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Call Reference 

Release 

Call Type 

Contact 

Target Date 

Summary 

All References 

Progress Narrative 

te:20-Mar-2006 10:37:23 User: Customer Call 
T.T. PC0133634 opened +: .• 
tails entered are:-

gtt,+ti 'e09'SaR ~~`.4 wlww ~s. 

mmary:missing data on Wigan and Bootle for O< 

11 Type:L 
11 Priority:A
rget Release:BI_3S82R 
uted to:EDSC - Unassigned 

to/Time Raised: Mar 20 2006 10:29AM

iority: A

ntact Name: Penny Thomas 
ntact Phone GRO
iginator. Phelp
l.gl_RatDY t 9 reference: F. D6032011374
oduct Type: ADMIN 
oduct Serial No: 

oduct Site: PATH051 

20/03/06 10:29 missing 

20/03/06 10:35 062523 
Information: security 

20/03/06 10:35 SYSADM 
Open OTI: Automatic Op 

***Updated by Jovan Vr 
20/03/06 10:35 062523 
REASSIGN: Call # E-060 

Group SMC7-Distrib to Group EDSC1 

:20-Mar-2006 10:41:59 User: Customer Call_ 
Y 20/03/06 10:38 062523 SMC7-Distrib Information: as requested by caller -call to be assigned to SSC. 

