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Abbreviation 

APS 

Explanation 

Automated Payment Service 
BIMS Business Incident Management System - (ICL Pathway) 
CA Cash Account 
CAP Cash Account Period 
CS/MSU Customer Service / Management Support Unit — (ICL Pathway) 
EPOSS Electronic Point of Sale Service 
HSH Horizon System Help Desk 
MER Manual Error Report 
PCCLPON Post Office Counters LimitcdNctwork 
POLPON TIP Transaction Information Processing 
POCLPON TP Transaction Processing 
RED Reconciliation ExceptionException Database 
SIL System Incident Log 
SSC System Support Centre 
TPS Transaction Processing Service 

Term Explanation 

TPS Report Set The six Exceptionexception reports and one Non Polled 
Outlet report described in section

Business Incident Where this term is used within this document it is 
meant as described in section 4.1.1 

System Incident Where this term is used within this document it is 
meant as described in section 4.1.2 

Data Error Where this term is used within this document it is 
meant as described within the 'CA Sch. Goi Para 1.6.1.1 

Not Data Error Where this term is used within this document it is 
meant as described within CA Sch. Goi para 3.6.1.1 
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Cash Account Period or Where this term is used within this document it refers 
CAP to each period (normally of seven days ending at 

20.00hrs on a Wednesday), to which P-0CbPON shall 
have allocated, or shall subsequently allocate, a Cash 
Account Period Number and of which it shall have 
informed, or shall inform, the Contractor through the 
Operational Business Change Process. 

(Taken from the 'CA Sch. Goi para 3.6.1.1 & 3.6.1.3) 

'CA Sch. Goi Para...... Refers to the Codified Agreement, dated 28t  July t 
Schedule Got, as amended by Schedule 5 of the Third 
Supplemental Agreement (dated 19t1 January moo) and 
the appropriate paragraph number to which the text 
within this document refers. 

Cash Account or CA The electronic Cash Account committed at the outlet 

Data Error Counting Period A Data Error Counting Period means: 

Each Cash Account Period which is of a duration of 
seven days or less and 

In respect of Cash Account Periods of greater than 
seven days duration each proportion of any such Cash 
Account Period derived by dividing such Cash Account 
Period into two or more Data Error Counting Periods 
such that the first such Data Error Counting Period is 
between one and seven days duration and each 
subsequent Data Error Counting Period during that 
Cash Account Period is exactly seven days in duration. 
(CA Sch. Got para 3.6.1.1) 

BIMS Report The reports described in section 4.5.1.1 

In addition to the words and expressions identified above as being defined in CA Sch. 
Got para 3.6, all other words and expressions defined in CA Sch. Got para 3.6 shall 
bear the same meanings when used in this document. 
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Version Changes 

0-11 (1 Changec inConsolidated PON comments received and incorporated. 

Reference to CS/POL/ooi & CS/PRD/o63 has been removed as thes 
documents have now been withdrawn. line
review am/I--comments received a...7 discussed on „J,boo in line with 

the Third Supplemental Agreement dated ,.. l.., 1.. 
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Changes 

Merger of APS and TPS Reconciliation & Incident Management procedures at CSR+ 
document issuer 

Correlation with final version of the S ppleme„tary Agreement 
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1 1 KI 10-  lv r_ i aw 

The TPS report Report -$L has been designed to enable the transactions 
carried out in outlets usine EIe~r^^r^^i^the Electronic Point of Sale Service 
(EPOSS) s .stem ea the Outlet Processing System (OPS), to be reconciled with 
the transaction data which is returned transmitted to POCLPON Transaction 
Information Processing (TIP), and also to reconcile the daily transaction data 
with the Cash Account (CA) data at the end of the Cash Account Period (CAP). 
The TPS Rreport Sets altotea^ Tidentifies any exceptionserrors", which 
occur within Cos ter counter transactions; or during the T-ai sting_hatvesting 
process. In addition to exceptionserrors highlighted by ICL Pathway within the 
EPOSS TPS report Report cetSet, exceptioncerrors may also be discovered by 

POQ1QIj for non reportednon reported rcwhen reconciling data within 
its central systems or which relate to client enquiries from 1  CLPON clients. 
To initiate the BIMS procedure, ICL Pathway and POCLPON mayraisegenerate 
a Businect Business Incident-ferincidents for one or more exceptionserrors 
discovered. 

NB: Acceptance of this document should will not indicate acceptance of a specific 
Horizon / TIP Interface solution. Those solutions should be identified within the 
relevant AIS or contractual document. 

