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PM then rece V*S the follow1ng messa.ge S 'Vold not conflrmed, recove‘
transactlon cat mot be conflrmed “No - further action is requ:uced. >

PM presses enter and a.t logs him out

015 02 23 18 36: 00 [ M:Lllman,‘Emma ]

DIoutSTU T think SSC KEL sursl1034R may apply to thls 1ssue, but not. entrlely sure as the recovery detalls say 1t was a cash
~he follow1ng ‘message the PM. gets when do;ng the recovery says \lt 13 a health lottery transactlon b ’Horlzon was .

2
[mI

o1s- 02~23 18:39:28 [ Millman, Emma ]
Zneut en poa : Transfer NQtlflCathn SN 5 S R S
A****Please can you 1nvest1gate as. :Ln to why thls\‘office 1s unable to complete a recovery on: node 4****** %

:Date<24 “Feb-2015 08:51:42 Uscr:Sarah Engllsh
Reference Added. i C‘SCKEL sur51034R :

[Paterzas Feb 2015 08:52 2s‘User Sarah Engllsh
IThe Call record has been a551gned to the Team Member:

‘\en the suser: logged back DL the recovery lek(
fa'led, user was/ln unable to l gon to Node 4

;Response code to call type L as Category 38 --~Pendlng
1R \spohse was del:.vered to Consumer S
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:Date"24 “Feb ‘2015‘14 R ‘Userm Customer‘Cau“ -
| 1 2015/02/24 14: 43:49 CMT Log Comment Contact name: Kam

= User callback chased for update. sl 2 ¢ . ; S
Informed user S‘t_'Lll waltlng authorlzatlon to remove the health lottery t;:‘an‘sacj;ion.

Custemer Call\ S ‘ : - -
30 GMT Log Comment = Recelved an u d te

1nformed an updat.e - e
r‘whlle a recovery performed\on nod o

Customer Cali : : &
] 2015/02/25 13‘17 23 GMT Log Comment = Post Mlstress rung to chase the call
‘E* Adv1sed PM that the call is still currently being lnvestlgated by the development team =
h k with a Manager 3
PM stated that it's been 3 days now and they dont know where \the money from the Health Lottery and Bank Tarnsactlon went
ithrough . S S . : 2 = 2 s - ~ : s e . = ‘ i

g to pi
gshe has an option to selec

B6t~\ic :and coan.r lng lf
is sent to IM and

Date.25 —Feb-2015 13: 30 02 User: Customer Call S S i s e S
E‘rom ATOSSDM12: --——Attachement LJ 16809136 A7701255 - Meanwood Eranch ~ Unable to Connect to the Data Center;msg ———

—

.
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‘?Da‘te‘zzsire“ﬁiz‘oﬁ 13:33:04 User: Customer Call e sumEeET
. e 2015/02/25 13 31<39;GMT Ldg;Cemment = Supervlsor s conversatlon witl

5 per upervasor’ iconversatlen with Mary from FJS MAC;
|POL authorization is needed for FJS to remove t_he :

éDate “25-Feb- 2015 13:55:51 User Customer Callow o haie e s s e e
[From ATOSSDM12: 2015/02/25 13: 47 33 GMT Log Comment Mrs.. Khatker fdllowrng up the ticket oot S s &
f-Informed her that we sent an authorlzatlon request to the reference data team g6 that FUJltsu can start worklng on. the issue.
ZCaller is a blt concerned since lssue started Monday and 11: s already 3 days.;She is asklng if we could prov;Lde an ETA for the -
3authorlzatlon > 3
i-told user. that we do not have an ETA but once the authorlzatlon 1s recelved we Wlll forward 1t to fujltsu as soon as possn_ble,:
a,also we can contact her if she wants. X >
“—Caller said that she will call the helpdesk every hour or two, to get an update on the tlcket S

éﬂalso Mrs.‘Khatker 1s requestlng for a follow up emall to be sent told ‘user that we can update the tlcket .

| rom ATOSSDMlZ ~—**Attachement RE 16809136 A7701255
espon$e fram Reference Data team.