Date:20-Mar-2006 10:44:47 User:Lorraine Guiblin 
ProduOL EPOSS & DeskTop -- EPOSS added 

~~~~a t Y' ~Z~~+~a`~gF ~~. ~~ 7•-. ~cl~r^ ~ mi :$~ ~R~+''-~r' ~~i.,~ti4ict~ ~~2 1a^t ~"+m3'~~~'~a~e~cs'.~ ~,~`~'h~.'~'? xka'~ tl~'~d~^v~£.~t~,»a: :: 

Le:20-Mar-2006 10:45:07 User:Lorraine Guiblin 

e Call record has been assigned to the Team Member: Clive Turrell 
ogress was delivered to Powerheip 

te: 

route to Audit 

set: dive 

:20-Mar-2006 10:50:17 User:Clive Turrell 
Call record has been transferred to the team: Audit-Day 

ress was delivered to Powerheip 

IDate:20-Mar-2006 10:53:34 User: Customer Call_ 
MPTY 20/03/06 10:51 534768 CFM1 Information: Please Note: This call should have been logged under path : a , 
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- PO A Secnrity 

e:20-Mar-2006 11:32:48 User:Oddette Moronfolu 
dence is attached in the form of messagestore.dat files for both servers where the rnissinq sequence numbers were found. 

put from RQuery has also been found in the form of Excel spreadsheets. 

missing message numbers seem to have occurred on or about 8am on the 14th Oct 2005, for both servers but the gaps between 
se message numbers seem to vary even though they occurred at the same time. 

need an investigation into the possible cause of the gaps happening at both servers at the same time on the same day. We wi l l 

o need to know if there is any other possible way of getting the missing data from other audited sources. 

:20-Mar-2006 11:33:52 Uu' r :Oddette Moronfolu 
ence Added - Wiga0 outs: 

te:20-Mar-2006 11:38:52 User:Oddette Moronfolu 
idenc Added - r is I03 Gst: 

te:20-Mar-2006 11:39:29 User:Oddette Moronfolu 
idence Added Bootle 104 (is .

:20-Mar-2006 11:40:29 User:Oddette Moronfolu 

once Added - Bootle 107 Gaps (again R,;_ 

:20-Mar-2006 11:41:53 User:Oddette Moronfolu 
Messagestores failed to be added, i will bring the disk up to tre SSC, it will be quicker 

te:20-Mar-2006 11:46:01 User:Oddette Moronfolu 

e Call record has been transferred to the team: SSC-4th 
ogress was delivered to Powerhelp 

Date:20-Mar-2006 11:51:17 User:Lorraine Guiblin 
The Call record has been assigned to the Team Member: John Ballantyne   

sww~ a 
Progress was delivered to Powerhel e h' ~f~~xca w nre

#~Y 4 p a~ ti

1)nte:20-Mar-2006 14:46:12 hoot :John Ballantyne 
The Call record has been transferred to the team: EDSC 

te:20-Mar-2006 14:46:33 User:John Ballantyne 

e Call record has been assigned to the Team Member: John Ballantyne 
ogress was delivered to Powerhelp 

llateo:20-Mar-2006 14:50:08 lser:John Ballantyne 
[Start of Response] 

Extracted data to the Users work area on the Archive/Audit server contains the required data. Recommend that the application 
extracting the data from these files is examined. 

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

Hours spent since call received: 0 hours 

Date:20-Mar-2006 14:50:26 User:John Ballantyne 
The Call record has been transferred to the team: Audit-Rev -

~ hrx 
_ ... " ec' 

`_"^ti *x. IN ~. ̀ M ''0 ✓~ - aa. y .m an ~+~ ' The Call record has been assigned to the Team Member Oddette Moronfolu
rrogress was delivered to Powerhelp . .::.: a: w, •~q&x E. , 4 3Y m? >,,s 6 ks-t~ir '.

Date:20-Mar-2006 15:33:07 User:Oddette Moronfolu 
John has found that the data does in fact exist in the message store. 

te:20-Mar-2006 17:28:33 Ucu~r :Oddette Moronfolu 
e last coranent should have read: 

ohn has found that the data does NOT in fact exist in the message store." 

waver the Message ID's missing from the message store exist in the retrieved TMS files Then they appear to be missing once the 

