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Branch Impacting Problems (formerly known as defects) -Latest Status of Open Items (as at 01/08/2023) 

Current open Branch Impacting Problems 
(with potential forfinancial impact) 

Underinvestigetion 1 

Fit understood - being developed 1 

Fit developed welting deployment in scheduled release 5 

Going through closure process 5 

Under InvesnIganon: Worldllne connectivity issue -tunding of fix being sought 
Funding required- Seeking fundingto resdve 2 of these open items - case raised 

Update since last report 

Ch snges to process 
• Process overview undertaken with Ben Foat and Mark Underwood 
• Creteth is Exec wmmarymornhly goingforwardc 
• Rebrand from defects' to' branch impacting problems to align with 

ITI L and industry best practise (defect is a preproduction term 
rtnally) 

• Review of eiticality scoring to ensure consistent and promptresponses 

• New Branch Impacting Problems in period 
• 0 new Branch Impacting Problons with potential fognancial impact 

• Closed Brendtlmpacting Problems in period 
• 1 item closed 
• (5 mare items going through clowre process) 

Branch Impacting Problem Process - Key Performance Indicators Note: There are 2 types of Branch Impacting Problems: 

6MontheFollln Perform 1. Potentbl to hove afina.iolimpoct coo branch 

kn onl 
i s 

J. On pntentinl fora finonciol impart but could anus, 

Stanch notified within 2 days epoorexperience 

This report focuses or the most important Branch 
Impacting Problems that have the potential to have
finonciol impact 

(BA created wthin 2 days c 0 Br 
Notification to Leal within 5 date a a Io .s% 

'ticality scored within 5 days u 1 cc 
Entry into Snow within 2 days S 11 it 
Impact statement within5days 3 cc 13 
Meeting hdd todiwuss 

We a rcpt the red items area concern, but all items are being addressed and 
this is a six month trend to will :aka time for the older items to drop off from 
this reporting, boric July 6 of the 7 targets were 100%, and in the six month 
trend 6 of the 7 measures impro.ed ('change' column above) 

• There was ayap between the last perm person dologthic role and the 
now person- this has been addressed 

• There has been a delay in the past to branch comms and Knowledge 
articles being created dueto annual leave, this has been addressed with 
trained cover 

• Thecriticality core is dependant onbusiness responses butwe have 
escalated screams that have been slow to respond and are nowgetting 
quicker responses 

• Ac pan ofthe ongoing efforts toimprove the process, the KPls are being 
reviewed, and we will start reporting on the new KPIs next month 

Release Dates (pending and deployed) 

• 672.30 was deployed between 06/02/23 - 17/02/23 
• 673.10 wan deployed heiwmn 05/04/73 - 18/04/73 
• 673.20 was deployed between 04/05/23 - 16/05/23 
• 673.30 and 673.40 (one combined release) - w/o 11/08/23 
• R73.50 -14/09/23 -22/09/23 (currendy sitting in SV&I test 

Age Profile fshoso worcw coot woeom coo rooea) 

3 

li ia l l 
022011 032021 012022 032022 042022 012023 022023 

Total Open / Closed Branch Impacting Problems 
(once recording started on Service Now in Sept 2020) 

Type Open Pending Closed 
Clot 

Potential for 7 5 20 
finenclel Impact 

Poor Experience 5 13 163 
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✓ =Fix understood
Appendix — Latest Status of Open Items (as at 01/08/2023) 

Problem Isnion 
Reference Opened Daasd ' Dead Resolution T. et Release Understood 
PRB0041161 11/07/202267 bankingtrensantions declined, not acknowledged at counter. Needs Funding TBC 

Transactioncancelled but processed by Vosalink Cause- Fixrequired to preventreoccurrence, but Worldline have investigated 
Worldline connectivity issue, and indicate that the fau Ity switch is new working 

PRB0041303 18/11/2022 MoneyGram and Western Union Recovered Debit Card Needs Funding TBC 
Transactions settleto Cash not card Fix Required - The solution is seen as the delivery of the Bureau Refund ns cedantred 

to Cad CP which is currently under review. 
PRB0041160 11/07/2022 E-Top-Up issue — When doing a reversal to cancel an item, items Fujitsu Change Targeted 73.40 

n amain selected and get processed Fix being developed - Counter code change to clearthe selection when ccnucug 
the user cancels at the selection confirmation message M5000147- twioy,nart 
Being fixed with CP2863 

PRB0041211 23/08/2022 Payment and Banking transactions are declined when a travel Worldline Change Worldline 
moneycard transactionfails attheexact same asanother Fix Developed —to fix issuewhere PAN'sare blankfor Travel Money Pending Release 
transactionis processed Cardtransactions, becausecard being removedtcoquicklyfrom (Possiblyll-36) tadw,`me~s 

centuctiess reader 
Pending Worldline release — currentlnelease — cunnently plarned for their release 51-36 

P080041480 06/02/2023 Recovery mayfail if multiple payment transactionsare present Fujitsu Change 73.30 (will be 
in a session undergoing recovery. Potential to affect payments, Fix Developed-This's a problem that has not been seen in live ortest deployed with awetm¢ 
not banking transactions envirvnmevts. Observed as part of a code review. 73.40( tedymaet 

Beindeployed in 73.30 
PRB0041518 16/03/2023 Western Union Recovery Loop Error in APADC during multi KYC Data Service Change TBC 

arch as part of Receive Money transaction Fix Required - Change to APADC script to bring recovery data down to tapioy~mem 
allowed volume of field characters. 

