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Peak Incident Management System 
Call Reference PCO241242 Call Logger _Customer Call_ -- EDSC 
Release Reported In --1-1NG-X 10.00 Top Ref GY:I6809136 
Call Type Live Incidents Priority C -- Non-critical 

Contact EDSC Call Status Closed -- Advice after Ines 

Target Date 13/03/2015 Effort (Man Days) 

Summary 2693232 horizon -error: not connecting 

• 0 

to data center

All References Type Value 

TRIOLE for Service A7701 25 
\ ..`yi`:!i.'.,•rati~\\. ~ wry 

SSCKEL KEL surs1034R 

MSC Task 043700862.8 

OTI GY16809136 , 
,:. 

DevIntRel-Director °` 
. y 

Live Supp.Test 

Progress Narrative 

Date:23-Feb-2015 18:39:50 Get: Customer Call_ 
CAT.T, PCO241242 opened 
Details entered are:-
Summary:2693232 horizon 

Call Type:L 
Call Priority:C 
Target Release:HNG-X 10.__ 
Routed to:EDSC - Unassigned 

e:23-Feb-2015 18:39:50 User: Custome 

IDENT MANAGEMENT 

e/Time Raised: Feb 23 2015 6:15PM 
ority: C 

tact Name: PostOffice, Unknown 
tact Phone:  GRo_,_._._,_.
ginat.or: XXXXXX@TFS01 

ginator's reference: GY:I6809136 
duct Serial No: 

duct Site: 269323 

nsfer Note: ****Please can you investigate as in to why this office is unable t-.o complete dA Incovnry on node 4******: 

Khatker 
2693232 

sue: 
error: not connecting to data center 
node 04 

as per user he alread spoke with NBSC 

ref #: 822531 

eps: 
did a hard reboot on Lite counter 

still getting the same error 
user id: (iK1-1:IRRELEvANT 
issue started today (02/24/15) at 4:30PM 
keystrokes: login&gt;recovery screen&gt;error 

TP: 12; BP: 01; SD: E1 

ident History: 

2015-02-23 18:15:37 [ POA-HDI] 
INIT : Create a new request/incident/problem/change/issue 

2015-02-23 18:15:38 [ POA-HDI] 
zneut en pea : Transfer Notification 

2015-02-23 18:15:38 [ POA-HDI] 
zneun_en_poa : Open Notification 

2015-02-23 18:23:00 [ Millman, Emma ] 
HDIoutSTU : User ID : GKHLa_E_~.+j 
Time: 18:27 
Date: 23/02/2015 
Node: 4 

has advised the following happens when he logs in to node 4. 
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A recovery message. appears advising a failure. occnred during a previous session_ 

PM presses continue - Recovery details: 

Cash withdrawal 00-269323-4-4536297-1 

PAN 633641******0508 
Date/Time: 23/02/2015 10:46:21 
Stock unit: El 
ser: DSL se."_^.1

PM advised they gave the customer £140, so PM presses yes. 

Start recovery process, 'Horizon was processing a health lottery transaction when the system went down.' 

This transaction will now he cancelled by the health lottery. 

PM presses ok. 

PM then receives the following message: 'Void not confirmed, recovery process was unsucessful the cancel of the health lottery 
transaction cannot be confirmed. No further action is required.' 

PM presses enter and it logs him out. 

2015-02-23 18:36:00 [ Millman, Emma J 
HDIoutSTU : I think SSC KEL surs1034R may apply to this issue, but not enLriely sure as the recovery details say it was a cast: 
ithdrawal. The following message the PM gets when doing the recovery says it is a health lottery transaction - 'Horizon was 
rocessing a health lottery transaction when the system went down.' 

2015-02-23 18:39:28 [ Millman, Emma
zneut_en_poa : Transfer Notification 
* **please can you investigate as in to why this office is unable to complete a recovery on node 4****** 

: :e:24-Feb-2015 08:51:18 User:Sarah English 
,]::. t. File:, k hI t i: ,; -- Horixon Counter (CNH) (version unspecified) added. 

tr,t.x:24-Feb-2015 08:51:42 User:Sarah English 

h-ierence Added..... .-.o . : s1034i.

:24-Feb-2015 08:52:03 !I:.• c c :Sarah English 

-----------------------------------------------------------------------------
PRESCAN 

Comments: 
L Reference: surs1034R may apply 
signed User: Sudip Sur 

' .mAi1$e. ,w eV . }, kph sYu'~7+ ..M,;<~~,,y sC wla4e .. a 4949. 1aCa 'e^ tae a~ 'Fu exv~~a ' jaiw ` t$k' 491 H le `.L 'as. eanp~k-.dr,'tx. c : wlhovT.a5w19~

Date:24-Feb-2015 08:52:28 User:Sarah English 

The Call record has been assigned to the Team Member: Sudip Sur 

Progress was delivered to Consumer: 

Date:24-Feb-2015 09:52:51 User: Customer Call 

From ATOSSDM12: 2015/02/24 09:51:04 ";MT Log Comment Summary of Issue Status Update I6809.36  
 ~ ~ a 

"~ a 
Recommendation: r i -- ~t Rc ..t *'l:449;k' `2 ;'R wsa
- User called in asked for the status update ' ~ `" 

- Callled Mac Team, spoke Calvin. He informed its still under investigation 

- User acknowledge and will call with an hour 

Date:24-Feb-2015 10:40:46 User:Sudip Sur 

[Start of Response] 

This call is identical to another incident which is currently being investigated by development . 

According t.o counter log, there were two transactions in the session 4-520273. 

1. Health Lottery txn 00-269323-4-4536296 -1 

2. Banking txn 00-269323-4-4536297 -1 

The settlement failed due to poor communication with the data centre (Network issue) and user was logged out by the system. 

hen the user logged back in, the recovery kicked-in. But the recovery of the Health Lottery txn 00-269323-4-4536296 -1 failed. 

s the recovery failed, user was/in unable to logon to Node:4. 

I have asked POL (via ATOS) to authorise us to remove the Health Lottery txn 00-269323-4-4536296 -1 which is preventing 

successful recovery. It is not clear when (if) authorisation will arrive. Until then Node:4 will NOT be usable. 

[End of Response] 

Response code t.o call type T. as Category 38 -- Pending -- Potential Problem Identified 

Response was delivered to Consumer 

1;:. ,•:24-Feb-2015 12:32:05 I I. .- . i : Customer Call 
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From ATOSSDM12: 2015/02/24 12:28:47 GMT Tog_Cnmment User callback dnased for update. 

Informed user still waiting authorization to remove the health lottery transaction. 

User informed she will callback one hour later chase for update 

:...w.` .ir"x ,.si z K v,'  8. a ~    . c Tn e nY. v+  ~=W u „ : -~t~̀ .' ~' n  ~= TSn 't ,x .,.~i?,, c e ,.;axe Sa. 8  :.~z •. 

Date:24-Feb-2015 14:45:03 Uscr:_Customer Call_ 

From A'1OSSUN12: 2015/02/24 14:43:49 GM'1' Log_Comment Contact name: Kam 
Telephone Number: 

FAD Code: 269323 
Location: Meanwood 

Summary of Issue: Status Update - 16809=3(; 

Recommendation: 
- User callback chased for update. 
- Informed user still waiting authorization to remove the health lottery transaction. 

- User informed she will callback one hour later chase for update 

Date:24-Feb-2015 17:21:00 User:_Customer Call_ 
From ATOSSDM12: 2015/02/24 17:18:00 GMT Log Comment Received a call from Kam, wants to know update regarding the incident. 
Informed User that there is ns further update and advised to call back later `s :, a' r 

User hangul<' 1n~
Si

a 

bnmlY>.~,as..~ :~... —~.:~r- ~4~m.. ~:.,~, .. .~a'S.:,., . . x, ~„. ':,; ~~^,~" w;. :v~,r~x . ~."a.. " :•:'~ S.rs' . 4~a GY. .:,. d. .~,..... 2., ate„ ~Ybxa'5'e,. ~ k ~ ~.1 ,4, Vii, 3 xYa ~ t xa'Ax!,aw`:n~~°ra, ~~~ ~w ~,,.  eS,.aara .. aa 

l it :24-Feb-2015 19:21:24 1. : Customer Call_ 

From ATOSSDMl2: 2015/02/24 19:19:30 GMT Log_Comment - Received an update from Sandie 

- attached update 

Date:24-Feb-2015 19:21:55 U;e:: Customer Call 
From ATOSSDN.12: Attachement A77112~9 I6809136 msc i1 T\ ~ ~~~ 4~ a~4 a4 C°  ca l Sz y '3 
Update from Sandie Bothick \„ „; q y X„ ~, _ „z„ n,•;, , 

Date:24-Feb-2015 19:25:26 toe:: Customer Call_ 
From ATOSSDMI2: ----Attachement RE A7711259 - 16809136 .msg ---

Email from IM 

1Jatc:24-Feb-2015 19:27:57 ti-er_: Customer Call_ 

From ATOSSDM12: ----Attachement RE A7711 259 - I6809136 .msg ---S Si x 7 "`_& v u' " e tRYt S

Email from IM

DaLe:24-Feb-2015 19:29:28 User:_Customer Call_ 

From ATOSSDM12: ----Attachement RE A7711259 - I6809136 .msq 

mail from Sandie 

Date:25-Feb-2015 10:30:04 User:_Customer Call_ 
From ATOSSDM12: 2015/02/25 10:25:15 GMT Log_Comment -User called back to chased for update 
-Called MAC team, informed an update 

-Informed user still waiting for while a recovery performed on node 4. 

Date:25-Feb-2015 13:20:53 User: Customer Call_ 
From ATOSSDN_12: 2015/02/25 13:17:23 GMT Log_Comment - Post Mistress rung to chase the call 
- Advised PM that the call is still currently being investigated by the development team 

- PM wish to speak with a Manager 
- PM stated that it's been 3 days now and they dent know where the money from the Health Lottery and Bank Tarnsaction went. 

through 

Date:25-Feb-2015 13:30:00 User:_Customer Call_ 
From ATOSSDM12: 2015/02/25 13:23:22 GMT Log_Comment SUP.NOTE 

spoke with Mrs. Khatker a a 3 e Si 9p5& c a a 4  a,'e~ `c  
m

 SF ~ Aari 
;.. 

caller inquiring how to proceed with the transaction ""' "'°" 
she has an option to select yes or no 
advised caller that for transaction inquiry needs to contact NBSC 
advised caller will assist her with the chasing the resolution from the Fujitsu 
asked permission to place the call on hold to contact MAC 

called MAC spoke with Mary t45$ 
clarified update on the incident
ary advisee that it was provided on the email thread
checked attached email - last email came from Sandie Bothick and confirming""if'authori2ation request had been made to POL
clarified who should be making this request as email is sent to IM and MAC and POSD is only cc 
Mary advised that POSD should be the one sending the request to POI, 

went back to the caller but caller no longer on the line 
called back twice at !,_,_,_, GRO but line was busy 
advised agent to send email to POT. for authorization request 

Date:25-Feb-2015 13:30:02 User:_Customer Call_ 

From ATOSSDMI2: ----Attachement LJ I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg 
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te:25-Feb-2015 13:33:04 User:_Customer Call_ 
om ATOSSDM12: 2015/02/25 13:31:39 GMT Log_Comment - 
Tried ringing the branch back however line is busy 

As per Supervisor's conversation with Mary from FJS 
,L authorization is needed for FJS to remove the 

alth Lottery txn 00-269323-4-4536296 -1 
This Health Lottery TXN is preventing successful recovery of node 4 

Counter on node 4 will not be useable until the said txn log is remove 

Sent email to __ GRO 
_._._._._._._._._._._._._._._._.__._. 

requesting 
ttery txn log ~., -  ~. ..._ 

zation for FJS to remove the said Health) 

)ate:25-Feb-2015 13:55:51 User:_Customer Call_ 
'tom ATOSSDM12: 2015/02/25 13:44:33 GMT Log_Comment Mrs. Khatker following up the ticket. 