2 Swr-& 

This document sets out the reconciliation and incident management 
procedures to be adopted by the Management Support Unit (CS / MSU), for 
dealing with the-Business Incidents relating to the T ransac t ion Processing 
System  (TPS} reconciliation Rreport Set exceptionserrors and POCLPON raised 
generated Business (incidents. - This includes reconciling the data contained in 
the TPS Rreport Sets and raising Horizon System Help Desk (HSH-) Business 
Iincidents,_ane _Business Incident Management System (BIMS)--reportel 
Reports and Manual Error Reports (MER) where necessary. 
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the a icting RED r ortc will will be adapted to contain the came information ac 
required {:,. a AIMS Report / M.&R a set out in this document continue. 
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3 TPS Re U o Rc rty 

ICL Pathway will generatecurrently generate six daily TPS exceptionexception 
reports (from the host and counter reconciliation software), and one Non 
Polled Outlet report from the host, which are described briefly below for 
information purposes: 

i. Host Detected Transaction Control Errors: 

Shows detail for any outlet where the control totals for the transactions output 
by the Hest-host to POCLPON TIP do not match the Daily- daily Transaction 
transaction Totals totals calculated by the counters. 

2. TPS Harvester ExceptionaErrors: 

Lists exception~rror  conditions detected by the Harvester when failing to 
process one of the messages in the message store 

3. Host Detected Cash Account Control Errors: 

Shows detail for any outlet where the Control control totals for the number of 
entries on the Cash Account output by the Host host to POCLPON TIP do not 
match the Control control ms s-totals calculated by the Coi iRwrs ounters 

4. Counter Detected Reconciliation Errors: 

Shows details for any outlets where the accumulated Daily-daily Transaction 
transaction control totals for the Cash Account peviec Period do not match the 
totals on the Cash Account produced by the Counterscounters. 

5. Counter Transaction ExceptiencErrors: 

Lists terror conditions detected by the counter when failing to process 
one of the messages in the message store. 

6. Receipts not Equal to Payments: 

Identifies where the Cash Account `Payment' table total does not equal the 
Cash Account Receipts' table total. 

Identifies all outlets, which have not been polled and have therefore not 
transmitted any transactions to t) r'r PON TIP. 

NB: It is not intended that this document discuss the format or content of the 
individual reconciliation reports 
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All sia—seven reports will be routed to ICL Pathway Customer Service Zvice 
Management Support Unit CS /MSU, on a daily basis by og.00hrs, where 
they will be checked for completeness and accuracy of content. In the event 
that the reports do not arrive, or after checking appear to be incorrect, in the 
sense that the reporting process in itself has failed. CS/ MSU will raise a system 
System  incident Incident via the HSH. 

It is not intended that C LMSU will deliver any of the TPS Rreport Sets to 
POCLPON as a matter of course, other than the Non Polled Outlet report. An 
extract from a-the TPS reconciliation Rreport Set may however be delivered as 
evidence' as an attachment to the BIMS report Report / MER if it is considered 
by ICL Pathway that this would aid the reconciliation or settlement process 
within OP CLPON. 

4.1 lKi4.evl1 

4.1.1 f3 wsi vicesy I vet i d y 

R •s,~v~~c Relate to the `Symptom' of an underlying cause - e.g. the effect of the 
system fault on the resulting reconciliation or settlement information sent to 
POCr PON. 

A Business Incident relates to one or more of the All exception
highlighted reported within the IBS -TPS report Report --tSJt armor alone 
or more of the reconciliation or settlement issues exceptioncerrors 
highlightedraised in accordance with this document by PQ€LPON TIP or TP 
are clatsified as 'Business . Each exceptionerror is categorised as a 
Data Error or a Not Data Error in accordance with section 4.4.i.The incident 

classification determin es the resolution detail  required t o  bring  the incident to 

a satisfactory conclusion. I n  the case o f Business Incidents, CS / MCI. w ill 

ensure sufficient data is supplied to DOCI to. 
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.e nable a complete and accurate reconciliation t o occur within the- ➢(OC1 

central systems 

• enable a complete and accurate settlem en t t o take place between POCL an d 

their clien t s) 

Refer to the `Business Incident Matrix' section 4.4.2 for a list of those Business 

Incident classes currently known and for which appropriate exceptionerror 
reporting processes are set out in this document. 

14.4.2.2 Sj.#ea lv1c4.4Lern,ly 

Resole-Relate to the underlying `Cause' 

— Formatted: Bullets and Numbering 

Systeni  Incidents pay be raised by ICL Pathway initially to 
cover file rejections, or delivernon-delivery of files, or failures in the 
delivery of the TPS Report Set, where there is no associated Business 
IncidentBusiriess Incident. Howeeverin addition, following the creation of a 
R^si^ers InciaentBusiness Incident, it may be deem ed necessarylCL Pathway 
may—to raise an associated `System Inciden*'System Incident. This—System  ~stem 
Incidents will be routed to the appropriate a s gr oup within ICL Pathway, i e 
Development or Reference Data, if ;t is felt that there is i  fault within the 

Horizon System software or reference data ht at atte^ti^^for 
investigation and resolution. 

Where there are associated System'System Incidents and 'Business' 
^c dgEteBusiness Incidents, their relationship can be either: 

a one to one; or Formatted: Bullets and Numbering 

• one to many, respectively. 

one to

r— Formatted: Bullets and Numbering 
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._-_— Formatted: Bullets and Numbering 

It is envisaged that'll nineet' inciaentsBusiness Incidents will only be generated 
by the following areas-groups within ICL Pathway and POCLPON: 

.CS / MSU for excertionsgrrors reported via the LAS IPreport  Report set 
Set and the N on Polled outlets report 

__ Formatted: Bullets and Numbering 

-POCLPON TIP / TP for any other reconciliation or settlement issn€ 
e eptionerror discovered by PUN that has not been _reported by ICL 
Pathway. 