-h = Unable to Conn

gDate 26— Feb*2015 13:25:36 User: ( Customer\ Call 3 3 e e =
[From ATOSSDMlZ' ——-——Attachement FW 16809136 A7701255 = Meanwood Branch = Unable to Connect to
fEIInall from POLSM ralslng to \Branch support team i SOl

Date.26—Feb 2015 17:27:47 User. Customer Gl S e
|Erom ATO.S.SDM].Z."_2015/02/26 17 25 :45 GMT Log Comment Na.me. Dale‘ Sam e S it N
Contact.l_ G : S : : -

Locatlon‘ Meanwood e N N o T
ode: 04 S S
Sumary\ Status Call - 16809136 | A7701255
Issue: =

- User ls unable to logln on Node 04 S:ane 23/0
= User As calllng for an update for his legin is:

16809136 | ‘Anoizssi

]
é
iEDeﬂ:e 27~ Feb-2015 09:03:50 User* Customer Call = S S S S

|From ATOSSDM12' 2015/02/27:09: 01 44 GMT Log Comment User called to follow up the issue

{dv1sed that we are Stlll waltlnq er an update as well and will contact him as soon as we got one
iUser agreed but requestlng for it to be resolved as soon as p0351ble s
1o
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Customer call
~11 GMT Status Status

i BOOWEDOQOGTHUOSOOFRIOSOOSATOQOOS‘
1 QNOOOOTUEO QOOWEDO OOOTHU )00 OFRIOOOOSATOQO OSUNOOOOBNKOOOO
MONOGOOTUEQ GOOWEDO OOOTHUQOO QFRIOOGOSATOOO 0SUN
| ! 30WED1\730THU173OFR1173OSAT €
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jTelephone Number-i_
FAD Code. 2693232

~called in regardlng the black box where in you lnsert a floppy dlsk and has an 1ntel

saylng that 1t has flashlng red llght

Looklng through the ‘responses, I have Just notlcedfthat ATOS received a response (Date:2015-02-27 13:22: 09) from Post Office
Branch Support team and they are not w111ng to a thorlse to delete thls sesslo‘.:They are suggestlng Sub~postmaster should be S
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,Date 27—Feb—2015 15:53:07 User customer Call : : : Shnmiiaasa s s e e
[From ATOSSDM12: 2015/02/27 15 51: 32 GMT Log Comment Called Branch and sﬁoké to KAM the sub-post master; but she was too busy
IAsked to call them back . ShlnEe e e S i

the Data Center.:

bate:27-Feb~ 2015 16:03:00 User‘sudlp Su:r
[Start of Response] 3 e
Ias ‘T have said earller, Farmal authorlsatlon need to arrj_ve from PQL. G

)

i

|

|

l

|

|

|

|

|

|

|

I

4Telephone Number. i

|FAD Code: 2693232
zLocatlon' Meanwood
ESummary of Issue. &
i 16809136 A7701255

= A7711259 o

= Caller is expectlng an Englneer from FU]}.tSu to
i No open ticket for Englneer call 3
g Called MAC for update
!
=
=
=
=
/
|
|
}
|
|
|
|
Z
|
[
|
|
|
/

|- Needs authorlzatlon from PM to delete the txn session = = 3 : : : =
- Advised caller to prov:.de the authorlzatlon Vialemaddl il Sl LL LN D e
Asked them to send an emall autho‘ T' n Z GRO i . > ‘jf: .. - =

Contect‘ #...
Branch yes
E‘AD/P th code:

"93232‘Méanwoad PO

2e

“user called for reference number 16809136 : :
~as per notes, needs authorLzatlon from PM to delete the txn sessu)n NN N {i ot
~user is dissatisfied and needs thist escalated i S ; e S : : s
é*ﬁser refused to have subposmaster send an email and they Just ba51cally needs an englneer to ass:Lst on the S:Lte
l-checked email logs, seems subpostmaster doesn't have an. emall for her to ser\d th;s to SoEs 3
g -called MAC team, spoke with Ross and relayed issue : o : : :
—while awaiting for resolutlon, recelved an. emall via POSD mallbox from the Subpostmaster and w111 just forward 4t to MAC team
g—relayed caller tb.e same : : : : : .
s >
|
|
|
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‘Date.28 E'eb 2015 16 17: 16 User. Customer Call : :