-informed her that we sent an authorization request to the reference data team so that Fujitsu can start working on the issue. 
taller is a bit concerned since issue started Monday and it's already 3 days. She is asking if we could provide an ETA for the 
ruthorizatien. 

-told user that we do not have an ETA but once the authorization is received we will forward it to fujitsu as soon as possible, 
i ino we can contact her if she wants. 

-Caller said that she will call the helpdesk every hour or two, to get an update on the ticket. 
-also Mrs. KhaLker is requecLiny for a follow up email Lo be cenL, told user that we can update Lhe LiukeL 

DaLe:26-Feb-2015 09:57:16 User:_Customer Call 

From ATOSSDM12: ----Attachement RE I6809136 A7701255 g, Meanwood Branch -; Unable to Connect to the Data Center.msg 
Response from Reference Data team 

'a 1   vet b 'w Be 'iaz8 ac47i 44tww..4fit*c La ms 7" eaba1ttiu* $'' a~ OI p' „x 8'a 44t aq 8be  "*-s,.,,x c vx -+'.a 4r , .er12,

Date:26-Feb-2015 10:16:52 User:_Customer Call_ 
From ATOSSDM12: ----Attachement FW I6809136 A7701255 - Meanwood Branch - Unable to Connect 7t the Data Center.msg -
Forwarded to POL servicemanagement team. 

ce:zo-Y'eD-zu,o lz:l3:zu user: customer call_ 

om ATOSSDM12: 2015/02/26 12:11:07 GMT Log_Comment - Dale called for update. 
Told him that we are still waiting for POLSM reply to the email that was sent to 

te:26-Feb-2015 13:25:36 User:_Customer Call_ 

om ATOSSDM12: ----Attachement FW I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center from POLSM.msg ---
ail from POLSM raising to Branch support team. 

Date:26-Feb-2015 13:53:29 User:_Customer Call_ 
From ATOSSDM12: 2015/02/26 13:51:01 GMT Log CommentReceived an email from POLSM raising the authorisation to Branch support. 

team. 

Datc,:26-Feb-2015 17:27:47 User:_Customer Call_ 
From ATO ;ll.r._i'Q,],5,[,L'Z/26 17:25:45 GMT Log Comment Name: Dale 
Contact:L,_,_ GRO
FAD Code: 2693232 

Location: Meanwood 
ode: 04 

Summary: Status Call - I6809136 1 A7701255 

Issue: 
- User is unable to login on Node 04 since 23/02/2015 

- User is calling for an update for his login issue 
- Advice user still awiting response form the Branch Support team for authorisatioc 

)ate:26-Feb-2015 17:57:21 User: Customer Call_. 
prom ATOMS Q 1212QJ5J02/26 17:55:49 GMT Log Comment Name: Dale
.ontact: 

- - 
GRO

'AD Code: 2693232 lli ... ' . 

location: Meanwood

lode: 04 
Summary: Status Call - I6809136 A7701255 `

Issue : 
 s; ~,  ~ B xr - ,, -'„

USer called back again for update and is getting frustrated
Advice Dale that SD is unable to provison a timeframe for the Fix

..:.. s 
- Advice Dale still awiting response for authorisation to come thru 
Advice Dale, once the issue is sorted. Be wr11 be contacted. 
Apologies for the delay  'a...?., :..._. a 

Le:27-Feb-2015 09:03:50 User:  Customer Call
om ATOSSDM12: 2015/02/27 09:01:44 GMT Log_Comment User called t.o follow up the issue 

vised that we are still waiting for an update as well and will contact him as soon as we got one 
er agreed but requesting for it to be resolved as soon as possible 
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Date:27-Feb-2015 13:11:58 llser:_Customer Call_ 
From ATOSSDN12: 2015/02/27 1.3:10:39 GMT Leg Comment Chased Branch sl.:ppert team. 

DaLe:27-Feb-2015 13:22:00 User: Customer Call_ 
From ATOSSDM12: 2015/02/27 13:20:31 GMT Log Comment lli i., i s. Idi. ,,5. 1 . t - ' . n: 
Please see reply from Rebecca Barker sent 26/02. 

Hi SM 
The process for this type of issue is that the authorisation for this is to be gained from the subpostmaster only. 

e cannot authorise 

Regards 
Rebecca 

Date:27-Feb-2015 13:23:31 User:  Customer Call_ 
From ATOSSDM12: 2015/02/27 13:22:04 GMT Log Comment Requested Service Desk to help gain the authorization fur the sub postmaster. 

Date:27-Feb-2015 13:37:03 U:ne::_Customer Call_ 

From ATOSSD4l2: 2015/02/27 13:36:11 GMT Status Status changed to -
r. Khatker 

1P P. .2922_, 
GRO

Location:• Meanwood 

issue: 
- error: aoL connecLing Lu ddLa cenLer 

- node 04 
- as per user he alread spoke with NBS(.: 

- ref #: 822531 
steps: 

- did a hard reboot on the counter 
- still getting the same error 

- user id: GKH..,. . 
- issue started •today (02/24/15) at 4:30PM 
- keystrokes: login&gt;recovery screen&gt;eric,i. 

- TP: 12; BP: 01; SU: El 

Tina- Notes  
I6809136 - A7701255 S >~ ~~•,'" 

me Contact : c name Dale
,.;..

Telephone Number. .. . ... .. 
FAD Code: 2693232 
Location: Meanwood 
Counter/s: 04 

ode Affected: 04 

Solution: 
-called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4 

-saying that it has flashing red light 
-Dale compared it with the other counters, and the others has flashing green 
-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter 

-called MAC team and spoke to Calvin and informed him of what Dale has reported 
-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day 

-called Dale and informed him, Dale acknowledged 

****START****MON0900TUE0900WED0900THU0900FRI0900SAT0900SUNOOOOBNK0000 

ON0000TUE0000WE00000THU0000FRI0000SAT0000SUN0000BNK0000 
ON0000TUE0000WED0000THU0000FRI0000SAT0000SUN0000BNK0000 
ON1730TUE1730WED1730THU1730FRI1730SAT1230SUN0000BNK0000****END**** 

Date:27-Feb-2015 13:41:35 User: Customer Call 

From ATOSSDM12 2015/02/27 13:39:26 tNT Status Status changed to 

It . Khatker ~~,`a x~~i -, 'Tica~kA',̀ c a•~~*k'sR"'•'~r'm' tax x' cs;T a  a e a1tat •. 
FAD: 2693232 a.Y~ -   ._,~ .
- _._• - - - _. S;'7 kl "~' >Z •'S<~;:~ TM ~'=...OF , . rx k aU rr ~, l iI,A' ,"'''. c'LyK4' v  '^ "'  " `.' YaV .y

~[ ° ' ~S'"A5' 
:. 4.: a v >y,- , .z; 

i `M1 . . _._ . . ._. 
GRO .Tk,. Zl~ ,'q'~'` v:    , \' 2 'R~ ...,.,~;A' 'k 1?rxA der tigzry, 1̀`•~+;~b: ` ~,*,~`.1. ,.,.~.._. ._..:.. .....s ...., ~a  ?, . .,. ...'` '~..i.. + .~~ .. . lsa• ~•.~..,1 71: i~'.:.~, ~Y~~ .:v3~:;'~3d `.n. :ez>rc~.:'.~.-..,....~ ::'tea.. 

Location. Meanwood .~~.aar,` •a:. ~, .~`, ~..i~>.~,2; 3•"",:~ :-~:,~ > ~~,;. .~.a•`M~',x~.~., s~x:.~ ;:~. .~ .
>_ ~  . ..,' ar  .- ,,.   ~" C ~•  ,,.v r~'z~i ;

~n U'^~~ :`5~' ~~'':~~`'dep  ,x' ....' ~:~,...,, `~, Yi`  ~skti`~r ~x»~T::i".~,.'0;`.:'~' •'a~........  `. ~~•~:r.. ~`....L~. ,... .... C..n...̂~~ ..._...5.. .... . ......._c .ti.. .. , c,..c..,. ..?~'.. ,. r.:~:v........ '6..,.. .. ~. ~ .,a.,,. ;.,

rya: `a' a 
error: not connecting to data center , > •: ~,` ~~~R~+ ;,,` 3~ 

- node 04 
- as per user he alread spoke with NBSC 
- ref #: 822531 

did a hard reboot on the. counter ~a\\. , : n x x x 
- still getting the same error ate l> a  1: #~~ ' " a i) k ; a t& )4
- user id: CKHe. .) ;.,.zs ~` ~-` ~.=„.• 

"~ ns .a6Re...:r • ,tt•: .,.;.s.. _a". . .. ,: ..,> aa. . . :..,,.. ..,lt~t,. .:. ....:....:. .. ., .. .: ,.'~, 0. .. M_.~, :. ....:.- issue started today (02/24/15) at 4:30PM ~: ~ ~  ~ ~. .'~  ~
- keystrokes: login&gt;recovery screen&gt;error 
- TP: 12; BP: 01; SU: El 

Tina- Notes: 
I6809136 - A770125 

9r VContact name: Dale._._._. ._._.__ _:.'h  ~' ~ .#ssa ~,: ~';~ '~ ~ .~'~u~`;r ~ ;; .+'•fi', :~1`~~,~;~ ~ ;w ';'.: + a:' ~•' :~'Ya ~;• ~";5~,• ifi , ~ ~. ~,:.a 
Telephone Number GRO .._~ ..., , .... .. .. ... .. ... ....~, ...,. ,...., ., .. ..... .... ...,. , ...,.~. ;~..::. ,:.:: :,,~ .;:~'.:.,•~ . ~: ~;; 

1=" *'.•~.z`,s.  'i$ 'P `;: ~`; 'z`.cC ~„z~.-ae`,~` z`.; .,x`.=v.5..,. .1,3:'TI.~a1,3.. .3, n ,~:`A'•  ,..,~S.n,~a1,3.., ,a1,3., a,7,~., nF:?•? S. ,1.~'v.~.v....1,S.a§~iz.+1,5':'.:~'~:.',7.5, FAD Code: 2693232 ~?~~" .,.->r.,.,. ~ .-. z... .-..,^,,. •...,. ..,.-->x,. .:, ~ ... z... .-. z:.. . `~,,. ~..., .,.-..., ..,.-->m,.., . ... z. . :-..,,: ,,. ...,. .,. ..., ,,.->•rc,..,. ~ ... iJ.. .-. z:.. ,..,.:~,. •...,. . .a;,c,..l... ... z::. .. 
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location: Meanwood 

Counter/s: 04 

ode Affected: 04 

Description: q e. ,,. ;~ S o~ 
-called in regarding the black box where rn•you insert a floppy disk and has an intel inside sticker (base unit) under node 4 

-saying that it has flashing red light 

-Dale compared it with the other counters, and the others has flashing green 

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter 

-called MAC team and spoke to Calvin and informed him of what Dale has reported 
-was advised to change the ticket to a base unit replacement and is for an engineer visit, tomorrow, no late than end of day 

-called Dale and informed him, Dale acknowledged 

*=**START****MON0900TTJE0900WED0900THU0900FRI0900SAT0900SUN0000BNK00O0 

ON0000TUE0000WED0000THU0000FRI0000SAT0000SUN0000BNK0000 ~ 

ONOOOOTUEOOOOWEDO0OOTHUOOOOFRI0OOOSATOOOOSUNOOOOBNK0000
* * ~ ~ ~ ~.:.»-•: °:: :z ~ ..„....,~:;.::..=?:~,~::::•~ ON1730TUE1730WED1/30THU1730FRI1730SAT1230SUNOOOOBNKOQQfl*** END*tea. 