• ICL Pathway SSC for any system fault or data 'surgery' which is felt 
considered by ICL Pathway to have a reconciliation or settlement implication 
within DCi  PON. 

it is not expected at this point th +Subject to agreement by the parties to the 
contrary, Outlet outlet calls to the HSH will not generate 'Business' incidents.
Business Incidents. However calls from Outlets outlets will be monitored and if 
it is felt-considered theme i s a need to route any incident to CS I MSU for  action,
t e n cedure n be o sily adapted t,. cater f r this „ e necessary by 
ICL Pathway, difficulties reported to the HSH will be elevated to Business 
Incident status. 

X4.3 Ge ra4- o-w of fvt~4t4's.(y 

In line with the generic incident management policy agreed between ICL 
Pathway and POC1,PON,_cross domain Business Inincidents—will only be 
recognised as such if reut€t?enerated by ICL Pathway or urbPON, as 
appropriate, via the HSH. This is the only ..,ay int^ensures that the Business 
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Incident is properly logged, enabling_BIMS-CS / MSU =^a therefore the ^^l 
way-to ensure that corrective information can be supplied and any underlying 
system fault can be rectified. 

It is important that enough information is supp1iedPOCLPON TIP / TP supply 
sufficient -tom  information to the HSH when raising generating an incidentg 
Business Incident to ensure that the incident is o„ted to the correct area
.,:thin ICL Pathway and therefore g ^tee a specdy rcc^i.,tio^ the timescales 
for the resolution of Business Incidents referred to in section A.s.i can be 
achieved. Achievement of such timescales is dependent upon theT  following 
information being provided by POCLPON TIP / TP anus * AL S be qss to

when raising generating a-n-a Business ineidentlncident via the HSH: 

•Avalid PATH' code must be quoted, e.g. `PATHo4o' etc. Formatted: Bullets and Numbering 

• Prefix all narrative with `THIS IS A BUSINESS INCIDENT FOR MSU' 

• \ ere.,er possible, always quote =The valid incident type-class (from the 
Business Incident Matrix', see-belowsection 4.4)-.2), if one is applicable, 
should be quoted together with any other relevant detail, e.g. product idld, 
CA lines etc. 

NB: Where POQLPON TIP / TP raise an -a Business lincident which may require 
a large amount of supporting information, summary detail only may be given to 
the HSH and the additional information sent via e-mail to CS / MSU. (A current 
contact list will be made available to POQLPON). 

3-.44.4 t tS ltS Q.yy g ttiGLaLety( Formatted: Bullets and Numbering 

Ca a o~-i.es~ 

4.4.1 Path Errors' & Not Path Erro ry 

The action to be taken by ICL Pathway in respect of an exceptionerror which 
gives rise to a Business Incident, and whether or not ICL Pathway has to pay a 
charge to POCLPON in relation to such an exeeptionerror, depends, amongst 
other things, on whether the exee{ti^^error is a Not Data Error or a Data Error, 
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as defined in CA Sch. Got para 3.6.61.1. The following explanations are provided 
to assist ICL Pathway and D CLPON when classifying errors and do not 
modify, in any way. CA Sch. Got para 3.6. 

Having determined the classification of an exceptionerror. the appropriate 
action to be taken by ICL Pathway is summarised in Appendix z. 

If, following discovery of an exceptionerror. there is insufficient information 
available to ICL Pathway to determine whether that exceptionerror is a Data 
Error or a Not Data Error, then for the purpose only of deciding the action to be 
taken in accordance with Annendix 2. the exeentionerror shall be treated as a 
Data Error 

a. .1.1 Not Data Errors - categories Formatted: Bullets and Numbering 

A. The following exceptioncerrors. whether they are related to a transaction or a 
Cash Account are always Not Data Errors: Formatted 

(i) an exce-ptionerror caused by invalid data input by users in outlets 
(except where the input of data puts a previously balanced Cash Account 
into a state of imbalance); 

(ii) an exeeptionerror caused by the input of erroneous data by a user during 
migration of u CLPON data to any outlet (i.e. during data migration), 
except where data migration tools provided by ICL Pathway are 
supposed to detect such an exeeptionerror; the migration tool is properly 
used but the exeeptionerror is not detected: 

(iii) an exeeptionerror caused by P--OCLPON reference data, provided that 
ICL Pathway has properly applied that reference data; and 

(iv) an exceptionerror which falls within a Business Incident classified in the Formatted: Bullets and Numbering 

table under section 4.4.2 as "F" or

B. Inaccurate Cash Account (Not Data Error) — Formatted: Bullets and Numbering 

In addition to the above, an inaccurate Cash Account is a Not Data Error if the Formatted 