nerate messagestore process has completed. `  r z r7 iasa a ?~ a ~i  ~ti a •;. 

e Generate message store is created from "Agent Load Audit _Data.exe"created by the Agents team. It takes the TMS files ana 

rns them into a messagest.ore.dat file for use by RQueryTJK (an audit. application). 
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The. TMS file containing the message TD's has been identified at "FN01 TMS C1nst.e.r2W W_5_20051013_18151400_VO01.arc this has been 

ride available to the Agent team for diagnostics.

TM l g$K,l̂ s 1~9w5~~'tiT'• m !•t ga. i",c`~' \'+ 
.~.. .~::_: .:•?~: - 3° •~::.:~.:;~,.:::~. sy~ _ .w.. ~ : z.. mss_. ,~`,'-~`>.. 

.:ate:20-Mar-2006 17:31:28 Uscr:Oddette Moronfolu 

The Call record has been transferred to the Lear::: TSC-Dev 

The Call record has been assigned to the Team Member: Anne Mohan 

Progress was delivered to Powerhelp 

Date:21-Mar-2006 10:03:32 User:Anne Mohan 

The TMS file mentioned above has been found to contain a record with some non-ascii characters in it. These characters are 

treated as End-Of-File by Agent_Load_Audit_Data causing the agent to stop processing that file and move on to the next - hence 

the missing records in the reconstructed message :tore. 

The suspect record is for Group-5868, Id-3, Num=2242256 and the hex character 'lA' occurs at the end of attributes CuR, TI),

and RawData in the record. We think these characters may have come from a bar code reader. 

e have reproduced the problem on our development test rig. It is; not clear at themoment what the remedial action should. be 

xS•a+ l $'"''f~` ^~'' .t • `°64~„Yi.' `ra " , lr~, ''(. r'~` 

t x 3 

~..,~~•,"„}i _.:> \'a,_'`,, .. _ ~ ~: ..es..~+ `~ "4`~>'?..•e,,C ~'~,:,,:~.~.~. _~i`a=;%:~ Y'~~4~., •;~rxc~~:3~.,~,.,`~. ~* < ~~>~~'~. *r?§~'"°~~:~s~~'v~' 
r.~m~'ei~i~'F ~;AYw~+'T~fikj lL'^~r iutr~~+> a~: 

.. ... .. ...... 'ate... ,._.,_... ... .~ ....:......:.~.;.,;:, ;:~:;,:..,._ ....__<' •~~~ :~~ ~~„ 
yP~•. a. •a,. _;~ „n; - ;" 'tau•' >r~ 

,^~,.: 
~, , .. ... , ~.~'~,.. .. ,,., 

yy
\ _~:, ....,~~ .';ti.,

NN
s~~.. .,.:~~..~.,..~`~x • . ..\..:> .~ ~:~~i. ta•.,...~d..\~'.~, ~~~ ..i+s..Ma~ ~ .'L~:?~.: ,<~..,:(:L.l._,).` ~~~.'~.'~"•,.. ..a.... -,..1.t .k~~+As,;. .~~ ~n~a.,..: 

Date:21-Mar-2006 10:14:35 User:Anne Mohan 

Evidence Added - . . . r_i .h;r- 

Date:21-Mar-2006 11:45:54 User:John Rayner 

The investigation is continuing to discover: 

1) where the offending hex 'IA' character came from 

2) whether the audit utilities can be amended to handle IL 

However it should be possible to circumvent the problem by removing the offending record, which is not part of the audit d I 

that is needed from the audit file : FNO1 TMS Cluster2W W 5 20051013 18151400 VOOL.arc. 

It should then be possible to run the audit utilities and obtain the required data. 

It does not look as if the audit file contains any other records with a hex 'lA' character. 

~E . ' eF A~ti , ~1 ~ ~ 1~^a *r i~ n~q~ , ...... .... .......__... ....... _ \...>~:.,.... .....:~.\.,,~...., w .,. . .. ..... ... . :_ .: 
~ ~. ,ka>m\,Z~stb A^ms ~aato &Y~cq!13Tsc~c.WM~... a.,a~,5,c~k *a akarer 'z.-::: 

li.,t. c; :21 -Mar-2006 16:15:18 tJser:Rex Dixon 
The Call record has been assigned to the Team Member: John Rayil,

Progress was delivered to Powerhelp 

Date:22-Mar-2006 08:30:09 tJser:Lionel Higman 

The call Priority has been changed from A ". - "' \ 

k - ?;,; _ ...~.•_. ;S.i-`,.: - A _ •,e -tea ,,.. . ::: .•:;,
oa>»^ .r~; ~ ~ . ~3x Si -,,.a"~ v' ; i   •a.l'  . t  ;~: ~.+,~ r,\p~ .CE :g~ ,.

1. a •7v Ya C ~ \ ~%, ., \ r= ,~>.A+ a ,:k.... ...,~Rzc xa.~:.c. .' „s.~s..a,. k'=s•,,_• su.;~°

