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Progress Narrative 

ate:25-Aug-2000 12:04:00 User: Customer Ca11_ 
ALL PC0053061:Priority A:CallType L - Target 29/08/00 13:04:27 
3/08/00 11:55 FAD 090136 has not 
lease ping and why has it not poi 
5/08/00 11:42 uk081205 
ollow Up: PM called asking for he 
5/08/00 11:43 uk081205 
dvice: Took PM through the proces 
5/08/00 11:54 uk082135 
nformation: No comes, still 
5/08/00 12:06 uk058987 
ntormation: Calls to this outlet are being made successtully to bol 

he LAN & WAN addresses. Calls are passing PPP CHAP 
uthentication, but are failing IF pings, which suggests ~v
hat this is either an Eicon card or a VPN problem. Rebooting ' 
he Counter may solve this otherwise send the to SSC for
nvestigation. Thanks. JR 
] Call details ' x ,
Diagnostician name: 
ustomer opened date 23/08/2000 11:5:1:13 
ALL FC0053061 opened 

te:25-Aug-2000 12:19:00 User:Barbara Longley 
rget Release updated to CSR-CI3_2R 
oduct General/Other/Misc ISDN added 

Date:25-Aug-2000 12:43:00 User :Steve Squires 
Fi Response :
Pre scan: done yak -am   &p -
[END OF REFERENCE 21367467] 
Responded to call type L as Category 40 -Incident Under Investig 
The response was delivered to: PowerHelp 
The Call record has been assigned to the Team Member: Lina Kiang 
Defect cause updated to 99:General - Unknown 
Hours spent since call received: 0 hours 

Date:25-Aug-2000 13:44:00 User:Lina Kiang 
Fr Response
Jnable to ping this SCO. Call should not have been sent to SSC, according to 
the new non-polling procedures the next stage is to send an engineer to site. 
[END OF REFERENCE 21369717] 
Responded to call type L as Category 94 -Advice and guidance given 
Hours spent since call received: 0.5 hours 
Defect cause updated to 41:General - in Procedure 
:ALL PC0053061 closed: Category 94, Type L 
The response was delivered to: PowerHelp 