' 13 
~ ~; 

s z
r'^ ,M k l 

D,,t,,c:27-Feb-2015 13:43:36 User:  Customer Call_ 

From ATOSSD1412: 2015/02/27 13:41:22 GMT Log_CuuunenL 

Contact name: Dale 

Telephone Number: L G RO____. 
FAD Code: 2E93232 

Location: Meanwood 

Counter/s: 04 

ode Affected: 04 

Solution: 

-called in regarding toe black box where in you insert a floppy disk and has an intel inside sticker (base unit) under nod' 4 

-saying that it has flashing red light 

-Dale compared it with the other counters, and the others has flashing green 

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter 

-called MAC team and spoke to Calvin and informed him of what Dale has reported 

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day 

-called Dale and informed him, Dale acknowledged 

ticket updated 

riedged to fujitsu for a base unit replacement as advised by Calvin/MAC 

Date:27-Feb-2015 14:01:05 User:Sudip Sur 

[Start of Response] 

Please note that the base unit swap will be a total waste of time and money. 

The problem is in transaction Recovery software which we are currently looking at.. 

The work around is to delete this session from branch database whicz is causing this problem But we need ap naval from Post 

Office in order to delete this session causing the problem

The authorisation request was sent via ATOS but so far no response has been r ~1~ *a4~ ~~2~~ ° 9x' ~ n aSY '~ma,: 

Unless this session is deleted Node:4 will remain unusable.

[End of Response] 

Response code to call. type 1. as Category 313 -- Pending -- Poiential Problem Identified 

Response was delivered to Consumer w '4$ 4a
~ fig. :. :

'Fe ̀c?.~^.rztz¢u` ,~ ~?~~"ss~ R 'Fa  d~.~'i ~SniFr'1~tt.Y~YQ-vY~i~t:r'~ti'.~'~~i~~\±z~".a~n. F"~r~ e ~w/M?~°M~ 1`~.a+E n~"`'t '+1'~+ ,~~2t,'F a~<. .~l

H :27-Feb-2015 14:31:32 User:Sudip Sur 

'I arL o_ Response] 

I icking through the responses, I have just noticed that ATOS received a response (Date:2015-02-27 13:22:00) from Post Offico 

Branch Support team and they are not wiling to authorise to delete this session. They are suggesting Sub-postmaster should b .: 

authorisation. Unfortunately, this is a business issue and Post Office (POL) need to authorise this. 

[End of Response] 

Response code to call type L as Category 38 -- Pending -- Potential Problem Identified 

Response was delivered to Consumer 

Date:27-Feb-2015 15:21:29 lion: Customer Call_ 

Norm ATOSSt)N12: - -Attachemont RN. T68091.16 A7/012115 Meanwood Branch Unable to Connect t.o the Data Center.msg

Email chase from IM

a r'45 s " '*4' 9* * a -~° . s'k.~ s ~;. vyl., ', t. 8., ~+e t- '=, ~ L~,-a i ~ ~z nz. i 41tt" M ` ' in' hx .aF a & a2 tieRM u., ,rte ,. s'ae • k x ` /( Q4* a ... 

Date:27-Feb-2015 15:47:05 User: Customer Call 

From ATOSSDM12: ----ALtachement RE I6809136 A1701255 - Meanwood Branch - Unable to Connect to the Data Cent.or.msg ---

Email from Branch Support Team - GRO_.__._._._ 

Date:27-Feb-2015 15:47:36 User: Customer Call_ 

From ATOSSDN.12: 2010/02/27 15:45:37 L;MT Enquiry Received an email from Branch support Team saying that the Subposmaster is tin 

one who can authorize the removal of transaction 
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Date:27-Feb-2015 15:53:07 Usex:_Customer Call_ 

From ATOSSDV12: 2015/02/27 1.5:.51:32 GMT Log _C ❑anent Called Branch and spoke to KAM the sub-post master, but she

Asked to call them back 

Date:27-Feb-2015 15:57:09 User: Customer Call_ 

From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.rnsg ---

Finai1 to and from IM 

Date:27-Feb-2015 16:03:00 User:Sudip Sur 

[SLart of Response] 

s I have said earlier; Formal authorisation need to arrive from POL. 

e are unable to delete txn session with FM's authorisation. 

TFS call A7711259 has been raised for this: 

[End of Response] 

Response code to call type L as Category 38 -- Pending -- Potential Problem Identified 

Response was delivered to Consumer 

Date:28-Feb-2015 13:01:21 User:_Customer Call_ 

From ATOSSDM12: 2015j02/28.12_53:09 GMT Log Comment Contact name: Dale 

Telephone Number:i GRO 
FAD Code: 2693232 

Location: Meanwood 

Summary of Issue:
I6809136 A7701z5 .. .,. .. . . ,.. r<,.. . L .,.. ,.,, ~. .: . . :.. .... .....: .. „ ..,..:,:_,' ~. sh5.5, . ~ .p ~ e '+ :,.. ~ n: ~ : +n ~•:!. ~. ~x ~AeVx~-, k: li.o>  av ••R' rr ~ '~ lill v. r.+ py.. "̀ s;l*:.̀  . d .. r.::::2 .e,i. ,.. u',~..ua~C ~~c`r`a`. r+,F u rah l ,r a~h~, ~ 't. Yn c~ ''~ l~io-x2~~s.,~ x~ ~ ~r '~ r~.yLa cK '~,k~,, .  .~; ;`"~ ~~ +~r~ ' ' ~~:•"~~ asp: 

A7711259  :rte;:: m-  :=~:~ .~•~.:.   
- Caller is expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC'
No o en ticket  

Called for 

for Engineer call 

- MAC update r " ` n.

- Needs authorization from PM to delete the txn session 

- Advised caller to provide the authorization via . email ._•_.___,__

- Asked them to send an email authorization to GRO

- We need to forward the authorization to MAC for them to fix this 

- Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update to t o 

caller 

`: a fi  +^#•_~ `~' 0. a Z~! e$ 't :m a%8 n n9n a ~F'~~ 4 "K 'wet` , "''tsw ^`~,^e n~.m~ 8 aaa-9ERa ',+r.~2,.+..o ̀  icy a* fit - •,d; . 

Date:28-Feb-2015 13:01:22 User:  Customer Call_ 

From ATOSSDN_l2: 2015.[02/22_.1 2:59:37 GMT En y1 . i / Contact name: Dale 

Telephone Number: ._._GRO _ 
FAD Code: 2E93232 

Location: Meanwood 

Summary of Issue: 
- I6809136 - A7701255 

- A7711259 

- Caller is expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC 

- No open ticket for Engineer call 

- Called MAC for update 

- Needs authorization from PM to delete the txn session 

- Advised caller to provide the authorization
- Asked them to send an email authorization to GRO 

- We need to forward the authorization to MAC fo tfiem • to ix £fiis -t

- Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update to the 

caller 

Date:28-Feb-2015 13:53:30 User: Customer Call_ 

From ATOSSDF12: 2015/02/28 13:49:15 GMT Enquiry -Kam called in reporting that she already sent us an email regarding the 

authorization to delete session. a 

-Told he r that I will be forwading their email now to MA.G team to lnvestl5at#i t ~~ P~ 
~Glr ' j~ y ~ ~' 

-I checked the mailbox and Julius is now 
 

working on that~h, .,;: ,a,~. 'S •~•• I`ll; '.Wc „ o 'N lu` ~. '!('~.,,. ~,.ir~,.~?. ;°.'~`,. ..ice :;.rt:~ ::: a~t,; :a,. 4.,;1,• ,~~~~~A.,'.~~^:k&A?.
,

,s  F, 

..... e.'.~ ... . .... .. .-:Y,...i, , 'n,...~.. ..... :"~... .  . .~ . ate. .... i..u. ,.~.. .. x .a ~..... .
mss 

. 1~ ..1 . '~.a~. .. £'`.. .'<,. :.~.~  1~~ ~`.. .,.,..,.',•^.. ,. .l0.. .. .., aY.:~,?~:. ~,. .. . ... ._m .... .. . ... .. . ..._'~ .',`~','... . .. .... ........,, m.... .... .. >:.. ..tea:,, ' .:.>,~,,.;:... .::: ~. 

Date 28-Feb-2015 14:04.31 User•_Customer Call 

From ATOSSDM12: 2015/02/28 14:02:52 GMT Enquiry Authentic I a : 

lame: Martin- Area manager 
Contact ;i: _,_, ,_,_GRO,_,_,_,_,_ 

ranch: yes 

FAD/Path code: 2693232 Meanwoud PG 

Issue: 

-user called for reference number I6809136 

-as per notes, needs authorization from PM to delete the txn sessiva 

-user is dissatisfied and needs this escalated 

-user refused to have subpostmaster send an email and they just basically needs an engineer to assist on the site 

-checked email logs, seems subpostmaster doesn't have an email for her to send this to 

-called MAC team, spoke with Ross and relayed issue 

-while awaiting for resolution, received an email via POSD mailbox from the subpostmaster and will just forward it to MAC team 

-relayed caller the same 

Date -.28-Feb-2015 14:06:02 ttc c: Customer Call 
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From ATOSSDM12: ----Attachement. RE 76809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

email sent to MAC 

DaLe:28-Feb-2015 15:41:12 Jour: Customer Call_ 

From ATOSSDM12: ----Attachemont regarding call A7711259 I6809136.msg ---

pdate from MAC 

Date:28-Feb-2015 15:42:43 User: Customer Call 

From ATOSSDM12 2015/02/28 10 40 07 GMT Enquiry Email received from MAC providing update 

`+`aiit . `..; ~nH, a'1•~ ~2 .a3,, m '.,, r.; m .¢ups*-e rn 'B. te a ta s tkv v a4 v a a iEvQ ~w'  "p" ~A . 3 iron .rhe k.a 'c4, c ~ aL.~ ~„4 .x`.,xRe:. 

DaLe:28-Feb-2015 16:17:16 User:_Customer Call_ 

From ATOSSDM12: 2015/02/26 16:12:00 GMT Enquiry -Jess called in for I6809136, sheds chasing for an update. 

-Told her that it's already been sent to our Software team, as per the latest update they advised us to get F'OL to authorize the 

Fujtisu to delete the session which we already have done and now awaiiting for the response. 

-Jess understood. 

Date:28-Feb-2015 16:21:51 User:  Customer Call_ 

From ATOSSDM12: ----Attachement FM I6809136 A7701255 - Meanwood Branch - Authorization to delete session msg 

Sent email to Branch Support copied IM and Sandie Bothick

na a'.;  cr

Date:28-Feb-2015 16:23:53 User:  Customer Call_ 

From ATOSSDMI2: 2015/02/28 16:20:49 GMT Log_Comment. Polly received email from MAC to get email authorization from POL; sent them 

the authorization from PM as required by Branch Support; Sent email to Branch Support copied IM and Sandie Bothick seeking 

assistance on how to proceed with a resolution (email attached) 

Date:28-Feb-2015 16:53:28 User:_ Customer Call 

From ATOSSDM12: 2015/02/28 16:51:01 GMT Log_Comment PM called in and is asking on how they should proceed. Told caller that 

Fujitsu needs authorization to move forward and we already sent an email to branch Support and IM to know which authorization i. 

needed. 

Dato:02-Mar-2015 08:53:22 User:_Customer Call_ 

Prom ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center - RC.msg ---

tool I from MAC 

hote:02-Mar-2015 08:54:23 User: Customer Call

From ATOSSDM12: 2015/03/02 08:52:1/ GMT Log Comment - received an email from MAC c c 

sent an email to Nick Khatker requesting for the information needed by MAC

IeFasB'BRB.v A-: 94989 

Date:02-Mar-2015 09:20:05 User:_Customer Call_ 

From ATOSSDM12: 2015/03/02 09:17:11 GMT Log_Comment Bill called in to chase for a resolution, informed the user that an email was 

rout to the PM (Nick Khatker) requesting for the Session ID number to ho identified. 

