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Horizon Problems (formerly known as defects) - Latest Status of Open Items (as at 01/01/2024) • 

Current open Horizon Problems -(potential forfinancia I impact) Key Performance Indicators Note: There are 2 types of Horlron Problems: 

Underinvestlgatlon 2 

F&understood-being developed 2 

Fk developed -waiting deployment in scheduled release 1 

Going through closure process 3 

eusnthanelling 1. Potentiofto hove 0/mon slot impose on ohronch 
KPI Prdermemr J. Nn pntnntinlJere financielimpect but could cause 

F.Ned
Ning held to reHewa lown3working days of ldeMlFlcaron 

ads(ewd spoor ctGorience

proNam This report focuses on the most important Horizon 
n zwo,kmg aan Hemlx=xon Problems thathavethepotential to oweofinancial 

BanchesnafNed Na m 5workingdaysofdeneAcxion impact 
ranch Hub 

Knowledge Nticle Created mtworking days of demiflcation p 
Criticality Scorei30 eecxtonmlegal -ehm sw045eg days@1tewfvee:an Age Profile ich.wrphy.m.l qu.n.,.srh problemws.ra.edl 
• P900241762 — Drop & Go Recapts code error. Fix being developed for 74.20 (April Cde'®liry tcore reOw S sw, Ong days of oval mvemgaeon 

2024) eneisOc 2 
• PR30041754—The AuioTCisnotworkingwithin D&6andreqs:revabranchmo vesctccoervsoc lreow 000ofcodyscof nmal mree-gancv 

contact BSC fora TC. Fix deployed Dec 12th 2023, now going through closore 
process 

Update since

powers 

report 

aangeate Nro~aa 
• 3tuonessanalpsts have been allocated to review data from BSC cases logged 

on MS Dynamics sooty and identify branches that could have issues linked to
open problems, orto demify potential new problem records. Initial data 0222 0322 0111 0123 0211 13`22 
gathering work has commenced 

• New weekly data services team report to be provided from lanuary,toallow 
hatter transparencyarcd updates on data service owned problem records 

Release Dates (pending and deployed) 
New Hodron Problems in period • 973.30 and R73.401one combined release) -24/08/23-07/09/23 0 new tenon Problem with potential for fin anual impact in last month 

973.50 was deployed between 15/10/23 .24/10/23 
Closed Horizon Problems In period 973.60 and R74.10 scheduled between 01/02/24 and 09/02/24 
• 0 closed records 74.20 scheduled between 08/04/24 and 17104/24 
• 3 items goingthrough closure process, expecting two of these to be closed 

withinlanuary,the otheris awaiting 74.10 It be deployed  February Change Freeeeto protect PrakTradingPeriod care between 
• 00:00 Wednesday 23/11/230000:00 Thursday 04/01/24 

10pm-NaFad'ngtayecd NOpe-AsquioFndng 

Total Open / Closed Horizon Problems 
(since recordng started on Service Now in Sept 2020) 

Type Open Pending Oared 
Closure 

Potential for S 3 30 
financial Impact 

PoorExperlenoe 25 3 18D 
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Appendix — Latest Status of Open Problems (as at 01/01/2024) • 

problem Caiticelity Resolution 
Reference 

opened
Desori i Proposed Resolution Release Score Understood 

PRB0041738 18/09,/2023 AP-ADC transactions recovered in the opposite order to the order they Included In the Phase 4 bid ewehing funding TIC 11 
re added to basket. This could he issue ifthe basket contains related An AP-ADC transaction can write recovery data so that if the system 

transactions where the final transaction uses knowledge ofthe previous subsequences fails priorto settlement completing successfullythe 

"rianeucuene  Order" added totho basket before a final tuneuetioncon be mcovorcd atncxt logon. 
rSubmit Order"transaction), Atrecovery, the final transaction would be 

ecovered first and so cannot take account the status of the other 
oeoverable transactions. 

PRB0041760 05/10/2023 Fast Cash - when selecting debit/ credit card but settle basket to Fast Data Services Team to review scripts and add product group to the TIC 19 
Cash, thetansaction cannot be refunded to cash if customer changes basket. May require Fujitsu development and Funding 
mind. Ifbranch returns cash tonics customer, then they will have a Need a data services update 
shorts a and a IC would need to be issued to balance the branch 

PRB0041762 06/10/2023 Drop&Gomismatch -The'total cost on the receipt does not match the Fix being developed by Fujitsu. 74.20 33 
debit from the D&G Account. The AP ADC StackLaokUp data type should exdade items with a null/blank 
Sendingoverseas mail items with ICDC(Intemational Customs Data weight when using a WEIGHT filter, rather than raisnga 
Capture) maycause accvuntstonot update correctly when a null/blank NullPointnException. Additionally, any exceptions during deterred actions Fix 
weight transaction is present in the basket, An example observed is the should display a system error message. 