Date:22-Mar-2006 08:32:05 User:Lionel Higman 

Priority reduced based on the following mail extractfrom John Rayner/Oddette Moronfolu: 

The priority of this peak can now he lowered as agreed with Brian Pinder. 

Date:22-Mar-2006 12:34:51 User:John Rayner 

Target Date/Time updated: new value is 31/03/2006 10:37 

Development Cost updated: new cost is 2.5 (Man Days) 

[Start of Response] 

The immediate problem has been solved by providing an copy of the audit file with the offending record removed on a CD. 

It is proposed that a complete solution should be provided by producing a version of Agent_Load_Audit_Data which reads audi t 

files in binary mode. 

Such a version of the program will see the CR + LF pairs in the audit file and will have to remove the CR. 

in experiment has been run to prove this approach and load a message containing the hex'lA' character into Riposte. 

FIX IMPACT 

IMPACT ON DEVELOPMENT: low 

IMPACT ON TEST: low 
r 

se

IMPACT ON OPERATIONS love  . .: o h c , .:. 
3 x v g

Zad`l`L ~ e.,,*' '~' ,.%. P; •*Sr 8jfl
RISKS (o. releasrn and of not releasing proposed fix[ 4..,y;•
The proposea fix is low risk. -.a~a~'~>, •~.a~§.a ~~;,~. ~~ ~' ~~~:.'>:" ~ac.,. ^ '~:`.,x,:::ie::::i.\c=:::L~c, ca,..~:: 

The risk of not releasing the fix is that similar incrdenta wail''sCeur'aild r2 
c~,La\ciiii iiimc •• zIuxre individual''3nvestcjati8n3:`. eee~c~Eteee~ffi..'eeee.deee.t~ee 

........................................... 

[End of Response] 

Response code to call type L as Category 42 -- Fending Product Error Diagnosed  a a\ a \\ \\~ -\\\ a\ ear . atitaittaitta8itatit. 
Hours P ,S e nt since call received : 0 hours ;  - >~Liv>Ltt~iv'~ttt a~ttLraa t;LitaeiieLtawtLz~a>.t ez .i tt i>Litteia>L"tee" -Ltttix: iiea>Lt ti? ' 

T. •;  tai x.:`~= , 'n, ~? C 4'~`~A . . R•. .I a. . ,~ ~M~.:a~SSSa\";~iSS~\\ZiSS4'~iSSa\";G`~Sa\";~i a~~iSSa\c~~SSa\C~SSSa'~~SSSa\CSSSa\`~i ~a'`~iS~\'`~iSS~iSS~\ZiSS4\'~RaSSa\'`~`~.Sa\'`~i~a\~iSa\`~~~SSi~~SSSa`'\~~SSSa\`~`SSa\`~i~~S~::. tòm' '~>~i`&.'`~~4~ - ,..""~~2. It .,, `a'~.`~•,?;.~~  

:t c>:22-Mar-2006 12:36:49 t :John Rayner 
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The Call record has been transferred t.n the team: RelMngmnt.Fnrnm 
Progress was delivered to Powerhelp 

Date:22-Mar-2006 18:04:45 User:Tyrone Cozens 
The call Target Release has been moved to Targeted At -- 'I'l lL 

Date:22-Mar-2006 18:05:06 U::::r:Tyronc Cozens 

[Start of Response] 
RMF auLhorise a fix for T10, rouLing to TSC Dev. 
[End of Response] 
Response code to call type L as Category 56 -- Pending -- Live Fix AuthorL i 

Hours spent since call received: 0 hours, 

Date:22-Mar-2006 18:05:15 User:Tyrone Cozens 
The Call record has been transferred to the team: TSC-Dev 

Progress was delivered to Powerhelp 

Date:22-Mar-2006 18:05:22 User:Tyrone Cozens 
Product DevTntRe1 -Di rector -- Live Supp.Test added. 

Date:22-Mar-2006 18:17:31 User:Peter Ambrose 
The Call record has been assigned to the Team Member: John Rayner 
Progress was delivered to Powerhelp 

Date:28-Mar-2006 17:04:25 lJcuar:Oddette Moronfolu 

Please note that these messages have now happened twice since this peak was logged_ It seems as though the message data in the 

PSTOKEN1829, a TV Licensing Client message holds incorrect/unexpected data in values: 
<CuR: 
<TD: 

<Rref: 
The TMS files containing incorrect data have been found in files dated around the middle of October 2005. We must stress that. 

until a tix is released into the live environment the delay in tiltering through and editing these files may impact the ARQ 
service and development time editing these Cites. 

Date:30-Mar-2006 15:34:04 J ut John Rayner 