Date:02-Mar-2015 09:20:42 User:Sudip Sur + -- 

Target Date/Time updated: new value is 16/03/2015 18 39  e  %Aia h.9 8 $94tI1 4

[Start of Responsel ,.:, .:..7

Increasin the forecast date as we are still waiting nor POL authorisation
[End of Response] 

 

Response code to call type L as Category 38 -- Pending -- Potential Problem Identified >.••`~ '. 

Response was delivered to Consumer 

Date:02-Mar-2015 09:26:08 User:Sudip Sur 

[Start of Response] 

I have already supplied the sessionId and transactionld earlier in this call. 

Please advise ATOS that we need formal POL authorisation and NOT sub-postmasters authorisation. We can not accept Sub-

ostmaster's authorisation to delete txn session. 

separate TFS call A7711259 has also been raised for ATOS for thi:;. 

[End of Response] 
Response code to call type L as Category 38 -- Pending -- Potential Problem Identified 

Response was delivered to Consumer 

ICI a:02-Mar-2015 12:33:29 User:_Customer Call_ 

From ATOSSDM12: 2015/03/02 12:30:36 GMT Log_Comment Dale called in asking for an update 

Checked email and have seen a confirmation from the Subpostmastor 

though MAC needed confirmation from POL themselves not from sub post master 

'ready checked with service management/reference data and branch support but as they have stated this needs to be authorized by 

the sub post master 

forwarded authentication to MAC team 
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Uate:02-Mar-2015 12:33:59 User: _Customer Call_ 

From ATOSSDM12: ----Attachement FM I6809136A7701255 authorisation to delete sessi_on.msq ---

Email to MAC forwarding Authcnticatio❑ 

Dato:02-Mar-2015 17:51:17 Usor: Customer Call_ 

From ATOSSDM12: 2015/03/02 17:49:34 GMT Log Comment From: Brearley, Sharon 

Sent: Monday, March 02, 2015 11:16 PM 

To: Rebecca Barker; ITSupplierManagement 

Cc: Post Office Service Desk; POLServiceManagement ; Brahmbhatt, Rina; Branch Support Team; IT-Solutions R SMC PostOffice 

Incident Management; Thomas, Ian 

Subject: RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center 

Hi Rebecca 

I have referred this matter to our Operations Security Manager to raise with POL Security as I have not seen any documented 

rocess to support this and I?m not comfortable Atos Desk taking instruction from a branch to remove transactions as I?m unsur, 

e are authorised to do this ? for example how would we even validate who the PM is. With all the issues relating to Second 

Sight, I just want to make sure we have an agreed process that POL Security have agreed to. In the meantime, if this is an 

existing process, can you provide me with a copy please. 

any thanks, Sharon 

Sharon Brearley 

Service1.!  L4a_na e_r 7_ Post Office
GRO

GRO 
:: )r 4 , a ;v.S.A ... •§ .r. ,,$ '. 4 e :-': k  .. '" ~.v Lon fields Court ,,........ .,..~`i. . ., ~, ..~;.. ....~:.. .;:n.,..::,.:a .~. _. ... ~~ ~ .. .» . ....> .. ~,.. .._ ..:..~5.,.... ,.:s..-ia,_:; ;<.t ..... 

i dles cods aY asi7~~.1?-,~ ~F~. , .z.,;~.t~. ~-s~~R"4;~£a <~.~;h.. ~ zsa=^m.~s;•. r5~ ?~a`';1xc*~^`
,;'~~~

harncir_fe Busrness Park =~ Ik.' €„ • .~; ~ '; ~ 

Carlton 
Barnsley, S71 3G1T u ~' 

w.atos.net - ; \\• ':,\
& ~. ',~ ,~' a;

From: Branch Support Team GRO._ _._ _._,_._._._._._._._._._._._._. =•: A 
Sent: Friday February 27 2015 1: 18 PM aSm . ~1`'n~.t'~b~'~t~~r,,~3:.
To: IT-Solutions R SMC PostOffice Incident Management; Branch Support Team a•..: 

Cc: Post Office Service Desk; ITSupplierManagement; POLServiceManagement ; Brahmbhatt, Rina; Brearley, Sharon; Rebecca Barker 

Subject: RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center 

il, 

Please see reply from Rebecca Barker sent 26/02 

SM

The process for this type of issue is that the authorisation for this is to be gained from the subpostmas er only    9 

ee 

ga 

cannot authorise 
4s.' sue` "4n+'o Y'`~ ' " X~ ^Z+r~ 

, 

Date:02-Mar-2015 21:58:36 User: Customer Call_ 

From ATOSSDM12: ----Attachement_ RE T6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.nmq ---

mail from Rebecca 

Date:02-Mar-2015 22:17:08 User: Customer Call_ 

From ATOSSDF12: ----Attachement RE 16609136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

Email from Rebecca 

Date:02-Mar-2015 23:51:49 User: Customer Call_ 

From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Centor.msy ---

Email from Ian 

Date:03-Mar-2015 08:46:53 [1:;er:Sudip Sur 

[Start of Response] 

I am returning this call back as POL have not formally authorise to remove this

,xn' rn:i?l~i.~'3Yi~~P . 'P:,.u,f':at'~ ern•,^'T° i ";a 8:.:'„! 'dAt Ze3S ~F 5 ~S.a rte, ....o,, h , . a s•'q r,: '~ t"'~ ~'k ~ ~~, '+c _ c  rC naw~.c~~t,. ~,sir'*~+a~`~t7 7c~il~~r~~~~~'.•au'~:~r c~'fi~~"~~ ~ `~*t  ~~. `~~*:t4 ~z
,,.1" ~;. za3 

End o -f. '1$es' onset. 
.;..... . . .:.  -  - ' . :: .., •..r:. .. .. . : ..,, 

_ = 
Response code to call type L as Category 68 - Final - Administrative Response„ 

outing to Call Logger following Final Progress update  s 

Service Response was delivered to Consumer ,gi ` 

I L :03-Mar-2015 08:46:53 U:;oi :Sudip Sur 

C:,',i :L FCO241242 closed: Category 68 Type I, 

Date:03-Mar-2015 08:46:53 User:Sudip Sur 

Defect cause updated to 42 -- Gen - Outside Program Control 

Datco:03-Mar-2015 08:48:05 U:;,,i :_Customer Call_ 

Call Reference:A7701255 Withdrawn by Consumer 

Transfer Group from 'POA-FJ-PEAK' to 'POA-FJ-Service Desk' 
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:04-Mar-2015 15:11:44 llser:_Customer Call_ 
PCO241242 reopened by _Customer Call 

ate:04-Mar-2015 15:11:44 Uc:er: Customer Call
ransfer Note: Transfer Group from 'POA-FJ-ATOS' to 'POA-FJ-PEAF' 

Khatke, 

2693232 

cation; Meanwood 

sue: 
error: not connecting to data center 
node 04 

as per user he alread spoke with NBSC 

ref #: 822531 
eps: 
did a hard reboot on the counter 

still getting the same error 

user id: GKH;_a _t-? 
issue started Loday (02/24/15) aL 4:30PM 
keystrokes: login&gt;recovery screen&qt;error 
'1'P: 12; BP: 01; SU: E1 

ncident History: 

015-02-23 18:15:37 [ POA-HDI] 

NIT : Create a new request/incident/problem/change/issu,: 

015-02-23 18:15:38 [ POA-HDI] 

neut_en_poa : Transfer Notificatioi, 

015-02-23 18:15:38 [ POA-HDI] 
noun_en_poa : Open Notification 

015-02-23 18:23:00 [ Millman, Emma 

DIoutSTU : User ID : GKH['!jjjyµ:; 
ime: 18:27 
ate: 23/02/2015 
ode: 4 

has advised the following happens when he logs in to node 4. 

recovery message. appears advising a failure occured during a previous session. 

presses continue - Recovery details: 

ash withdrawal 00-269323-4-4536297-1 
AN 633641******0508 

ate/Time: 23/02/2015 10:46:21 
tuck unit: El 

ser: DSLi, 

M advised they gave the customer £140, so I'M presses yes. 

tart recovery process, 'Horizon was processing a health lottery transaction when the system went down.' 

his transaction will now be cancelled by the health lottery. 

M presses ck. 

M then receives the following message: 'Void not confirmed, recovery process was unsucessful the cancel of the health lottery 
ransaction cannot be confirmed. No further action is required.' 

M presses enter and it logs him out. 

015-02-23 18:36:00 [ Millman, Emma ] 
DIoutSTU : I think SSC KEL surs1034R may apply to this issue, but not entriely sure as the recovery details say it was a cash 

ithdrawal. The following message the PM gets when doing the recovery says it is :a health lottery transaction - 'Horizon was 
recessing a health lottery transaction when the system went down.' 

015-02-23 18:39:28 [ Millman, Emma
neut_en_poa : Transfer Notification 

015-02-23 18:40:12 [ TfS Connector) 
DIinACK : Provider Ref: PCO241242 

015-02-24 08:52:15 [ TfS Connector] 
DIoutSTU : From PINICL: Update by Sarah English:Reference Added: SSCKEL surs1034R 

015-02-24 08:52:47 [ TfS Connector] 
DIoutSTU : From PINICL: Update by Sarah English:Cali routed to Team:EDSC Member:Sudip Sur 

015-02-24 09:51:55 [ POA-HDI] 
DIoutADD : From ATOSSDM12: 2015/02/24 09:51:04 GMT Log Comment Summary of issue: Status Update - i6809135 

ecommendation: 
User called in asked for the status update 
Callled Mac Team,spoke Calvin. He informed its still under investigation, 

User acknowledge and will call with an hour 
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-24 10:41:02 [ TfS Connecter] 

TO : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Tdentified:This call is identical to 

incident which is currently being investigated by development. 

to counter log, there were two transactions in the session 4-520273. 

1. Health Lottery txn 00-269323-4-4536296 -1 
2. Banking txn 00-269323-4-4536297 -1 

settlement failed due to poor communication with the data centre (Network issue) and user was logged out by the system. 

then the user logged back in, the recovery kicked-in. But the recovery of the Health Lottery txn 00-269323-4-4536296 -1 failed. 
is the recovery failed, user was/in unable to logon to Node:4. 

I have asked POL (via ATOS) to authorise us to remove the Health Lottery txn 00-269323-4-4536296 -1 which is preventing 
successful recovery. It is not clear when (if) authorisation will arrive. Until then Node:4 will NOT be usable. 

2015-02-24 12:31:49 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/02/24 12:28:47 GMT Log_Comment User callback chased for update. 
Informed user still waiting authorization to remove the health lottery transaction. 
Jser informed she will callback one hour later chase for update 

?015-02-24 14:44:37 [ POA-HDI] 
{DIoutADD : From ATOSSDM12: 2015/02/24 14:43:49 GMT Log_Comment Contact name: Kam 
Pelephone Number: 
?AD Code: 269323 

vocation: Meanwood 

Summary of Issue: Status Update - I6809136. 

tecommendation: 

User callback chased for update. 

Informed user still waiting authorization to remove the health lottery transaction. 

- User informed she will callback one hour later chase for update 

?015-02-24 17:20:10 [ POA-HDI] 
iDIoutADD : From ATOSSDMI2: 2015/02/24 17:18:00 GMT Log_Comment Received a call from Kam, wants to know update regarding ti..: 

Lncident. 
Informed User that there is no further update and advised to call back later 
Jser hang up. 