Understood orneuntdebitedfrem the Drop & Go account does not match the receipt 
produced for sending an overseas mail item with ICDC, which idlows
Parcelforce Contract Acceptance transaction with null/lalank weight 
already resent in the basket. 

PRB0041303 18/11/2022 MoneyGram and Western Union Recovered Debit Card Transactions Needs Funding, Fix Required- The solution is delivery of the Bureau TIC 21 Fix 
settle to Cash not card Refund to Card CP which is currently under review. Understood 

PRB0041211 23/0B12022 Payment and Banking transactions are declined when a ravel money Woddline Change Worldline 14 
sand transaction fails atthe exact same as anothertansaction is Fix Developed-tofix issuewhere PAN's areblankforTavd Money Card Pending Awaiting 
processed transactions, as card beingremoved too quiddyfrom contacdeas reader 

Pending Woddline release-currently planned fortheir release Sl-37 
Release 
(Possibly Sl- deployment 

37 
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Appendix —Latest Status of problems in Closure Process (as at 01/01/2024) 

Problem 
Reference 0 ened Oeeelptlon Pro used Reeolutlon Te a Releeae Crhicalit Score Fi De to d 
PRB0041754 03/10/2023 he Auto Transaction Correction file is failingfollowing LOP (Ac centum) and APADC (Data seances) 11/12/23 -Deployed -Pending 41 

changes m,defrem the Hz Remediation Project in May 23, he plane to deploythe CDP change 7th Dec dermamuntil(he APADC Closure 
In Sept 23 a MSG10802 was introduced Co advise branches change is made to utilise Chem. 

call BSC ita Drop & Go transaction settles to cash, as he APADC change deployed ovemight 11/12/2023 ✓ 

previoudy auto TC would have fixed these, but until this is 
iced branches need to read this message and contact BSC 
or DC to be anon ged. 

PRB0040527 21/05/2021 Communicationcloss both shortand longer term Data ServicesChange APADC- Deployed - Pending 30 
caused issues with Pre Order Bureau transactions Fix deployed - APADC script now allows transactions to handle Closure 

✓ 
within branch correctly errors during communication including recovery 

rOCesS. 
PRB0041480 06/02/2023 Recovery may fail if multiple payment transactions are Fujitsu Change 73.40 -Deployed -Pending 14 

present in a session undergoingrecovery. Potential to Fix Developed- This'.s a problem that has not been seen in live or Closure 
✓ 

affect payments, not banking transactions testenvironments. Observed as part of a code review. 
Deployed in 73.30 
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Appendix — Closed Items — Recorded in Service Now 0
P.M.. 

-
Reference Dee,ced DeDeccrfpcioo Resdution Te Release Ooced 
P980041095 09/06/202 Branch 183002- Declined transaction at counter not Fix identified by Worldline and released as part of the Worldline release S1-32. 1-32 19/12/2022 

12:36:5 renewed wvh Voolink 12:51:58 

1-48004095312/04/202 Declined Banking/Payment Transactions recording as if transaction declined and not completed and settled successful y, counter 2.20 28/11/2022 
14:59:1 Quantityofl rocovoryincorroctlycotstho quentityto 1. Countercodechengeto set quantity 16:57:21 

o 0. 

P980040952 12/04/202 Prescingthe Back Office menu button while recovering he missing 'Busy' wait message when PBS recovery is in progress to be included 2.20 28/11/2022 
14:41:1 payment or bankingtransactions sthe fix, which will then prevent userinput during recovery stooping itfrom 16:55:16 

P980040949 12/04/202 Recovery not invoked following an error 72.20 BA fix to exception handling(ExceptionlianlderBLO) - display logic change 2.20 28/11/2022 
13:13:5 leveloped. 16:53:24 

P980040948 12/04/202 Loss of communications during benkingtrensaction, ujitsu Change 2.30 
12:52:3 branch have rebooted thecounter rather than ix Developed - Implement defensivecode notice system handles this error 10/07/2023 

completing recovery ondition 09:06:09 
eployed —Going through closure process 

/-480040947 12/04/2022 Refund feilurecfordebit cerdc with Co-0o BIN ranges in 990.01.03 0.01.03 24/05/2022 
12:29:37 450875 or 498824 90.01.03 16:15:15 