Cash Account was committed at the outlet, even though a warning was given to 
the outlet (in the form of "receipts not equal to payments" or such other 
warning as the parties may agree) that the inaccuracy existed, and either; 

ai the inaccuracy was not caused primarily by: Formatted 

© z000 ICL Pathway Limited —SECURITY CLASSIFICATION 

Printed On: 
iLlo,/zoaz 



FUJ00079822 
FUJ00079822 

ICL Pathway T1S Recovu.i,l,iafivw & I wGi oLevv1- Ref: CS/PRO/in 

MavcagewAz&,* 
Version: 0,51.0 

SECURITY CLASSIFICATION Date: os/oot6 io oo 

(i)a) inaccurate ICL Pathway reference data; 

(kb) ICL Pathway incorrectly applying OR C PON reference data; or 

(c) an ICL Pathway generated software error: or 

(bii) the inaccuracy was caused by one of the causes listed in (ai), but it could 
have been corrected by a user in the outlet, if that user had applied a 
"work around" previously agreed by [CL Pathway and D CLPON to deal 
with such errorsinaccuracies. 

44.4.1.2 Data Errors — Categories 

Inaccurate Cash Account (Data Error) 

An inaccurate Cash Account is known as an Inaccurate Cash Account (Data 
Error) and is treated as a Data Error unless it is a Not Data Error because: 

(i) the inaccuracy is defined as a Not Data Error by reason of section 4.4.1.1 
A: or 

(ii) the Cash Account is an Inaccurate Cash Account (Not Data Error) 
because of section 4.4.1.1 (B 

Cash Account Error 

If the electronic Cash Account committed at the outlet is not the same as that 
which TMS presents at the TIP interface e.g. because the Cash Account has 
been corrupted in some way, this is known as a Cash Account Error. This is a 
Data Error unless the error which results in the Cash Account Error falls within 
section 4.4.1.1.(A) above 

Transaction Errors 

An error in one or more data fields in the electronic record of a transaction, or a 
missing, duplicate or spurious additional transaction record is known as a 
Transaction Error. A Transaction Error is a Data Error, unless it falls within 
section 4.4.1.1(A) above. 
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The following tableBusiness Incident Matrix identifies Business 
incidentBusiness Incident classes, which is an attempt to provide a working 
description of known classes of Business Incidents in relation to BIMS.. This list 
lsap sio-nallybeenis based on the list of incidents 

provisionally agreed between ICL Pathway and Ru CI PON at the joint 
workshop held on 02/11/99 for EPOSS / TPS related e=xceptieseBusiness
Incidents. -andThe list also includes those additional Business Incident tvpes 
documented within the 'CA Sch. Gm Error Matrix, Annex i. It-is-anAs such the 
list is an initial attempt to identify initial attempt to identify all currently 
understoodaii many of the Business lincident classes- basut it may not possible 
bu t ;s not meant  to be exhaustive. 

Nat new Business lincident classes can be added to the table if incidents occur which 
do not Fall within  known Bushiest  Incident classes, at any time according to 

requirements. The 'Incident Classification Code' is ordance with the 'CA 

Sch Go p The current Business Incident Matrix is held within the 
BIMS database and an extract can be provided to PON at any time for audit and 
checkine.-

[Jy dent cbss Code$t,
MS 
Code 

Ileposte I 
Inddent 

die 
Code 

Outlet paper CA does not agree with electronic CACon ed-Cash 
Account does with Electronic Cash Accotrnt

oeot YE 

Signed m-pr-ipWd r CA does ' g .:th elec a CA poet YA p 

Transaction has null mode 0003 YC 

0004 YC 

Transaction has no primary mapping oeo5 YE 

Transaclion mode fur new reversal - should be Serve Customer eeo6 YC 

Transv'ion rtarr 'let" is null e003 YC 

Transa ction end date i s null ooea YC 
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T a as-pee-mode-parameters 0809 YC 

Tam o ne-CA-mapptog-ojec4 9016 YD 

re . o .d does not exist for Ce m node spe,.:C.o,l ems YG 

Double negative in quantity field 91443 

n.,.,hle negative in sale value field 0043 Y 

YE 
tp, A tactiore 

4 

Non polled ce 90455 YE 

Transaction reverted with incorrect detaile 0916 NF 

Invalid reference data nosy N6 

Customer / Client enqui ry 0049 NF 

Receipts a nd Dai,..,e..ts do not bala nce (migration) 9949 YE 

Receipts and Payments do not balance (post migration) 80449Bau 

Transaction cannot be reversed following End of Day ooioo 21 NF 
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nt Class RIMS 
cede 