2015-02-24 19:20:43 [ POA-HDi] 

{DIoutADD : From ATOSSDM12: 2015/02/24 19:19:30 GMT Log Comment - Received an update from Sandie 
- attached update 

2015-02-24 19:21:14 [ POA-HDI] 
{DIoutADD : From ATOSSDM12: ----Attachement A7711259 - 16809136 .msq ---
Jpdate from Sandie Bothick 

?015-02-24 19:25:05 [ POA-HDI] 
iDIoutADD : From ATOSSDM12: ----Attachement RE A7711259 - I6809136 .msq ---
imail from IM 

2015-02-24 19:27:25 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: ----Attachement RE A7711259 - 16809136 .ms:: ---

nail from IM 

?015-02-24 19:29:03 [ POA-HDT] 
8DIoutADD : From ATOSSDM12: ----Attachement RE A7711259 - 16809136 .msq_ ---

;mail from Sandie 

2015-02-25 10:29:33 [ POA-HD1J 
iDIoutADD : From ATOSSDM12: 2015/02/25 10:25:15 GMT Log_Comment -User called back to chased for update 
-Called 14AC team, informed an update 

-informed user still waiting for while .i recovery performed on node 4. 

?015-02-25 13:20:16 [ POA-HDIJ 
{DIoutADD : From ATOSSDM12: 2015/02/25 13:1l:23 GMT Log Comment - Post Mistress rung to chase the call 

Advised PM. that the call is still currently being investigated by the development team 
PM wish to speak with a Manager 

PM stated that it's been 3 days now and they dont know where the money from the Health Lottery and Bank Tarnsaction Au0 

?015-02-25 13:29:12 [ POA-HDI] 
{DIoutADD : From ATOSSDM12: 2015/02/25 13:23:22 GMT Log Comment SUP NOTE 
:poke with Mrs. Khatker 

taller inquiring how to proceed with the transaction 
she has an option to select yes or no 
advised caller that for transaction inquiry needs to contact NRSC 
idvised caller will assist her with the chasing the resolution from the Fujitsu 

ssked permission to place the call on hold to contact MAC 

;ailed MAC spoke with Mary 
:larified update on the incident 

4ary advised that it was provided on the email thread 
-hecked attached email - last email came from Sandie Bothick and confirming if authorization request had been made to POI, 

-larified who should be making this request as email is sent to IM and MAC and POSD is only cc 
4ary advised that POSD should be the one sending the request to POL 
vent back to the caller but caller no longer on the line 
:ailed back twice at ! GRO but line was busy 
idvised agent to send email to POT, for authorization :equee,t. 

2015-02-25 13:29:14 [ POA-HU1 I 

{DIoutADD : From ATOSSDM12: - 
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---Att.achement._T,,T_T6809136 A7701255-Meanwood Branch - Unable to Connect, to the Data Cent.er.msg ---

flail to 
---•------ - -' -._.-.-.-.-.-.GRO._.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.-.. 

?015-02-25 13:32:23 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/25 13:31:39 GMT Log_Comment - Supervisor's conversation with FM got cut-c i ,. 

Tried -ringing the branch back however line is busy 
- As per Supervisor's conversation with Mary from FJS MAC; 
30L authorization is needed for FJS to remove the 
Tealth Lottery txn 00-269323-4-4536296 -1 

- This Health Lottery TXN is Preventing successful recovery of node 4 
Counter on node_ 4_ will not be useable until the said txn log is remove 

Sent email to i GRO I requesting approval/authorization for FJS to remove the said He91tn 
orrery txn log 

i._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._._. 

2015-02-25 13:55:13 [ POA-HDI] 
iDIoutADD : From ATOSSDM12: 2015/02/25 13:44:33 GMT Log_Comment Mrs. Khatker following up the ticket 

-informed her that we sent an authorization request to the reference data team so that Fujitsu can start working on the issue. 
'a11er is a biL concerned since issue started Monday and it's already 3 days. She is asking if we could provide an ETA fur LhI• 

authorization. 
-told user that we do not have an ETA but once the authorization is received we will forward it to fujitsu as soon as possible, 

also we can contact her if she wants. 
-Caller said that she will call the helpdesk every hour or two, to get an update on the ticket. 
-also Mrs. Khatker is requesting for a follow up email to be sent, told user that we can update the ticket 

?015-02-26 09:56:45 [ POA-HDI] 
iDIoutADD : From ATOSSDM12: ----Attachement. RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
lesponse from Reference Data team. 

2015-02-26 10:16:14 [ POA-HDI] 
iDIoutADD : From ATOSSDM12: ----Attachement FW I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msq ---

'orwarded to POL servicemanagement team. 

2015-02-26 12:13:12 [ POA-HDIJ 

{DIoutADD : From ATOSSDM12: 2015/02/26 12:11:07 GMT Log_Comment - Dale called for update. 
- Told him that we are still waiting for POLSM reply to the email that was sent to them. 

?015-02-26 13:24:53 [ POA-HDI] 

TDIoutADD : From ATOSSDM12: ----Attachement FW I6809136 A7'101255 - Meanwood Branch - Unable to Connect to the Data Center from 

?OLSM.msg 
nail from from POLSM raising to Branch support team. 

?015-02-26 13:52:32 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/02/26 ':3:51:01 GMT Log Comment Received an email from POLSM raising the authorisation to Branch 
support team. 

?015-02-26 1/:26:56 [ POA-HDIJ 
iDIoutADD : From ATOSSDM12: 2015/02/26 17:25:45 GMT Log_Comment Name: Dale 

,ontact: ;_ GRO

'AD Code: 2E93232 
location: Meanwood 

lode: 04 
Summary: Status Call - I6809136 1 A7701255 
Issue: 

User is unable to login on Node 04 since 23/02/2015 

User is calling for an update for his login issue 
Advice user still awiting response form the Branch Support team for authorisation 

?015-02-26 17:56:48 [ POA-HDI] 
{DIoutADD : From ATOSSDM12: 2015/02/26 /:55:49 GMT Log_Comment Name: Dale 

ontact: L._._._._GRO_._._,_,_! 
'AD Code: 2E93232 
location: Meanwood 
lode: 04 
Summary: Status Call - T6809136 I A7701255 

Issue: 
USer called back again for update and is getting frustrated 

Advice Dale that SD is unable to provison a timeframe for the Fix 
Advice Dale still awiting response for authorisation to come thru 

Advice Dale, once the issue is sorted. He will be contacted. 

Apologies for the delay 

2015-02-27 09:03:24 [ POA-HDI] 
{DIoutADD : From ATOSSDM12: 2015/02/27 09:01:44 GMT Log_Comment User called to follow up the issue 
Idvised that we are still waiting for an update as well and will contact him as soon as we got one 

Jser agreed but requesting for it to be resolved as soon as possible 

?015-02-27 13:11:23 [ POA-HDT] 
iDIoutADD : From ATOSSDM12: 2015/02/27 13:10:39 GMT Log Comment Chased Branch support team. 

?015-02-27 13:21:43 [ POA-HDI] 
{DIoutADD : From ATOSSDM12: 2015/02/27 13:20:31 GMT Log Comment Update from Branch Support team: 

?lease see reply from Rebecca Barker sent 26/02. 

{i SM 
[he process for this type of issue is that the authorisation for this is to be gained from the subpostmaster on.lj'. 

Ve cannot authorise 

2015-02-27 13:23:18 [ FDA-Hill] 

TDIoutADD : From ATOSSDM12: 2015/02/27 13:22:04 GMT Log_Comment Requested Service Desk to help gain the suthorization fro the sub 
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master. 

2015-02-27 13:36:55 [ POA-HDI] 

HDIoutADD : From ATOSSDM12: 2015/02/27 13:36:11 GMT Status Status changed to -

1r. Khatker 

FAD: 2693232 

.._._._._•GRO --_-----
Location: Meanwood 

issue: 

- error: not connecting to data center 

- node 04 

- as per user he alread spoke with NBSC 

- ref #: 822531 

steps: 

- did a hard reboot on the counter 

- still gettin9- the same error 

- user id: GK draw 
- issue started today (02/24/15) at 4:30PM 

- keystrokes: login>recovery screen>error 

- TP: 12; BP: 01; SU: El 

8ina- Notes: 

I6809136 - A7701255 

Contact name: Dale 

Telephone Number: ; ~Ro. _ . _ ._ . _ 

FAD Code: 2693232 

Location: Meanwood 

Counter/s: 04 

Bode Affected: 04 

Solution: 

-called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4 

-saying that it has flashing red light 

-Dale compared it with the other counters, and the others has flashing green 

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter 

-called MAC team and spoke to Calvin and informed him of what Dale has reported 

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day 

-called Dale and informed him, Dale acknowledged 

****START****MON0903TUE0900WED0900THU0900FRIO900SAT0900SUN0000BNKOODO 

14ON0000TUE0000WED0000THU0000FRI0000SAT0000SUN0000BNK0000 

1ON0000TUE0000WED0000THU0000FRI0000SAT0000SUN0000BNK0000 

ON1730TUE1730WED1730THU1730FRI1730SAT1230SUN0000BNK0000****END**** 

2015-02-27 13:40:32 [ POA-HDI] 

HDIoutADD : From ATOSSDM12: 2015/02/27 13:39:29 GMT Status Status changed to -

'4r. Khatker 

FAD: 2693232 

issue: 

error: not connecting to data center 

node 04 

as per user he alread spoke with NBS0 

ref #: 822531 

Iteps: 

did a hard reboot on the counter-

still getting the same error 

user id: GK , 

issue started today (02/24/15) at 4:30PM 

keystrokes: loqin>recovery screen>error 

TP: 12; BF: 01; SU: El 

Tina- Notes: 

[6809136 - A7701255 

act name: Dale

phone Number:' L. GRO _.-.-.-.-.-.-.-.-.-._._._ 
Code: 2E93232 

tion: Meanwood 

ter/s: 04 

Affected: 04 

Description: 

-called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4 

-saying that it. has flashing red light. 

-Dale compared it with the other counters, and the others has flashing 

green 

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter 

-called MAC team and spoke to Calvin and informed him of what Dale has reported 

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day 

-called Dale and informed him, Dale acknowledged 

****START****MON0900TUE0900WEDO900THU0900FRIO900SAT0900SUN0000BNKOOOO 

40N0000TUE0000WED0000THU0000FRI0000SAT0000SUN0000BNK0000 

40N0000TUE0000WED0000THU0000FRI0000SAT0000SUN0000BNK0000 

40N1730TUE1730WED1730THU1730FRT1730SAT1230SUN000OBNN0000****END**'" 

1015-02-27 13:42:37 [ POA-HUl] 

iDIoutADD : From ATOSSDM12: 2015/02/27 13:41:22 GMT Log Comment 
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tact name: Dal e._._._.-----------
ephone Number • '_._._,_. GRO 

Code: 2693232 

ation: Meanwood 

nter/s: 04 

e Affected: 04 

Solution: 

-called in regarding the black box where in you insert a floppy disk and has an intel inside sticker (base unit) under node 4 

-saying that it has flashing red light 

-Dale compared it with the other counters, and the others has flashing green 

-wanted an engineer visit to replace it, saying that this might be the reason why he can't use the counter 

-called MAC team and spoke to Calvin and informed him of what Dale has reported 

-was advised to change the ticket to a base unit replacement and is for an engineer visit tomorrow, no late than end of day 

-called Dale and informed him, Dale acknowledged 

LiukeL updeLed 

briedged to fujitsu for a base unit replacement as advised by Calvin/MAC 

2015-02-27 14:01:24 [ TfS Connector] 

iDIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:Please note that the base 

mit swap will be a total waste of time and money. 

problem is in transaction Recovery software which we are currently lookinc,

work around is to delete this session from branch database which is causing this problem. But we need approval from Pe:.t 

ice in order to delete this session causing the problem. 

authorisation request was sent via ATOS but so far no response has been received. 

ens this session is deleted Node:4 will remain unusable. 

?015-02-27 14:32:00 [ TfS Connector] 

{DIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:Looking through the 

responses, I have just noticed that ATOS received a response (Date:2015-02-27 13:22:00) from Post Office Branch Support to m 1rl i 

=hey are not wiling to authorise to delete this session. They are suggesting Sub-postmaster should be authorisation. 

Infortunately, this is a business issue and Post Office (POL) need to authorise this. 

