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Date 13-Jan-2004 15 48:35 User.

Customer Call‘ i ‘ T
ICALL PC0098230: Prlorlty B: CallType L - Targe c16/01/2004 15‘48' 9 = S - -
213/01/2004 15 23 Call detalls have been taken from Andrew Wlse at NBSC on ; e
[13/01/2002 15:25 uk9s1 - ‘ S . : S e
linformation: The NESC have advlsed that\the4 PM can only declare the\ < : : : s S X .
iholdlng amount or 0 not a negatlve ﬁlgure e S s e
Z ; = i : s : i 3
|

IDate:13-Jan-2004 15 48: 37\User* Customer Call =~ ;: =
13/01/2004 15:35 uk951450 : : :

Informatlon' The actual cash on hand declared thls week Was £267015 40

l

5

chqs show a sdrplus of £450554 92 =
13/01/2004 15:38 uk951450 o
Information: The ca: <
113/01/2004 15:38 uk951450 = = o B S
Information: In week 40 the front\paqe of the cash account is shOWLng a
shortage of £5.29 ; i : = : S :
13/01/2004 15:39 uk951450 R s =
Informatlo able 5 13 show1ng a- negatlve cash flgure of £732582 91 and

13/01/2004 15 41 uk951450

,Datells gamzooi 15:48:38 User\ e
Informatlon' Week 41 is showi g a negatlve flgure of £60 78
bage of the cash account =

\anléhe front -
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’Date-13 Jan-2004 16:01: 19 User Barbara Longley
,Prescan‘~Ass:Lgn1ng call to Anne Chambers in ESCL
JEND. OF REFERENCE 36970694]

esponded to call type L as Categor :

zDate 13 Jan-2004 16 01:23 User«Barbata Longley i 3
‘The Call record has been asslgned Lo the Team Mem.ber Anpe
IDefect cause updated to 99:General - Unknown S
lHQ\;];s‘spen\t:‘s:lnc‘\e \(;c.\ll received: 0 hours

cently (I think at COUNTER EPOSS
he\ dlscxepancy to be recorded wr(mgly,




hen PM balanced yesterdayyif‘advised him to‘léaye“thé‘chéqﬁé line in Déclaréis

’Stock blank - d.e. not to put the 'rest home! cheque in there.
|He did as advlsed —‘and the problem has gone away - Cheque llne 2051 is zero;

ECaSh llne 2050 is £132293 61; whlch

the auditor who was onsite
yiese cheques in this way -
and said she

J(END OF REFERENCE 36982109]

1s what he declared 2 &

en do;ng for 2 years no longer works. He's happy with thls. Also
; explained that I had advised him not to =

she confirmed that they should be put in

would talk him through the procedures. She

ich was not\belng:handled correctly (not a 1:

I knew nothlng about thls

‘Responded to call type L as Category 40 ~Inc1dent Under Investlgatlon

gDate 15-Jan-2004 14 32:04 User'Anne Chambers S 3
ew ev1dence added - Summary of cheque dlscrepanCLes R
[New evidence added = Full messagestore i

product 222, —ve salevalue, Product 1 +ve;salevalue (sum‘of the
ummary flle‘shows these messages and also‘yhat bapp

ey should not

gsay, 1t shouldn]t have much 1mpact

But ‘hln

ate:15-Jan-2004 14:32: 06 User:Anne. Chambers S

Da: ‘ : : s
;R sponded to call type L aS Category 40 —Inc1dent Under Investlgatlon

te 15—Jan*2004 14 32:10 User Anne Chambers L

Da
fghe response‘was:dellvered to.

iMark Scardmfle

|Pate:16-Jan-2004 15:27:42 User :Martin Mcconnell FUN

"} Response‘J;
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IDate:16-Jan-2004 15:28:19 Use: :Martin McConnel:
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‘Inltlllallsatlon of the session effect variable
iclsStockFlgure Was not 1n1t1allsed (was moved from clsOutlet) Alas thls
affect products such as cheques with SE:out when declared expllclty.:
}w1ll take less than 1 day to code /unlt test. . 5

’Date 16-Jan—2004 15 28: 40 User.Martln McConnell Sy
:Responded to call type I as Category 42 —Produc

; x at S560; 50 1 guess it's up to ITU‘whether
ican flt ln the testlnq for thlS flx at 560.

fDate-lB—Jan—2004 16:33:21 User*Matt Arrls 5
|The Call record‘has been transferred to the Team. ReangmntEorum

IDate:18-Jan-2004 16:33:22 User:] -
[Hours spent since calliregerved;gl houg{

Customer Call
\Date/Tlme Raised: 13/01/2804 15 23 52 Prlorlty* B Contact Name: Andrew wise Contact i

ot Serial No.‘Product Site:

umer's refere: ce"E 0401130647 Prov1der‘ PINICL ?rovlder s‘\

|pate:19-Jan-2004 12:43:45 User: Customer Call : S :
ISpoke to PM to get scome more 1nfe (his number - is! _j; ‘Before he balances, he rems out his cheques (although sometimes 1}
loxr 2 more cheques are taken before he balances the S0y - He Declares Cash then Declares Stamps, then finally Declares Stock. On
Jthe first Declare Stock line, he includes any 'rest home! cheques Whlch he is holdlng “This results in a discrepancy between the
Isystem cheque figure and the declared figure \Somethlng has changed in the counter code recently (I think at COUNTER EPOSS 203,
Jreleased end Nov) whlch causes the discrepancy. to be recorded wrongly, so the cheque discrepancy, 1nsteac ~of being c,earedgtis ‘
]doubled and the cash is also wrongly adjusted. However I think the PM should not be declarlng his 'rest home' cheques‘iﬁ\this‘
ay, even if he has always done so - need to get advice on this or, preferably, get NBSC to. explain what the proper procedure is

