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Peak Incldent Manaﬁgement System

e o s

2010 04—15 14 07 6 [ Whlte, Martln]
create a new. request/1n01dent/preblem/change/lssue

0 04 15 14: 11: 39 [ White, Martln]
: Offlce is on Horlzon On. Llne.

2. The spmr balanced AA and ended up with a discrepancy of =
167 17.\The was cleared from local suspense as normal and the spmr selected tQ make good cash At this: _point the system prrnted
out a final balance report for TP12 with the cash flgure ‘amended and nil di screpancy. Normally the system wotild then come up with al
ssage to confirm rollover, but instead went back to the screen: asking how the dlscrepancy was going to be made good. Again the |
§spmr selected cash and thls tﬁme a flnal balance report show1ng TPOl was produced again showlng ‘nil dlscrepancy but the cash i
3f“gure had risen by £167 A7 All the rest of the transactlons in recelpts and.payments were stlll show1ng The spmr says ‘that agaln'

im it again went back to the sc¢reen asking how the dlscrepancy was to: be made good, ¢
Again cash was selected and another final balance report prod‘ce, thls tlme w1th the cash flgure show1ng £334 34 more cash than 1t
should have done At thls p01nt the spmr managed to get out of the screen (he cannot remember how);; . . > .

On logging on 15/04/2010 the spmr produced a balanceisnapshot that showed\nll dlscrepancy and. aqaln the lnflated cash figure
The‘spmr had logged a couple of incidents with NBSC, and was referred to. _HSD, reference 2238224.~ y :
The‘spmr was bounced back to NBSC as a balanc1ng error rather than a system problem. i =
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in Tradlng Perlod 01, balance perlod 61 and are open to the publlc. The spmr J.S called Robln,‘ and the contact number ls 01572

8233010 e ‘ S : = S

§

3;———.

32010 04 15 14 13: 06 [ Whlte, Martln]
§OG s Branch = Upplnghom S}?SO =
fFAD - 351217 -
bats - 19032000
1
|
|

Istock unit = BA & : S ;

fiser = RBRO@2. = o s e e
Node 3 ShEe e e : S i
e .

20\ 04 15 14 13:23 [ Whlte, Martln] SN S EaTa S
2 0G : Can you please 1nvest1gate thls problem? NBSC second line completed the i
|

2010-04-15 14113 SE LW mrE L :
lzneut en rmg : Transfer Notification = = N

010-04-15 14:14:00 [ White, Martin]
&TR : Transfer group from '! to 'PEAK' ... .o == e e e

::The call summary is no
|FAD351217 discrepancy of £167‘

pate:15- Apr-—2010 14: 18 08 User Lorralne Ell:l.ott ; :
;:Product EPOSS & Desk‘l‘op == Counter Common (vers:t.on unspec:Lf:Led) added.

‘Date 19—Apr-2010 17:30:56 User :Anne Chambers

g,[Start of Response] \ Sodiaaa e S
I think that the date of the problem was 14th Aprll hdt 14th March as recorded above -
:fln(ilng some usefiil evidence... = i e e e e

[End. of Response] - 3 S
esponse code to call t:ype J as Category 40 e Pendlng e Inc:.dent Under Investlgatlon S
esponse . was dellvered to Consumer = S :

Stock unlt = OOH -
fflce rolllng from Tp12 -
, and selected settle centrally. The office reports |
- This has ;in\t;ht;;si\o\f;f:'c:e\::i

Date 22-Apr 2010 11:26: 12 User‘ Customer ca11 : : 3
The solutlon we: thought we. had for Hucclecote SPSO, FAD 186523 has not resolved the problem, but has actually doubled the

on O0H Th Off;x_ce reports again
'mes to get the 1over complete

Date 22—Apr—2010 12 31: 14 User Anne Chambers s e e T
Jlstart of Response] e
3 ooking first at 351217 Upplngham . .14 Apr, counter 3, SU AA. Times UTC
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17“08 Prrnt riai bélaﬁce‘réportfféhbwsﬁnetfloés%£167,I7 .