P980040894 20/02/2022 NRCC ords notsetupas paymentcardscausing refunds ode correction by Fujitsu toensure that NRCC cards are classed as payment Ideployment 23/05/2022 
15:22:5 and recoverytocettletoosh rethod. 08:55:42 

P88004084427/01/202 Pre Payment Debit Card- Top up eppliedtotwo PAN he swipe ofthe nerd wa e of the issue. Prepay lolutionswent live pdete to Prepay 04/05/2022 
15:42:3 numbers, but only one cord used 2/04/2022so cuctovrern now uce PIN pad and enter PIN to deposit cash and the olution 17:08:12 

wipe function is no longer en allowed method- nege0ngthic issue from mplemented 
in future. 

P980040559 22/06/202 Percelforce Express 24 with discount chows different ssue ouced by Percelforce Discounttrensaction olculetingdiccountc in 2 PADC data services 
15:20:0 price on the receiptthan displayed on the counter perate placesand ucingdifferent rounding methods within each olculetion. hange- 04/11/2021 

terminal e fix is to uses consistent rounding method. On Horizon diccountwes£15.05. ADC/2108/007 11:26:45 
e discount in basket showed £15.04 due to the rounding method. The receipt 

[owsamouritE15.04. Fix a lied 
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Appendix —Closed Items —Recorded in Service Now 

Problem 
Reference e,red Descriptico Resolution Ter Release Closed 
1RB004055317/06/202 Gift Vouchers- Inactivity logoutfor End-Of-Session scripts Twochanges to Gift Voucherstransaction 1) As voucheradded to transaction PADC Script Change 04/11/2021 

17:09:1 casing transaction to settle and recover creating a basket, message displayed edited:Agree with the Customerthat a Gift Card 11:29:26 
duplicate transaction worth f%CAmount%will be added to the basket. The Gift card will be 

activated when the basket has been settled and cannot be reversed. Check the 
receipt for activation timescales. If paid in cash, secure cash before settling 
basket. Giftcards can be removed before settling basket. 2) Oncethe customer 
has paid for voucher, and activation has been successfully completed online 
there is currently a'Successful Adfvation' message displayed. This has been 

oved 
PRB004053228/05/202 when settle is pressed fora Bureau Pre-Order transactic. Removal of the Pm', and Cancel buttons from the transaction post basket 1.20 24/05/2022 

12:20:3 wherethe basket nets to aero, the Prey' button is settlement 16:04:36 
displayed 71.20 

PRB0040603 09/08/202 Glory Machine Proof of concept: Discrepancy (Loss) on Gloryand their software provider Antuarestablished root causeand a fix lory Machine Fix 01/11/2021 
15:273 Roehford G cry Deposit Machine withinthe banking - esponsesthatensures if an asynchronous response is 17:15:19 

received the machine conf rms to the customer there was an issue, returns the 
money and Chip and PIN card to the customer and asks them to ahem pt the 
de sita 

PRB004060820/08/202 55K- P21NC040415755K'sare experiencingtransactional error in codingon build 106 identified- Since inception of 55K, it was not CR 55K build 107 30/13/2321 
12:38:4 failures- Cash refunded incorrectly possible tocancel transaction successfullyafter partial cachtender is passed to 11:10:27 

P03. In build 106, as part of service improvement we tried to resolve the 
challenge of cancelli ng a mixed tender transaction on 55K without P05 changes, 
so that SSK ca n retu rn the cash when customer cancels the card transaction 
after depositing some cash as partial tender. One of the flag/variable used to 
track partialtenderwas not meet correotlyfor a uniquespecificflow which 
caused this major incident. This is a cod ing issue where one of the exit criteri a 
was missed. Fixed in NCR SSK build 107 

PRB0040496 29/04/202 55K Transactions are being observed reversing on the 55K Fixedin NCR 55K Build 107 CR 55K build 107 31/12/2021 
16:49:3 by the BRTteam 10:53:29 

PRB004049215/04/202 55K Application Bug: communication error condition Fixed in NCR 55K Build 107 NCR 55K build 107 31/12/2021 
15:33:5 
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Appendix —Closed Items— Recorded in Service Now • 

Problem 
Reference ,red DesDescripSioc Remlution Ter et/Release Closed 
PR8004049115/04/202155K Application bug: 1269 error, issue with allowing Fixed in NCR SSK Build 107 NCR SSK build 107 31/12/2021 