[From ATOSSDM12: 2015/02/28 16 12 00 GMT- Enqulry “Jess called in for 16809136 she is chasing for an updatef
|-Told her that it's ~already been sent to our Software team, as per the latest update. they\adylsed us to qet‘
iFujtlsu to delete the se551on which we already have done and now awalltlng for the response

z—Jess understood. . S e R SIS

Date: 28—Feb~2015 16: 23 53 User’ Customer\Ca11\~ S SEEET 3 o 3 S 3 SRR e e
F'rom ATOSSDM12 . 2015/02/28 16: 20:49 GMT Log Comment Polly recelved emall from MAC te get emall authorlzatlon from POL; sent them
lthe authorlzatlon from PM as requlred by Branch Support Sent emall to Branch Support copled IM and Sandle Bothick seeking
fas51stance on how to proceed with a resolution (emall attached) ‘ Sl

romrATOSSDMIQ 2015/03/02 08:52:17 GMT Log Cemmeht‘~ receive an email from MA
sent an emallrto Nlck Khatker requestlng for the 1nformat10n needed by MAC

i

Z

1

j

!

)

|

i

}

|

!

|

£

]

i

Pa

|

-

|

}

; | ~

|bate:02-Mar-2015 09:20:05 User: Customer Calls e S o S
|Erom ATOSSDM12: 2015/03/02 09: 17 11 GMT. Log Comment Blll\called in to chase for a resolutlon.
i he PM (Nlck Khatker) requestlng for the Sesslon D number to be 1dent1f1ed
|
|
|
i
|
i
1t
E
|
|
|
)
|
]
}
!
X
|
!

Date:02- Mar-2015 09:26:08 Use]:*Sudlp Sur N e e e S
|[Start of Response] . = ¢ e = 3 S ;‘ St T

I have already supplled the 55551on1d and transactlonId earller 1n thls call : : o .
|Please advise ATOS that we need formal POL ‘authorisation and NOT Sub—postmasters authorlsatlon ‘We can not accept Sub-
postmaster s auﬁhorlsatlon to. delete txn\se351on.\\ L ! S :

]
! Haah

f[End\of Response] : 3 :
zResponse ‘code to call type L.as Category 38 ——~Pend1ng T Potentlal Problem Identlfled e 3
zResponse was dellvered to Consumer . 5 : S : = S
]
|
|
|
|

iDate 02—Mar-2015 12 33 29‘Usei 5 éﬁsﬁoinéf cail =
*';2015/03/02 30 36 GMT Log Cemmeng

spated:ths;needs:te be authorized by |
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cel anagement : E;akuﬁbtgétf Rina;

- m ounsure
Wlt;h\ ali the issues relatlngv t@ Second

18 PM

Date 02—Mar~2015 23:51: 49 User. Customer Call S Shaiaiaae el > Shni 2 = -
{From ATOSSDM12: ——t——Attachement RE 16809136 A'7701255 - Meanwood Branch - Unable to Connect t«
[Emadl from fan. . o S ‘

[P=t=05Mar—2015 08:48:05 Uocr: Customar Call‘
|call Reference:A7701255 Withdrawn by CDnsumer 3
| ransfer Group from"POA—FJ PEAK’ o 'POA-FJ-Servi
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the cancel of the health lottery

= Callled Mac\ Team, spoke Calvz.n I—Ie :Lnformed lts
‘User acknowledge ‘and will call with an hour
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2015-02-24 10:41:02 [ TES Connector] | :
] & From PINICL~\Update by Sudlp Sur Category 38

atlon wlll arrive. Untll then

OATHDI]
| 2015/02
i elephone Nonber: : e
JFAD Code‘ 2693231

x18 00 GMT Log Comment‘Recelved a‘call from Kam,‘ ant§;td;kgcw\pp§a§§ regarding h

; 1nformed an update R
=L formed user stlll waltlng for whlle‘

asked perm1551on té o) ace the\call on
3 ed MAC spoke wlth Mary

s email Ls sent to IM and MAC |
should be. the one sendlnq the requ‘ t‘to POL
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“Trled ringing the branch back however line is busy
As. ber. Superv:Lsor 8 COnversatlon w1th Mary from FJS MAC,

