley : ‘ = - eeeeee———
F} Response : Soad s
The Call recoacd has been ass:Lgned to EPOSS Dev Team Member, Mark McGrath

[END\ OF REFERENCE 11794225]
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esponded to call type L as Category 40 -Incident Under Investlgatlon
|The response was dellvered to. PowerHelp :

\vrogreSSed today Barbara‘could glVe n et a

Date 14—Jul 1999 69 45 OO User Barbara Longley
i Response‘:~ S 5 :
Have spoken
Development‘— potentlal problem has been 1dent1f1ed but stlll belng
lprogressed. Sue from NBCS was chasing for a closure date, but I 1nf9rmed HSH: o
thatt this was not p0551ble g

fwi
|
j
i
|
|
2
l
z

! ; i : : ; : SR
j PR % SR 2 T R L RN S e - AR 3 3 3 R
Z[END OF REFERENCE 11794289] S SR S Shniaamae e e e
|Responded. to call type L as Category 38 —Potentlal Problem Identlfled S ShbE T N 5
iThe response was dellvered to' PowerHelp ; o S : %

i

é

'F} Response ; o 5 i
;RoutinqttozEPOSS\FP:for internal:assessment;Qfgrec
|[END OF REFERENCE 11801248] Shoaaatena
|Responded to call type L as Category. 40 —InCLdent Under Investlgatlon
The response has been flagged to‘theigateway team for validation

Date 16-Jul- 1999 10 57 00 User.Deleted User (As;m Mushtaq febOl) R
[F} Response S = i
Response Category changed to 54 “at request of QFP.o e i Ralinay
[END OF: REFERENCE 11814834] : ~ .

Hours spent since call received: 0 hours e Shommne
The response has been flaqged to. the gateway team for\valldatlon i

‘Date 24—Ju1 1999 08 00: 00 Use

124/07/99 08:31 UK0631336 HSHI1 Informatlon Shaun at NBSC called for\an 2
lupdate advised hlm 1t was w1th

Edevelopment Siides

Date 30-Jul-1999 14 21:00 User' Customer Call

128/07/99 12:05 uk066121 HSHl Informatlon Sue at: NBSC called in for update
[30/07/99 15:18 UK061824 HSH1 Informatlon sue at NBSC has phoned cahSLng
lcall = and is asking when = =N s
! 1ll 1t be\resolved as. 1t has been open a long tlme now.

has not been updated desplte several requests
f“s now a menth old. = -
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Date: 04—Aug—1999 ]5 13: 00 User*steve Warw;ck Hrbaheias = e ;‘ S ShnTE GEmmaR RS R e 1
|F} Response : s e |
[Responded to call type L as Category 96 —Insufflclent ev1dence S Shime

[Hours spent since call received: 3 hours - S
[The call record has been transferred to the Team' EDSC :
IThe ‘response has been routed to the gateway\team for valldatlon; i S if Saimes S e

Date.OS—Aug-1999 10 52: 00 User.Delrdre Connlss
i‘lx authorlsed at RMF 6/8/99 for CSR

Date-ll-Aug—lSSB 09:54: 00 User: Customer Call
[11/08/99 10:46 UK061801 HSHl lnformatlon, shaun from
ladvised will edsc for :

%follow up - o

Pate: 11\-Aug-1999\ 0575500 Iocr; Custemer call
801 HSHl 1nfermat on: Spoke with be

IDate: 11—Aug—1999 10 32 00 User.Barbara Longley

|E} Response :

,Call curently w1th Pat Carroll dn EDSC = De1rdre Connlss (RMF) has added that
Jfix authorised at RME . 6/8/99 for CSR. . Sonmm = S s
|[END OF REFERENCE 12020601] i : 3 i i
[Responded to call type Lias: Category 40 rInCldent Under Investlgatlon s e
The response was dellvered to PowerHelp 3 i :

5

|
|
|
]

l

j

[Pate:20-Aug-1999 13:41:00 User:del (05/01 John McLean)
|The Call record has been assigned to the Team Member: \Nam Pandher
_Hours spent 31nce call recelved 0 hours

