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Tony Oppenheim. 
Finance and Commercial Director, 
.I L Pathway Ltd., 
Forest Road, 
Feltham, 
Middlesex, 
T W13 7EJ 

Dear Tony, 

P t t7fii~p Gounten ,LOd 

-------
GRO

------- - 

GRO 

I am writing to draw your attention to.a deficiency in the reports.in.the 
"service review book" (SRB) - actually titled "Service Review - Performance 
Statistics"..This applies to the October 1999 issue and previous.months. The 
deficiency is that SRB does not provide a Ievel of reporting to -match the
service level thresholds set out in the relevant contract schedules. As a result 
of this. Pathway are incorrectly reporting service levels as achieved, which in 
fact fall below the minimum acceptable threshold. 

Specifically, in section 4.4 of the SRB, the EPOSS transaction time is a single 
aggregate number, taking, no account of fallback transactions. I understand 
that the treatment of fallback transactions is being progressed separately, but 
a concern remains over the validity of the aggregation. If the, transaction 
volume mix is- not as originally predicted the aggregate figure will not be 
valid. This was why transaction volume reporting was required under the 
Resolution Plan to A1412. 

Furthermore, the Minimum Acceptable Threshold (MAT) service level 
requirements in the contract schedules require. /fiat all transactions operate 7 
within their Maximum. Contracted Transaction Times (MCIT). The agreed 14- --
benchmark times for several transaction types exceeds the MUTT spec:ifiedTor 
those transactions in-the service :level schedules. .1 attach a table of those 
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exceeding their MCTT that relate to EI'OSS. These cases of the benchmark 
exceeding the MCTT will result in failure of the service level to meet the MAT 
in every reporting period, unless and until changes result in shorter 
benchmark times. POCL would expect to be, able to identify all service level. 
failures against the MAT from the Service Review Book. 

I would welcome your comments on how you plan to ensure that,accurate 
and complete reporting is provided in compliance with the contract, and on 
any ply you may have to ensure that all the MATs are met 

)J 9) 

Yours sincerely, 

KEITH BAINES 
Head of 

Hcriaon Commercial 

cc: Steve Muchow 
Andy Radka 
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Attachment 

Traruacfiian types (BPOSS) : Maximum Contracted Total Transaction Times 
Transaction Times 
(seconds) 

OS Greens  22.20   22.2. ~_ 

rVehicle i-.icense 1~~ 88.67 
_ _ 

x89.47 ~ 
:' Vehicle License V t0) 

------- 
X115.96 .116.80

Withdrawal 
DNS Ordinary Account : 48.57  49.72. 

---' _— ---- ----------



FUJ00079129 
FUJ00079129 

• Phone: Mobile Phone: 

Fax Phone:, 
._._._._._._._._. 

GRO _ _ Fax Phone:

CC. 

Date: 1 1 I « No. of pages . 
(including cove sheet) 

Restricted Commetsan! - Tbis fax nor-'mission and any accompanying docwni ice may contain 
infoe metion bdonguta to the sesdor which is confidential and legally pcivilcged, Thu i nfvrtnation is 
intended only for the we of the individual of entity to whom this fatisimtle is: addteaed. It you etc 
not the intended recipient any disclosure, copying, distribution or action taken in reliance on the 
information contained herein is strictly prohibited. ff yon have received this tra_ nuninion in error, 
please call the sender to arrange for the return of the documents. 

Message: 

It transmmsion Is 
Irterrup ad or 
Incompiate, 
pleeais notlryr 
sender as seen as 

ICL Pathway Ltd 
Forest Road 
Feltham 
Midds 

WI 1 7(ij 

MO L'II1S3H 
S SDd 

L HOVSIl 
ZS:9T TT/LT SwI,L Is 
AVMH,LVd 'I0I (II NOILOHNNOO 

Ssaltuavans 
LiLZE9L 'IB.L NOILOaNNOO 

645E ON Xtl/X;L 

MO NOISSIl SNVMLL 

as*aaaaaaaaast:aaaa~a~x 
asa ,LIiOdS11 XL aaa 
as*acca a as a a a ace a s aaa 

Too I AVMH.LVd 1OI GRO ! XVd 6_S r 9,T U At 116 , TT /LT 