645[POA—HDI] e i : - = .
Fer ATOSSDM12: —-—~-Attachement RE 16809136 A7'701255 = Meanwood Branch = \Unable to- Connect t the Data Center-msg s

From ATOSSDM].Z. e
ed to POL uervlc;emanagement tea

015 02 26 12 13‘[2 [ POA—HDI] S & : e
| : \From ATOSSDM12.~\2015/02/26 12 11:07 GMT Log Comment b

’2015—02 So6 13 52 32 [‘;POA—HDI] 2 S SR SR
| 1 From ATOSSDMlZ 2015/02/26 13 51 01 GMT\ Log Comment Recelved an

16809136 1 A7701255 -

) ‘J—\dva.ce Dale Stlll aw tlnq response 2
.;"‘ Adv:.ce Dale, once the 1ssue 13 sortedf. He w1ll be contacted
\Apologles fcr the delay GEE S

2015/02/27 09:01:44 GM‘I‘ Log Comment User called to follow up the issue
well and w1ll c tact hlm as soon as we ‘g‘o\t;:cn‘e‘g =

;2015 ~02- 27 13:11:23 [ POA-HDI] ~
‘HDIoutADD Fer ATOSSDM12 2015/02/27 .

From ATOSSDMIZ- 2015/02/27 13:20:31 GMT Log Co
[Please see reply from Rebecca Barker sent 26/02. .
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ntéét:namefi
I elephone Number

banged‘£b

funit[\unaér;podémz

le compared 1t with the other counter

rom ATOSSDM12' 2015/02/2




FUJ00120883
FUJ00120883

Contact name: Dale..
ETelephone Number..
2693232 ;

isitito orrow[ no late than end of day

1 : Eiai
5 From AIOSSDMlZ' 2015/02/27 15 45 37 GMT Enqulry Recelved o 3
‘Subposmaster lS the‘one who Can authorlze the remqval Ofitransactlon ;

¢2Q15 02 27 16 03 19 [ TfS Connector]
] From PINICL Update by Sudxp Sur Categdry 38

: 2693232
Meanwood

2@32?2 f "
: Meanwood
f Issue:
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fCalled MAC for update : 3 i
‘_‘Needs authorization from PM to delete the txn session .
»:Adv;Lsed caller to provq.che the authorlzatlon v.'La email

"2;515‘4021- 8 14:03: 39 [ POA—HDI] Sahannn : = S
[HDIou From ATQSSDMlZ 2015/02/28 14 02 52 GMT EnqlL ry Authentlcatlon‘

Martln = Area manager SHEEE
Contact il ,_,_,_‘iBO _,_.,i

E2015—02‘28‘16 e PQA—HDI] ‘ - = - e : L -
| From ATOSSDMlQ 2015/02/28= \Jess called in for 16809136 _she is chasulg for an upclate. e
‘as per the latest update they adv:Lsed us. to get POL to authorlze the :

] 28 16 21 06 [ POA—HDI] S
[HDLoutADD o ATOSSDM12

From A‘I‘OSSDMlZ. 2015/02/28 16 20 49 ‘GMT Log Comment Polly recelved emall from MAC to get emall\authorlzatlon from‘ f |
;POL,‘sent them the authorlzatlon fram PM as: requlred by Branch Support,; Sent emall ta Eranch Support copled IM and Sandle Bothlck

‘C‘entel,; S : .

: 32 [ POA—HDI] 3 ‘ : : 3 S : i i
= ~From ATOSSDM12: 2015703/(12 OB 52 17 GMT Leg Comment e recelved an ema;l fr@m MAC.
emall toN;Lck Khatker requestlng for the lnformatlon needed by MAC. ‘ ; :

5-03- ~ =
) outSTU From PINICL \Update by Sudlp Sur: Category 381\
we are stlll waltlng for \POL autharlsatlon. S .