PRB0041552 24/04/2023 Branch unable to rollover into another Balancing Period as stock Data Services Change TBC 
unitis stuckat 0P99. MSG40086 error displayed until all of the Fix developed tn,iymact 
branch rolled overintolrading Period currentl be'n tested 
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✓ = Fix understood 

Probl.m 
Reference Dee,ned Descdptioo Proposed Resolution Ter Release Fix De o ed 
PRB0041109 0/06/2022 Contactlesspayment rejected by bank, customer inserts card into chip& Fujitsu Change 73.10 —Deployed -Pending Closure 

08:49:28 pin at sametime clerk logs into 2nd counter, causes basket& recoveryto Fix Developed - Implement defensive code so the system ✓ 

fail hard les th is error condition 
De ed—Goin throughclosure process

PRB0041104 14/06/2022 Transaction Reversed Twice- By Existing Reversals and by Recovery Fujitsu Change 72.30 - Deployed - Pending Closure 
14:20:55 action Fix developed - Root cause has been established and 

✓ 
floes planned as part of releases 72.30 / 36.10 
Deployed — Going through closure process 

PR8004109913/06/2022 Branch Trading Statement reports chowingnon-zeroTrading Positions Fujitsu Change 72.30 -Deployed -Pending Closure 
10:41:50 afte afailed stockunit Balancing Period IBP) rollover attemptfrom 6P99 Fix Developed- V 

to BP 100 72.30 Deployed — Going through closure process 

PRB0040622 2/09/2021 Recovery Scripts within APADC have been found to contain errors in Data Services Change APADC - Deployed - Pending Closure 
14:42:56 scriptingthat in some cases causedetrimental impact on transactions Fix Developed ✓ 

and branches Deployed — Going through closure process 

PRB0040527 1/05/2021 Communications loss both short and longerterm caused issueswith Pre Data Services Change APADC - Deployed - Pending Closure 
Order Bureau transactions within branch Requires Development —APADC scri pting to allow ✓ 

transactions to handle correctly errors during 
communication including recovery
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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 Descdptioe Resolution Ter Release Closed 
PRB004055317/06/2021 Gift Vouchers- Inactivity logout for End-Of-Session scripts Twochanges to Gift Voucherstransaction 1) As voucheradded to transaction PADC Script Change 04/11/2021 

17:09:1 causing 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 forvoucher, and activation has been successfully completed online 
there is currently a'Successful Activation' message displayed. This has been 

oved 
PRB004053228/OS/202 When settle is pressed fora Bureau Pre-Order transestio Removal of the Prey and Cancel buttons from the transaction post basket 1.20 24/05/2022 

12:20:3 wherethe basket nets to zero, the'Prey button is settlement 16:04:36 
dis la ed 71.20 

PRB004060309/08/202 Glory Machine Proof of concept: Discrepancy (Loss) on Gloryand their software provider Antuarestablished root cause and a fix lory Machine Fix 01/11/2021 
15:27:3 Rockford G ory Deposit Machine withinthe ksrn king-esponcesthatensures if anasynchronousresponseis t7:t5:t9 

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 attem pt the 
de site 

1RB004060820/08/202 55K- P2 INC0404157 SSK's are experiencing transactional error in coding on build 106 identified - Since inception of SSK, it was not CR 55K build 107 30/11/2221 
12:38:4 failures- Cash refundedincerrectly possibletocanceltransactionsuccessfullyafterpartialcashtenderispassedto 11:10:27 

POS. In build 106, as part of service improvement we tried to resolve the 
challenge of cancelli ng a mixed tender transaction on SSK without PO5 changes, 
so that 55K ca n retu rn the cash when customer cancels the card transaction 
after depositi ng some cash as partial tender. One of the flag/variable used to 
track partialtenderwas not reset correctlyfor 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 

PRB004049629/04/2031.5K Transactions am being observed reversing on the 55K Fixed in NCR 55K Build 107 CR 55K build 107 31/12/2021 
16:49:3 bythe BRTteam 10:53:29 
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Appendix —Closed Items— Recorded in Service Now • 

Probl.m 
Reference ened Dencrfpnioe Remlution Ter t elegise Closed 
PRB0040492 15/04/202 58K Application Bug: communication error condition Fixed in NCR SSK Build 107 NCR 55K build 107 31/12/2021 

15:33:5 10:53:03 

PRB004049115/04/202 55K Application bug: 1269 error, issue with allowing Fixed in NCR SSK Build 107 NCR SSK build 107 31/12/2021 
15:18:3 Credit Card paymenttypefor bill payments 10:52:44 

PRB0040489 15/04/202 SSK/HBS integration problem: Home Shopping return Instances have reduced with percentage of impacted transactions under 0.002%, No fix required 23/05/2022 
15052 duplicate causing SSKfailed basket settle-Went and caused by branch non-conformance -updated training materials produced- 09:05:35 

no tech meal fix required 
PRB0040546 09/06/202 55K Part Paymentof card and rush cance lationcproduce Fixedly NCRSSK Build 107 NCR 55K build 107 31/12/2021 

16:45:3 a receipttoindicate a refund is paid butcash is not 10:53:55 
dispensed 

3B0040565 ,.3/06/205 55K Sequence number rejects dueto differing number Fixed in NCR 550 Build 107 NCR 55K build 107 31/12/2021 
08:53:2 limits by YecPay and 1155 10:54:48 

PRB0041553 5/04/2023 Customer crarged twice for Western union cancelled Data Services Change Data services fix 
transaction Fix developed 04/11/2021 

Currently being tested 11:29:26 