2015-.02-27 15:20:55 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg 

mail chase chase from IM 

2015-02-27 15:46:31 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: ----Attachement-RE_I680913_6_ A7_701255__Mea_nwood Branch - Unable to Connect to the Data Center.msg ---

;mail from Branch Support Team i GRO 

?015-02-27 15:47:04 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/27 15:45:37 GMT Enquiry Received an email from Branch support Team saying that the 

Subposmaster is the one who can authorize the removal of transaction 

2015-02-27 15:52:28 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/27 15:51:32 GMT Log Comment Called Branch and spoke to KAM the sub-post master, but she c,:~:.: 

=oo busy 
Inked to call them back 

2015-02-27 15:56:34 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A770125E - Meanwood Branch - Unable to Connect to the Data Center.msq ---

;mail to and from IM 

2015-02-27 16:03:19 [ TfS Connector] 

{DIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:As I have said earlier; 

-ormal authorisation need to arrive from POL. 

Se are unable to delete txn session with PM's authorisation. 

i TFS call A7711259 has been raised for this: 

2015-02-28 13:00:58 [ POA-HDI] 

{DIoutADD : From AIQSDM12,;,_, 015/02/28 12:53:09 GMT Log Comment Contact name: Dale 

telephone Number: .._._._._.GRO._._._._.. 
?AD Code: 2E93232 

,oration: Meanwood 

Summary of Issue: 
I6809136 - A770125't 

A7711259 

Caller is expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC 

- No open ticket for Engineer call 

Called MAC for update 

Needs authorization from PM to delete the t:xn session 

Advised caller to provide the authorization via email 

Asked then: to send an email authorization to! GRO 

We need to forward the authorization to MAC for them to fix this 

Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update t.e Lhc; 

taller 

2015-02-28 13:00:59 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/28 2:59:37 GMT Enquiry Contact name: Cole 

telephone Number: ] GRO
-AD Code: 2693232 

vocation: Meanwond 

Summary of Issue: 
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- 16809136 - A7701255 

- A7711259 

- Caller is expecting an Engineer from Fujitsu to fix the base unit as advised by NBSC 

- No open ticket for Engineer call 

- Called MAC for update 

- Needs authorization from PM to delete the txn session 

- Advised caller to provide the authorization via email 

- Asked them to send an email authorization to  _ GRO

- We need to forward the authorization to MAC for them to fix this 

- Once you POSD receives the email, please send to MAC and provide the reference numbers and ask them to provide an update to tho 

caller 

2015-02-28 13:53:16 [ POA-HDI] 

HDIoutADD : From ATOSSDM12: 2015/02/28 13:49:15 GMT Enquiry -Kam called in reporting that shy, already sent us an email regrrdinq 

the authorization to delete session. 

-Told her that I will be forwading their email now to MAC team to investigate. 

-I checked the mailbox and Julius is now working on that. 

2015-02-28 14:03:39 [ POA-HDI] 

HD1outADD : From A'l'OSSDM12: 2015/02/28 14:02:52 GMT Enquiry Authentication: 

\lame: Martin -  Area manager 
Zontact #• ~_____GRO

Branch: yes 

FAD/Path code: 2693232 Meanwood PO 

Issue: 

-user called for reference number I6809136 

-as per notes, needs authorization from PM to delete the txn session 

-user is dissatisfied and needs this escalated 

-user refused to have subpostmaster send an email and they just basically needs an engineer to assist on the site 

-checked email logs, seems subpostmaster doesn't have an email for her to send this to 

-called MAC team, spoke with Ross and relayed issue 

-while awaiting for resolution, received an email via POSD mailbox from the subpostmaster and will just forward it to MAC team 

-relayed caller the same 

2015-02-28 14:05:14 [ POA-HDI] 

HDIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msq ---

email sent to MAC 

2015-02-28 15:40:41 [ POA-HDI] 

HDIoutADD From ATOSSDM12: ----Attachement en 

Jarding call A7711259 16809136.msg ---

Jndate from MAC 

2015-02-28 15:42:15 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/28 15:40:07 GMT Enquiry Email received from MAC providing update 

?015-02-28 16:16:31 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/02/28 16:12:00 GMT Enquiry -Jess called in for I6809136, she is chasing for an update. 

-Told her that it's already been sent to our Software team, as per the latest update they advised us to get POL to authorize the 

-ujtisu to delete the session which we already have done and now awaiiting for the response. 

-Jess understood. 

?015-02-28 16:21:06 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: ----Attachement FM 16809136 A7701255 - Meanwood Branch - Authorization to delete session.msg ---

lent email to Branch Support; copied IM and Sandie Bothick 

2015-02-28 16:23:08 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/28 16:20:49 GMT Log_Comment Polly received email from MAC to get email authorization from 

?OL; sent them the authorization from PM as required by Branch Support; Sent email to Branch Support copied IM and Sandie Bothick 

seeking assistance on how to proceed with a resolution (email attached) 

2015-02-28 16:53:07 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/02/28 16:51:01 GMT Log_Comment PM called in and is asking on how they should proceed. Told 

:all.er that Fujitsu needs authorization to move forward and we already sent an email to branch Support. and TM. to know which 

authorization is needed. 

2015-03-02 08:11:00 [ Wilcock, Jacqueline Denise] 

:,OG : Authorisation request has been received fro the Pm - see attachment. 

?015-03-02 08:52:29 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch — Unable to Connect to the Data Center -

2C.msg ---

Snail from MAC 

?015-03-02 08:53:32 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/03/02 08:52:17 GMT Log Comment - received an email from MAC. 

- sent, an email to Nick Khatker requesting for the informat.ion needed by MAC. 

2015-03-02 09:19:35 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/03/02 09:17:11 GMT Log_Comment Bill called in to chase for a resolution, informed the user that 

in email was sent to the PM (Nick Khatker) requesting for the Session ID number to be identified. 

?015-03-02 09:21:21 [ TfS Connector] 

{DIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:Increasing the forecast date 

is we are still waiting for POL authorisation. 

?015-03-02 09:27:07 [ TfS Connector] 

iDIoutSTU : From PINICL: Update by Sudip Sur:Category 38 -- Pending -- Potential Problem Identified:I have already supplied the 

;essionld and transactionld earlier in this call. 

?lease advise ATOS that we need formal POL authorisation and NOT sub-postmasters authorisation. We can not accept Sub-

)ostmaster's authorisation to delete txn session. 
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separate TFS call A7711259 has also been raised for ATOS for this. 

?015-03-02 12:33:10 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/03/02 12:30:36 GMT Log Comment Dale called in asking for an update 

;pecked email and have seen a confirmation from the Subpostmaster 
although MAC needed confirmation from POL themselves not from sub postmaster 
already checked with service management/reference data and branch support but as they have stated this needs to be authorized by 

-he sub post master 
forwarded authentication to MAC team 

?015-03-02 12:33:47 [ POA-HDI] 

IDIoutADD : From ATOSSDM12: ----Attachement FW 16809136A7701255 authorisation to delete session.msg ---
:mail to MAC forwarding Authentication 

2015-03-02 14:06:00 [ Wilcock, Jacqueline Denise] 
;OG : Update from Atos 

3ood afternoon, 

tegarding your advice on the incident I6809136/A7701255 

--------------------------------------------------------------------------------------------------------------------------------
isked to get POL to formally authorise Fujitsu to delete this Health Lottery session so that office is able to use Node:4 again. 

Phis will enable the office to use Node:4 again quickly. 

[f nothing is done then after 5 days both txns will enter into failed transaction state and will have to be removed manually. 

?lease advise POL that POA Development investigations lead us to believe that the AP ADC Script developed in Post Office domain 
nay be the underlying cause of the issue. 

?015-03-02 17:50:41 [ POA-HDIJ 
iDIoutADD : From ATOSSDM12: 2015/03/02 17:49:34 GMT Log Comment From: Brearley, Sharon 
Sent: Monday, March 02, 2015 11:16 PM 

Co: Rebecca Barker; ITSupplierManagement 
:c: Post Office Service Desk; POLServiceManagement ; Brahmbhatt, Rina; Branch Support Team; IT-Solutions R SMC PostOffi__e 

Encident Management; Thomas, Ian 
Subject: RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center 

ii Rebecca 
[ have referred this matter to our Operations Security Manager to raise with POL Security as I have not seen any documented 
3rocess to support this and I?m not comfortable Atos Desk taking instruction from a branch to remove transactions as I?m unsur> 

ve are authorised to do this ? for example how would we even validate who the PM is. With all the issues relating to Second 
;fight, I just want to make sure we have an agreed process that COL Security have agreed to. In the meantime, if this is an 

Ixisting process, can you provide me with a copy please. 
4any thanks, Sharon 

ron Brearley 

vice Manager ? Post Office 

4iddleswoods Way 
Sharncliffe Business Park 

Tarlton 
3arnsley, S71 3GN 
VWW.atos.net 

rom: Branch Support Team` _._ _..._... _G_R_O_
Sent: Friday, February 27, 2015 1:18 PM 

Co: IT-Solutions R SMC PostOffice Incident Management; Branch Support Team 
:c: Post Office Service Desk; ITSupplierManagement; POLServiceManagement ; Brahmbhatt, Rina; Brearley, Sharon; Rebecca Marker 

Subject: RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center 
111, 
'Lease see reply from Rebecca Barker sent 26/02. 

ii SM 

[he process for this type of issue is that the authorisation for this is to be gained from the oubpostmaster only. 
Ve cannot authorise 

2egards 
tebecca 

?015-03-02 21:57:55 [ POA-HDI] 

iDIoutADD :From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---
,mail from Rebecca 

?015-03-02 22:16:38 [ POA-HDI] 
iDToutADD : From ATOSSDM12: ----Attachement OF. 16809136 A7701255 - Meanwood Branch - [lnable. to Connect, to the, Data Cent.er.msg ---

Snail from Rebecca 

?015-03-02 23:51:15 [ POA-HDI] 
iDloutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

;mail from Ian 

?015-03-03 08:47:27 [ TfS Connector] 
iDIinSRS : Provider Ref: PCO241242 

2esolution Details: Update by Sudip Sur:Category 68 -- Final --Administrative Response:I am 

returning this call back as POL have not formally authorise to remove this session. 

?015-03-03 08:47:28 [ POA-HDI] 
:neur en poa : Status changed from 'Acknowledged' to 'Resolved' 
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?015-03-03 08:47:28 [ POA-HDT] 

2E : Status changed from 'Acknowledged' to 'Resolved' 

2015-03-03 10:10:18 [ POA-HDI] 

iDloutADD : From ATOSSDM12: 2015/03/03 10:08:54 GMT Log_Comment Dale called in to make a follow up for ticket I6309136, at the 

)nset of the call, he is already upset, he said that his system has been down since last week and it is unacceptable, he would 

Like to speak with a sup, deescalate the call, would like to received a callback around 12:30 from a sup, consulted PA April for 

ipdate s 

?015-03-03 10:23:44 [ Watts, James Marcus] 

~neut_en_poa : Transfer Notification 

?015-03-03 10:37:00 [ Watts, James Marcus] 

iDIoutSTU : Atos called ofr the latest update, given latest update from DESK 

?015-03-03 10:43:41 [ Cowie, Ross Silverstone] 

:neut_en_poa : Transfer Notification 

?015-03-03 11:03:43 [ POA-HDI] 

iDloutADD :_From ATOSSDM12: 2015/03/03 11:02:31 GMT Enquiry Name: KAM 

~ontact ;_~_ _ _ _._ GRO 
GRO 

?AD Code: 2693232 

ocation: Meanwood 

lode: 04 
lummary: Status Call - I6809136 1 A7701255 

Lssue: 

Kam called in for an update for the Incident 

Advice Kan: that the Software team is still awaiting for authorization to delete session 

Advice that the team is still awaiting for response for POL 

PM is pressing that she needs the incident resloved as soon as possiable 

Advice will update the Log and keep the team aware for her concerns 

?015-03-03 11:24:20 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: ----Attachement RE 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg 

snail by by April Padilla in which POSD was copied 

?015-03-03 12:07:24 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/03/03 12:04:34 GMT Log_Comment - Supervisor Log 

Spoke with Ian H. of Service Management (Incident was endorsed to him by Ian Thomas) 

Lync Conversation 

iumphries, Ian 7:01 PM 

Eve asked Fujitsu if they would accept a note from POL to say we have delegated authority. 

they need to check with their Security team 

Call branch, spoke with KAM 

Provided the update from Ian H. 