-Incident 
Qassifieatie 

n -Code 

Delet ed Stock Unit (S U1 sera F 

Stoc k U n it d ou ble r o ll over A 

New' Stock Unit / Blank fields I~ 

Trpnsa..l:,.n Limeslamp missino c 

Replication recovery 9ea6 C 

Fee migration correction error 12

Multiple simultaneous roll over Boag 

Settlem ent of reversal  of  th e  settle m e n t o f a  Rock adjustment eB3E1 G 

..f stock r pef r r A. .. A 

90 c 

ae a F 

Transfer out transaction with DNN sees:.... 0e}3 C 

I~ 

Deletion of non core reference data oe35 12 

ILglume ..1., rn, , inr. .. deleted  ....L ,,, .-

Partial transfer

Fi'' 1 siz greble-m eea:g C 

Migration of incorrect office B/F b..1- nee F- 

u 

Transaction input by u..  to wrone ,.,.L 9G 4F 12
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4.5.1 r31MS Re or/  MER Repoi 
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BIMS when introduces will replace the current RED reporting process and has 
been designed to report the progress to resolution of a 'Business' 
incidentBusiness Incident to allow OR CI PON to complete an accurate 
reconciliation (within OD Qr PON central systems) or settlement with their 
clients. For ease of identification and association with the corresponding HSH 
call, BIMS report Report references will mimic the HSH reference. However 
they will be prefixed with a letter 'B', e.g. HSH ref.: E9912iaoou = BIMS ref.: 
BE99iaiaoou. 

Formatted: Bullets and Numbering 

1,4-d-4.  .1.1 When a BIMS I MER is ReguiredFormat and Content of BIMS Formatted: Bullets and Numbering 

Report / MER 

A BIMS report, and if .. anaccociated Manual Error Deport (MER), 
givinR till transaction detail ..,here necessary, will be issued for each individual 
exception raised via the HSH to generate a 'Business' incident Whether or not 

MER is raised, is dependent upon the following  criteria•A BIMS Report will be 
issued for each Business Incident raisedgenerated via the HSH. A. In da ditions 
part of that BIMS report, ICL Pathway will issue an MER for each 

^ep*ioTerror associated with the relevant Business Incident where it is 
necessary to do so to comply with CA Sch. Goi para 3.6. 

BICi Pathway may with to retain and repair or is and forward  these - [Formatted: Bullets and Numbering 

electronically to POCi I., this case a BIMS report with ..o MEP. is issued 
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— Formatted: Bullets and Numbering 

BIMS Reports / MER mare  ^nl -designed to advise notify PFCLPON of 
ally-the detail required to assist in the reconciliation or settlement process 
within POQLPON. They communicate ^e , rnine the 
resolution of the symptom=_of an_underlying cause, not the cause itself. 
Where an error is being advised, the RIMS / MER report ..will identify the 

original error, the correct information and any difference between the two

Business Incident reporting to POOLPON TIP / TP will fall into one of the 
following categories: 

1. BIMS Report for a Not Data Error Formatted: Bullets and Numbering 

This will be the standard BIMS report as shown in Appendix 3 without the 
`Transaction Details' section completed. It will provide P LPON TIP / TP with 
a brief description of each exceptionerror to the extent that each e-xceptionerror 
can be identified. 

2. BIMS Report for a repaired Data Error 

This will be the standard BIMS Report as shown in Appendix 3, However, the 
`Transaction Details' section may be completed if considered necessary by ICL 
Pathway. Full details of the repaired transaction File' will be documented 
providing an explanation of each correction made. 

Formatted: Bullets and Numbering 

3. BIMS Report and MER Formatted: Bullets and Numbering 

This will be the standard BIMS report as shown in Appendix 3. However, the 
`Transaction Details' section will be completed as a MER to describe each Data 
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Error associated with the Business Incident, and specifying in a format (suitable 
for Dr bPON TIP to key into a PPPPP bPON TIP data input facility): 

a in the case of a Data Error resulting in an Inaccurate Cash Account (Data Formatted: Bullets and Numbering 

Error) or a Cash Account Error, each of the line items in the relevant Cash 
Account which need to be replaced in order to correct the Data Error in 
ouestion• and 

• in the case of a Data Error which is a Transaction Error, the relevant Formatted: Bullets and Numbering 

transaction record as it would have appeared but for the Data Error. 

NB: A BIMS report may contain more than one MER. 

Appendix 2 describes in tabular form the different terror criteria for 
Data Errors and Not Data Errors and the business rules surrounding the 
transmission of data from ICL Pathway to uP rl PON and the production of 
MERs where necessary. 

Where an associated MER is ,ed the appropriate mandatory transaction 

fields required by POCL TIP to manually adjust their processing systems w ill be 

completed in respect of both transaction and Cash Account errors, 

Mh,ere MFA i~ sidered by 1C Pathway to be the. chosen optio rote 

report ..All be provided for each transaction error r Cash Account error
discovered subject t o the following conditions: 

"Where an identical error type in a Cash Account appears in more than Formatted: Bullets and Numbering 
place, all errors of this type will be included on QNF MER 

BIMS Reports / MER its will not advise any detail as to the underlying 
`Cause' of the problem if this is a result of a software error etc. This information 
is supplied via the -System Incident Log'', (SIL). Where an-asseciateda 'System
incidentSystem Incident is raised generated to eradicate the cause of a 
particular problem, lea ding to one or a series oFand there are one or more 
associated Business_' incidentsIncidents, cross-references will be supplied on 
the `Busm ss' sne14e^tBusiness Incident -BIMS Report / MER report-to allow 
tracking of the 'System' incide*System Incident. 
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1 3 ,1.2 Clearance / Closure Criteria & Charges Applicable to MERs 

ICL Pathway anticipates that it will provide information concerning Business 
Incidents to P r IPON on a 'drip feed' basis, by issuing updated versions of the 
initial BIMS Report / MER. 