%2015 03-02 09: 27 07 [ TfS Cennector] SRS
) From PINICL: Update by Sudlp Sur Category 38
‘transactlonId earller in thls call.
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2015 03 02 12: 33 47 [ POA—HDI]
HDIoutADD rom ATOSSDMlz

2015 03 02 17:50: 41 [ POA—HDI] G N : S : N 3
HDIoutADD From ATOSSDM12: 2015/03/02 17 49 34 GMT Log Comment From. Brearley, Sharon
Sent: Monday,~March 02, 2015 11:16 PM 2 "
‘~‘5 Rebecca Barker,;ITSuppllerManagement S Sham S =
¥ POLServ1ceManagement i Brahmbhatth Ri a,:Branch Support Team, IT

'SLght I just want to make sufe we have an agfeed proces‘
ocess, can you prov;de me w th a ‘Opy please

Ggfields Conrt”
!1ddleswoods Way =
W arncllffe BUSlneSS Park

Shéﬁbh} Rebecca Barker

The process for thlS type of 1ssue 1s that\the authorlsatlon for thls 15 to be‘galned from the Subpostmasternonly
[He cannot authorlse : e . = S L 3 : N Sl ) : : : S

B 7 55 [ POA—HDI]
HDIQutADD : From ATOSSDM12. ==
’Em 11 from Rebecca :

2015 -03-02 22: 16: 38 -+ POA HDI]
HDIoutADD o From ATOSSDM12

f. From ATOSSDMlZ-‘— -‘—zift

~L?QA;HDI;]* e : Lo
changed from 'Acknowledged' to
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‘0 23:44 [ Watfs, James Marcus]
T Transfer NOtlflCathn\ R

3 a1 COWLe[ Ross Sllverstone]
Transfer Notlflcatlon\

f2015 03— 03‘11 03:43
;HDIoutADD

$693532
Meanwood

M is presslng that she needs the 1nc1dent resloved as soon as posslable
dv1ce will update the Log and keep the team aware for her concerns

L POA—HDI]“;; ~
2015/@3/03;1

‘2015~03 03 12:38: 20 [ PQAAHDI] = -
[HDIoutADD : From ATOSSDMlZ. 2015/03/63
3269323 = Meanwood S : =

i n‘approval from POL for the autherlzatlon ‘to delete the spec1f1c
f‘dvlsed hlm that the update would be glven wlthln the day.

5= 03 =03 14:21: 58 [ POA—HDI] 3 S : i S S = Sas
| DIoutADD i FromeATOSSDMlz 2015/03/03 14 20 31 GMT Log CommenteRecelvedeEmall~from;1an thomas,‘addressed to. Ian Humphrl

1 02 24 [ POA HDI] 3 : S ; ¥ e : g i
From AEOSSDM12' 2015/03/04 -59 31 GMT Log Comment Recelved mall from Sandle B (Fulltsu SDM) as below~f
blease chase POL for authorlslon to delete the transact'cns 2 the PM is constantly chaslng out: 4th line support time
Streat: thls ‘asan-escalation and prov1de an: update ‘Lo the: PM on. your actlpps“to“get this resolved
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B POA—HDI]
~From ATOSSDMlZ 2015/03/04'

2015 03 04 llf
HDI outADD :

From A‘I‘OSSDMlZ 3

~From MAC. \msq
upq]qte from MAC, thls 3

cemanaqement

Fron ATossané.:2015/03/04 11:36:35 oMT.
= Atus is s lll awaltlng for the approval from POL\:\

HDIoutADD From ATOSSDMlz
Jsent s Wednesday,‘March 04, 2015 5 13 P = 3
To: CASTRO ‘Eden; Thomas, Ian, PADILLA, Aprll :
lce: Post Offlce SerV:Lce Desk; POLSeerceManagement = Bralfxmbhatt = Rlna,
LOMATAO Mel, GALICIA, Lucky, Brady, \Danlelle. Hmnphrles, Lan; Egan, James = :
Subject RE 16809136 / A7701255\ > Unabie to Connect to \the Data Center
Eden\ i S S S B

\ddles\woods Wdy ;
harncliffe BiJS.‘L‘neSS Park

a:msley, S'I‘lz 3GN
.atos.net

1 Brearley, Sharon, Huinf)li]::ieS; Tan; Egan, James : : i = e

7 POLSeJ:vxceManagement i Brahxilbhatt : Rlna" I‘I‘-—Solutlons R SMC PostOfflce Incuﬂent Manaqement-:
LOMATAO Mel GALICIA, Lucky, Brady, Danielle 3 ; S
Subject' ‘RE: 16809136 / A7701255 2 Meanwoqd Branch N Unable to Connect‘;
JHi G Al e : 3 S
[The desk r
esss_on.«The PM keep
@James, ca _you ple

2015 03 04 14: 4
HDIoutADD i3 From ATOSSDMlZ‘

2015 0 04 1 [ S S o :
HDIout-\DD : From ATOSSDMIZ 2015/03/04 14: 47 04 GMT Log Comment & Recelved approval from POL
We Wlll c&ntact FJS to proceed w1th deletlng the: transact:_on % s ; .