0 Usor:deleted Nam Pandher Feb02 |
ransferre ‘to the Teama EPOSS—FE

‘Date-23-Aug-1999 15 08 00 User Barbara Longley

I[F} Response : o
The Call record has been transferred to the Team* EPOSS~FP
é[END OF REFERENCE 12146739] 5
'Responded to call type L as Category 40 —Incldent Under Investlgatlon
IThe response was. dellvered to"PowerHelp Sl i
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[Pate:31-Aug-1999 09:12:00 User: Customer Call : 5 3

advised that there was a
JEix applled on the 6th August I shouldtadvlse SC of thls ,\
called Sue she Was unavallable. Wlll try agaln later

ser. Customer

Customer Call :
nformatlon sue: from the nb

TDate 07- Sep-1999 16 39: 00 User' Customer Call

207/09/99 17:34 uk061537 HSH1 Repeat Call’ Sue @ NBSC has called. AdVlSaed
fher that thls call was

lstilt under 1nvestlgatlon, Thlrd*llne were~chasedf

Pate: 20-Sep-1999‘09‘ 12:00 Usor: Customer Call

L20/09/99 10:10 uk066121 HSHl Informat;on, Spoke to Earbara Longley who w1lLttg

6rchase thlS call

tegory”40\e1nc1dent Uhdex
\Powerﬂelp : . -

’Date 21-0ct-1999 11 55:00 User: customer Call‘l i

221/10/99 12:44 UK061825 HSH1 Repeat Call: Sue from NBSC chaslng for an:
| ‘adVlSed Wlll chase 3rd

DoTe 21-05t-1959 1115900 User" S = =
9 1 49 UK061825 HSHl Infermatlon VDlCed ssc for update, they shall

|
|
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‘Date O3-Nov-1899 15 53‘00 User‘Deleted User (Dav;d Llnten Oct/OO)

i Response s = s

[Brian, 1 bave tested thlS in CSR+ & CSR and you can 1nfact log on to two
icaunters at the same tlme Please could you have a look at this problem\far
hsers. 3 R : S S X S
OF REFERENCE 13226249] - L

'Responded to call type L as Category 40 —In01dvnt Under Investlgatlon
|The response has been flagged to the gateway team for valldatlon B
|the call record has been transferred to the Team. EPOSS Pre Dev B
lHours spent since call recelvedf~0 hours SIS S

zThe Call record has been a551gned to the Team Member Brlan Orzel

"We

|31/08/99 10:08 uk035390 HSHl \Informatmn; Spoken to Barbara at EDSC anaisﬁé“
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ate lO—Nov—1999 09:01: 00 User\Llonel ngman
[the call references have been updated: They\are now:=
ORIGINATOR : Phelp S
[Powert e E-9907070288 .
|t ATO298L

oa User: CustamerfCall =

‘Date‘os—nec—lsss 16 28: oo User.Barbara Longley
linss Response;.: S S : S
Have emailed Brlan Orzel din EPOSS Pre Dev asklng him to update thlS call
|LEND OF REFERENCE 13886307] i -
fResponded to call type L as Category 40 —Incrdent Under Investlgatlon
|The response was dellvered‘to* Powerﬂelp\ = S S

; Date: 02—Feb -2000 11:36:

bv1nq to Escher-Dev a
ECoordlnatlon Meetlng St 3 Shamnaaen 3 2
¢CALL PCOQ27581 Prlorlty B: CallType L Target 14/07/99 10 40: 38
[The Call record has been transferred to the Team: Escher-Dev S
|Hours spent since call recelved'{.l ‘hours: 3
:The Call record has been aSSLQned to the Team Member.‘Brlan Orzel

'Date 16—Mar—2000 12 01: 00 User.Del(04/03 Brlan orzel)

ﬁSorry for the delay which was: due to- pressure of work. Sy

|L have reperuced this at Bulld 223 so it will continue to be an 1ssue
EThe lmplementatlon appears to have changed,~so it will requlre retest.
% rltlng to Escher w1th ‘the: ev1dence -attached to this call today Brian
INew ev1dence added - Commented message store extract S .
The Call record has been assigned to the Team Member.‘At Escher L
EHours Spent 51nce call recelved 2675 hours : SEREER S Emanse

[EMPTY 25/05/00 08:45 uktemp27 HSHl~Informatlon. The Call record has been e
a551gned to the Team Member: 3 AREAREARS 3

|

|

|

i

| - . - -
gDate‘25— y€2000~07 49 OO User. Custcmer Call

]

|

]
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At-Escher - S !
[3/16/2000 13:01:28 - By Brian Orzel o s
Hours spent since call received: 6.5 hours =
15/18/2000 15:58:15 - By Llonel Higman oo o
Target Pelease updated to CSR- CI4U1 L