A BIMS Report / MER is 'Cleared' (for the purpose of determining 
whether the timescales as quoted within section a.a.z have been met). when 

reconciliation or settlement t o take place .ICL Pathway has provided the 
information required to be contained in the relevant BIMS Report as set out in 
section 4_5.Lt. The BIMS Report / MER,-  report is then closed following 
agreement between l)~CI  PON and ICL Pathway at the monthly Incident 
Management Review, . Such agreement is subject only to fulfilment of the 
following conditions: 

i. If there is no associated 'System' incidentSystem lincident, the BIMS 
Report! MER his closed subject to the clearance criteria described 
above being met 

2. If there is an associated 'cam tS stem Incident, the BIMS Report f 
MER is closed subject to the successful closure of the 'Sy 

incidentSstem Incident and removal of the underlying system fault, l* by ICL 
Pathway. 

ICL Path... 4.11, .;n ;.,f,.., POC PON will advise ICL Pathway on a monthly basis 
via ofspreadsheet of aAny liquidated damageepayments it considers are payable 
to POCLPON (as compensation for P-OCLPON's costs in dealing with charges 
resulting from the completion f a MERs) and / or its charges for dealing with 

widespread errors, are adviced to POCL at the monthly Incident Management 
Review and procecced via the agreed invoicing route. For the avoidance of 
doubt, if an error, treated as a Data Error due to a lack of information in 
accordance with section 4.4.1 is subsequently found to be a Not Data Error, 
then no liquidated damaceepayment -will be P ahl€made in respect of a MER 
which may have been issued in respect of that error. If the parties disagree 
whether the error is a Data Error or Not Data Error, this will be initially 

discussed at the monthly Incident Management Review and then escalated via a 
'Case Law Referral' form, to the Contract Administration Board for a fmal 
decision to be made. 

Full details of the charges applicable in respect of MERs are set out in 
Appendix 2. 
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There may be certain instances where an except_^Terror identified in 'Week i' 
will have an equal and opposite exeeptienerror generated in 'Week 2' . For 
example, if there is a difference 

difference n^e in the derived transaction total transmitted to POCIPON TIP when 
compared to the actual totals populated to the Cash Account line, probably due 
to a stock unit rolling over more than one CAP, an equal and opposite error will 
occur the following week. In such cases t= a-only one RIMS Reports and ,L MERs 
if appropriate, reports will be issued following the notification of the error 
within Week I. 

i-.ca.5.r.aReport Distribution 

It-is-ICL Pathway's intention to place will distribute all-BIMS Reports / MER's 
and the Non Polled Outlet report reports on a sta nd alone PC within the 
Customer Service department and allow dial up accss to the necessary 
departments within C1 ,PON using the PON mail network accessed via 'Lotus 
Notes'. In the event that this facility is temporarily unavailable, reports will be 
distributed via the ICL Pathway mail system.Until this application hat been 

BIMS Reports / MERs sent by faxdistributcd in accordance with this section will 
he deemed to have been issued to POOLPON. and I or P9EbPON given notice 
of any €xc€ptionserrors described therein, at the time of transmission by fax-las 
confirmed by the relevant If I Pathway fax delivery re..orfhmail. 

An example of a BIMS Report and-MER is shown in Appendix 3 

3  4.5,2 Sys te4w I t i.de 4- Loy 

The SIL is intended to track the progress to resolution of a 'Sy 
incide.,tSystem Incident-_raised-generated to eradicate an underlying system 
fault. In practice, one system fault 

could lead to a number ofsSymptoms-generating_'Busipess' incideatsBusiness 
Incidents. The SIL has been developed to remove the need to annotate each 
BIMS Report / MER report associated with a particular system fault, with the 
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detail required to ensure POELPON are fully advised as to the nature of this 
fault and how and when it is to be rectified. This information will be contained 
in the SIL. 

An example of a completed SIL is shown in Appendix i. 

1' .34.53 R vtiM TLMa.e~caL 4 . Formatted: Bullets and Numbering 

CS / MSU will use reasonable endeavours to raise Anan initial BIMS Report 
MER re rt(VLo) relating to a new Business Incident .• 11 be :& „e 1 ,, r^e / 

This will be made available in accordance with 
section 4.5.1.4, -tto the PQLPON 'Incident Manager, Transaction Processing', 
on the same working day as the Business Iincident is raised generated via the 
HSH-, or in any event on the morning of the next working day.IIn the event of 
the EPOSS-I .reconciliation ^ portsReport Set not being available to CS / 
MSU inMSU in time to enable any ^xit_o s^rrors to be notified within this 
timescale, CS / MSU will contact the RD Ct PON 'Incident Manager Transaction 
Processing' to agree a temporary extension to the timescale). This initial, 
incomplete, BIMS Report twill serve to notify POELPON that a Business 
Incident has occurred and that the completed BIMS Report will be provided to 
P9~LPON within the agreed timescales.MER report may of have all 

the detail required t o enable POCI t o reconcile or settle with their  elie„t(s) , 
however it will be followed up b y su bsequent versions as  more information  is 

SST MT .L 

Thfln , l1CL Pathway will use reasonable endeavours to ensure the final 
WMScompleted BIMS Report / MER, is made available in accordance with 
section 4.c.14 and report advising full reconciliation and settlement 

is cleared within five working days from the 
date the Business'- incident Incident was eaiw€ generated via the HSH. 