[Receipts sectroh Short‘Resolved 167:17 i; \ﬂ =
Payments SeCtlQn. Short Transferred 167. 17

Pecerpts sectlon Short‘Resolved 334 34 =
anments sectlon' Short Transrerred 167.17

leCelptS secflon Short Resolved‘501 51

Payments section: Short Transferred 167.17

'Clear loss:from LS / cash;i

'The balance report saved for reprlnt is the Correct one (produced at 17 14)\ :
The Suspense account and BTS are correct, and only show the slnqle LS clearance. :

Response code to call type J as Category 40 = Pendlng;

&

|

]

|

§

2,

3 1nd of Response]
ilesponse was dellvered to Consumer S
| > S
L
|
4
L
|
|

Date-22—Apr-2010 14:13 122 User: :Anne Chambers
|lstart of Responﬁe} : s : S
I'm g01ng to clone this call and send the clone to development for lnvestlgatlon of the underlylng cause, whrle;keepipgfthe o
Joriginal call to work outrwhat needs to. he done to. get the branches\stralght S : i : -
|lEnd of Response]
}'esponse code to call type J as Category 40‘

\‘sponse was dellvered o Consumer

[Patc 22-Apr-2010 17:
|[Start of Responsel Somns i
'PC0198077 sent to development.r :
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Eeak for 203418 is actually PC0198066 SR e : e S : 2 3

IEnd of Response] = e L e L
Response code to call type J as Category 40 - Pendinq:~¥~InCideht:Under‘Investigétioﬁ s
lesponse was, dellvered to Consumer Sl SUENE e e 3 .

[t think the solutlion applled at th15~branch should reSlee the effects of this problem
hlch automatlcally settled to cash is caus;ng a dlscrepancy of +l997 62 S

o sort out\the effects of the prdblem fully, when rolllng AA into the next TP, nove the gain of £l997 62 from AA to- chal

| uspenseA Then when rolllng over the flnal stock unlt Clear loss from LS,‘settllng ASSLgn to Nomlnee

AssranﬁQ~qu;nee agcquntyg‘rzf

: f.fAA;ls currently show1ng a\dlscrepancyfof around £3990 \ﬁot‘£1997.62. 7

a galn of 3ust over £1000

iamounts etc 1nvolved.\‘

'm happy to dlSCuSS
j End of Response} . 3

esponse code to call type J‘aS\Category 95 — Flnar
. all Logger follow Flnal Proqres

;Date'27—Apr -2010 17: 41‘
Defect cause updated t

i
|
|
|
I
|
F
|
|
12
|
|
|
|
|
|
|

custamer Call S =

§ onsumer XXXXXX@TFSOl has acknowledged the Call élééﬁré

[Pate:28-Apr-2010 13:43:08 User: Customer Call
[CALL PC0197797 regpened by Customer Call

They redeclared \reduc1ng

conneqted‘w;th~the =
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fon 1470372010 office carried out Trading Period balance for period 12. The spmr balanced AA and ended up with a dlscrepancy‘of
§ 2167 . 17 The was Qleared from local suspense as normal and the spmr selected to make good cash. ﬂt thls p01nt the system pr nted

out ‘a flnal balanae report for TP12 with the cash flgure amended and nil dlscrepancy. Normally the system would\then come up w1th
essage to: conflrm rollover, but lnstead went back to the screen asklng how the dlscrepancy was g01ng to be made good. Agaln the

f2010-04~ 15 14 11 48 { Whlte, Martln]
FID : FIELD*'Zbelag' OLD* NO' NEW“

3 [ Whlte, Martln]

spmr h d 1ogged a couple Of 1nc1dents with NBSC and was referred to HSD
Spmrnwas bounced back to NBSC as a balanCan‘error rather than\a system problem

sed The Offlce é CUEféntly‘/
contact number 13- Vo

boto-04-15 14:13: 06‘[ Whlte, Martln]‘
JLOG : Branch - Upplngham SPSO Shma
FAD - 351217 3 :
Ipate - 14/03/2010
Stock unit = AA
ser S RBROOZ
|ode Bosmtan
alue £167_17

D;[ Whlte, Martln];
';Transfer group £ om }' to"PﬂAK\

.15 30‘[ hlte, Martln]
fros a NBSC ref. H22764154

2010—04—19 17:28: 39\{ OTI] ‘ 3
OTIPSTU - Update by Anne Chambers Call routed toc

date of the problem was
ev1dence :

FAD - 186523e
Date B 15/04/2010
tock unlt OOH‘

.‘The orlglnal flgures in suspense were clear loss from local suspense in OCH su of £998 81\wh1ch was the erlglnal loss
c as doubled the discrepancy that

n the f‘r;the branch and this shows t 1ce.
as showing on AA su from > ShEE
1997.62 to 43995 24 =

We ‘have entered lear gain from local suspense but

o10-0a- 22 11:25:27 [ Whlte, Martin] : ~ =
OTIADD s We have now also got a s’mllar 1ssue w1th Klngsbury Road SP

FAD 277201, who
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[235.52 from the trading period balance done on 15/04/2010 in OOH su. They have ended up now with 3 clear gain from local suspense |
§entr1es on: the suspense account for £235.52 from 15/04/2010 on OOH su. The offlce reports agaln they had problems when pressing the'

a551gn to nomlnee icon and ended up pre551ng 1t several tlmes to. get the rollover complete. The suspense account and Tradlng ;

