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) ate 10 Jan-2008 16 12 49‘User- Customer Call‘ S
< onsumer XXXXXX@TFSOl has acknowledged the call closure\i

[pate: 10-Jan‘2008‘16«29 "59 Uscr:Anne Chambers \;l =
IThe call summary has been changed from:i- :
?EAD‘226242 adVlSe when branchﬁlast rolled over

fDate 11 Jan—2008 11: 59 49 User Llna Klang

iLStart of Response] = S 3 s =X = S S =

This appears to be a software problem PM has been lnformed that he w1ll not be able to rollover untll we. flgure out what'

| rong. T will be retrleVlng eVldence from node 1 today and asked\the PM to phone Anif tradlng becomes unbearable to get me to 3
—op (T have glven the PM thls TfS 96082) but this wlll mean that Development Wlll be delayed startlng 1nvestlgatlons ;5

'[End,of Response] -
;'esponse code te cal

fDate,ll-Jan-2003 13 20: 57 User'Llna KLAng 2
'EVLdence Added T FAD226242—mstore from node i

ts to msg 1 1425636 then it continues
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e T1-5an-2008 13:22:48 UsoriLina Klang ‘ 2
The Call record has been txansferred to the team‘ 3
lProgress was dellvered to:}?rov1der 3 =

arl; Scardl field

[paterias -Jan- 2008 09: ©30:50 User:Mark Scardlfleld - -

gThe Call. record has been transferred to the team: EPOSS-—DeV\; :
[the call record has been asslgned to the ‘I'eam Member" Gerald Barnes
;Progress was dellvered to Provider e : - =

gDate 14~ Jan-2008 10: 42 41 User-Dav:.d Seddon
'Eva.dence Added = All Ones '%ubscrlptlon Groug :

[Pote:14-7an-2008 1140 11 Uscr: Customer TrrEEs—— SeeEEa e 5
Please advise when branch \last rolled over for ‘both Offlce and SU - - whether this branch is at risk of archive t

2008 01 -10 11 \ i ; -
QTIACKINFO 1 Provider Ref: PC0O152828

2008 01 10 15 39 40 = POWebServrce, \Qll e
Status chanqed from New to"Resolved'

says that is us;mg the Gateway for the rollover but after rebootlng and attemptlng to start the rollover the system busy tlmer is|
dlsplayed and ''please wait''. He attempted 2/1/08, 5/01/08 and 9/1/08 with the same result. Whilst talklng he says that his line|
fmanager Sue. Spicer has advised that an engineer will be coming out to fix ‘his problem and that he should ring ‘horizon for the
eta I have explalned that we have no open call for an englneer and. that he 1s well eh:md. on rolllng over (43 days) I have left

& messai;e for Sue Splcer to: call ‘me back Could 85C check thls branch out incase there is a “software \1ssue preventlng completlon :
of rollover \from the Gateway Thanks. Ease SRS

Ecplszézé

-Ol 10 16 29 21 [ OTI]
OTISTU =
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éDetall Update by Anne Chambers Call routed to Team EDSC Member.
;2008 01 11 10: 46: 54 ~Mlller,-Denlse] ~j L ‘i - Sy Coamna e = ;
Lo @@blm\r I left a voice message for Sue Splcer lastenlght adv151ng that untll our 3rd llne have 1nvestlgate the p0551ble
}software issue at thlS branch we would not be sendlng an. eng neer. I have emalled IMT/Leighton Machln to ensure no base unit
i/plnpads are swapped in the Lnterlm = T = ik 3 = Sui .
| 4

;2008*01 11 11&59 06 [iOTI]
jorzsTy 2 : - e : S S ; L
gDetall Update by Llna Klang Catecory 40 e Pendlng --‘Inc1dent Under Investlgatlon Thls appears to be a software problem- PM has
lbeen informed that he. will not be able to rollover until we figure out what s wrong‘ T will be retrlevlng evidence from node. kS
%today and asked the PM to phone in if tradlng becomes unbearable to. get e to stop (I have glven the PM thls TfS 96082) “but thls
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| 111 mean that Development w1ll be delayed startlng 1nve

2008 01 11 13 11 47 E OTI}
OTISTU -
IDetail: Update by\Llna Klang\Category 48‘—“
retrleved S