Fatc:16-0un-2000 14:46:00 Uscr:Lionel ngman =
arget \Release updated to CSR-CI4L1 -

~Jan=2000 12:34: oo User.De1(04/03 Br;an Orzel)

“Dave at Escher. = s : SIS

Dai:e 04 Jul 2000 10: 24‘ 00 ‘User. customer Call
04%07/00 11:22 uk079680~ HSHl Informatlcm;

Date 04-Ju1~2000 12 28 00 User‘Deleted User (Anna Croft Sep]OO)
E‘} Response = i S N :
[HSH are cha51ng for an update on thls call\ S
lcall currently At-Escher - Escher Dev =
[END OF REFERENCE 19723002] :

/

|

i

| SR SRS % S 2 3 RSN
4Responded to call type L as Category 40 —In01dent Under Investlgatlon SHITSe e e e 5 S
[The response was dellvered to: PowerHelp ; ‘ : SHmaE S ‘-

| : S =
|
)
|
)

ate 10 Jul 2000 14 05: 00 User: Barbara I..ongley S 5 R
F} Response : S s
Call currently with Escher Dev = } e e Sha
05/07/2000 10:05:34 - By Llonel ngman : i
[this PinICL has been assigned a CS categorlsatlon SFC (fix for first
jmaintenance release). Target Release set to. Ml to Ieflect the categorlsatlcm
105/07/2000 10:05:34 ~ By Llonel ng’man . S 5
[farget Release updated to M1 e ‘5: .
[END OF REFERENCE 19953865] = A 2 Wi SR = - - R A R 3 5

Responded to call type L as Category 40 —In01dent Under Investigation = S e Sain
Ithe response was. dellvered to: PowerHelp e - Siimiea SIS e e

Date 26-Ju1 2000 14 06 00 User'Barbara Longley 3

] Response : i
14/07/2000 08: 07 34 — By Brlan Orzel - Escher*DeV( =
Email from Escher i Issue Stlll open Brlan :

[END OF REFERENCE 20516599} : R :
Responded to call type L as ‘C tegory 40 —In01dent Under

- ‘Ueer‘Del(OA/OB Brlan‘or;el) . :
er al communlcatlon that a race condlt;on had been found a d flxed in an 223

Now formally fixed in Build 223 update 19 which was released overnlght Brian

Date 15‘ Sep-ZODO 08 07: 00 ‘User.Del(04/03 Br:.an‘Qrzel) S S B S SRS SEEta S “; : = ‘i
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The Call record has been transterred to the Team EPOSS~Rel e S e S
Hours spent since call recelved 3 hours = S e e e

Fr Response ot
Link testing WP9903 SN
I understand from the llmlted 1nfo above, that a user,

ig himself on to

may
|the system at a gateway and slave counter ati the same. tlme Assumlng there oo
are no more subtle 1ssues here, rlposte 19 has made no change to this fault : 3 iR : : :
I simply: entered a User! s name and password\at both counters and selected Sihame e e

enter. 1 was logged on at the gateway and slave. =
[END OF REFERENCE 21904812] e
|Responded to call type L as Category 50 ~F1x Falled
|The response has been flagged to the gateway team for val;datlane; .
§The Call record has been transferred to the Tean

|
|

|
L

|

i

!

]

|

]

|
o
gk
|

}

|

!

/

|

]

}

|

]

!

:Date 27—$ep-2000 20: 42~00 User'del(05/01 thn McLean{
IThe Call record has been assigned to. the Team Member

[Pate:27-5ep-2000 20:45:00 Uscr:del(05/01 John McLean)
;The Call record has beenit ansferred to the Team Escher—Dev

ave already lnformed Escher :
The Call record has been transferred to the Team’

[pate: 04\Oct—2000 08 38 :00 User: Cllfford Sawdy Siomi s eS T e s s e S s e s e e
F} Response = St S - RS 2 : < daavs :
[Link testlng WP9903 at Rlposte Sp S e :
No- change. Same user logged on at ‘both gateway ~and- slave 51multaneous1y. B
|Please return to Escher for 1nvest1gatlon Lo ; e e Tane -
[[END OF REFERENCE 21995221] : S = = S
Responded to call type L oas Category 50 ~F1x Failedi i aiiaa s s s i Shalmaa R