ﬁpdate by:Anne Chamber =
_ counter 3, 5§U>AA_‘I;me5 UIC.

|Receipts sectlon Short Resolvedtl67 17 L
Payments sectlon. Short Transferred 167.;

| sh 61001 29 : :
Peceipts section: Shert Resolved 334.34
Payments sectlon' Short Transferred 167 17

1 7‘19 Final balance report
[cash e1168.46
Pecelpts section: Short Resolved 501 51
Payments section: Short Transferred 167 17

104- 92 13 06 03 [ OTI] . S ‘
OTIPSTU Up ate. by Anne Chambers Category 40
cash settlement,‘

2Q10—04 =22.14:14:22 [ @TI] : . 3 : L
OTTPSTU : Update by Anne Chambers Category 40 == Pendlnq
iclone to development for 1ﬂvestlgatlon of the underlylng
Jto get the branches stralght i S S

=
bo10-04-22 17:37:37 ror1 :
PELIPSTU Update by Anne~Chambers Category 40~

#
|
|
|
!

po1o-04- 23 10: 25*16 0 OTI]
OTIPSTU : Update by Anne Chambers Category 40

\ soobranch 203418 - more detalls on PC0197769\
d L have heard that 164205 is also. affec“d e but no open

nmay try to see 1f5
2010 04~ 23 10 27 26 [ OTI]
oTIPSTU

bo10-04- 27 17:36:07 . OTI):~ ' -
PTIPSTU = Update by Anne fhambers Category 40 == Pendlng
I thlnk the olutlon applled at thls b anch‘ houl

‘ﬁT s currently show1nq a dlscrepancy of around £3990 not £1997 62
posSlbly Sat 17th°) 3 : ;

he declaratlon by £1000 exactly" e -
At the end of Monday 19th tradlng the varlance was £1952 32
1 3 S : X

lesolutlon Detali .\Update by Anne Chambers*Category 95 —- Flnal S Adv1ce aft r Investlgatlon Pas lng call back to IMT - can you
send the update about Hucclecote to Ibrahlm please° I have not contacted the branch but\they may. need some help\trylng to 1dent1fy
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the cause of the addltlonal qaln. I Gan t see anythlng out of the ordlnary and lt :Lsn t connected w:Lth the system prob em.; 3

1 am Stlll looklng ‘at other branches Whlch were affected by the same. problem, and w;.ll put together a spreadsheet to show the
amounts etc lnvolved 3 3 S S SR 8 . G 2 : s S

: 0\5—04427 1‘7‘1:42‘-;38?‘{ POWebService, ~01]‘f :
RE 2 St‘atus fchan‘ged from 'Open! to '\Resolved' -

i

2()10-04 27 17 42 38 [ POWebSerxuce, 01]
ézneur en. rmg 3 Resolutlon Notlflcatlon

= -
i2010 04 28 08: 11 56 [ Thlnd, Sukhdeep] Shn
zneut en . rmq 3 Transfer No iflcatlon =

|

kL

2 : R
f 'm happy to dlscuss with Ibrah1m 1f necessary
I

?

|

2010 04-28 08:11: 56 [ Thind, Sukhdeep]
TR :‘Tzqans‘:fe‘r\grpup:‘f:gom 3 PEAK' to 'HSD IMT!

010 04 28 13 42 07 [ Whlte, Martln] SR ; S i
R ._Transfer group from 'HSD IMT' fo !PEAK' = . o

n—:w |

20 0-04- 28 13: 42 07 [Whlte, Martln] ~ S
;Status changed from 'Resolved' to ’Work In Progress

2010 04~28 13 42 07 i Whlte,i: Mart1n];~
zneut en J:mg ‘\I‘J;apsfe‘r‘ NOtJ? j_qati:‘on‘ %

(e ‘;:g. Jominee,
crepancy (though it may look as if it

??Date 28—Apr—2010 18:24:03 User Anne Chambers T
1 ‘Vlde\nce‘Ad.c‘l\etsi = f‘:greadshee\‘_ of affected branches :
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[Returning gali—ig SSC‘fEE closure..

Ibate: 29—Aprﬂ2010 14}34 :00 User‘Jbanne Ball
fme cal

jDate 30-Apr-2010 09:07: 32 User Anne Chambers : S
fthe call record has been a531gned to. the Team Member Anne Chambersi =
“Progress was dellvered to Consumer : - S

Date: 30-Apr42010‘09 17:32 User:Anne Chambers
| ALL PC0197797 closed~ Category 74 Type J :