Where a con,ection ale is requiredthere is a need to correct Data Errors (see 
appendix z), ICL Pathway will use reasonable endeavours to deliver this-€lleh 
corrected data file to-T--IPto 1LPON TIP within five working days from the 
date the ' Business' inciaentBusiness Incident was raised generated via the HSH. 
This may however, not always be practical due to the technicalities of creating a 
correction corrected data file if there is a high volume of data. If the 5 day 
ti...eec le cannot he achievedan   agreed form of action will  he ♦alien following 

escalation v ia the Service M anagem en t For um

If the BIMS Report / MER is not cleared (in accordance with section 4.5.1.2) or 
ICL Pathway think it is unlikely to be cleared within five working days, ICL 
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Pathway shall immediately notify POCLPON's Had— of Service 
M,4a ,ag€ Incident Manager Transaction Processing and shall procure that 
ICL Pathway's Customer Service Director-Management Support Unit Manager 
(or in his absence, his deputy) is made available to meet with PBELPON's Head 
of Service Manage en+Incident Manager Transaction Processing. (or his 
delegate), to discuss the delay within two working days of such notification. 

There is no strict timcscale for the resolution of an associated System' 
incidentSystem Incident -as the time taken to develop a fix or correct erroneous 
reference data cannot be determined. Obviously however, ICL Pathway will give 
every System Iincident the priority it deserves in conjunction withtalcing into 
account POCI PON's requirement and would aim to deliver an initial analysis of 
the root cause within 5 working days and a final analysis and evidence of 
remedial action, within io working days. There will however he some
exceptional eases :hhere€ _thir will not he lachievab~„~however ICL Pathway
would of expect this to exceed 5% Of the total number of root causes 
analysed.A System Incident will be closed by ICL Pathway once the relevant fix 
has been developed and tested, or a correction to the relevant erroneous 
reference data has been authorised or approved for release through the 
appropriate agreed procedures between ICL Pathway and PON. The SIL, 
advising the current status of this stem LSystemm-Iincidents will be delivered 
to P LPON TIP ( TP at the end of each week. oP rt  PON may telephone CS / 
MSU at any time to receive an update as to the status of any System Tincident 
documented on the SIL. 

'' 4.5,4 WEAVrrea.d. Errory . Formatted: Bullets and Numbering 

ICL Pathway will constnt1y monitor `trigger points' • within the process, for 
example HSH calls and the EPOSS-TPS rep- iliati^ oxt Report Set, which 
can alert of any likely potential or actual `widespread' errors_ in either 'Data' or 
`Not Data'which are are those Data Errors or Not Data Errors affecting Cash 
Accounts in a Cash Account Period at more than ioo outlets. (This includes the 
notification of Cash Account files not sent to TIP and whether or not ICL 
Pathway is in a position to recover any missing data files) 

Should this scenario occur E, ICL Pathway Business Continuity Manager 
shall immediately notify 1'O l PON Business Continuity Manager of the 
widespread error. Upon giving such notice the provisions of this document 
(other than this section) shall cease to apply to that particular widespread 
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error. Instead alternative joint action will be agreed between ICL Pathway and 
PPPPP IPON and POCL in accordance with the Bxsin€rt business Continuity 
continuity Proceer oln icy. as documented ~Raeecribed in the following 
doc mente which are in ten ded to become CCD's• 

■CS/DnI 'Service Management Framework I But ::ees Continuity 
Management' (or pending the rignature of CS/DOT /oo, the draft of that 

• CS1PRD1o63 Generic  Service Management  Process ( o r pending the 

signature o f CS/DDD/ o 6 q  the draft o f that document  dated 27109l99.   Vo.j) 
- •-err. 

The charees for widespread errors shall be as set out in CA Sch.Goi paras
& 3.6.4.4. 

Formatted: Bullets and Numbering 

4.5'.S Rep utg Pay, 

Where Data  Errors are corrected by ICL Dath..,ayICL Pathway corrects Data 
Errors, ONE Business Incident will be raised to cover each exception 
whieherror, which has been corrected (or group of exceptionserrors if they are 
related to each other or if they relate to one Cash Account). A BIMS report 
containing appropriate information (in accordance with section 4.5.1.1) will be 
issued relating to that exceptionerror or group of exceptionserrors. 

Where there is a need to correct Data Errors, ICL Pathway may make corrective 
assumptions, based upon the format and content of previous valid records of 
the same type, if no other detail is available. For example, where a transaction 
mode is unknown, the mode used may be obtained from a previous transaction 
of the same type. In such cases, CS / MSU will promptly inform PPOCLPON 
`Incident Manager Transaction Processing' of the assumption, and anticipates 
that this will be by fax normally within the working day that the assumption 
has been made. P bPON may wish to review and validate these assumptions 
on a case by case basis and it should be noted that any assumptions made 
would not necessarily set a precedent. 