PM is not yet satisfied with the update 

Apologized to PM for the delay and informed her that I will give her another call within the day for updates 

?015-03-03 12:38:20 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/03/03 ':_2:36:01 GMT Log_Comment Martin (manager of KAm) 

269323 - Meanwood 

)7540642308 

iser calling in for reference I6809136 

advised Martin that this has been already escalated to PoLservicemanagement and they are the ones currently looking into getting 

in approval from POL for the authorization to delete the specific transaction. 

kdvised him that the update would be given within the day. 

EU not happy to hear about the update. 

advised that this has already been highlighted at the servicedesk and the Polservicemanagement team already as soon as an update 

Ls available the desk will contact both of them. 

?015-03-03 14:21:56 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/03/03 14:20:31 GMT Log Continent Received Email from Ian thomas, addressed to Ian Humphries 

2015-03-03 14:26:52 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center - Email 

_r̀om Ian Thcmas.msg ---

Email from ian thomas, addressed to ian humphries 

?015-03-03 17:17:45 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/03/03 17:13:47 GMT Log_Comment - Called PM and advised them that ATOS is still chasing POL for 

.he approval 

- Lync conversation with Ian H. 

iumphries, Ian 10:42 PM 

Just spoke to Rebecca Barker who has been in touch with a POL contact. They are asking for details of the transaction. 

[ sent over the information provided by Fujitsu but will see if there is anything further in the incident log. 

inpefully I can get someone in POT, to authorise. 

PM is asking for an ETA, apologized to PM that we can't provide an ETA because the approval will come from POL and it is 

slready out of our hand BUT advised her that will continue chasing this ticket POL 

- Will update PM tom 

2015-03-03 17:18:48 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/03/03 17:17:33 GMT Log_Comment - Called Martin (manager of KAm) 

?69323 - Meanwood 
GRO --.----

- No answer 

?015-03-04 11:02:24 [ POA-HDI] 
1DIoutADD : From ATOSSDM12: 2015/03/04 10:59:31 GMT Log_Comment Received mail from Sandie B (Fujitsu SDM) as below: 

'an you please chase POL for authorision to delete the transactions ? the PM is constantly chasing nut 4th line support time 

'an you treat this as an escalation and provide an update to the PM on your actions to get this resolved 
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'nj i ton -equest.ed to escalate the. call . 

?015-03-04 11:08:02 [ POA-HDI] 
1DIoutADD : From ATOSSDM12: 2015/03/04 10:59:31 GMT Log_Comment Received mail from Sandie B (Fujitsu SDM) as below: 

:an you please chase POL for authorision to delete the transactions ? the PM is constantly chasing out 4th line support I.

:an you treat this as an escalation and provide an update to the PM on your actions to get this resolved 
'ujitsu requested to escalate the call. 

?015-03-04 11:14:12 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/03/04 11:13:02 GMT Log_Comment Chased Service Management and Ian H for updates. 

?015-03-04 11:21:21 [ POA-HDI] 
iDIoutADD : From ATOSSDM12: 2015/03/04 11:19:56 GMT Log_Comment Jackie from Fujitsu MAC called in to chase the ticket. Asked for 
sdvise from TL Eden and she spoke with Jackie and explained the current status 

?015-03-04 11:22:27 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: ----Attachement A7711259I6815009 - From MAC.msg ---
,mail update from MAC, this is already with POLservicemanagemenl team 

?015-03-04 11:35:3? [ POA-HDI] 

iDIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

,mail sent to Atos Service Manager and Ian T. chasing the approval from POL 

?015-03-04 11:38:31 [ POA-HDI] 
iDIoutADD : From ATOSSDM12: 2015/03/04 11:36:35 GMT Log_Comment - Spoke with Jacquie 
Atos is still awaiting for the approval from POL 

Sent an email to Atos Service Managers to request assistance in chasing the approval needed 
See attached email for reference 

?015-03-04 11:48:08 [ POA-HDI] 

iDIoutADD : From ATOSSDM12: 2015/03/04 11:47:01 GMT Log_Comment From: Brearley, Sharon 
Sent: Wednesday, March 04, 2015 5:13 PM 
Co: CASTRO, Eden; Thomas, Ian; PADILLA, April 

;c: Post Office Service Desk; POLServiceManagement ; Brahmbhatt, Rica; IT-Solutions R SMC PostOffice Incident Management; 
,OMATAO, Mel; GALICIA, Lucky; Brady, Danielle; Humphries, Ian; Egan, James 

Subject: RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center 
,den 
Chi s has been escalated to Post Office via Ian Humphries yesterday, Atos are awaiting response but the issue seems 

=o be that POL do not seem to be able to confirm who this responsibility sits with hence the delay. 
2egards, Sharon 

Sharon Brearley 

Office 

ngfields Court 

ddleswoods Way 
arncliffe Business Park 
rlton 
rnsley, S71 3GN 

w.atos.net 

'rom: CASTRO, Eden 
Sent: Wednesday, March 04, 2015 11:33 AM 
Co: Thomas, Ian; PADILLA, April; Brearley, Sharon; Humphries, Ian; Egan, James 
:c: Post Office Service Desk; POLserviceManagement ; Brahmbhatt, Rica; IT-Solutions R SMC PostOffice Incident Management; 

IOMATAO, Mel; GALICIA, Lucky; Brady, Danielle 
Subject: RE: I6809136 / A7701255 - Meanwood Branch - Unable to Connect to the Data Center 

ii, all. 
[he desk received a call from FJS Team, they are chasing the approval from POL so that they can proceed with deleting the 
session. The PM keeps on calling them for an update. 
?James, can you please help us chasing the approval from Rebecca Barker since Ian H is out today? As per my last conversation 
oi.th Tan yesterday, he is coordinating with her for the approval. 

[hank You. 

Eden B. Castro 

Manager 

?015-03-04 14:46:32 [ POA-HDI] 
lDIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch — Unable to Connect to the Data Center.msg ---

.eceived approval from POL 

?015-03-04 14:48:41 [ POA-HDT] 

1DIoutADD : From ATOSSDM12: 2015/03/04 14:47:04 GMT Log Comment - Received approval from POL 

- We will contact FJS to procoed with deleting the transaction 

?015-03-04 15:00:17 [ POA-HDI] 

iDIoutADD :From ATOSSDM12: 2015/03/04 14:57:40 GMT Log_Comment -
ieceived email from Sharon Brearley of POLserviceManagement Team 

kdvised that the authorization has been provided by POL 
-Forwarded the authorization to Fujitsu/MAC 

'lease see attached file 

2015-03-04 15:00:18 L POA-HDI] 
{DIoutADD : From ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center - Email 
From Sharon Brearley with POL Authorization.msg ---

,mail from Sharon Brearley with POL Authorization 
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2015-03-04 15:04:30 [ POA-HDI] 

{DIoutADD : From ATOSSDM12: 2015/03/04 :5:02:55 GMT Log _Comment called MAC spoke to MAnprect team to informed him that as .c: L 

the authorization. 

2015-03-04 15:10:00 [ Dhillon, Manpreet Singh) 

,OG : Email sent to SSC duty mail box with authorisation to delete session. 

2015-03-04 15:11:04 [ Dhillon, Manpreet Singh) 

aneut en poa : Transfer Notification 
Transfer Group from 'PRE-FJ-ATOS' to 'POA-FJ-PF.Ah' 

04-Mar-2015 15:25:08 User:Adam Woolley 

nce Added - Email sent to SSC DM with approval to delete session 

e:04-Mar-2015 15:45:59 User: Customer Call_ 

m ATOSSDY12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg 

it from IM. 

Jate:04-Mar-2015 16:17:15 User: Customer Call_ 

Prom ATOSSDM12: ----Attachement Lj - 16809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center.msg ---

-den Castro's email to; 

Chomao, Ian &1t;i ,_, ,_,_ GRO ------ .- -j; PADILLA, April &It;; GRO  Brearley, Sharon 
it' 

GRO._._.__.__._._.___•.__•' 
Hum hries, Ian 

GRo . . . . . . . . . . . . ._ti 
F an, ' James &It •-•-•-•-•-•-•-•-•-•-•-•-• -----•-•-•--•-•--•-• - 

P _._._._._._._._._._._._._._._._._._._._._._._._._._._._._._;' g GRO ._._._._._._._._._._._._, 

te:04-Mar-2015 16:30:08 Us:or:Sudip Sur 

e Call record has been assigned to the Team Member: Sudip On: 

ogress was delivered to Consumer 

Le:04-Mar-2015 17:32:13 User: Customer Call_ 

om A'i'OSSDM12: 2015/03/04 17:29:35 GMT Log Comment -attached email update from problem management to 1M, service management at 

SD OPS: 

od Afternoon, 

? The PR ref for this is GY:P6335678. 

you please provide us with the fell, 

Date and time of first incident doter 

Description of symptoms 

Volumes of incidents 

business area(s) impacted 

Affected service(s) 

Details of current workaround in place 

A list of all incident references for both ongoing and sed t 

bert Shaw 

Regards 
s be ~? ~.. 

Bert Shaw 

oblem Analyst 

t' :04-Mar-2015 17:34:14 U.n :_Customer Call_ 

ow ATOSSDM12: ----Attachement RE I6809136 A7701255 - Meanwood Branch - Unable to Connect to the Data Center. so' ---

sail from Problem mgmt to all 

te:04-Mar-2015 22:48:41 User: Customer Call_ 

om ATOSSU2t12: ----Attachement RE 16009136 A/101255 - Meanwood Branch - Unable to Connect to the Data Center.msg -

ail from IM 

Datc-s:05-Mar-2015 08:45:17 User :Sudip Sur 

Target Date/Time updated: new value is 13/03/2015 18:39 

[Start of Response] 

Investigating 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 

Response was del ivered to Consumer 

Jate:05-Mar-2015 12:46:06 User: Customer Call_
Prom ATOSSDM12: 2015/03/05 12:44:36 GMT Log Comment From: Ibrahim Kizildag [mailto! G RO ' 
tent: Thursday, March 05, 2015 6:01. PM
Co: ITSupplierManagement; IT-Solutions Post Office complaints ; IT-Solutions R SMC PostOffice Incident Management 

Jc: Humphries, Ian r 

Subject: RE: Meanwood Post Office- Branch Code2693232 a 

ii Rebecca; .. . ., .. ... . 

C copied complaints at atos because originally I sent this complaint to them and branch and I didn?t receive a response 

nd Regards; 
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Thrahim Kizildag 

NBSC 

Dearne House 

Cortonwood Drive 

Brampton 

Barnsley 

S73 0tJF 

From: ITSupplierManagement \; 

Sent: 05 March 2015 12:05 
To: Ibrahim Kizildag; GRO IT Soluticr 

Cc: Ian Humphries 

Subject: RE: Meanwood Post Office— Branch Codo2693232 si ) 

Hi Ib

I?m not sure why you have copied complaints into the mail, this i3 

agreed for the transaction to be cleared. 

IM please could you keep the branch updated 

Becks 

From: Ibrahim Kizildag 

Sent: Q 11..:_17._._._._._._

_ _ . 
- -' ._._. .