IThe response has been flaqged to the gateway team for. validatlon = RS

IThe Call record has been transferred to the Team' QFP S S

Hours spent since call recelved 0.2 hours e =

iDate 04—Oct—2000 14 33: 00~User*Gareth Jenklns SEoiEn

zThe Call record has been a551gned ‘to the Team Member~‘Br1an Orzel

5Hours spent 51nce call recelved 0 hours
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slmultaneous logon at Update 2 The window
*<1t\was?not hard to reproduce. Brian = S e
added Example of dual logon at 223 Update 20

fthe ca1ll ‘record has been assigned to the Team Member:

EHours spent since call received: .4 hours B

;‘111 not\be addre551ng this issue. S

T will try and lnvestlgate further, ‘and

Ithe call record has been assigned to the Team Member B
:Hours spent‘slnce call recelved.‘ﬂ hours ; e

fThe call references have been updated They aie
'ORIGINATOR % Phelp R 3
:PawerHelp~J E—9907070288

'The call summary has been changedtfrom'~
Refferlng to call from Mr Lul, is concerned that W

iTarget Release updated te\DTL = unknewn
| 132 "By;Lionel Higman
fThe call references have been updated They are now
OR: Phelp S 2 :
¢PowerHelp 3 E 9907070288 i
AIO298L
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T Other T 510 24701701 09:34 uk081626 HSHl Informatlon‘ 23/0}/200} 10:11:16
= By Lionel ngman = : - s &

{The call: references have been updated T ey are nQW‘ S
|
|

JORIGINATOR
PowerHelp
%Acceptance~ln01dent

[pate:13- Feb—2001 14 33 OO User.Del(OG/Ol Rebecca Berger}
The call references have been updated They are now. S
;ORIGINATOR Phelp o S

[PowerHelp : E*9907070288

g‘Cceptance Inc1dent 3

AOther Hi e

{r other : Post M1

[Release pintCL :

Date'lO—Jun—2001~19.30 00 ‘User: Customer Call
10/06/2001 11 22 59

Responded tQ call type L as Category 501 le Falled L s e
The response has been flaqged to the gateway team for valldatlon SREE : 3 3
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:Date 13—Jun-2001 08:41: QO User: L:Lonel ng'man
ETarget Release updated to DIL - unknown =

Dete T14-0un-2001 13: 5200 e Llcnel ngman
Target Release updated to CI4SlQR :

"Date 21-Jun 2001 10 47‘ (o]0} User Barbara Longley
éF} Response wa = 3 :

iDate 13-Ju1—2oo1 oa 59‘00 User Barbara Longley
ey Response S Soiiiaaes
The Call record has been transferred to the 'I‘eam' Escher'*Devf

|Pate: 13-Jul-2001 11:19:00 User*Del(04/03 Brian Orzel)
lthe Call record has been transferred to the Team- QFR ¢
Defect cause updated to 42 Gen = Outside Pathway Control
lHours: spent s;_nce call recelved 0 hours SN
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Date:13~- Jul —2001 13:23:00 User:Lionel Higman 3 :

Brlan, I have now dlscussed thls Wlth both you and Mark Scardlfleld Thls lS =
clearly a bug :m the Suppller sicode and as you say, management pressure must
Jbe brought to bear as necessary to make the Supplier accept and respond Hol
that fact. Flrstly to that end, can you demonstrate that the problem still
ex1sts in the latest Rlpeste release and: recard your f:mdlngs in this PinICL,

] he Call record has been ass.tgned to the Team Member
;Hours spent 51nce call received: 0 heurS\ 5 :

'Date O7-Aug—2001 13: 12‘00 ‘User: L:Lonel H:.g'man S 3
;Target Release set to BI \2, \prlorlty set\ to B follow;Lng Escher PlnICL Rev1ew

§1§espDnded to call type L as. Categary 40 ‘Incnient Under Investlgatlon
The response Was: dellvered to PowerHelp .

'Date 07- Feb—2002 09 16 OO User Del(04/03 Brlan Orzel) ~‘
;'F} Response H o = = =
IClosed at manaqement request (Ian s :Lnstructlon w1th\ no objectlon form M:Lk)
M \Lul is no. longer employed by the Post Offlce and has not been for some
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