Where PON agrees that a Cash Account transmitted to PON TIP shall be 
repaired rather than require a MER, then ICL Pathway's obligation to transmit a 
repaired Cash Account may be satisfied by transmitting such part of the 
repaired Cash Account as its necessary to correct the Data Error concerned, 
provided that such transmission complies with the requirements of the CCD 
entitled: ̀ ICL Pathway to TIP Application Interface Specification'. 
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Appendix 2 sets out the rules surrounding the decision to repair data or advise 
corrections via MER. 

4.fo 1v",Z4e 1-M wevvl- Proceyy 

The following flowcharts have been prepared to describe the usual processes 
required to bring each ms s' Business Incident and 'System' inc;dentc  ~s•tem 
Incident to a successful conclusion within ICL Pathway and POCLPON and are 
for information only. They do not attcmot to describe any low-level ICL 
Pathway procedures. 

.The individual cases where ICL Pathway will elect to repair or not to repair 
data are not included within these flowcharts. 

Formatted: Bullets and Numbering 
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The processes highlighted within this document are not intended to replace the 
current agreed Problem Management procedures, which will run side by side 
with the incident management process, as has always been the case. 

By way of example, "pProblems" will-may be raised by ICL Pathway or 
PCCLPON according to the following criteriain the following scenarios: 

• Where there is a trend of similar `Business' incident.sBusiness Incidents 
where there is no identifiable cause. This wi4may include the scenario where 

the number of Data Errors discovered after transmission to POC-LPON TIP 
exceeds zo within the relevant Data Error Counting Period. (CA Sch. Got 
para 3.6.6.z) 

• Where a 'Sy~n tSvstem Incident has been raised and the cause is 
unknown. (A problem may not necessarily be raised for every System 
incidentSystem Incident). 

,i Formatted: Bullets and Numbering 

Problem management expands the scope of the System' : cide tincident 
management process described in this document to include any wider issues, 
whieh. which are nececearymust be dealt with in order -to rectify th 
ies>}--problems and to ensure that the associated Business and / or System 
Incidents are not repeated 

~nn,a~the A 'Syste ' • cidentSvstem Incident is generated by is used within 
ICL Pathway to ensure the relevant codex or fix etc, is developed, tested and 
delivered to the live estate., However, resolution of the Problem problems 
which arise as a result of that System Incident will cover the
additional requirements of POOL both parties wee g. Counter News updates, 
briefings etc. and in many cases the authority from ROUPON to proceed with 
a relevant fix. 
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System Incident References Associated Business 
Incident 

Resolution Detail 

Date 
Raised 

HSH Ref. PinICL ( 
i) 

PinICL (a) BIMS / HSH Ref. TIP Ref. Cause / Rectification of Error Fix Detail Problem Mgt 
Ref. 

Closure Date 

03/0199 E99no3o8i3 32733 N/A BE99no2o258 999 Narrative text WP1z34 29/0 34567 03/12/99 

03/n/99 E99no3o845 32675 32688 BE99nozoz59 N/A Narrative text 34666 

Description of Fields 

System Incident References 

• Date Raised: The date the 'System'- Iinncident was raised by CS / MSU 

• HSH Ref.: The 'System'-Iincident HSH reference 

• PinICL i : The initial 'System'- Iincident PinICL 

• PinICL (2: Any subsequent =System Iincident PinICLs raised for the same'Business-Iincident 

Associated Business Incident 

• BIMS / HSH ref.: The HSH and BIMS references which are identical but for the 'B' prefixing the BIMS reference 

• TIP Ref.: Any TIP reference quoted against a TIP / TP raised 'Business= Iincident 

Resolution Details 

© e999-z000 ICL Pathway Limited __—SECURITY  CLASSIFICATION Page: 43of 54 

Printed On: 16los/202216/to/oot6ho/oo3t/ot/0027/01-/00

Nothing contained herein thai! be d'erned or contiued .a affecting exieting contractual obligationa or creating nev contractual obligations betwe'n VL Pathway and the DSS/or 

POOL 



FUJ00079822 
FUJ00079822 

ICL Pathway TPS R & I plR. - Ref: CS/PRO/ui 

Ma~.ag 
Version: a5i.o 

SECURITY CLASSIFICATION Date: i6 io oo 

• Cause Rectification of Error: A non technical description of the fault and the solution to rectify 

• Fix Detail: The Work Package (WP) detail and associated dates of any fix delivered to the estate 

• Problem Mgt Ref.: The associated Problem Management Database reference 

• Closure Date: The date the'System'' Ii ncident was dosed following successful delivery of fix detail or reference data changes. 
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MER Option 
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Incident Class Originator: 
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Settlement Details 
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Date Cleared 

Date Closed 

ACTIONS 

Action Date / Time: Action Type: Analyst: 
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zo Fields available for insertion of Transaction or Cash Account detail in 
content and format agreed with POCI PON TIP. 
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