15:18:32 Credit Card payment type for bill payments 
PR80040489 15/04/2021 55K/HBS integration problem: Home Shopping return Instances have reduced with percentage of impacted transactions under 0.002%, No fix required 23/05/2022 

15:052 duplicate causing55Kfailed backetcettle-nent andcauced by branch non-conformance-updatedtrainingmaterialsproduced-
notechnicalfixrequired 

P000040546 09/06/202 55K Part Paymentof card and cash canoe lationsproduce Fixedin NCRSSK Build 107 NCR 55K build 107 31/12/2021 
16:45:3 a receiptto indicate refund is paid but cash is not 

dis sed 
PRB004056123/06/202 55K Sequenrenumber rejects duetodifteringnumber Fixedin NCR 66K Build 107 NCR SSK build 107 31/12/2021 

08:53:2 limits by YecPey and HBS 

P000041553 5/04/2023 Customercharged twice for Western union cancelled Data Services Change Data services fix 04/11/2021 
transaction Fix developed 

P00004151016/03/2023 Western Union Recovery Loop Errorin APADCduring Data Service Change Data cervicesfix 23/08/2023 
multi KYC search as part of Receive Moneytrancaction Fix Required - Change to APADC scriptto bring recovery data down to allowed 

volume of field characters. 
PRB0041109 0/06/2022 Contactlesspayment rejected by bank, customer inserts Fujitsu Change 73.10 18/10/2023 

08:49:28 card into chip & pin at sametime clerk logs into 2nd Fix Developed- Implement defensivecode so the system handles this error 
unter, causes basket & recoveryto fail condition 

PRB0041104 14/06/2022 Transaction Reversed Twice- By Existing Reversals and by Fujitsu Change 72.30 18/10/2023 
14:20:55 Recovery action Fix developed - Root cause has been established and fixes planned as part of 

releases 72.30 / 36.10 
P000041160 11/07/2022 E-Top-Up issue— When doing a reversal to cancel an Fujitsu Change 73.40 24/10/2023 

item, itemscan remain selected and get processed Fix being developed- Counter code change to clear the selection when the user 
cancels at the selection confirmation message M5603147 - Being fixed with 
CP2863 

P000041099 13/06/2022 Branch Trading Statement reports chowingnon-zero Fujitsu Change 72.30 18/10/2023 
10:41:50 Trading Positions after a failed stock unit Balancing Fix Developed 

Period (BP) rollover attempt from BP99 to BP100 72.30 

P000041552 4/04/2023 Branch unable to rollover into another Balancing Period Data Services Change Data Services Change 18/10/2023 
as stock unitissturk at 6P99. MSG40086 error dcplayed Fix developed 
unti all of the branch rolled over into Trading Period 
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Appendix — Closed Items — Recorded in Service Now • 

Peobl.m 
Reference ned Descripsioc Remlution Ter t elease Closed 
88004121223/08/202 Credit Card Payment is available to MoneyGram Fix created by Data Services in the form of 5'  ' control group. BUREAU can be 09/05/23 24/10/2023 

14:59:0 Customers Inappropriately. paid for by Debit Card bat not Credit Card 

88004110014/06/202 Transaction logs report 1 hour incorrectly after clocks The counter/BALcode correctly assumesthat thetime window entered appliesto NNG-X38.50 27/10/2023 
10:40:0 changewhcrethe report is run over the periodthetimc GMTor 551 based on the current date, outdoes not changethat assumption for 

changes 38.50 transactionsthatwere made beforethe recent GMT/BST dock change. Counter 
and SAL code change to be delivered 

88004062202/09/202 Recovery Scripts within APADC have been found to depending on the sequence of failure. The likely outcomes after system failure 09/02/2023 31/12/2021 
14:35:2 contain errorsin scriptingthat in some cases cause real. The voucher will be rolled forward, i.e. recorded as complete if the clerk 

detriments, impact on transactions and branches indicates that payment has been trade; or 
2. Thevoucher will be 'rolled back, i.e. voided. This meansthe vouchershould be 
immediately redeemable at the same branch. In some circumstances, it may take 
an might yrococs, or a call to the i-movocentre to resolve 
Al l the recovery scripts have been reviewed and appropriatefices applied by Data 
Sery 

88004081121/12/202 User is Locked lntoa Field During Foreign Currency Rem A fioto preventthe counter from lockingin these scenarios was deployed 7330 31/12/2021 
09:49:33 In Transaction 