._. _ _._._._._._._._._._._• iNav,:r" ;`,,3;.e, .- :5>. '.i`,fip. i$ 1~.'>`.;"F '_~; .": "al;='%,~' ^`. ..?5)Tv 
Cc: ITSupplierManagement

Subject: RE: Meanwood Post Office- Branch Code2693232 

Hi Rebecca and Paula;

Branch haven?t had any response and their terminal is still down 

she sa: 

Kind Re 

t 

with the incident management team. Anne Al 

and PM said it has been down last two weeks, PM is not happy and] 

uearne House c '~ .c~F 3 zx$a N~ aA'.,'•`•',.,iCq',' 'G '. e.3^ `? x 1"''"'"'' ,{T7L~a~P N \~s~'t?, Sr ti .~•. a'a 4+ r.' ~'7 G, ;:.
Cortonwood Drive

Brampton 

Barnsley 

S73 OUF

Phone 
Numberi- - 

CRC
- -- - -'- -'-'-•-' 

.i 53+\S. , w'? „c i '2C b 2 '1:k ~"'M'1~Rr ) t c '.":;v'.. ~` , lk l~s* ~.'3a' ',~~ ,aa` 5~"~~Z, &~ hc2 % v~' 

CRC 
.~ ::~~k`" ' 2 ^'i Cp ~ ~ ~,~."~~' . , .> .~b> rc~i~ \Y~".7+,.1 '~T "i~ ~ >Qfl •", v  ~, 

, '? . ,. i

:..:.. ... . . ... ..... .. ,. .,. _s~:..... ... ., ...... .......> >......,....~.,. .. .... ....... .. ... .3:e. :..~;.: ~~'. 

From: Ibrahim Kizilda .,~k; '~,:~'r:.~ '•'oa• ;'r' z~,. „ ,• -~"~•§., .b ,. '..-~_;_ 
•~~: ~i` 

..;ry 
'o ~~ ~,r`: pea g _.,.. •~..~~ . .,.e„~,,. ..~ ~ ...a~ H ~~~'~, ' ";:; Si'%~~`',~;~~; r~~~2 ~x ~~a ~` ''~`' ~:s;,~„t. s~tisi"` '~a~~';:;̀ n..

Sent. 03 March 201_ 13 52 m }  .. , . .. .  . _... .. . ._. . ... .... '-

To CR0 
vt 

-'-•-•..-•-•-'-'-•-.-'-.-'-.-•-.. .-•-.-'-._.-'-._•-..... F"~34~'F ̂>'hZ ^.. ~,., Pl* i ' •°.~3̀  ( "`~`?TS , ' .'  it Ak~,t~Q!' ~ \.",~,.FRi.'.1-'3 Li ê"?Y ?„?in~' < ~tl%:4. !l. 'F?_,l4GA.M\ :. •h51°P ~~. &' ? `/n3~ `. ̂ + 

Cc: ITSupplierManagement 

Subject: RE: Meanwood Post Office- Branch Code2693232 

Hi All; 

Please see attached email is there any update for this complaint?

Kind Re ards :, :: ~¢ .., .,_. ~~'k.~,.`~t~ ~„~~" .~`:~ ~ ., a• ,s. a~ .',_ è4' ~.tZ k.`~Y~, ',~,,~ -̀ ~x~5z€'~,a?,a~~` ,`i?.~'xA~\`~i*"`~%4~f'"~'~ '~'~~ ~~~r" ` ~~v( ̂ .. ':t:~~;,~~*~a1 r' '~~. rT„~' a^F`a.
,,..

Ibrahim Kizildag Team Meade ;.  ~: ,.> -...,. ..._,., .....~.,..,, ,.:.,.., m'•:.:',; • cs~r a...' ...,~... .~.`...
.. .. ..>-a .. . ..... ....~ .. ., . . ~..... ._.....,...~ ...—. ..3:..i ... .. .. _.. .. ...5..... - ;:hex:! :: ~;~:, 

~`: '+, 5 2 =I~t°` `;;w , 'i 's;Eii, r. ~. Jr'a ,`~; • ~i:̀- : . k"x c: ~Sir :>,. `.; t+ ' `an; '+~ . NDSC ;
'a*'c; ."~'. := r;;"?  .1!v :'L_.' ~h+.~. L1. ;~..<. ..1;.. ':v"°~ M. _.. .N??1 r, s1.:..>. ~; .., "t>... .?r4 ._... . >~. .>. ...  _.. .... " '... fi  ..> ... . .. ,. .,;...>. ..;. ....~_:..>.: . . ..: .;5._... 

Dearne House :;:: .. _.: ,; . .. :.. ~..,. . ::: ,,  55 , 

Cortonwood  Drive 

Brampton 

Bar

SS73nOUFY
Phone Number GRo s ~,~ ,x'~. .",„~ ~, a t. . . ~ ~ ,,~, ~` ._._._._._. ._._._._._._._  _ / ~. .. , "+„ ~, , 1~~..1~:.. •ar?  '~'  ^s"~ o  )"~l` .,a 4~Ck' >,~`.r~~~. o, .;t ?... .. .. .. ~f ,. ..~ .. ml ,e.++... ~.)... .. !?.. ~1, ~",~~~.. ...,. ...~.. .. ...~,. ...~~,~.., ., '~~4:..> Sk. ~Zniv~"#~'.:,k '~ nk

~v'  \
.- ..~•~̀ ~̀:~~.y....`.. r..~.,:. 

_ ,n.~; ._...:e:a.- \wR~v~. -. ~^~L; :{ .~.',^`~, ;gs••C 'iR>•^~y $n' • `.~~: +>]f~ '̀  Ts;... ~. - ,~~,, ,T: _` -~ ?~a. 3, ~.. 
r~'~~rr ~~.' '.`~ ~5. •^: :x:c _,~u',Sl~b`e,.a Sa c `,~,.

~ ~, .G.~`, r.: :•~s~~,~,: ;:s55 a, ~:::~':~r'..~a :•~ 
h{G;'~'"N,`n>£;,a@c_Cfi'G~ )~", 'L~'?:  iR `~*e:, ~x',`lstt[  ." ' :iU>  'R~'C t ~ `'   ,*, z 4-.~~MS _ 

Sent: 27 February X015 10 36 ..' ~ ~'a•:. ;'~-

To: GRO 
Cc: 1T~nppTierMaiiacementp' 7Ceri3ra'Uickinson 
Subject: Meanwood Post Office- Branch Code2693232 

Hi All; 

I took a manager call from Meanwood Post Office, branch code is; ; 9R0  PM said one of the counter has not been working since 

last week and engineer visit has been arranged for last Monday but engineer failed to attend to this site , branch contacted 

service desk and option 7 numbers of times this week but nothing has been done and service desk have not provided any help and 

they referred PM to NBSC and ask for a manager. Can you please investigate this complaint asap and provide a response to PM. 

Service desk reference number, is; I6809136. PM is not happy and wants a resolution asap. 

Hi Paula and Rebecca; 

This is the second case this week service desk referred branch to NBSC and their complaints have not been addressed. Has tho 

process changed regarding service desk complaints? 

Kind Regards
Ibrahim Kizildag 'Team leaded

.,..".".. .:~. ~R~ .,.,;a~. .c<, ..,....~ ..», . .:. ..~.... , ..,:•i=4 :,.:_:..._:s..,~::: ~,'~~.'.,:a.+~,..,. ..>~a,."'*..~~,.. ..r?'~:..,'a~.,J*. .;~. "...,:....~..~",~:~k~.,' ,.haw, ?~..;a...?~k~,,,'~.a~.,`"n..a&...,:!t., 

NBSC 

Dearne House 
Cortonwood Drive 

S7; 
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Date:05-Mar-2015 12:46:07 User: _Customer Call 

From ATOSSDY12: ----Attachement RE Moanwood Post Office- Branch Cod22693232.maq ---

email to supplier team 

Date:05-Mar-2015 12:48:45 lJo: r:_Customer Call_
From A1'OSSUN12: 2(1 15/03/05 1.2:47:41 ',M'I' koq C:oi:ment ca.Lled GRO ,poke to dale informed about the status. 

Date:05-Mar-2015 14:45:49 User :Sudip Sur 

[SLarL o= Response] 
TFS:A7711259 was raised on 24/2/15 in order for ATOS to obtain peinu aic,u f rant PI 3 ,L,:, t I c. 1 t .1 t y s i;.-•i;. 1 <am 
not sure why it has taken so long for authorisation to arrive! 

Finally we received the necessary permission yesterday 4/3/15. 

I have produced a work around for this issue and currently waiting for development to validate my solution before I implement on 

live estate. 

Once this has been resolved we will supply the necessary reconciliation details to POL (using BINS) for the Banking transaction 

which is also stuck alonq with the Health Lottery txn. 

[End of Response] 

Response code to call type L as Category 40 -- Pending -- Incident Under Investigation 
Response was delivered to Consumer 

Date:05-Mar-2015 15:46:35 User:Sudip Sur 
SU please do the necessary reconciliation for the following: 

This office was doing the following cash withdrawal txn for £70.66 on 23/2/15 @10:41 . 
The session also contained a non financial Health Lottery txn. 

The settlement failed due to poor communication with the data centre. The disconnected session receipts wereprinted which 

advised PM to pay the money out. Spoke to PM who confirmed that the money exchanged hands. 

hen PM tried to loq hack the recovery kicked-in. However the Healtn Lottery APADC recovery script I:iled and left counter 

unusable. 

Yesterday POL Branch Support team authorised us to remove/update the session. 

Today I have carried out and completed the task. PM is now able to use the node again. 

Reconciliation needed for the banking transaction: 

The cash withdrawal txn was authorised and PM said they paid the money out. 
This will leave this office £70.66 short (cash shortage) as the session not completed fully. 

POL need to do appropriate reconciliation; transaction correction. 

SO: Please send the call back to me once BIMs have been raised. 

Lot: :05-Mar-2015 15:53:08 II:: .::Sudip Sur 

The Call record has been transferred to the team: MSU-Indt Mgt 
The Call record has been assigned to the Team Member: Tyrone Cozen:; 
Progress was delivered to Consumer 

DaLc:05-Mar-2015 16:06:49 11.1 I :Sudip Sur 
Correction: 

ISO please note that it was a CAPO cash withdrawal for £140 and NOT £70.66. 

00-269323-4-4536297-1 

),le:05-Mar-2015 16:12:04 User:Tyrone Cozens 

Update by Sudip:-

Please note that it was a CAPO cash withdrawal for £140 and NOT £70.66. 
00-269323-4-453629'i-1 

Date:05-Mar-2015 16:26:16 User:Sudip Sur 

Reference Added: MSC Task 043T'.:'

Date:06-Mar-2015 10:48:23 UseL:Jason Muir 

B1MS has been sent to POL. Returning call to SSC. 

Date:06-Mar-2015 10:48:39 u;:ec:Jason Muir 

The Call record has been transferred to the team: Etci 

Progress was delivered to Consumer 
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te:06-Mar-2015 10:49:50 User:David Seddon
e Call record has been assigned to the Team Member: Sudip Sin 

ogress was delivered to Consumer 

Date:09-Mar-2015 09:06:56 User:Sudip Sur 
[Start of Response] 

The work was completed on Thursday 5/3/15 and advised PM that they should be able to logon. 

PM confirmed that everything was ok. 

I have also advised MSU to do the necessary reconciliation and raise BIMS with POL for the Cash Withdrawal txn for £14 

This call may now be closed 
_..yr+ ..s....,m

[End of Response] 
Response code to call type L as Category 95 -- Final --
Routing to Call Logger following Final Progress update.
Service ;:Response was delivered.... to....Cnnaumer 

te:09-Mar-2015 09:06:56 User:Sudip Sur 

LL PCO241242 closed: Category S)5 Type L 

Date:09-Mar-2015 09:08:22 User: Customer Call_ 

Call Reference:A7701255 Withdraw❑ by Consumer 
Transfer Group from 'POA-FJ-PEAK' to 'POA-FJ-Service Desk' 

Le:09-Mar-2015 12:44:29 User:—Customer Call_ 

nsumer XXXXXX@TNS01 :nas acknowledged the call closure 