[pate:19-0an-2004 12:43:54 User: Customer Call L s
When PM balancedtyesterday, e adVLSed him to 1eave the Cheque llne in Declare Stock blank - i e. not to put the 'rest home!
cheque in there. He did as adv1sed = andtthe problem has gone away - Cheque line 2051 is zero, Cash line 2050 is £132293 61;
hich is what he declared. Spoke to PM and explained that there is a new software problem, so that what he has been doing for 2
lyears no longer works. He! s:happy with this. Aiso spoke to the audltor who was onsite, explained that I had advised him not to
declare these cheques in th S L sa d she wou d talk him
Hrough he procedures. Shi so asked about another cheque whlch\was not belng handled correctly (

payment nor a rest‘home cheque); I knew nothlﬂg about thls as the P :hadn‘t ment;oned it.
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pate: 19-Jan-2004 12:43:56 User- Customer Call - S 3 i : e : :
|Information above has been emalled to Julie Welsh who wlll pass 1t on to POL Please can EPOSS development have a look at: thls.
t this 51te, since 3rd Dec (almost certalnly as a result of the flxes in COUNTER EPOSS 20 3), a dlscrepancy (galn) on cheques SELR |
ritten to the messagestore with Mode DDN. In fact 3 lines are written: product 2, -ve salevalue; product 222 ~ve salevalue; |
product 1, +ve salevalue (sum of the other 2). Summary file shows these messages, and also what happened before 3rd Dec. This is
la nasty p'oblem as, if cheques continue to be declared each week on the Declare Stock screen, the numbers keep doubllng However
lthere is a simple circumvention and, as they should not be declaring cheques in this ‘way, it shouldn't have much impact: But T
fthink it should be looked at and resolved (any chance for 5602?) - might be instances whre it really does cause problems. Routingf
via QFP N e SN TR s e e e T =
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[Fix for 97081 was to blame. Inltlllallsatlon of the sesslon effect varlable w1th ClsStockFlgure was not inltiallsed (was moved
lfrom clsoutlet). Alas this will affect products _such as cheques with SE:Out when declared expliclty. Code will take less than 1
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jDate,19—Jan--2004 12: 50 37 User< Customex Call -
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| hat the system has calculated the fact that the clerk/PM in this 1nstanc
was g01ng against normal procedure is lrrelevant Multlply this: pqtentlally

‘Date 29—Jan—2004 11:19: 152 User: L:l.onel H:Lg'man
IThe call TargetRelease ‘has been changed from e
BT 3550R—Prov131onal SRR 5
'The call TarqetRelease ;Ls now =

fBI 3860 S S

‘Me(rl% Scardifield

‘Response -
le is. avaliable in 56() stream to bulld

[Dato:29-0an-2004 14:07:13 Usor:Martin McConnell e
{The Call record has been assigned to the Team Member: Geoff Thomas

[Pate:16-Feb-2004 16:36:55 Uscr:Geoff Thomas
{The Call record has been transferred to the team: AP

%20/02/2004 13:39:
»;qpte(ﬁ to me by Ge

[Patc:20-Feb-2004 13:41:12 Usor:Julie Havard
{The Call record has been transferrnd to the Team. EPOSS—Rel
;Hours spent s:ane call rece1ved~ il hours =

Date.20 Feb-2004 13:57 25 User-Geoff Thomas : B :
The Call record has been transferred to the team: Dev-Tnt-Rel i
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please re- est
ELEND OF REFERENCE 37765312}

Bradley :
46~—Product Error leed

f to the Team: IFU‘ svaT

[F=T=705-Mar 2004 09751724 Usor Brian Bradley
;B‘urs spent\51nce call recelved 0 hourS\ -

jF} Response\;

Admlnlstratlve closure for

[PT=720-Mar—2004 11:57:54 Uoor: Customer Gall_
bate and time: complete. 20/03/2004 10:48:37
Iservice Complete (Conf;rmatlog) Rece¥veq

:Date‘22~Mar~2004‘os 2
melnlstratlve closure}for OTI sw1tch
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The Call record has been transferred to the team.‘ITU SV&l Sininae S
Progress was dellvered to Powerhelp s

|Date: 29—Max-2004 12 31: 32 User. _Customer Call R s
EMPTY EMPTY EMPTY OTI Astea OTI Success: An add has been sent to PINICL
129/03/04 12:29 uk951450 HSH1 Information: Have speken to Phil and

1 that I w_Lll call hlm back

"Date 12—May—2oo4 11:07:07 User:Simon Vaughan e e S
Raph, can you retest this? Speak to Blllle as
;tests for thls : : : 3 :

;Date-27—May~2004 13: 46‘54 User*Raphael Howley
Re—tested on BTC3 fad 183611 20 counter

ck declaration,

Date.27-May—2004 15: 13 39 User-L;onel ngman 3 Y
i[Start of Response] = : L
|Fix tested as. clearing reported roblem

[END OF REFERENCE, 38115255] T

Response code to call type L as Category 46

{Hours spent since cali recelved 0 hours :
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_Customer Call