Fixed in ties ver.siun ut AionL Lead Audit Data. ox

DaLe:30-Mar-2006 15:34:14 User:John Rayner 
The Call record has been transferred to the team: TSC-Rel 

The Call record has been assigned to the Team Member: John Rayner 
Progress was delivered to Powerhelp 

Date:30-Mar-2006 15:34:52 II :John Rayner 
Fixed foe 1'10 inversion 5.6.005 

Date:30-Mar-2006 15:35:11 User:John Rayner 

Reference Added: Work Package PWY WP 2384/ 

I I :30-Mar-2006 15:35:17 User:John Rayner 

'I'1i1 Reference set to: Work Package PWY WP 2364] 

Date:30-Mar-2006 15:35:30 Uzer:John Rayner 

The Call record has been transferred to the team: Dev-Int-Rel 
Progress was delivered to Powerhelp 

Date:30-Mar-2006 17:33:04 User:PIT Automated User 
eference Added: Fast Track Fix FSTK 2 0 WP23847 (TOP Reference) 

Date:30-Mar-2006 17:33:11 lser:PIT Automated User 

[Start of Response] 

"Fasttrack fix released, now ready for test." 
[End of Response] 
Response code to call type L as Category 46 (Product Error Fix ) 
The incident has been transferred to the team: Live Supp.Te:: 
Progress was delivered to Powerhelp 
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Date:03-Apr-2006 16:08:13 User:John Boston 
Reference Added: in1L 01!%1314 1 

Date:04-Apr-2006 13:22:53 User:Lionel Higman 
Call has been cloned to Call:PC0134190 by User:Lionel Higman 

Date:20-Apr-2006 09:23:28 User:John Boston 
[Start of Response] 
P23847 successfully tested and applied to live. Routing to call logger for closure. 

[End of Response] 
Response code to call type L as Category 60 -- Final S/W Fix Released to Call Logger 
Routing to Call Logger following Final Progress update L ~~StinF ~~ u a2 ~» ~̀gTMr 

Hours spent since call received: 0 hours 
~'~~4& „'~,.'~,. ~'~'~'~;~'~.:~+k~~,~~+zs F~ .l`*, 2'~s~^a``"-~~~u~`;.5' ~i° ~*".,*`~~"~N~ '«~~.n'~.~'st~• a3 ~~rs^~..`°~ ~ ~.a~.~`_' 

Date:20-Apr-2006 09:33:11 User:Lorraine Guiblin 
The Call record has been assigned to the Team Member: Clive Turrell 
Progress was delivered to Powerhelp 

Date:20-Apr-2006 10:02:06 User:Clive Turrell 
The Call record has been transferred to the team DataExtraction
Progress was delivered to Powerhelp ar 

 ~,
+S. ~.. 

. Y 
~ - 1 ~ ' ""`~T~ 2 T~,oaa  '`i ' e~ ,n ti"'h W ikke ' ~ ~ + 

,....:-3...;,....ti... ..,.,......>_.,........ ... ~v.:..~..,.,_,..... ki.... ?t... ~••.'?'4 ~..•F.>~  
\\
.~~,^,' ~. .. '; 44~^,.x.•„-' `' ~' .̀..~'~... kf.:: 

Date:12-Jul-2006 09:41:02 User:Lionel Higman 
TOP Reference set to: Powerhelp E-0603200374 

:12-Jul-2006 09:41:35 User:Lionel Higman 
Call record has been transferred to the team: EDSC 

ress was delivered to Powerhelp 

e:12-Jul-2006 09:42:02 User:Lionel Higman 

s call was raised via Powerhelp, and must be closed in the same way. 

Date:12-Jul-2006 09:48:58 User:Jagdeep Bhambra 
The Call record has been assigned to the Team Member: Clive Turrell 
Progress was delivered to Powerhelp 

Date:12-Jul-2006 14:30:07 User:Clive Turrell 

[Start of Response] 
Please route call to logger for closure - please see comments above. 

[End of Response] 
Response code to call type L as Category 60 -- Final -- S/W Fix Released to Call Logger 

Routing to Call Logger following Final Progress update. 

Service Response was delivered to Powerhelp 

Date:12-Jul-2006 14:30:07 User:Clive Turrell 

CALL P00133634 closed: Category 60 Type L 
. r • ysiw'a sep^ 55~` m~k$5  y.'f 1 'a $ t555 i "a>

Date:12-Jul-2006 14:30:07 User:Clive Turrell 

Hours spent since call received: 0 hours 
Defect cause updated to 41 -- General - in Procedure 

e:12-Jul-2006 14:33:47 User:_Gust 

sumer Pheip has received the call ',61'r rttS 555a 