20‘08 01-11 13:21:23
OTISTU $ ; S 3
Detall Update by Llna Klang Category 40:

s 51
Transfer\ group

2008 01 14 11: 43 14 [ Chambers, Anne] : :
}. Status changed from 'Resolved'\to:'Work In Progress

oos=01-14 11 43 15 Chambers, Annel
[IR : Transfer 'group' from 'RMGA BIM' to '

iThe Call: record ‘has been transferred to the team: EPOSS DeV\“ e
The call record ‘has been “assigned to. the Team Member- Gerald Barnes;;
tProgress was dellvered to Prov1der : 37 S

E<GroupId 226242><Id 1><Num 1425636> wa
JLEnd Of Response] -
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IﬁveSﬁig%tioff

Date-ls -Jan-2008 10:33: 56 User.Gerald Barpes .
[Start of Response] : : e : 3 : s iy : :

[The transaction <Groupld:226242><Id:1><Num:1425636> has an incorrect LA primary mapping. All other transactions of product 21126 |
e

(e ven those written just . seconds before and seconds. after) have the correct prlmary mapplngs. It appears very diffigul@itot SR
xplain this by the temporary 1ntroduct10n of a faulty EPOSSProduct 21126, : S S : i
{End of Response] i & 5 Roae SR

Response code to call type L as Category 40 e Pendlng e Inc1dent Under Investlgatlon

3 11:57:38 User:Lina Kiang
— FAD2260242-partial mstore £

IPate 18- Jan-zoos‘lz T09:54 Uscr:Lina K:.ang S
Reference Added: SSCHOCR-1T7725 S

:226242><Td: 1><Num:1425636> and it was then possible to
tch DataSexrver'. If th ulty message can be corrected

[Date:15- Jan-2008 12: 19‘37 User:Gerald Barnes
/ Vldence Added = Patch DataServer

[Pate:15-0an-2008 12:23:22 ‘User ‘Tina Kiang
|CALL PC0152828 closed: Category 40 Type L

‘Date.ls-Jan-—ZOOS 12 24 :48 ‘User.m.na K:.ang -

i
4
g : - L e S
[pate: 15-Jan—2008 12:25: OO User-Gerald Barnes
g[Start of Response] :

IThe stock unit must be rolled;elther by temporarlly‘lnstalllng ~the patched DataServer supplled or by relmportlng
;;essage "<Groupld: 226242><Id l><Num 1425636)"

é[End of Response]

?Routlng to Call Logger follow1ng Flnal Progress update.
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i l;nesy
‘ =
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IDato:15-0an-2008 12:28 47 User:Lina Kimng = : e = ~
EVldence Deleted = FAD226242-partlal mstore from node 1 with correoted msg to be\lmported onto. counter 2. (no extra llnes)

[Pate 15-0an-2008 12: 30:15 User:Lina K:Lang

6

i

| -
zEv;dence Added —‘FAD2262€2v artlal mst01e fxom node 1 with
i i : . - o
|

!
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f ate 16»—aan—2ooa 10735135 | Toer s dohn s;ggk;n -
z LL PC0152828 Ieopened by John Slmpklns . -
Z
!
|

Date:16-— Jan—zcoa 10:36:08 User:John Slmpklns Shiean

The Call record has been assigned to the Team
[Progress was~de11vered ito Prov1der . 3

|

4

L ‘
gDate 16-Jan-2008 10:36:48 Uoer:John Simpkins
i[start of Response] S -

|

|

|

[PEAK Incident closed by mlstake
[End of Response]
iResponse code to call type L as Category 40

Pending -- Incident Under Investigation
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delivered to Consumer

[Pate:16-3an-2008 11:00:30 User:David Seddon : : S e S
;Ej;denceiEilg:Updqged?? EAD226242fpaLtiql n{t vre from node 1 with corrected msg to be dmported onto counter ?~(agaiﬁ} =

e fox the\same ProductNo 21126 corxectly had <L4 3013)) Thls meant that the Code\kept looplng with "System Busy" and the PM.

[End ‘of: Response] SR o = = =
Response code to call type L as Category 40 ——~Pend1ng =
Response was dellvered to Consumer
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! S R S & ; . :
;The problem was that msg l 1425636 had got corrupted (lt had an‘lncorrect Prlmary Mapplng contalnlng <L4 3011> = all the other
| ]
!
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;Date,17—Jan—2008 11 06~13 User:Lina Kiang
:CALLoPCOlSZBZS close Cetego;y 60 Type L