5‘03 04 15\00 17 POA—HDI]
HBIoutADD 35 From ATOSSDMlZ 2015/03/04 14: 57 40 GMT: Log Commentf
Recelved einall from Sharon Brearley of POLserv1ceManaqement Tea
;zatlon ‘has been provlded by POL
‘Forwarded the authorlzatlon ta Fuj 1tsu/MAC‘ =
lease see attached flle‘ 5 :

2015—03 04 15 OO 18 POA—HDI] i X i S ; ) S
HDIoutADD : From ATOSSDM12 —Attthement RE 16809136 A7701255 = Meanwood Branch = Unable
from\ Sharcm Brearley with POL;Author.Lzat\' on.msg —=—

Emall\ from Sharon Brearley with POL Authorization
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2015*03*04 15: 04 30 [ PQA—HDI] 3 S S So ; S i S \
HDIoutADD : From ATOSSDMIZ' 2015/03/04 15 02:55 GMT Loq Comment called MAC spoke to MAnpreet team to 1nformed hlm t
the authorlzatlon 5 : : SR . S : :

2015 03—04 15 11:04 [ Dhlllon,‘Manpreet Slngh}
zneut en poa Transfer Notification
Transfer Group from 'POA-FJ-ATOS"' tQ

'PQA— J~PEAK"'

Date:04-Mar-2015 15:45:59 User~ Customer Call e
From ATOSSDM12: - ‘—Attachement
EMall from IM.: 8

iDate«M-Mar 2015 16:30:08 User.Sudlp Sur
The Call record has been a351gned to the Team Member
iPngress was: dellvered\to Consumer

Suaipgéuf -

iDate\OS—Mar—2015 08 -45:17 User:Sudip Sur o
éTarget Date/Time updated: new value s 13/03/2015 18 39
[lstart of Response] s s

[[End of Response] :
[Response code to call: type L as Category 40 —~*Pend1ng
'Response was dellvered to Consumer

i Rebecca; -
n cop;ed compialnts

. 1nngegaﬁds7i

hét‘We‘éent :

atgatos because erglnnlly I sent th;s camplalnt to them and bran h and I dldn”t recelve a response.
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|Date:05-Mar-2015 12:46:07 User: Customer Call : ;
From ATOSSDM12~ *—Attachement RE Meanwood Post Offlce— Branch Code2693232 msg — i
emall to suppller team 3 2 S : :

Date.ps-Mar—ZOIS 14: 45 49 User.Sud:Lp Su;r : . : : 1 i

[Start of Response] 3 R o ; ; RS & % : 3 s G
[TFS:A7711259 was raised on 24/2/15 in ordex for ATOS to obtaln pel:mlss:mn from POL to delete this Health Lottery sesslon It am
not sure why 11: has taken 50 long for authorlsatlon to arrlve' 3 : : ; S

[End of Response] :
|Response code to call type L as Category 40 == Pendlng e Incldent Under Investlgatlon
Response was dellvered to Consumer : 5 : : : 3 s

| ‘ V -2015 18 08 User'Sud:Lp Sur 3 = 2
The Call record has been transferred to the team' MSU Indt Mgt
IThe Call record has bee

‘?Plea‘s‘e note t
loo-269323-4-4
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(Dai:e QS-Mar—ZOlS 10:49:50 User:David ‘Seddon Sl S
|The Call record has been ass:x.gned to ‘the Team Member Sudip SSuria

|Date:09-Mar-2015 09:06:56 User:
CALL ‘PC024124\2 closed‘ Ca

,Date.OS—Mar—ZOIS 12: 44:29 User: customex Call.
‘Consume]: XXXXXX@TE‘SO}. has acknowledged the call closure 3




